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Introduction

0.1 General

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

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

It also details:
— the role of leadership and people engagement in achieving a desired quality culture;

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

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

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

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

Understand issues affecting

organizational quality culture:

— size, complexity, maturity,
location

— external and internal needs

and expectations

Understand the context
of the organization

Ensure ongoing (Clause 4)
activities to sustain the
desired quality culture

Ensure quality culture is
consistent with:

— context

Monitor and measure — policies
performance against : : : — vision

pireed nisttics En.’thed ant{ sustain Deterr!'nne desired _ mission
desired quality culture quality culture — values

Use results of analysis

to develop continual
improvement activities

(Clauses 8 & 9) (Clause 5)

Determine relevant risks
and opportunities

Develop assessment tools

Take action to address ,
and metrics

e levait risks o Determine and implement Determine current

opportunities actions to achieve quality culture Arﬁlyse current quality
desired quality culture culture
{&auﬁg?} (Clause 6) Evaluate results

Figure 1 — Quality culture framework

0.2 Quality management principles and fundamental concepts

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

NOTE

vi

customer focus;

leadership;

engagement of people;

process approach;

improvement;

evidence-based decision-making;

relationship management.

Full descriptions of the quality management principles are provided in ISO 9000:2015, 2.3.
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