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INTRODUCTION 18 

At the 33rd ISO/TC 176 annual plenary meeting held during September 2017 in Indonesia, a workshop was held to 19 

start work on determining future concepts that could impact the work of ISO/TC 176. A resolution was passed to 20 

create a task force, ISO/TC 176/TF4, to develop a formal document on future concepts, covering:  21 

- description of concept 22 
- current literature and application of concept (multi industry/sector view) 23 
- potential impact on ISO/TC 176 standards and documents 24 

 25 
The task force included representatives from over 30 countries with experts from all three sub-committees.  26 

The purpose of the future concepts document is to: 27 

- explore concepts that can impact quality, quality management, or quality management systems 28 
- provide guidance and recommendations to ISO/TC 176 committees, sub committees, working groups and 29 

task forces on future concepts 30 
- provide an input for all groups revising current ISO/TC 176 documents 31 

 32 
The concepts explored and the accompanying recommendations in this document are for future consideration 33 

when developing standards. They should not be perceived as a final decision to include them in any standard.  34 

At the 34th ISO/TC 176 annual plenary held during November 2018 in Azores the ISO/TC 176/TF4 experts 35 
discussed a wide range of concepts and prioritized those deemed to have greatest potential impact.  36 
 37 
The concepts addressed in the first iteration of this document are:  38 
 39 

 customer experience       40 

 people aspects        41 

 change management       42 

 integration   43 

 knowledge management      44 

 emerging technologies      45 

 ethics & integrity 46 

 organizational culture  47 

The relevance of these concepts to common clauses/topics in ISO/TC 176 standards are presented in Figure 1, 48 
below, to assist users in understanding how they can relate to other ISO/TC 176 documents. A matrix of the 49 
relevance of these concepts to all current and developing ISO/TC 176 standards is included at the end of this 50 
document. 51 

 52 
In exploring these concepts the UN Sustainable Development Goals have been considered.  The following goals 53 
have particular relevance to the documents developed by ISO/TC 176: 54 
 55 
8 Decent work and economic growth 56 
9 Industry, innovation and infrastructure 57 
11 Sustainable cities and communities 58 
12 Responsible consumption and production 59 

 60 

 61 

 62 

 63 

 64 

 65 
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Figure 1: Relevance of concepts in this document to clauses in ISO/TC 176 documents  67 



Customer experience 68 

What is customer experience? 69 

Customer experience is the sum of all perceptions, impressions and reactions, from first discovering and 70 
researching a product or service, to shopping and purchasing, to actually using the product/service and following 71 
up with the brand afterwards. Customer experience reflects how a customer feels about an organization overall 72 
and includes the emotional, physical, psychological connection customers have with a brand. It isn’t a one-off 73 
interaction, but rather includes the entire customer lifecycle and every touchpoint a customer has with a product 74 
or service. 75 
Customer experience differs from customer satisfaction, in that customer experience goes beyond meeting 76 
customer needs and expectations, to generate positive emotions during different interactions between the 77 
customer and the organization.  78 
The organization should identify and fulfil the needs and expectations of the customers to generate a positive 79 
customer experience. From inception of the product/service, emphasis on how it is marketed, sold, supported 80 
and maintained affects the customer either positively or negatively, thus affecting customer experience. 81 
Moreover, high customer satisfaction and loyalty cannot always be achieved by fulfilling needs and expectations 82 
that are stated or implied by the customer, because the customer can sometimes be unaware of exactly what 83 
their needs or expectations are until the product/service is delivered.  84 
 85 
Focusing on the total interaction between the customer and the organization provides opportunities for 86 
understanding customer needs and expectations more effectively to generate a positive customer experience. 87 
 88 

Why is customer experience considered important? 89 

Understanding customer experience is important because It helps to: 90 
 91 

 Improve customer satisfaction:  92 
Customer experience is key to meeting or exceeding customers’ expectations and fulfilling customers’ needs. The 93 
opportunity lies in the ability to deliver what the organization promises and surprises its customer with extra care 94 
and support. 95 
 96 

 Differentiate an organization’s products and services from others:  97 
Since competitive products are readily available and the purchasing options of customers have increased due to 98 
new technologies, it’s harder for an organization to differentiate from their competitors. Therefore, excellent 99 
customer experience could be a differentiator from others.   100 
 101 

 Generate customer loyalty:  102 
Customer loyalty is the result of consistently positive emotional experience, physical attribute-based (efficiency, 103 
ease of use, performance, perceived control and convenience) satisfaction and perceived value of an experience, 104 
which includes the product or services [Wikipedia], creating an experience that really impresses customer helps 105 
enhance customer loyalty and bring repeating business. A superior experience becomes a valued and unique 106 
asset for any type of business.  107 
 108 

 Build trust and create personal relationships 109 
The information and communication technology (ICT) are developing rapidly, face-to-face interaction or 110 
communication between an organization and the customer are declining. This issue makes it difficult for the 111 
organization to accurately identify the needs and expectations of the customer. In addition, many organizations 112 
are developing their business globally. The organization can overcome this issue by focusing on the customer 113 
experience, build trust and create personal relationships 114 
 115 

 Increases customer advocacy and referrals 116 
Word of mouth and social media are among    the most effective tools an organization can utilize. If the customer 117 
experience is unique, and the organization knows more about the customer it can increase sales, loyalty and 118 
advocacy resulting in improvement of the image and reputation of the brand.  119 
 120 



Exploration of customer experience 121 

The Customer Experience begins while a person has knowledge or notion of a brand, product/services of an 122 
organization and collects the inputs from the organization. The inputs may come from publicity, social media 123 
feedback from other people, experiences of using the products or services of the organization, experiences in the 124 
intercommunication between the person and the organization etc. 125 
 126 
To build a positive customer experience, organizations should empower their people to identify and understand 127 
not only their customer needs, but also who their customers are, in order to create an emotional connection with 128 
them. Organizations should also look at how to capture their feedback in real time.     129 
 130 
To create a positive customer experience, organizations should consider: 131 
1. Communications – how the organization communicates via brand, advertising, marketing, sales and ongoing 132 
communications; 133 
2. Product – how well suited to an individual customer the product features are; 134 
3. Processes – how easy and useful the organizations processes are that the customer undertakes e.g. a claims 135 
process or an application process; 136 
4. Channels – how well the organization’s contact channels (website, phone, face-to-face, digital) suit the 137 
preferences of the customer; 138 
5. People – how the people of the organization treat the customer; and 139 
6. Price – what the customer is willing to pay, and regards as good value, for the whole of the experience. 140 
7. Emotional response – how the customer felt about the experience; 141 
8. Rational response – the cognitive or rational assessment (satisfaction) the customer made of the experience; 142 
and 143 
9. Value for effort – customer assessment of effort compared to value. 144 
 145 
Customer experience measures take into consideration these categories and an assessment of the customers’ 146 
engagement made up of. 147 
 148 
In order for an organization to create a positive customer experience, they must understand customer needs, 149 
which can be classified into two types. One is stated, generally implied or obligatory, and the other is latent.  The 150 
customer’s satisfaction and delight depend on the degree to which these customer’s needs are fulfilled *1+. The 151 
customer has some expectation of the product/service based on the stated, generally implied or obligatory needs 152 
before they purchase and use the product/service. When this expectation is not fulfilled, the customer feel 153 
dissatisfaction and make claims and complains to the organization. When the expectation is just fulfilled, the 154 
customer feel satisfaction. On the other hand, when the expectation is exceeded, and the latent needs are 155 
fulfilled, the customer notices their latent needs and feel highly satisfied and delight.  156 
 157 
High customer satisfaction and delight lead to the trust and attachment of the customer to the product and 158 
service, and the organization, and the repurchase and reuse by the customer [2]. According to this understanding, 159 
in the cases where the product and service are not sold well, it is possible that the product and service do not 160 
fulfil the customers’ needs and expectations. Therefore, the organizations should analyze mismatches between 161 
the product/service and the customers’ needs/expectations, identify where the mismatches come from, and 162 
improve the processes of planning, developing, producing and providing products and services based on the 163 
results.   164 
 165 
Acquiring a new customer costs more than maintaining an existing one. Therefore, investing in the existing 166 
customers as per example improving their customer experience will bring positive results for the organization. 167 
 168 

Who are the affected relevant interested parties? 169 

The main affected party is the entirety of customers who are seeking fulfillment of their needs and expectations. 170 
 171 
The organization, partners, suppliers or shareholders, because customer experience impacts customer loyalty 172 
hence also affects the sustained success of the organization  173 
 174 



The organizations that has been practicing quality management for a long time, are familiar with the principles of 175 
“Customer focus” and are investigating customers’ needs to develop the products and services, utilizing 176 
feedbacks from the customer including Customer Satisfaction Survey, to improve the product and service as well 177 
as the processes of planning, developing, producing and providing products and services, but sometimes cannot 178 
get into the processes of the life or work of the customer to find out their latent needs. 179 
 180 
The organizations that have been implementing quality management systems based on the requirements of ISO 181 
9001 and gotten ISO 9001 certification but have not been able to provide the products and services that fulfil the 182 
customer needs and expectations, should review their activities from the viewpoint of the concept “Customer 183 
experience.” 184 
 185 
Further information regarding interested parties can be found in ISO 9004. 186 
 187 

Summary of potential application and impacts for ISO/TC 176 188 

 189 
ISO/TC176 documents, especially ISO 9001, emphasize meeting the requirements of the customer, where the 190 
term “requirement” means a need or expectation that is stated, generally implied or obligatory. As a result, this 191 
limited focus on compliance may not lead to high satisfaction and delight of the customer and the sustained 192 
success of the organization. It does not take into account the full breadth of customer experience or aim to 193 
enhance that. 194 
 195 
ISO 9000 does not distinguish latent needs from the stated, generally implied or obligatory needs. It uses the 196 
terms “expectation” and “needs” as the same meaning. 197 
 198 
Maybe some generic communication on customer experience could be developed, as part of customer 199 

satisfaction.  200 

SC1 recommendations 201 

 202 

ISO 9000 Clause 2.3.1 Customer focus Expand to include customer experience 

ISO 9000 Clause 3 Terms and definitions Define customer experience 
Review definitions of customer satisfaction (3.9.2) and 
customer service (3.9.4) as customer experience is directly 
related 

 203 

SC2 recommendations 204 

 205 

ISO 9001 No recommendation Customer experience is outside the current scope 

ISO 9004 General ISO 9004 has already adopted the concept “customer experience” but 
there are opportunities for including more specific recommendations 
that focus on the management of the interactions between the 
organization and the customer/other relevant interested parties 

 206 
Benefits 207 

- more proactive approach to understanding how a customer experience can include interactions beyond 208 
traditional relationships with an organization 209 

- improved communication avenues to reach potential customers or gather feedback from existing 210 
customers 211 

- improve business opportunities and customer loyalty 212 
- better understanding of the customer experience can lead to more timely responsiveness and actions to 213 

enhance customer satisfaction and gain new customers 214 
 215 



SC3 recommendations 216 

 217 

ISO 10001 General 
 

Consider adding customer experience at next revision 

ISO 10002 General 
 

Consider adding customer experience at next revision 

ISO 10003 General 
 

Consider adding customer experience at next revision 

ISO 10004 General 
 

Consider adding customer experience at next revision 

ISO 10008 General 
 

Consider adding customer experience at next revision 

ISO XXXXX New document Develop new guidance document on customer experience 

 218 
Benefits 219 

- making users aware and focusing on customer experience can lead to increased business opportunities 220 

and enhance loyalty 221 

- better understanding of the customer experience can lead to more timely responsiveness and actions to 222 

enhance customer satisfaction or gain new customers 223 

References 224 
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People aspects 230 

What are people aspects? 231 

People aspects are all factors that impact people´s ability to perform tasks, their interests (e.g., motivation and 232 
preferences), their differences and relations (individual differences and social behavior),  233 
and how an organization could enhance their performance by getting the best from them. 234 
 235 
An organization should recognize that competent, empowered and engaged people are critical to sustained 236 
success and to maintain, and improve a quality management system that creates value for its customers and 237 
other interested parties.  Organizations that embrace and leverage diversity in values, demographics, 238 
communication, learning abilities can be more effective and successful. 239 

 240 

Why are people aspects considered important? 241 

- Competent, empowered and engaged people at all levels throughout the organization are essential to 242 
enhance the organization’s capability to plan, implement, improve and control the organization’s 243 
processes. Therefore, it is essential for organizations to focus on people aspects when implementing 244 
quality management to create values for the customers and the other interested parties and attain 245 
sustained success.  246 

 247 
- Organizational changes are easier when people aspects are considered. Where customer demand is 248 

changing, where global competition is increasing, where a new management team has been brought in, 249 
or losses declared, intellectually, most people can understand that change is important or necessary. But 250 
emotionally, the uncertainty and expectations that change creates can affect people differently. 251 
Organizations should acknowledge these different reactions and address them appropriately. Therefore, 252 
for a change to be successful, people in the organization must be continuously involved, communication 253 
needs to be targeted, support needs to be in place and any new skills and incentives need to be 254 
deliberately addressed. [1] 255 

 256 
- The information and communication technology (ICT) are changing the working style in organizations 257 

dramatically. Organizations should consider people aspects when deciding on the use of ICT tools, since 258 
the opportunities of face-to-face communication decreased, and the working locations have spread 259 
widely.  260 

 261 
- Many organizations are developing their business globally, and people of different countries, who have 262 

different culture backgrounds, have become to work together. As a result, people aspects have become 263 
more critical and challenging than before. Age diversity is another factor to consider. All these factors 264 
mean different management and communication styles.   265 

 266 
- Organizational relationships with employees have moved from task-based to holistic responsibilities, 267 

which require different set of competencies.  268 
 269 

Exploration of people aspects 270 

People aspects are important for all types of organizations-   271 
 272 
For any business to be successful, it must have three things: a robust overall strategy, exceptional leaders, and 273 
engaged employees. Businesses that align processes of management systems with basic human needs, can 274 
improve overall productivity. 275 
 276 
People aspects are essential to people engagement. An organization needs systems and methods to implement 277 
strategies for people engagement. When employee engagement strategies are aligned with organizational goals, 278 
they can have significant impact. An effective strategy for engagement should clearly define the organizational 279 
goals and objectives, that align with other values and goals for ethics, compliance, social and environmental 280 
responsibility, diversity, etc.  Communication of employee engagement strategies, goals and performance should 281 
be widespread across all channels.   282 
 283 



People aspects need to consider differences in the workforce, whether part-time or full-time employees, age and 284 
generational differences, values and other factors which can affect management styles and communication 285 
methods, policies related to social media, employment, ethics and regulatory compliance. People engagement 286 
strategies should consider how to motivate one type of worker without leaving behind other types of workers.  287 
When considering people aspects to improve productivity it is also important to understand the driving forces 288 
that motivate people. 289 
 290 

Who are the affected relevant interested parties? 291 

The concept of “People Aspects” can affect anyone, from an organization’s management, employees, their 292 
customers and suppliers, regulators and other stakeholders.   293 
 294 

Potential application and impacts for ISO/TC 176 295 

 296 

SC1 recommendations 297 

ISO 9000 Clause 2.2.5 Support 
Clause 2.3.3 Engagement of 
people 

Review for all dimensions of people aspects. 
Expand focus of QMP at 2.3.3 to all aspects of employee 
satisfaction (leveraging their cultural values), beyond the goal 
of achieving quality objectives. Focus on how to engage 
employees to maximize their performance and contributions 
to the organization 

ISO 9000 Clause 3 Terms and definitions 
 

Define ’people aspects’ if the term is used in any ISO/TC 176 
document 

 298 

Benefits 299 

Organizations must consider people aspects to effectively and efficiently manage changes. Organizations that 300 

provide feedback and encourage competency development have more employee support for changes or 301 

implementing new initiatives. Managers who focus on their people and create a culture of trust and learning have 302 

better productivity and sustainability 303 

SC2 recommendations 304 

ISO 9001 No recommendation ISO 9001 includes the concept of people aspects and 
already has requirements corresponding to them. It also 
has a sub-clause entitled “People.” No further 
reuirements are recommended. 

ISO 9004 Clause 7.1 Leadership 
Clause 7.3 Objectives & deployment 
Clause 7.4 Communication 
Clause 9.2 People 
 

ISO 9004 already includes the concept of people aspects 
with a sub-clause entitled “Engagement of people” and 
other clauses/sub-clauses which use “engage” and 
“engagement.”  
Review each clause to ensure people aspects are fully 
covered. 

 305 

SC3 recommendations 306 

ISO 10015 General Expanding these standards in relation to people aspects may improve 
understanding to effectively and efficiently manage change and promote a 
positive culture that promotes employee motivation and satisfaction. This 
can help drive organizational success and sustainability. If people aspects 
are not adequately covered in standards it may lead to organizations 
having increased employee turnover and loss of organizational knowledge. 
The new standard ISO 10010  Quality Culture – Guidance to People 
Engagement should ensure people aspects are fully addressed throughout. 

ISO 10018 General 
 

ISO 10010 General 

 307 
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Change management 312 

 313 

What is change management? 314 

Change management is a systematic approach to initiate, develop, implement and communicate a transition or 315 
transformation in an organization’s:  316 

- identity elements (vision, mission, culture, values) 317 
- policy, strategy and objectives, and/or 318 
- processes. 319 

 320 
Change management is applicable when:  321 

- there is a change in the context of the organization (e.g. technological evolution, process 322 
reviews, crisis in the organization due to internal or external factors, changes in customer habits, 323 
pressure from competition, acquisitions, mergers, organizational restructuring). 324 

- a need for improvement is defined and change action is initiated. 325 
 326 
Types of change can differ depending on the reason for the change and/or the element of the organization 327 
affected, for example:  328 

- organization-wide change: large-scale transformation that affects the whole organization 329 

- transformational change: something that targets organizational strategy  330 

- transitional change: the need to implement a completely new course of action 331 

- change related to people working on behalf of the organization: mass hiring or layoffs. 332 

- unplanned change: action necessary following unexpected events 333 

- remedial/developmental change: the need to make improvements to an existing situation such as 334 

addressing deficiencies or poor performance. 335 

- improvement change – part of the continual improvement process.  336 

 337 
Note: the terms ‘agility’ and ‘flexibility’ are terms related to change as they define the ability of an organization to 338 
accept the need for change and apply it promptly.  339 
 340 

Why is change management considered important? 341 

Change management is a formal way of communicating with all interested parties, particularly employees. It 342 
identifies the reason for change, planned steps for implementing the change, and the benefits that will result. The 343 
more transparent the change management process is perceived to be, the less resistance from interested parties 344 
and problems in the implementation of change.  Well-defined change management can save the organization 345 
time and resources. 346 
 347 

- The context of the organization is continuously changing.  348 
External and internal issues impact the organizations' ability to meet its objectives and customers, 349 
relevant interested parties, statutory, regulatory relevant needs and expectations. The way to mitigate 350 
the impact is to adjust as needed the organization’s identity, policy, strategy, objectives, processes and 351 
structure, i.e. to drive the change.  352 

 353 
- Interested parties’ needs and expectations continuously change, driving new competitive factors and 354 

making change essential to stay competitive and achieve sustained success.  355 
 356 

- Any improvement process leads to change, whether minor or major.  357 

A major change can be anything from a redesigned process to a new business approach, a new 358 

organizational structure or a breakthrough in product/service/process design. 359 

 360 

Risk based thinking is essential for achieving success to mitigate potential risk or prevent recurrence of a risk and 361 

may involve change at some level. Change is also needed to take advantage of opportunities. If change is not 362 

initiated and implemented in a timely way, there is a risk that the organization will not be able to fulfil (long term 363 

and strategic) goals. This may threaten the existence of the organization itself. 364 



Exploration of change management  365 

An organization’s context is changing constantly and often very rapidly. The type and extent of change varies 366 
widely between organizations. Change occurs in many areas which impact the organization’s ability to achieve its 367 
objectives such as:  368 

- economical  369 
- political 370 
- legislative 371 
- technological 372 
- skills and knowledge 373 
- cultural 374 
- supply chain 375 
- global information 376 
- competitive  377 
- needs and expectations of customers and other interested parties 378 

 379 

The organization should assess its context, (future) developments and risks, and should make conscious decisions 380 
on what type of change is relevant and necessary. To mitigate the impact of changes in its own context and the 381 
risks associated with the change itself, the organization should adopt a change management approach and 382 
attitude relevant to the organization. To do so it should first understand that for a change to occur each of the 383 
four following elements must exist:  384 

- shared dissatisfaction of the organization’s current performance and/or concern for the future 385 
performance  386 

- a clear vision on what the change aims to achieve 387 
- practical steps in the new direction that can be taken 388 
- courage to face and embrace change    389 
 390 

In ISO 9001 one of the requirements is ‘Planning of change’ (clause 6.3) and change is also mentioned related to 391 
improvement, processes, requirements, design development and control of changes (clauses 8.3.6, 8.5.6). In 392 
clause 5.1.1 c top management is required to ensure integration of the quality management system requirements 393 
into the organization’s business processes, which means that any change the organization is facing should be 394 
reflected in all its systems.  395 
 396 
In ISO 9004 there are the following statements related to change: 397 

- Factors affecting an organization’s success continually emerge, evolve, increase or diminish over the years, and 398 
adapting to these changes is important for sustained success. (Introduction) 399 

- Establish a process for improvement, learning and innovation in order to support the organization’s 400 
ability to respond to changes in the context of the organization. (Clause 4.2.1 h) 401 

- Top management should review the mission, vision, values and culture at planned intervals and 402 
whenever the context of the organization changes. (Clause 6)  403 

- The organization will experience constant change in its external and internal issues and in the needs and 404 
expectations of its interested parties. Improvement, learning and innovation support the organization’s ability to 405 
respond to these changes in a manner that enables it to fulfil its mission and vision, as well as supporting its 406 
achievement of sustained success. (Clause 11.1) 407 

- Innovation can be applied at all levels of the organization, through changes in: ... (Clause 11.4.2) 408 

- The organization should evaluate the risks and opportunities related to its plans for innovation activities. It should 409 
give consideration to the potential impact on the managing of changes and prepare action plans to mitigate 410 
those risks (including contingency plans), where necessary. (Clause 11.4.3 411 

To conclude change management is a must for an organization that aims to meet the needs and expectations of 412 
its customers and other relevant interested parties to achieve sustained success. Therefore, top management 413 
should initiate, manage, maintain and support change management processes at all levels of the organization to 414 
achieve improvement.  415 
 416 



Who are the affected relevant interested parties? 417 

All interested parties are affected by any change in what an organization is doing (products/services provided) 418 
and how it is doing it. Interested parties are also affected when change is not taking place to address  new needs 419 
and expectations (this may happen due to lack of continual monitoring of needs and expectations or due to lack 420 
of willingness of the organization to initiate change as needed).  421 
 422 

Potential application and impacts for ISO/TC 176 423 

The main impact of change management as a new concept would be on ISO 9001 and if it is introduced as a new 424 
standalone requirement or as part of the ‘risk-based thinking’ and/or ‘improvement’ requirements. This would 425 
also impact ISO 9004 if change management is extended beyond what is currently implied.   426 
 427 

SC1 recommendations 428 

ISO 9000 No recommendation Change management relates to the quality management principle of 
improvement and there is no need for an additional QMP 

 429 

SC2 recommendations 430 

ISO 9001 No recommendation 
for further 
requirements 

ISO 9001:2015 contains a clause on change management:  
6.3 Planning of changes 
When the organization determines the need for changes to the quality 
management system, the changes shall be carried out in a planned manner (see 
4.4). 

This is sufficient as a requirement in ISO 9001. ISO/TMB/JTCG/TF14 
agreed to add the above text to the HLS which means that, if approved 
by member body ballot, it will become common text for all future MSS.  
 

ISO 9001 Annex Consider adding a paragraph on change management in Annex A of ISO 
9001 which can be based on the following:  
“Management of change is an important part of maintaining the quality 
management system that ensures the organization can achieve the intended 
outcomes of its quality management system on an ongoing basis. As part of 
managing change, the organization should address planned and unplanned 
changes to ensure that the unintended consequences of these changes do not 
have a negative effect on the intended outcomes of the quality management 
system (in the future fast-changing business world the number of unplanned 
changes and outcomes will increase significantly). Examples of change include: 
— planned changes to products, processes, operations, equipment or facilities; 
— changes in staff or external providers, including contractors; 
— new information related to quality management aspects, and related 
technologies; 
— changes in compliance obligations.”  
SOURCE: ISO 14001:2015 – adapted 
 

An additional source for text to be added in Annex A could be ISO/TS 
9002 clauses 6.3, 8.2.32, 8.3.6 and 8.5.6 

ISO 9004 General  Elaborate on the concept of change management and its importance in 
the revision of ISO 9004 

 431 

Benefits 432 

Adding the above text in Annex A of ISO 9001 and expanding management of change in ISO 9004 would:  433 

- help clarify different types of change and how to apply them in an organization 434 

- enhance understanding of the importance of managing change and the need for an organization to 435 

address both planned and unplanned changes 436 



- more effective change management improves the performance of organizations 437 

The risk is that change management is not well understood and/or ineffectively implemented, which prevents the 438 

effective implementation of requirements and has a negative impact on organizational performance.  439 

SC3  440 

ISO XXXXX New standard Develop a new guidance standard on change management in relation 
to quality and managing planned and unplanned changes.  
 

 441 
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Integration 452 

 453 

What does integration of a quality management system (QMS) into the organization’s business 454 

management system mean? 455 

An integrated management system (IMS) integrates all systems and processes into one complete framework, 456 

enabling an organization to work as a single unit with unified objectives. 457 

An IMS is not just taking the decision to combine various standard requirements into a single documentary 458 

system, it should drive integration at the process level creating one aligned management system that addresses 459 

all the objectives of the organization and all relevant needs and expectations of relevant interested parties.  460 

Organizations often manage systems individually and they are sometimes in conflict. When an organization 461 

integrates management systems it can achieve better alignment between its systems, its objectives and the 462 

context of the organization.  463 

The number and type of management systems in each organization varies according to the organizations size, 464 

type and context.  465 

Why is integration of considered important? 466 

Integration of the QMS into the organization’s business management system can have many tangible benefits for 467 

an organization.  Benefits of this integration 468 

 can include:  469 

- global and holistic vision of the organization with aligned objectives 470 
- increased efficiency and effectiveness, with better use of resources including saving time, avoiding 471 

process duplication and reducing documented information 472 
- standards are managed better, with one set of policies and procedures to meet requirements and a 473 

reduction in number of audit days and associated costs 474 
- better financial performance and optimized cost leading to increased competitiveness 475 
- improved internal and external communications and cross-functional cooperation and alignment in 476 

the organization leading to enhanced ability to meet the needs and expectations of relevant 477 
interested parties 478 

- improved effectiveness of the organizational risk management  479 
- improved effectiveness of the QMS 480 
-  481 

Exploration of integration 482 

A management system is the way in which an organization manages its interrelated parts to achieve its 483 

objectives. These objectives can be related to a number of different topics, including product and service quality, 484 

operational efficiency, environmental performance, health and safety in the workplace and much more.  485 

Management system standards (MSS) help organizations improve performance by specifying repeatable steps 486 

that organizations consciously implement to achieve objectives, and to create an organizational culture that 487 

engages in a reflective manner in a continuous cycle of self-assessment, correction and improvement of 488 

operations and processes through greater awareness of employees and management of leadership and 489 

commitment. 490 

Organizations operate in global markets and are increasingly complex, so it is necessary to have a holistic view of 491 

the organization. It is no longer enough to focus on just one aspect. This holistic vision requires that organizations 492 

have a strategic direction that considers different approaches to managing such aspects of the organization as 493 

product quality and service, environmental performance, safety and health of workers, and financial matters. 494 

These different aspects are related to each other and are necessary for the sustained success of the organization. 495 



To help this holistic vision, it is necessary to integrate different management systems related requirements into 496 

one management system.  497 

Although sometimes worded differently, all MSS have the same objective, which is to identify risks and 498 

opportunities and minimize the impact of risks on an organization’s ability to achieve its objectives. All MSS follow 499 

three main concepts:  500 

- process management and control: ensure that processes deliver the intended results and that 501 
applicable requirements are complied with 502 

- a Plan-Do-Check-Act approach to management and process control: establish objectives, define the 503 
processes needed, monitor progress and compliance, act where necessary, and consider 504 
improvement opportunities 505 

- risk management: identify the risks and opportunities and implement controls to minimize negative 506 
effects on performance and maximize potential benefits 507 

The similarities between MSS enables integration into one management system. The number of systems and level 508 

of integration depend on the purpose and strategic direction of the organization and it is necessary to consider 509 

the needs and expectations of the relevant interested parties when defining these.  510 

The integration of the QMS into the organization’s business management system should be considered as part of 511 

the organization’s strategy and should provide benefits to the organization. 512 

Who are the affected relevant interested parties? 513 

All interested parties are affected as they are all affected by any change in what an organization is doing 514 

(products and/or services provided) but also by any change in how it is doing it, for example an IMS.  515 

Summary of potential application and impacts for ISO/TC 176 516 

The main ISO/TC 176 documents affected by the concept of integration are ISO 9000 and ISO 9004. 517 

It would also be helpful to develop a simple document on integration through ISO/TC 176/TG1 Communications.  518 

SC1 recommendation 519 

ISO 9000 General Integration relates to the following quality management 
principles: 

- Customer focus  
- Relationship management 

Elaborate on the concept of integration throughout. 

ISO 9000 Clause 3 Terms and definitions Develop a definition of ‘integration’ and/or ‘integrated 
management system’.  
The following can be used as the inputs for a new definition: 
3.1 integrated management system 
management system that integrates all of an organization's systems 
and processes in to one complete framework, enabling an organization 
to work as a single unit with unified objectives  
[SOURCE:  PAS 99:2012] 
 
3.5 integration 
action and effect of combining, two or more policies, concepts, 
currents, etc., divergent from each other, merging them into one that 
suites them 
[SOURCE: UNE 66177:2005] 

 

 520 

 521 



SC2 recommendation: 522 

ISO 9001 Clause 0.4 Introduction – 
relationship with other 
management systems 
OR 
Annex - A.1 Structure and 
terminology of ISO 9001  
 

A paragraph based on the following text can be added either to 
the introduction or to the Annex  
“This document complies with the ISO requirements for management 
system standards. These requirements include a high-level structure, 
identical essential text, and common terms with essential definitions, 
designed to benefit users in the implementation of multiple ISO 
standards of management systems. 
This document does not include specific requirements of other 
management systems, such as of environment, health and 
occupational safety, energy or financial management. However, this 
document allows an organization to use a common approach and a 
thinking based on risks to integrate your quality management system 
with the requirements of other management systems.”  
[SOURCE: ISO 14001:2015, clause 0.5 – adapted] 

ISO 9001 General 
ISO 9001 could also integrate some requirements from other 
MSS, such as: 

- design and development: consider requirements related to 
the environmental performance of products and services as 
well as product safety and service to the customer and 
workers; 

- workplace/environment for the operation of the processes: 
consider more explicit requirements for the health and 
safety of workers. 

- planning of the realization processes: consider requirements 
related to environmentally more efficient and safer 
processes for workers; 

- control of production and service provision: waste 
management. 

- sector specific requirements 

 523 

SC3 recommendations 524 

ISO XXXX New standard 
 

A new guidance document on how to integrate a QMS into a 
business management system would be helpful.  

This could be an Annex to ISO 9001, an addition to ISO 9002 or 
a new SC3 document.   
 

 525 

Benefits 526 

-  enable users to better understand that the use of a common structure, terms and definitions and 527 

requirements in ISO management system standards (as defined in the ISO Directives - Part One) facilitates 528 

the integration of management system standards 529 

- an integrated management system helps improve the performance of the management system and 530 

therefore the performance of the organization and the business. 531 
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Knowledge management 539 

What is knowledge management? 540 

 541 
In this paper the following definition of knowledge is used: 542 
  543 
knowledge 544 
human or organizational asset enabling effective decisions and action in context 545 
Note 1 to entry: Knowledge can be individual, collective or organizational. 546 
Note 2 to entry: There are diverse views on the scope covered within knowledge, based on context and purpose.  547 
The definition above is general as to the various perspectives. Examples of knowledge include insights and know-how. 548 
Note 3 to entry: Knowledge is acquired through learning or experience. 549 
[SOURCE: ISO 30401:2018] 550 
 551 
As described in ISO 30401:2018, knowledge management is a discipline focused on ways that organizations create 552 
and use knowledge. Nature of knowledge: knowledge is intangible and complex; it is created by people.   553 
[SOURCE: ISO 30401 clause 0.3a] 554 
 555 
Knowledge management has been considered an important concept impacting quality management systems for 556 
quite some time.  However, there are important aspects that may need to be considered as to their impact on our 557 
family of quality management system documents and body of knowledge. 558 
Future impacts on quality management from the knowledge management aspect also need to be considered in 559 
relation to the use of, for example, big data, machine learning, block chain, code of ethics, copyrights and 560 
intellectual property, 561 

Why is knowledge management considered important? 562 

Knowledge is an intellectual asset and an essential element for the sustainable success of an organization. A 563 
systematic approach to knowledge management is important: 564 

- to identify, capture, analyze, retrieve, maintain and protect existing knowledge, 565 

- to identify missing knowledge and to take appropriate measures to win it over to the organization, 566 

- to counter the loss of knowledge due to changes in the workforce and to increase the organization’s 567 

independence from individuals, 568 

- to use existing knowledge in the organization effectively and comprehensively, to increase the benefit of 569 

existing knowledge and to prevent wrong decisions, also in the case that similar problems recur because 570 

of the lack of appropriate utilization of organizational knowledge and the efforts to prevent these 571 

recurrence 572 

- to strengthen the awareness of knowledge in the organization and to ensure the future success of the 573 
organization. 574 

- knowledge is based on information and that information is increasing and changing rapidly therefore 575 

knowledge must be created, managed and distributed constantly. 576 

- the human capabilities of absorbing knowledge is limited, which could lead to a lack of experience in 577 

dealing with it. 578 

- potential ongoing implications as the context of an organization becomes more complex, as well as the 579 

technologies supporting them for knowledge management. 580 

- lack of knowledge or wrong knowledge has negative consequence on product and service quality and 581 

performance  582 

. 583 

Exploration of the concept of knowledge management 584 

Big data 585 

Big Data refers to a set of data or combinations of data sets, where the size (volume), complexity (variability) and 586 
speed of growth (speed) make it difficult to capture, manage, process or analyze the data using conventional 587 



tools and technologies, such as databases of relational data and conventional statistics or visualization packages, 588 
within the necessary time to be useful. By using big data knowledge can be generated. 589 
 590 
The special characteristics of big data mean that the data quality has multiple challenges. The “5 Vs”: volume, 591 
velocity, variety, veracity and value, define the problem of big data. These five characteristics cause organizations 592 
problems in extracting real and high-quality data from data sets that are massive, changing and complicated. 593 
 594 
Data analysis technology provides the analysis of large amounts of information, both structured and unstructured, 595 
and can quickly provide: 596 

- diagnosis or treatment options, almost immediately 597 

- a holistic view of the activity 598 

- trend predictions and recommendations for new products or services and increased 599 

profitability 600 

- insight into usage patterns, failure rates and other product improvement opportunities that 601 

can reduce development and assembly costs 602 

Copyrighted material / intellectual property   603 

Copyrighted material / intellectual property is the exclusive and assignable legal right, given to the originator for a 604 
fixed number of years, to print, publish, perform, film, or record literary, artistic, or musical material. 605 
 606 
Managing and protecting the intellectual assets is an important aspect of knowledge management. 607 
 608 
Copyrights provide a helpful means of protecting original content. It serves to give people credit for the work they 609 
do, which is something we can all appreciate. 610 
 611 
Copyright is a form of intellectual property law and as such protects original works of authorship including literary, 612 
dramatic, musical, and artistic works. These works include poetry, novels, movies, songs, computer software, and 613 
architecture. Copyright does not protect facts, ideas, systems, or methods of operation, although it may protect 614 
the way these things are expressed.  615 
Copyright covers a range of specifically defined exclusive rights that are owned by individuals or organizations in 616 
respect of original, creative work.  617 
In general, the author of an original work owns the copyright, although certain exceptions exist. For example, the 618 
IPR of computer software or databases created under employment or under commission, remains with the 619 
employer or with the person who gave the commission. It is to be noted that copyright is a property right and 620 
may therefore be transferred or assigned by private agreement. Even though the author might no longer be the 621 
owner of the copyright, he or she retains certain rights at law, specifically the right to be indicated as the author 622 
of the work on all copies that are issued and in connection with any public use of the work. 623 
A fundamental aspect of copyright is the balance that it seeks to strike between the rights of the owners of 624 
copyright and the interests of the public at large, including consumers. 625 
In such a manner, a copyright takes the form of an incentive for industry to continue to innovate and produce 626 
works that ultimately serve the interests of the public at large, mainly the consumer sector. It also fosters growth 627 
in the economy of the country and plays a fundamental role in the cultural growth of society, mainly in the 628 
creative arts, literature and in the various spheres of activity of academic, research and educational institutions. 629 

Personal knowledge 630 

Personal knowledge is the knowledge owned by a specific individual/person. Organizational knowledge is based 631 
on personal knowledge. Personal knowledge is gained through experience and learning. 632 
 633 
When dealing with personal knowledge it is important to convert tacit knowledge into explicit knowledge and to 634 
operate in a culture which allows failure and enables communication to bring this knowledge out. Be aware that 635 
personal knowledge may not be shared with the organization due to personal interest. This includes the case that 636 
best practices / incidents aren't reported and the lack of knowledge isn't recognized. 637 



Who are the affected relevant interested parties? 638 

Various aspects of knowledge management affect all interested parties related to quality management systems 639 
and the organization.  Knowledge management affects the way in which an organization attracts, develops, 640 
collects, and maintains the knowledge that is necessary to sustain the organization and adapt to its changing 641 
context.  The failure to adequately address knowledge management can have adverse effects on the organization 642 
from mere inefficiencies to complete dissolution of the organization, in the worst-case scenario. 643 
This concept, therefore, affects all relevant interested parties of the documents developed and published through 644 
ISO/TC 176 and other related management system standards. 645 

Summary of application and impacts for ISO/TC 176 646 

This concept should be considered in future revisions to ISO 9000, ISO 9001, and ISO 9004.  In addition, it may be 647 
necessary to update other related standards to be consistent with ISO/TC 176’s interpretation of the impact of 648 
the concept on quality management systems. This new approach to knowledge management should be 649 
considered by the communication TG. All sector application standards should follow the changes proposed for ISO 650 
9000 and ISO 9001. 651 

SC1 Recommendations 652 

ISO 9000 Clause 2.2.5 Support 
 

Add the importance of knowledge management 

ISO 9000 Quality management 
principles 

A new QMP relating to this concept should be considered, 
taking into particular account the relationship with emerging 
technologies 

ISO 9000 Clause 3 Terms and definitions Use or adapt the ISO 30401:2018 definition. The definition 
should also be aligned for other standards in the ISO 9000 
family 

ISO 9000 General Expand the concept in ISO 9000 

 653 
Benefits 654 

- broader understanding of knowledge management and its impact in QMS 655 
- improved efficiency and effectiveness of the QMS 656 
- enhancement of quality culture 657 
- avoids confusion and lack of understanding of the boundaries of the concept 658 

SC2 Recommendations 659 

ISO 9001 Clause 7.1.6 
Annex A7 
 

Knowledge management is what gives the capacity for success 
and survival of organizations and is partly included in ISO 9001.  
Review along with any other clauses of where knowledge 
(management) is expected to be considered.  There is useful 
information on ISO 30401:2018 Annex B (Relationship between 
knowledge management and adjacent disciplines).  

 660 

Benefits 661 

- better understanding and application 662 
- improved knowledge sharing 663 
- improved efficiency and effectiveness of the QMS 664 
- enhancement of quality culture 665 
- avoids potential loss of organizational and personal knowledge 666 



SC3 Recommendations 667 

ISO XXXX New standard 
 

Develop a new guidance standard on knowledge management in relation to 
quality management.  

ISO 10001 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10002 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10003 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10004 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10008 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10012 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10014 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10015 General Align with other changes to ISO 9000 series relating to knowledge management 

ISO 10018 General Review the direct relationship of knowledge management to ISO 10018  

 668 
Benefits  669 

- better common understanding and application of the concept 670 
- better application of knowledge management  671 
- avoids misinterpretation and confusion 672 

References 673 
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Emerging technologies 676 

What are emerging technologies? 677 

There are multitudes of emerging technologies that will impact an organization’s quality management system in 678 
the future.  While the technologies that are being used to illustrate the impact on quality management systems 679 
may not be “new” to all organizations, their impact is continuing to increase and expand in general.  The extent of 680 
digitization is constantly increasing in and between all organizations and especially in cross-border organizations. 681 
Management systems are increasingly confronted with the challenges of this change. Digitization not only 682 
includes the digitization of knowledge and information, but also the intelligent networking of machines and 683 
processes in industry with the help of information and communication technology. There are many possibilities 684 
for companies to use intelligent networking.  People and products make decisions based on existing data and 685 
information. AI makes decisions on a rapidly changing data situation. As a result, these decisions are not always 686 
comprehensible to people or management systems. 687 
 688 
This is not intended to be a primer on any single specific technology, but instead utilizes several technologies to 689 
illustrate the impact of emerging technologies on quality management systems that should be considered by 690 
TC176 drafter for future content. 691 
Emerging technologies are a result of the evolution of the social knowledge based on the experience to resolve 692 
problems more efficiently and effectively. 693 

Why are emerging technologies considered important? 694 

 695 
The rate of advance of emerging technologies is ever-increasing as is their impact on organizations and society.  696 
It is quite clear that it will continue to impact all organizations in ways that may not be fully appreciated until 697 
technologies are quite mature.   698 
The emerging technologies have a very specific impact on the methods an organization uses to define, develop, 699 
and maintain information that it uses throughout its management system processes and the methods by which 700 
people communicate with each other.  701 
the power and dependency on valid and reliable data is dramatically increasing, so the use of emerging 702 
technologies within organizations and society is essential. 703 
Multiple products and services may be required as society matures, and emerging technologies makes it possible. 704 
 705 

Exploration of emerging technologies 706 

Emerging technologies are characterized by radical novelty (in application even if not in origins), relatively fast 707 
growth, coherence, prominent impact, and uncertainty and ambiguity. 708 
Emerging technologies include a variety of technologies such as Augmented Reality, Clock Chain, Cloud 709 
Computing, IoT, Collaborative Robots, Crowdsourcing, Industry 4.0, AI (Machine Learning), Smart Products, Digital 710 
Layer, Quantum Computing and Autonomous Agents and Products. When implementing these technologies, 711 
additional considerations may be required. 712 
For example, when planning products and services, consideration on how emerging technologies will impact 713 
current QMS, how the processes for them will interact with the existing processes, if there are new validation 714 
considerations you may need to adhere to, MVP (minimum viable product), prototypes or use cases you may 715 
need to develop and implement. 716 
Regardless of the technology that is being used, there are certain factors that must be considered and addressed.  717 
Below is a list of some these factors: 718 
 719 

- design 720 
- policies, processes, procedures 721 
- quality control (validation/tests) 722 
- security 723 
- privacy 724 
- leadership 725 
- resources 726 



- organizational knowledge and competence of people 727 
- roles (functions) 728 
- overall communications 729 

Who are the affected relevant interested parties? 730 

 731 
Various aspects of emerging technologies affect all QMS and organizations’ interested parties.  Emerging 732 
technologies affect the way an organization designs, develops, deploys, and monitors its information and the 733 
execution of key quality management system processes. This concept, therefore affects all relevant interested 734 
parties of the documents developed and published through ISO/TC 176 and other related management system 735 
standards. 736 

Summary of application and impacts for ISO/TC 176 737 

Brand integrity will suffer, and industry confidence will be lost if emerging technologies and their impact are not 738 
fully taken into account across the portfolio.  Other quality management frameworks have already considered the 739 
state-of-art changes and implemented them therefore this needs to be addressed as a matter of urgency if ISO/TC 740 
176 standards are to remain credible and relevant as we are already behind in addressing customer needs in 741 
relation to emerging technologies 742 
Emerging technologies also affect ISO 30401:2018 Knowledge management systems – Requirements (ISO/TC 260) 743 
and all documents in relation to information security and validation of documented information. 744 

SC1 recommendations 745 

ISO 9000 Clause 2.2.1 Quality 
Clause 2.2.2 quality 
management system 
 

Revise to ensure emerging technologies are fully taken into account 

ISO 9000 Quality management 
principles 

Emerging technologies affect the following quality management 
principles: 

- Evidence-based decision making 
- Leadership 
- Engagement of people 
- Process approach 

ISO 9000 Clause 3 Terms and 
definitions 

Define emerging technologies 

 746 

 747 



SC2 recommendations 748 

ISO 9001 4.1 Understanding the organization and its context 
4.2 Understanding the needs and expectations of interested parties 
4.3 Definition of the scope of the quality management system 
4.4 Quality management systems and processes 
6.2 Quality objectives and planning to achieve them  
7.5.3 Control of documented information: Extension to include the 
topic of safety 
8.2 Requirements for products and services 
8.3.2 Development Planning: New Sub-Item for Requirements for 
Networked Products 
9.1.1 General: Consideration of digital monitoring and measurement 

Take emerging 
technologies into 
account when revising 
ISO 9001, with 
particular emphasis 
placed on the clauses 
lifted. 

ISO 9004 General Ensure emerging 
technologies are fully 
considered 
throughout 

 749 

SC3 recommendation  750 

ISO 10000 
series 

General Update all supporting standards to take 
into account the impact of emerging 
technologies on a QMS. 

ISO 10000 
series 

ISO 10001:2018  
ISO 10004:2018  
ISO 10005:2018  
ISO 10006:2017  
ISO 10007:2017  
ISO 10008:2013  
ISO 10012:2003  

Emerging technologies are particularly 
relevant to the revision of the standards 
listed.  

  751 



Ethics & integrity 752 

What are ethics & integrity? 753 

Ethics is defined in the Oxford Dictionary as moral principles that govern a person's behaviour or the conducting 754 

of an activity and decision-making.  Integrity is the quality of being honest and having strong moral principles.   755 

Ethics and integrity are critical to the organization’s ability to achieve sustainable success in that all its decisions, 756 

actions and stakeholder interactions must be aligned with its moral and professional principles of conduct. These 757 

principles should support all applicable laws and regulations and are the foundation for the organization’s culture, 758 

values and attitudes. 759 

Senior leaders are the role models for these principles of behavior. The principles apply to all people involved in 760 

the pursuit of the organization’s purpose and strategic direction. Senior leaders have the responsibility for the 761 

alignment of the organization’s mission and vision with its ethical principles and integrity. Ethical behavior and 762 

integrity encompass interactions with all relevant interested parties, including as applicable owners, worker, 763 

worker representatives, shareholders, customers, partners, regulatory bodies, suppliers, visitors, and the local 764 

community.  765 

Why are ethics & integrity considered important? 766 

- The context of an organization is impacted by ethical behavior as top management and leaders within the 767 
organization examine internal issues associated with culture, values, attitudes, knowledge and 768 
performance of the organization.  If ethics are not considered, then leadership may have difficulty in 769 
making a correct assessment of the organization. 770 
 771 

- Those fulfilling leadership roles within the organization need to model ethical behaviors to ensure quality 772 
activities and/or the QMS is truthful, effective, and can be perceived by internal and external interested 773 
parties, rather than giving a perception of self-serving motivation.   774 

 775 
- Auditors should provide top management with audit results without partiality or bias, as these issues can 776 

impact the auditor’s ability to effectively communicate, out of fear for retribution or due to a personal 777 
agenda. 778 

 779 
- Internal and external communications within the organization and to interested parties should be honest 780 

and not misleading, ensuring the integrity of the activities and systems are maintained. 781 
 782 

- The resources of an organization are not enough to establish, implement, maintain and continually 783 
improve the management of quality activities and/or the QMS without ethics and integrity.  784 
Consequently, the needs and expectations of interested parties may not be addressed. 785 

 786 

Exploration of ethics & integrity 787 

Organizational ethics and integrity requirements are widespread and include information in ISO/TC 176 788 

documents, sector QMS standards, Quality Excellence Models, and auditing activities: 789 

- Reference to ethics and integrity is made by inference in ISO 9001 and explicitly stated in ISO 9004.  Few 790 
would argue that ethics and integrity are not components in addressing external and identifying internal 791 
context to determine the organization’s culture and values.  ISO 9004 elaborates further in Clause 5, 792 
regarding identity and context of the organization for establishing the organizational identity. 793 
 794 

- The recently revised automotive standard IATF 16949 requires certified organizations to implement basic 795 
corporate responsibility policies such as an anti-bribery policy, a worker code of conduct, and an ethics 796 
escalation (whistle-blower) policy.  797 

 798 
- The Aviation, Space & Defense (AS&D) standard IAQG 9100:2016 added the requirements of “importance 799 

of ethical behavior” in the Awareness clause (7.3) and Information for External Provider clause (8.4.3).  800 
The AS&D industry desired to have the entire supply chain understand the importance of ethical 801 



behavior. That is why it was included with the awareness clause and also for external provider flow down 802 
requirements.  The AS&D experience is that the benefit of this requirement is for organizations to 803 
communicate the importance of ethical behavior to person(s) doing work under its control and external 804 
providers to influence the culture of the organization. 805 

 806 
- The 2019-2020 Baldrige Excellence Framework has several references to ethics including in its Core Value 807 

and Concept across the Baldrige criteria under ethics and transparency.   808 
o The Leadership category promotes an organization environment for legal and ethical behavior.  This 809 

includes promoting and ensuring ethical behavior in all interactions (i.e. workforce, customers, 810 

partners, suppliers and other stakeholders).   811 

o The Workforce category on performance development to support workforce members, support 812 

organizational performance improvement, intelligent risk taking, and support ethics and ethical 813 

business practices.   814 

o The Results category for leadership and governance results for ethical behavior. 815 

 816 

- The UK Business Excellence has Ethics & Integrity as a key in sustainable success including fulfilling the 817 
requirements of customers and meeting their expectations.  Organizations without a reputation for ethics 818 
and integrity are not likely to be sustainable.  Ethical and integrity issues are reflected in consumer 819 
behavior and failure often results in additional statutory and regulatory requirements. 820 
 821 

- The European Foundation for Quality Management (EFQM) model includes Fundamental Concepts of 822 
Excellence that include creating a Sustainable Future for organizations having an overall vision, mission, 823 
values, ethics, and corporate behavior.  Developing Organizational Capabilities finds that excellent 824 
organizations establish shared values, accountability, ethics and culture of trust and openness throughout 825 
the value chain.  Leading with Vision, Inspiration and Integrity excellent organizations have leaders who 826 
shape the future and make it happen, acting as role models for its values and ethics and inspiring trust to 827 
enhance the organization’s reputation. 828 

 829 
- The auditing community has consistently held high levels of ethical behavior to be paramount.  The 830 

recently revised ISO 19011:2018 includes integrity as the foundation of professionalism and 831 
trustworthiness.  This includes performing work ethically, with honesty and responsibility; only 832 
undertaking activities if competent to do so; remain fair and unbiased in all dealings; and being sensitive 833 
to any influences that may be exerted on judgment.   834 
 835 

Additional guidance from ISO 19011 includes: 836 
[2] Fair presentation: the obligation to conduct activities truthfully and accurately.  Consequently, all communication 837 
should be truthful, accurate, objective, timely, clear and complete. 838 
[3] Due professional care: the application of diligence and judgment.  To exercise due care in accordance with the 839 
importance of the task performed and the confidence placed in the organization by interested parties. 840 
[4] Confidentiality: security of information to exercise discretion in the use and protection of information acquired.  841 
Information is not to be disclosed inappropriately for personal or company gain.  Ensure proper handling of sensitive or 842 
confidential information. 843 
 844 

The Audit Practices Group guidance on Code of Conduct and Ethics regarding auditors also promotes high 845 

standards of ethical conduct. 846 

The following are basic expectations of an ethical organization: 847 

 Act with integrity and honesty 848 

- strive to uphold and advance the integrity, honor, and dignity of the organization 849 
- be truthful and transparent in all interactions and activities 850 
- execute professional responsibilities and make decisions in an objective, factual, and fully informed 851 

manner 852 
- accurately represent and do not mislead others regarding qualifications and capabilities 853 
- articulate ethical principles and display an intent on empowering people to make effective decisions 854 



with great confidence 855 
Acting with integrity and honesty promotes effective interactions, encouraging appropriate behavior and 856 

educating all involved of possible adverse impacts on the organization and/or society as to what is or may be seen 857 

as inappropriate behavior. 858 

Demonstrate responsibility, respect and fairness 859 

- hold paramount the safety, health, and welfare of individuals, the public, and the environment 860 
- avoid behaviors that unjustly harms or threatens the reputation of society, its members, or the 861 

organization 862 
- treat others fairly, courteously, with dignity, and without prejudice or discrimination, while avoiding 863 

intentionally causing harm to others through words or deeds; 864 
- act and conduct business in a professional and socially responsible manner 865 
- allow diversity in the opinions and personal lives of others 866 
 867 

Safeguard proprietary information and avoid conflicts of interest 868 

- ensure the protection and integrity of confidential information 869 
- prevent the use of confidential information for personal gain 870 
- fully disclose and avoid any real or perceived conflicts of interest that could reasonably impair 871 

objectivity or independence in the service of customers, employers, or society 872 
- give credit where it is due 873 
- avoid plagiarism, ensuring intellectual property of others is only used with permission 874 

 875 

Those fulfilling leadership roles that are honestly committed to quality including an effective QMS are key to the 876 

organization’s success.  Without it, the organization is simply going through the motions of attempting to meet 877 

customer and business requirements.  Doing so, would suggest management’s commitment to leadership, as 878 

outlined in ISO 9001:2015 section 5, is ineffective. 879 

Hidden objectives that contradict the organization’s vision, mission, policies and commitment will tend to 880 

produce distorted communications, unjustifiable claims, and results with competing interests. This is not useful in 881 

increasing the capacity, capability and knowledge of the organization, but rather it tends to favor individual 882 

positions and interests.  Quite often these hidden objectives take on a life of their own and adversely affect the 883 

cohesiveness of the organization.  Even the commercial message, increasingly exposed to the judgment of social 884 

media, and increasingly bound by the rules of protection of the consumer, must increasingly face this ethical 885 

dimension, and be honest and truthful. 886 

Who are the affected relevant interested parties? 887 

- stakeholders as the lack of ethics and integrity will eventually have an adverse impact on the 888 
sustainability of the organization, the return they receive for the investment made, or the impact it has 889 
on their reputation 890 

- the organization and those working on its behalf and their representatives, as the lack of ethics and 891 
integrity will eventually have an adverse impact on how they conduct their affairs and the relationships 892 
associated with the work they fulfill 893 

- customers, as the lack of organizational ethics and integrity can impact products or services in relation to 894 
the customer’s needs and expectations 895 

- external providers, as the lack of ethical behavior, integrity, and stated requirements can impact the 896 
relationship and the expectations related to products and services provided by them 897 

- regulators or industry overseers, as the snapshots they see when they assess the organization are 898 
intended to reflect everyday practices, making them more confident in or skeptical with the organization 899 

- other interested parties, including professional associations, and consumer organizations, who can be 900 
impacted by the actions and outputs of the organization, as the decisions made could adversely affect 901 
trust and possibly wellbeing. 902 

 903 



Summary of application and impacts for ISO/TC 176 and its documents 904 

The concepts of ethics and integrity are so fundamental to an organization that it should be considered as a 905 

possible addition to the Quality Management Principle for ISO 9000 and inclusion in the future ISO 9001 revision 906 

is seen as potentially appropriate.  Additionally, these concepts could potentially be the basis for a future 907 

guidance or other such ISO/TC 176 documents.   908 

The Communication TG should write a white paper to provide guidance to users on the importance of ethics and 909 
integrity throughout the QMS. 910 
Ethics and integrity additions into documents would provide greater credibility to interested parties that a 911 
principled organization can be trusted to meet product and service conformity and on-time delivery 912 
commitments. Ethics and integrity requirements are already included in the automotive and aerospace sector 913 
standards.  The concept of ethics and integrity is currently contained in ISO 9004, so the concepts have been well 914 
socialized prior to further introduction. 915 
Note: The ISO Committee on conformity assessment (ISO/CASCO) has published ISO Technical Specification, 916 
ISO/TS 17033, Ethical claims - Labels and supporting information – Requirements 917 
 918 

SC1 recommendations 919 

ISO 9000 Clause 2.4.3  
 
Clause 2.3.2.4  
 
Clause 2.3.2  

Ethics and integrity are universally applicable and should be 
included in future revisions of the standard. Ethics and integrity are 
currently mentioned in ISO 9000 in the clauses listed.  
In the current context, many issues such as innovation, ethics, trust 
and reputation could be regarded as parameters within the QMS.  
Leadership to create and sustain shared values, fairness and ethical 
models for behavior at all levels of the organization and establish a 
culture of trust and integrity. 
 

ISO 9000 Quality management 
principle 

A new QMP should be considered to explicitly cover ethics and 
integrity as this concept is fundamental to the QMS. (Ethics and 
integrity are fundamental to organization performance, customer 
satisfaction, sustained success, and organization reputation.) 

 920 

SC2 recommendations 921 

ISO 9001 Clause 4  
 
Clause 5  
 
Clause 7.3  

 The main impact of ethics would be introduced as part of the 
context of the organization in clause 4.1 and subsequent risk-based 
thinking and planning.  
Leadership in clause 5.1.1 as this sets the tone for ethics and 
integrity.   
Additionally, awareness in clause 7.3 to ensure the ethical behavior 
and attitude of integrity permeates the organization’s culture. 
 

ISO 9002 General To align with any changes made to ISO 9001 

ISO 90004 Clause 5 Already included but could be expanded. Additional elaboration in 
clause 5 regarding identity and context of the organization for 
establishing the organizational identity. 

 922 



SC3 recommendations 923 

ISO 10001 

ISO 10002 

ISO 10003 

ISO 10004 

General   Ethics and integrity are generally applicable to the ISO 10000 series 
on customer satisfaction.  Customer expectations include integrity 
and ethical conduct in all interactions with customers 

ISO 10018 General Ethics and integrity is applicable to ISO 10018 regarding how the 
organization interfaces with the people in the organization. 

ISO XXXXX New document The development of a stand-alone document is recommended, with 
the establishment, implementation and maintenance of ethics and 
integrity addressed and used to support effective quality 
management.  

 924 
Benefits 925 
 926 
Ethics and integrity are fundamental expectations of interested parties of the organization.  Including ethics and 927 
integrity in standards will encourage every organization to consider ethics and integrity in business decisions.  928 
Many large organizations have formal approaches to ethics.  Including these requirements will mandate that all 929 
organizations think how they operate regarding ethics and integrity.  The impact of adding requirements to ISO 930 
9001 would be to promote improved QMS effectiveness, greater interested party satisfaction and engagement, 931 
and improved organizational sustainability. 932 
It is not expected that adding ethics and integrity to requirements would yield a great number of 933 
nonconformities.  It would help organizations determine how they ensure ethics and integrity in all their dealings 934 
with interested parties. 935 
  936 



Organizational Culture 937 

What is organizational culture? 938 

Organizational culture refers to the collective beliefs, values, attitudes, manners, customs, behaviors, and 939 
artifacts unique to an organization.  Leadership establishes the organizational identity through the culture it 940 
develops and promotes.  Culture is influenced by the organization’s beliefs, history, ethics, observed behaviors 941 
and attitudes, as well as the organization’s consistency of purpose.  Cultural aspects that already are or can 942 
influence the organization need to be considered and accounted for to understand the current and future state of 943 
the organization.  These cultural factors should be used to establish an organizational identity that promotes 944 
sustained success. The distinguishable characteristics of an organization’s identity are centered on its purpose, 945 
vision, values, and mission.  Considering and taking action to support and possibly develop the organizational 946 
culture, in relation to these distinguishable characteristics, is critical to the achievement of the organization’s 947 
strategy. 948 
 949 
Well known consultant, educator, and author Peter Drucker is quoted saying: “Culture eats strategy for 950 
breakfast.”  Thriving, vibrant cultures turn strategy into stellar results.  Dysfunctional, misaligned cultures destroy 951 
strategy, frustrate people, disappoint customers, and hinder business success.  Organizational culture is 952 
synonymous with corporate culture or company culture. 953 
 954 

Why is organizational culture considered important? 955 

Organizational culture has a tremendous impact on quality, quality management, and quality management 956 
system (QMS) practices and policies.  957 
 958 

- education, training, recruitment and hiring are impacted by culture regarding what is valued including 959 
people resources for effective implementation and operation of its QMS and fair and just treatment for 960 
everyone, including fair pay based upon equitable pay differentials for level of work and merit recognition 961 
related to personal effectiveness appraisal 962 
 963 

- compensation and performance management are impacted by culture with leadership interaction 964 
between managers and those working for them, including shared context, performance appraisal, 965 
feedback and recognition, and coaching 966 

 967 
- workplace design is impacted by culture regarding the context of the organization, internal issues 968 

associated with values, culture, knowledge and performance of the organization 969 
 970 

- reporting structures are impacted by culture in the clear articulation of accountability and authority to 971 
engender trust and confidence in all working relationships 972 

 973 
- communication and decision-making are impacted by culture with regard to the way actions within the 974 

organization and to interested parties are conducted 975 
 976 

Exploration of organizational culture 977 

Research indicates a substantial correlation between business results and culture.  A Denison Consulting study 978 
found those organizations with strong cultural traits such as core values, empowerment, and organizational 979 
learning had greater sales growth, profitability, and shared value than companies that were weak in those traits. 980 

 981 

Organizational culture requirements already are included in IS/TC 176 documents and excellence models: 982 

- ISO/TC 176 documents reference to organizational culture is included both with inferences within ISO 983 
9001 and explicitly in ISO 9004.  Few would argue that organizational culture is not a component in 984 
identifying internal context to determine the organization’s values and culture.  ISO 9004 further 985 
elaborates in clause 5 regarding identity and context of the organization for establishing the 986 
organizational identity. 987 



 988 
- The 2019-2020 Baldrige Excellence Framework has several references to culture.  Since 2000, the 989 

framework has asked about organizational values, a key element of organizational culture. In the years 990 
since then, questions relating to culture—some using the term, and some referencing behaviors 991 
underlying culture—have been incorporated into the criteria. The Leadership category promotes creating 992 
an environment for success that includes creating and reinforcing organization culture and a culture that 993 
fosters customer and workforce engagement.  The customer engagement use of voice-of-the-customer, 994 
and market data, build a more customer-focused culture and support operational decision-making.  The 995 
environment those working on behalf of the organization operate within includes ensuring new members 996 
are a good fit with the organization’s culture.  Worker and worker representative engagement ensures 997 
the organization fosters an organizational culture that is characterized by open communication, high 998 
performance, and engagement of those working on behalf of the organization. 999 
 1000 

- The European Foundation for Quality Management (EFQM) model includes Fundamental Concepts of 1001 
Excellence that include creating a sustainable future for organizations having an overall vision, mission, 1002 
values, ethics, and corporate behavior.  Developing organizational capabilities finds that excellent 1003 
organizations establish a culture that continually seeks to improve the effectiveness of collaboration and 1004 
teamwork throughout their value chain.  This includes shared values, accountability, ethics and a culture 1005 
of trust and openness throughout the value chain.  Organizations who lead with vision, inspiration and 1006 
integrity have leaders who inspire people and create a culture of engagement, ownership, 1007 
empowerment, improvement and accountability through their actions, behaviors and experience.  They 1008 
also promote a culture which supports the generation of new ideas and new ways of thinking to 1009 
encourage innovation and organizational development.  Excellent organizations value their people and 1010 
create a culture of empowerment for the achievement of both organizational and personal goals. 1011 
(examine 2020 impacts) 1012 

The factors that affect the organizational culture and its individual characteristics mainly include the following: 1013 

- Industry category of an organization. The importance of quality and demand in different industries 1014 
including aerospace, food, medicine, equipment, manufacturing and service industries are more likely to 1015 
form an excellent quality culture due to the operational characteristics of those industries. 1016 

- The development stage of an organization. The quality culture's manner, recognition and demand vary in 1017 
different periods such as initial stage, expansion development period and mature peak period.  1018 
Organizations in prosperous periods with deep historical and cultural histories have more initiative to 1019 
develop excellent quality culture. 1020 

- External environment of an organization. The country, nationality, political, economic, society, laws and 1021 
regulations, competition, worker composition and resource status may have a significant impact on 1022 
organizational quality culture. 1023 

- The organization's focus on quality. The organization’s determination of quality as a core strategic factor, 1024 
is the premise for cultivating excellent quality culture.  It is easier to cultivate an excellent quality culture 1025 
in an organization with a quality strategy. 1026 

- The attitude of organizational leadership. It is not only the embodiment and content of organizational 1027 
quality culture, but also has great influence on the cultivation of that culture when the leaders pay 1028 
attention and work to live within and influence the quality culture through the awareness of quality 1029 
culture cultivation and their own quality consciousness and leadership. 1030 

- Professional status of worker. The educational background, comprehension ability, working experience, 1031 
practical experience, cultural background and living condition of those working on behalf of the 1032 
organization has a direct impact on organizational culture. 1033 

Organizational culture can be categorized as: 1034 
 1035 
Strong and weak types 1036 
People can clearly understand and articulate a strong culture. A weak culture is one in which workers have 1037 
difficulty defining, understanding, or explaining the culture.  Strong culture is said to exist wherein staff respond 1038 
to stimulus because of their alignment to organizational values. In such environments, strong cultures that 1039 



promote a stable and cohesive environment help organizations operate like well-oiled machines, engaging in 1040 
outstanding execution with only minor adjustments to existing procedures as needed. 1041 

Strong cultures that promote a stable environment show alignment towards the achievement the 1042 
organization’s vision, mission, and goals with high worker motivation and loyalty, increased team 1043 
cohesiveness among the company's various departments and divisions, promoting consistency and 1044 
encouraging coordination and control within the company, and shaping the behavior of those working on 1045 
behalf of the organization at work to enable the organization to be more efficient and effective. 1046 

Healthy types 1047 

Organizations should strive for what is considered a "healthy" organizational culture in order to increase 1048 
productivity, growth, efficiency, and reduce counterproductive behavior and worker turnover. A variety of 1049 
characteristics describe a healthy culture, including: 1050 

- acceptance and appreciation of diversity 1051 
- regard for fair treatment and the wellness of each worker as well as respect for each worker's 1052 

contribution to the organization 1053 
- worker pride and enthusiasm for the organization and the work performed 1054 
- equal opportunity for each worker to realize their full potential within the company 1055 
- strong communication with all workers regarding policies and company issues 1056 
- strong leaders with a solid sense of direction and purpose 1057 
- ability to compete in industry innovation and customer service, as well as on price 1058 
- lower than average turnover rates (perpetuated by a healthy culture) 1059 
- investment in learning, training, and worker knowledge 1060 

 1061 

Performance oriented types 1062 

These organizations have been shown to possess statistically better financial growth. Such cultures possess high 1063 
worker engagement, strong internal communications and an acceptance and encouragement of a healthy level of 1064 
risk-taking in order to achieve innovation. Additionally, organizational cultures that explicitly emphasize factors 1065 
related to the demands placed on them by industry technology and growth will be better performers in their 1066 
industries. 1067 

Bullying types 1068 

Bullying is seen to be prevalent in organizations where workers or managers feel that they have the support, even 1069 
if implicitly, of senior managers or worker representatives to use abusive and bullying behavior. Those who are 1070 
new to the organization will quickly come to view this form of behavior as acceptable and normal if they see that 1071 
others get away with it and are being rewarded for it.  Additionally, leaders or worker representative 1072 
organizations who exercise a tyrannical style of management or negotiation create a climate of fear in the 1073 
workplace.  Partial or intermittent negative reinforcement can foster an effective climate of fear and doubt.  An 1074 
authoritarian style of leadership or negotiation may create a climate of fear, where there is little or no room for 1075 
dialogue and where complaining may be considered futile. 1076 

National culture types 1077 

Differences in national cultures contribute to differences in the views on management and in some cases within 1078 
factions or groups of those working on behalf of the organization.  Differences between national cultures are deep 1079 
rooted values of the respective cultures, and these cultural values can shape how people expect organizations to 1080 
operate, and how relationships between leaders, followers and possibly factions or groups should be, resulting in 1081 
the differing expectations of those involved.  1082 

Organizational culture can be characterized by the varying intensity and combination of attributes critical to the 1083 
organization’s success.  These may include: 1084 

- innovation 1085 
- attention to detail 1086 
- emphasis on outcome 1087 



- emphasis on people 1088 
- teamwork 1089 
- assertiveness 1090 
- stability 1091 

Research suggests that numerous outcomes have been associated either directly or indirectly with organizational 1092 
culture. A healthy and robust organizational culture may provide various benefits, including a competitive edge 1093 
derived from innovation and customer service, consistent and efficient worker performance, team cohesiveness, 1094 
high worker morale, and strong company alignment towards goal achievement. 1095 
 1096 
Organizational culture influences the way people interact, the context within which knowledge is created, the 1097 
resistance they will have towards certain changes, and ultimately the way people in the organization share (or do 1098 
not share) knowledge. Organizational culture represents the collective values, beliefs and principles of 1099 
organizational members and is a product of factors such as history, product, market, technology, strategy, type of 1100 
workers, management style, and national culture; culture includes the organization's vision, values, norms, 1101 
systems, symbols, language, assumptions, environment, location, beliefs and habits. 1102 
 1103 

Who are the affected relevant interested parties? 1104 

- stakeholders generally, as the lack of an effective organizational culture will eventually have an 1105 
adverse impact on the sustainability of the organization, the return they receive for the investment 1106 
made, or the impact it has on their reputation 1107 

- the organization and those working on its behalf, including worker representatives, as the lack of an 1108 
effective organizational culture will eventually have an adverse impact on effective quality 1109 
management and QMS implementation 1110 

- customers, as what they are receiving needs to be in line with what they can and should be able to 1111 
expect 1112 

- regulators or industry overseers, as the snapshots they see when they assess the organization are 1113 
intended to reflect everyday practices 1114 

- others who are directly impacted by the actions and outputs of the organization, as the decisions 1115 
made could adversely affect trust and possibly well being 1116 

- others who may directly impact the organization’s ability to establish and sustain a culture, as what is 1117 
seen as an acceptable culture may require the influence of or acceptance by these others. 1118 

Summary of application and impact on ISO/TC 176 and its documents 1119 

Organizational culture is fundamental to quality activities and/or QMS, and therefore can be applied in many 1120 
ISO/TC 176 documents.  1121 
The Communication TG should write a white paper for guidance to users on the importance of organizational 1122 
culture throughout the QMS. 1123 
Organizational culture is not currently known to be applied within any sector standards however it is so 1124 
fundamental to an effective QMS that it is expected to be easily adopted. 1125 
 1126 



SC1 recommendations 1127 

ISO 9000 General Organizational culture is already considered in ISO 9000 
Clause2.2.1  
An organization focused on quality promotes a culture that results in the behavior, 
attitudes, activities and processes that deliver value through fulfilling the needs and 
expectations of customers and other relevant interested parties. 
Clause 2.2.3  
Understanding the context of the organization is a process. This process determines 
factors, which influence the organization’s purpose, objectives and sustainability. It 
considers internal factors such as values, culture, knowledge and performance of the 
organization. 

Clause 2.3.2.4  
...establish a culture of trust and integrity 

Clause 2.3.3.3  
...increased attention to shared values and culture throughout the organization. 

 
 

ISO 9000 Quality 
management 
principles 

Organizational culture is so fundamental to an organization and the QMS that 
it is felt that it complements all existing QMPs.   No additional QMP is needed. 
It is important that leadership establishes a customer-focused organizational 
culture based upon effective processes and continual improvement. 

 1128 

SC2 recommendations 1129 

ISO 9000 Clause 4.1 
Understanding the 
Organization and Its 
Context 
 
Clause 5.1 Leadership 

It is recommended that organizational culture concepts be added into 
the next revision of ISO 9001.   
There is a reference to culture under clause 4.1 under NOTE 3: 
Understanding the internal context can be facilitated by considering 
issues related to values, culture, knowledge, and performance of the 
organization 
 

ISO 9002 Clause 4 
Clause 5 

ISO/TS 9002:2018 has additional references to the term “culture” in 
not only internal context but also in the Leadership and Risk clauses. 
This should be expanded to take into account new requirements 
added into ISO 9001 
 

ISO 9004 Clause 5 ISO 9004:2018 currently has 34 occurrences of the term “culture”. 
Additional elaboration is recommended in clause 5 regarding identity 
and context of the organization for establishing the organizational 
identity 

 1130 
 1131 
Benefits 1132 
Organizational culture is fundamental to an effective QMS to meet the needs of interested parties.  Including 1133 
organizational culture in the standard will encourage every organization to examine the organizational culture 1134 
and the expectations of leadership in setting that culture. 1135 
Impacts: The impact of adding this requirement would ensure improved QMS effectiveness, greater interested 1136 
party satisfaction and engagement, and improved the sustained success of the organization. 1137 
 1138 



SC2 recommendations 1139 

ISO 10001 General Organizational culture is applicable for inclusion in the ISO 10000-
series standards on customer satisfaction.  A customer-focused 
organizational culture ensures people in the organization are oriented 
toward customer satisfaction and experience 

ISO 10002 

ISO 10003 

ISO 10004 

ISO 10013  Organizational culture is applicable for inclusion in ISO 10013 for how 
the organization views documentation.  In many organizations, an 
expectation of employment is that all workers follow the 
documentation established by the organization.  In these 
organizations, there is less deviation from procedures and the 
processes to yield conforming products and services. 

ISO 10015  Organizational culture is applicable for inclusion in ISO 10015 in how 
human resources are educated, trained, recruited and hired for 
effective implementation and operation of its QMS. 

ISO 10018  Organizational culture is applicable in ISO 10018 regarding how the 
organization interfaces with the people in the organization to yield 
positive relationships and retention of talent. 

 1140 
Benefits 1141 
Organizational culture is fundamental to an effective QMS to meet the needs of interested parties.  Including 1142 
organizational culture in standards will encourage every organization to examine the organizational culture and 1143 
the expectations of leadership in setting that culture. This will improve QMS effectiveness, interested party 1144 
satisfaction and engagement, and organizational sustainability. 1145 
 1146 
  1147 



Annex A – Concepts mapped to ISO/TC 176 documents 1148 

 1149 

ISO/TC 176 1150 

 1151 

PROJECT TITLE 
Customer 
experience 

People 
aspects 

Change 
management Integration 

Emerging 
technologies 

Ethics & 
integrity 

Organizational 
culture 

ISO 18091 

Quality management 
systems - application 
of ISO 9001 in local 
government x x x   x x x 

ISO/TS 
17582 

Quality management 
systems -  application 
of ISO 9001 for 
electoral 
organizations x x x   x x x 

 1152 

ISO/TC 176/SC1 1153 

 1154 

PROJECT TITLE 
Customer 
experience 

People 
aspects 

Change 
management Integration 

Emerging 
technologies 

Ethics & 
integrity 

Organizational 
culture 

ISO 9000 

Quality management 
systems - 
fundamentals and 
vocabulary x x       x x 

  Fundamentals x x     x x x 

  Terms and definitions         x   x 

  QMPs x x     x x x 

 1155 

ISO/TC 176/SC2 1156 

 1157 

PROJECT TITLE 
Customer 
experience 

People 
aspects 

Change 
management Integration 

Emerging 
technologies 

Ethics & 
integrity 

Organizational 
culture 

ISO 9001 

Quality management 
systems - 
requirements x x x x x x x 

ISO 9002 

Quality management 
systems -- Guidelines 
for the application of 
ISO 9001:2015  x x x x x x x 

ISO 9004 

Quality management 
systems -quality of an 
organization - 
guidance to achieve 
sustained success x x     x x x 

ISO 10005 

Quality management 
systems - guidelines 
for quality plans         x x x 

ISO 10006 

Quality management  
- guidelines for quality 
management projects x x     x x x 

ISO 10007 

Quality management - 
guidelines for 
configuration 
management         x x x 

 1158 

 1159 



ISO/TC 176/SC3 1160 

 1161 

PROJECT TITLE 
Customer 
experience 

People 
aspects 

Change 
management Integration 

Emerging 
technologies 

Ethics & 
integrity 

Organizational 
culture 

ISO 10001 

Quality management -
- Customer 
satisfaction -- 
Guidelines for codes 
of conduct for 
organizations  x x x x   x x 

ISO 10002 

Customer satisfaction 
-- Guidelines for 
complaints handling in 
organizations  x x x x x x x 

ISO 10003 

Customer satisfaction 
-- Guidelines for 
dispute resolution 
external to 
organizations  x x x x x x x 

ISO 10004 

Customer satisfaction 
-- Guidelines for 
monitoring and 
measuring   x x x x x x 

ISO 10008 

Customer satisfaction 
-- Guidelines for 
business to consumer 
electronic commerce 
transactions x x     x x x 

ISO 10009 

 Guidance on quality 
tools and techniques 
for ISO 9001   x     x x x 

ISO 10010 

Quality culture —
Guidance on people 
engagement x x x x x x x 

ISO 10012 

Measurement 
management systems 
- requirements for 
measurement 
processes and 
measuring equipment         x     

ISO 10013 

Guidelines for quality 
management system 
documentation   x   x x   x 

ISO 10014 

quality management - 
guidelines for realizing 
financial and 
economic benefits x x x x x x   

ISO 10015 

Quality management -
- Guidelines for 
competence 
management and 
training  x x x x x x x 

ISO 10017 

Guidance on statistical 
techniques for ISO 
9001:2000               

ISO 10018 

Quality management -
- Guidelines for 
engagement of 
people  x x x x   x x 

ISO 10019 

Guidelines for quality 
management system 
consultants and use of 
their services x x     x x x 
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