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Foreword

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

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the

editorial rules of t

he ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may,be the subject of

patent rights. ISO §
patent rights iden
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Any trade name u
constitute an endd

For an explanatid
assessment, as wel
to Trade (TBT) seq

International Wor
Emirates, in Septe
with the Emirates

ht declarations received (see www.iso.org/patents).

rsement.

kshop Agreement IWA 12 was approved‘at a workshop held
mber 2013, which was hosted and organized by Abu Dhabi
Authority for Standardization and Metrology (ESMA).

hall not be held responsible for identifying any or all such patentmrights. Dgtails of any
ified during the development of the document will be in the Introduction and/or on

5ed in this document is information given for the conveénience of users and does not

n on the meaning of ISO specific terms and_eXpressions related to |conformity
| as information about ISO’s adherence to the W.TO principles in the Techni¢al Barriers
the following URL: Foreword - Supplementary information

in Abu Dhabi, §nited Arab
Police GHQ, in pssociation
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Introduction

0.1 General

The task of maintaining citizens’ confidence in their policing organizations is of major importance in all
societies, due to the vital role of these organizations in maintaining societal stability and in creating a
healthy environment for development and investment.

The decision of a policing organization to adopt and implement a quality management system is a
strategic choice, where quality is emphasized through the delivery of policing services. Consistent and
harmonized services will be delivered to the society to support basic elements of development and
investment, fulfilment of customer (citizen) needs and achieving strategies and desired objectives.

[rrespectiveofthedifferingneedsofcittzensaroumndtheworld; essentiatths ficing organizations
demonstrage their ability to consistently satisfy the needs of their customers (citizens).

A quality njanagement system can help to direct and control the activities, processes and resources of
a policing grganization, in order to satisfy its internal and external customers. A quality management
system can|provide the structure, resources and documentation neededsby the policing organization, as
well as the [processes that the organization follows.

This Intergjational Workshop Agreement is based on guidelines developed by thel Abu Dhabi police
force. It is intended to clarify and explain the requirements ofJSO 9001:2008 in the fontext of policing
organizatigns, in order to establish a unified approach fen‘the implementation of|ISO 9001:2008 in
policing organizations.

In this Intefnational Workshop Agreement, the text reproduced from ISO 9001:2008|is placed in boxes,
in order to distinguish it from the sector-specific gitidance given for each clause.

ISO 9001:2f08, Quality management systems=~Requirements
Introducti
0.1 Generdl

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

n

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

b) its varyihg needs,
c) its partidular objéctives,

d) the products(it provides,

e) the processes it employs,

f) its size and organizational structure.

[t is not the intent of this International Standard to imply uniformity in the structure of quality management
systems or uniformity of documentation.

The quality management system requirements specified in this International Standard are complementary
to requirements for products. Information marked “NOTE” is for guidance in understanding or clarifying the
associated requirement.

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

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

This International Workshop Agreement provides guidelines on the application of ISO 9001:2008 in
policing organizations. These guidelines do not constitute additional requirements to ISO 9001:2008;

© IS0 2013 - All rights reserved v
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instead, they are intended to help policing organizations implement ISO 9001:2008 effectively, by
complementing its clauses with clarifications and providing examples of effective practices used by
policing organizations. There are also annexes containing additional information.

Inview of the importance of security and its role in preserving the stability of communities, ithas become
a strategic decision for policing organizations seeking to provide high quality services to adopt a quality
management system, in order to achieve their strategies and objectives, to continually consolidate the
feeling of being safe and secure, to prevent and reduce crime and to provide a secure environment for
all.

The design and application of a policing organization quality management system is affected by:

a) the work environment, with the changes that might affect it and the associated security and non-
security risks;

b) changes in it§ needs for resources, thus affecting policing operations, which mightnecessitate
redesigning the quality management system to ensure alignment with these changes;

c) specific objectives, which can be short-, medium- or long-term, derived from thelvision apd security
priorities;

d) the nature of the security and non-security services and products;
e) the nature, type and linkage of policing operations and the resources required to operate them;

f) the structure fand size of the policing organization compared\ith the type of services, products,
jurisdiction affeas or number of personnel.

The application of the quality management system in a polici’g organization is also affected|by changes
that occur locally, fegionally and internationally.

vi © ISO 2013 - All rights reserved
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0.2 Process approach
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requiremer]ts as inputs. Monitoring of customer satisfaction requires the evaluation of infor

requiremeits and the organization’s policies.

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

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

For an organization to function effectively, it has to determine and manage numerous linked activities. An
activity or set of activities using resources, and managed in order to enable the transformation of inputs into
outputs, can be considered as a process. Often the output from one process directly forms the input to the next.

proach”.

be of the process approach is the ongoing control that it provides over the linkag
bsses within the system of processes, as well as over their combination and inter

nding and meeting requirements,

to consider processes in terms of added value,

b results of process performance and effectiveness, and

l improvement of processes based on objective measurement.

fa process-based quality management system shown in Figure 1 illustrates the

ted in Clauses 4 to 8. This illustration showsthat customers play a significant ro

brception as to whether the organizatioirhas met the customer requirements. Th
bers all the requirements of this International Standard, but does not show proce

dition, the methodology known:as “Plan-Do-Check-Act” (PDCA) can be applied t
e briefly described as follows:

ish the objectives and processes necessary to deliver results in accordance with|

ent the processes.

itor and measure processes and product against policies, objectives and require
d report theresults.

ctionstexcontinually improve process performance.

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

tion and inter-
ferred to as the

b between the indi-
action.

process link-

e in defining
mation relating to
e model shown in
sses at a detailed

all processes.

customer

ments for the

In policing

orgdnizations, the adoption of a process approach is intended to assist if

the realization of

the require

a)

d outputs. The key elements in the process can be defined as follows:

the customer (the beneficiary of a service/product): any person or party receiving, either directly

or indirectly, a service or product, in accordance with laws, regulations and legislations, e.g.

1y

police;

2)
3)
b) proces

1)

public or private organizations;

regional or international policing organizations;

s inputs: information, data, output of other processes, or persons, e.g.

information, such as reports received from the control room;

citizens, residents, visitors, victims, or persons who have come under the adverse notice of the

2) data, such as data (pertaining to individuals or entities) required to issue cards and documents;
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3) outputofother processes, such as the evidential report (the output of an inquiry process), which
is the input of the criminal investigation process;

4) persons, such as inmates of corrective and rehabilitation establishments, or casualties of

accidents;

c) procedures/activities: the sequential phases and steps required to transform inputs into required
outputs, e.g. procedures of the report taking process, in which they start by filling a report of
somebody’s account, transferring relevant information and data to the appropriate authority, then
moving to the incident scene;

d) processoutputs: the required service or product, which can become an input at the following stages;

e) process controls: the standards which govern and control how activities are undertaken, e.g.

regulations, |
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Figure 1 — Model of a process-based quality management system in policing organizations
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than ISO 90|
systematic

fication, reg

IS0 9001:2008, Quality management systems — Requirements
Introduction
0.3 Relationship with ISO 9004

IS0 9001 and ISO 9004 are quality management system standards which have been designed to complement
each other, but can also be used independently.

01; it addresses the needs and expectations of all interested parties and theirsa
hnd continual improvement of the organization’s performance. However,dtis'not
ulatory or contractual use.

ISO 9001 specifies requirements for a quality management system that can be used for internal application
by organizations, or for certification, or for contractual purposes. It focuses on the effectiveness of the quality
management system in meeting customer requirements.

At the time of publication of this International Standard, ISO 9004 is under revision. The revised edition of
1l provide guidance to management for achieving sustained success for any organization in a com-

ding, and ever changing, environment. ISO 9004 provides a wider focus on quali’lt

y management
isfaction, by the
intended for certi-

NOTE S
Agreement,

There is no

0.4 Compe

ince the publication of ISO 9001:2008, and at the time of publicatign of this Inte
the revision of ISO 9004 has been completed and ISO 9004:2009has been publis

sector-specific guidance.

itibility with other management systems

hed.

rnational Workshop

IS0 9001:2

0.4 Comp

During the
[SO 14001:2

Annex A sh
This Intern

as those pa

integrate it
an organiz
that compli

Introductjln

008, Quality management systems — Requirements

ibility with other management systenis

Hevelopment of this International Standard, due consideration was given to the g
004 to enhance the compatibility of the two standards for the benefit of the usej

ws the correspondence between 1ISO 9001:2008 and ISO 14001:2004.

htional Standard does not'intlude requirements specific to other management sy

own quality management system with related management system requiremer
tion to adapt its existing management system(s) in order to establish a quality n
bs with the requirements of this International Standard.

rovisions of
community.

stems, such

ticular to environmental-management, occupational health and safety managenpent, financial
manageme}t or risk management:*However, this International Standard enables an organizg

tion to align or
ts. It is possible for
anagement system

There is no

sector-specific guidance.
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International Workshop Agreement IWA 12:2013(E)

Guidelines on the application of ISO 9001:2008 in policing
organizations

1 Scope

1.1 General

IS0 9001:2008, Quality management systems — Requirements

1 Scope
1.1 Generdl
This Interngtional Standard specifies requirements for a quality management systém wherg¢ an organization

a) needs to|demonstrate its ability to consistently provide product that meets;eustomer and applicable statu-
tory and regulatory requirements, and

b) aims to gnhance customer satisfaction through the effective application of the system, influding processes
for continugl improvement of the system and the assurance of conformity to customer and applicable statutory
and regulatpry requirements.

NOTE 1 In this International Standard, the term “product” only applies to

a) product Intended for, or required by, a customer,

b) any inteJlded output resulting from the product realization processes.
NOTE 2 St

tutory and regulatory requirements canbe expressed as legal requirements.

This Interrfational Workshop Agreement pyovides guidelines to help policing orgarfizations apply the
requirements of ISO 9001:2008.

This Internfational Workshop Agreément explains how ISO 9001:2008 applies to poli¢ing organizations,
and how it[supports the objectives of enhancing customer satisfaction and maintajning security and
safety, by groviding productstand services that are consistent with the needs of cugtomers, as well as
with applidable regulatoryrequirements.

NOTE1 Hxamples of statutoryand regulatory requirements include local laws, regulations|, compulsory human
rights declarations, and{regional and international conventions.

NOTE2  Withrespect to ISO 9001:2008, 1.1, Note 1, in this International Workshop Agreement, the term
“product” alselapplies in policing organizations in the context where the police carry out fheir key activity of
making theilr customers feel safe and secure, through the provision of many products andl services which can

differ from one policing organization to another.

© IS0 2013 - All rights reserved 1
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1.2 Applicatio

n

1 Scope
1.2 Application

tion’s ability, or res
requirements.

IS0 9001:2008, Quality management systems — Requirements

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

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

Where exclusions are made, claims of conformity to this International Standard are not acceptable unless
these exclusions are limited to requirements within Clause 7, and such exclusions do not affect the organiza-

nonsibility, to provide product that meets customer and applicable statutory an

regulatory

All guidelines of this International Workshop Agreement are generic and are intendéd.to bg
to all policing org4
establishments, ci

products.

2 Normative

nizations, regardless of their type (e.g. police stations, border crossings, c
[vil defence) size, nature, diversity of services, or range of security or n

references

applicable
prrectional
bn-security

The following refer
ences, only the edit
(including any ame

IS0 9001:2008, Qu

2 Normative referlences

IS0 9000:2005, Qud

ality management systems — Requirements

enced documents are indispensable for the-application of this document. For dat
on cited applies. For undated referencessthe latest edition of the referenced doc
ndments) applies.

lity management systems — Fundamentals and vocabulary

bd refer-
hment

There is no sector

3 Terms and

specific guidance.

definitions

vice”.

IS0 9001:2008, Qu
3 Terms and defir
For the purposes off

Throughout the tex|

ality management systems — Requirements
itions
this decument, the terms and definitions given in ISO 9000 apply.

t of this International Standard, wherever the term “product” occurs, it can also

mean “ser-

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

31
policing

activities carried out for the preservation of law and order

Note 1 to entry: Preservation of law and order can include safety and security services, traffic services, social
services, victim-assistance services, first-responder services, investigative services, support services and
community policing services.

3.2

policing organization
organization for the provision of policing (3.1)

Note 1 to entry: The term “organization” is defined in ISO 9000:2005, 3.3.1.

© ISO 2013 - All rights reserved


https://iecnorm.com/api/?name=6749804c4db7212af69bae4297b9c4d3

IWA 12:2013(E)

3.3

police process

process performed by police personnel (3.5) that defines the core policing services (3.4) of a policing
organization (3.2) or unit of a policing organization

Note 1 to entry: The term “process” is defined in ISO 9000:2005, 3.4.1.

3.4
policing services
services provided by a policing organization (3.2)

Note 1 to entry: Policing services can include safety and security services, traffic services, social services, victim-
assistance services, first-responder services, investigative services, support services and community policing
services.

3.5
police personnel
people employed by a policing organization (3.2)

Note 1 to eptry: A policing organization generally employs a variety of peaple’ who are|responsible for the
performance of all policing services (3.4).

3.6
police offiger
member of|the police personnel (3.5) who is legally empowerédito enforce and uphold the law

© IS0 2013 - All rights reserved 3
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4 Quality management system

4.1 Generalre

quirements

4 Quality manage

organization (see 1
b) determine the sg

c) determine criter]
effective,

d) ensure the avail
these processes,

€) monitor, measur]

These processes sh
tional Standard.

Where an organiza
organization shall ¢
outsourced procesg

NOTE 1 Processes
ment activities, pro

NOTE 2 An “outsoy
and which the orga

NOTE 3 Ensuring ¢
of conformity to all
applied to the outsd

forms to requirems

b) the degree to wh

c) the capability of

f) implement actiofs necessary to achieve planned results and continual imiprovement of these pro

a) the potential impact of the outsourced process on the organization’s capability to provide produg

IS0 9001:2008, Quality management systems — Requirements

ment system

4.1 General requirements

The organization shall

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

a) determine the processes needed for quality management system and their application throughout the

2),
quence and interaction of these processes,

ia and methods needed to ensure that both the operation and control of thése pr
hbility of resources and information necessary to support the opérdtion and mor

e where applicable, and analyse these processes, and

h1l be managed by the organization in accordance with the requirements of this |

ion chooses to outsource any process that affects product conformity to require
nsure control over such processes. The type'and extent of control to be applied t
es shall be identified within the qualitymanagement system.

vision of resources, product realization, measurement, analysis and improvemer

rced process” is a process that the organization needs for its quality managemer
hization chooses to have pérformed by an external party.

pntrol over outsourced processes does not absolve the organization of the respo
customer, statutory.and regulatory requirements. The type and extent of contrd
urced process may-be influenced by factors such as

nts,
ich the control for the process is shared,

ackiieving the necessary control through the application of 7.4.

pcesses are

itoring of

fesses.

nterna-

ments, the
o these

heeded for the quality management system referred to above include processes for manage-

t.

t system

hsibility
1 to be

t that con-

Annex B provides a schematic representation of a quality management system based on ISO 9001.

The policing organization should establish and document its quality management system using any
recognized means of documentation. This system should be maintained and continuously improved.

The policing organization should establish the structure of the quality management system, which can
include a quality policy, quality objectives, work governing policies, work standard manuals, workbooks,

work instructions,

electronic programmes and all associated templates, forms and records.

The policing organization should:

a)

policy;
b)

organization;
4

define and document these processes in the quality management system in association with police

determine the integrity and interconnectivity of all police processes inside and outside the policing

© ISO 2013 - All rights reserved
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e)
f)

g)
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NOTE1 Examples of other entities include other public bodies and international bodies.

determine the approval and rejection criteria, as well as methods and means required to implement
the processes, to ensure that they are:

1) effectively operated and achieving required outputs;

2) monitored against plans to ensure adequate process control;
determine required inputs and outputs and approval criteria;

monitor, measure and analyse the police process and system performance;

take necessary actions (corrective and preventive) to ensure the achievement of planned outcomes
and the accomplishment of policing organization mission objectives;

continyially improve the system.

The policinfg organization can choose to outsource the application of one ormore prdcesses.

NOTE 2  Hxamples of processes that can be outsourced include vehicle checking, examjning and licensing,

rescue and gmbulance, and protection of critical infrastructure.

In such casps, the policing organization should be responsible for:

© IS0 2013 - All rights reserved

establishing the requirements for the policing service;

design|ng the policing service and establishing how itwill be provided;
definifjg and documenting these processes in thequality management system;
deternjining required outputs and their apptoval criteria;

monitdring and measuring the performarice of external parties providing the agreed service(s);

ensurihg the quality of policing services.
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4.2 Documentation requirements

4.2.1 General

4.2 Documentatio
4.2.1 General

b) a quality manua

IS0 9001:2008, Quality management systems — Requirements

4 Quality management system

n requirements

The quality management system documentation shall include

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

¢) documented pro

ning, operation and

NOTE 1 Where the
that the procedure
the requirements £
more than one docy

NOTE 2 The extent]
another due to

a) the size of organ
b) the complexity g
c) the competence
NOTE 3 The docun

d) documents, inclfiding records, determined by the organization to be necessary to ensure(the’effe

ization and type of activities,
f processes and their interactions, and

bf personnel.

redures and records required by this International Standard, and

control of its processes.

term “documented procedures” appears within this InternationalsStandard, this
s established, documented, implemented and maintained. A single document m4
r one or more procedures. A requirement for a documented proecedure may be c
ment.

of the quality management system documentation candiffer from one organizaf

entation can be in any form or type ofiedium.

ctive plan-

means
y address
vered by

ion to

When developing

quality manug

quality policy

quality object

IS0 9001:2008 req

a) control of doc
b)
c) internal audit
d) control of non
e)
f)

and documenting a quality. policy and quality objectives, the policing o
should consider the following clauses of ISO:9001:2008 and associated guidance:

1(4.2.2);

(5.3);

ves (5.4.1).

uires thie documentation of the following procedures:

iments (see 4.2.3);

ganization

control of records (Se€ 4.2.47J;

(see 8.2.2);

conforming products (services) (see 8.3);

corrective action (see 8.5.2);

preventive action (see 8.5.3).

The policing organization may include one or more processes in the same document.

To ensure consistency in providing services to internal/external customers at their required service
level, at a minimum, the policing organization should document the following police processes.

At a minimum, the policing organization should document the following main police processes:

response to service request;
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— pursuit;

— use of force;

— receipt and issue of weapons;

— arrest, search and seizure;

— raiding premises;

— investigation, information collection and information sharing;
— detention;

— evidence and property collection, packaging, recording, storage and disposal;

— explos]ves transport;
— riot combat.

NOTE See Annex D for additional examples of policing services and processes.

4.2.2 Qurlity manual

ISO 9001:2't08, Quality management systems — Requirements
4 Quality jnanagement system

4.2 Documentation requirements

4.2.2 Qualjty manual

The organigation shall establish and maintain a quality manual that includes

a) the scopé¢ of the quality management system;including details of and justification for any| exclusions (see
1.2),

b) the docujmented procedures established-for the quality management system, or referenc¢ to them, and

c) adescriftion of the interaction between the processes of the quality management systen.

The quality manual is a generi¢'and key reference document to the quality managerpent system of the
policing organization, whichyclearly identifies the scope of the quality management system, its contents
and the mefthod used to ineet the requirements of ISO 9001:2008.

With refer¢nce to_the*documentation structure presented in 4.2.1, the volume of the quality manual
content shquld beless than other quality procedures. The quality manual should indjicate the approach
used by thq peliecing organization to meet the requirements of a specific clause, with ho need to provide
details aboptthe phases, steps, forms and registers required to meet the requirements. Reference should
be made to the documented procedures in the quality manual by listing them in an annex.

The policing organization should present the scope of the quality management system in the quality
manual and should cite the processes, departments or geographical areas subject to the requirements
of the quality management system.

If the policing organization decides to exclude the application of any clauses 0of 9001:2008 (see 1.2), such
exclusions should be clearly stated and justified.

The quality manual should provide a clear description of the interaction and dependency between
different quality management processes.

NOTE Interactions can be described by using schematics, graphical illustrations, or text descriptions within
the quality manual.
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4.2.3 Control of documents

4.2 Documentatio

A documented proc

b) to review and ug

IS0 9001:2008, Quality management systems — Requirements

4 Quality management system

n requirements

4.2.3 Control of documents

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

edure shall be established to define the controls needed

a) to approve documents for adequacy prior to issue,

date as necessaryv and re-approve documents

c) to ensure that ch
d) to ensure that r
e) to ensure thatd

f) to ensure that dd
and operation of th

retained for any pu

anges and the current revision status of documents are identified,
levant versions of applicable documents are available at points of use,
cuments remain legible and readily identifiable,

cuments of external origin determined by the organization to bewnecessary for t
e quality management system are identified and their distribution'controlled, an

g) to prevent the uhintended use of obsolete documents, and to apply suitable identification to then if they are

pose.

he planning
d

The policing orga
other external dod

Confidentiality sh
management systg

Regardless of the
management systg
current informati
spans the control
policing organizat
required element
update, identificat]
and identifiable, a

Documents should
statutory and regt

hization should identify all external documents (e.g. laws, legislation, 1
uments required for quality management system application).

puld be observed regarding the distribution, maintenance and disposa
m documents, as required, taking inte.account the nature of police activit

type or method of documents-developed and/or maintained within

bn and to restrict the availability of obsolete documents. The control of
both of internally generated documents and externally generated docu
ion should develop and“document a procedure that ensures the inclu

as they relate to.inhternal and external document control, specificall
ion of changes, identification of the current revision, availability where u
nd purging or, matking to prevent unintended use.

be reviewed to ensure compliance with police policies, police accreditat
{latoryrequirements and international agreements or accords.

The policing orga

lllization can meet the requirements for document control by using the fl

egulations,

of quality
ies.

the quality

m, documents should be controlled to ensure the ready availability of onlly the most

documents
ments. The
sion of the
y approval,
sed, legible

ion bodies,

bw chart in

Figure 2.

© ISO 2013 - All rights reserved


https://iecnorm.com/api/?name=6749804c4db7212af69bae4297b9c4d3

The need to issue/
reissue a document

New process/
corrective/
preventive action/
new equipment/
department

Initiating/ reinitiating
the document

Document objectives/
responsibilities/
scope/ sequences,
steps and supporting
documents

Review document/
review amendments

Compliance with the
need/ technical
review/ link and
integration with

other documents

Approve and issue
the document/ reissue
the document

Issue document
reference number/
distribute the
document

IWA 12:2013(E)

Control of documents

Assure validity of
documents/ evaluate
need for amendments
or other documents/

prevent unintended
use of obsolete
documents/ apply
suitable identification
if retained

Figure 2 — Quality management system document life cycle

4.2.4 Comntrol of records

ISO 9001:2'EO8, Quality management systems — Requirements
4 Quality nanagement system

4.2 Documentation requirements

4.2.4 Control of records

Records estfablished to provide evidence of conformity tosequirements and of the effective pperation of the

quality marjagement system shall be controlled.

Records shgll remain legible, readily identifiable and retrievable.

The organiation shall establish a documented procédure to define the controls needed for §he identification,
storage, prdtection, retrieval, retention and disposition of records.

A record is|a special type of documentgenerated from filling work forms with information obtained by
implement|ng the quality management system. A record can be, for example, a hard or soft copy, or a

sample.

Quality management system documents should be given a distinctive number, and should be stored

under apprfopriate conditions to protect them from loss or damage and in a manner

that ensures their

accessibilitly and rettievability. For the destruction of documents, the policing organization should
follow all applicable_instructions and laws and should use appropriate and approved means to destroy
them in su¢h a way as to prevent their misuse.

The periodlforimaintaining quality management system documents should be determined according to

applicable laws and regulations and the work needs of the policing organization.

Information security and confidentiality should be maintained in the collection, storage, maintenance,
dissemination and disposal of police records, including incident reporting, criminal history, forensic
reporting, property tracking, and evidence management.

For the approval of electronic records, the policing organization should clearly identify the mechanism
to be used to maintain and retrieve the backup, as part of the procedure to control records or any other
documents, as it considers appropriate.
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5 Management responsibility

5.1 Management commitment

requirements,

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

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

a) communicating to the organization the importance of meeting customer as well as statutory and regulatory

b) establishing the
c) ensuring that qu

d) conducting man

e) ensuring the avdilability of resources.

quality policy,
nlity objectives are established,

hgement reviews, and

It is important to
resources to imple

To ensure the effe
should consider eg

5.2 Customer f

emphasise the value of top management commitment t0" providing thg
ment the quality management system effectively and ensure its continuit

ctiveness and continuity of the quality management system, a policing o
tablishing a centralized governance capability.atthe top level of managen

focus

necessary
.

Fganization
nent.

IS0 9001:2008, Qu
5 Management re
5.2 Customer focu

Top management sH
ing customer satisf;

ality management systems — Requirements
sponsibility

S

iction (see 7.2.1 and 8.2.1):

all ensure that customer requirements are determined and are met with the ainp of enhanc-

Customers of the

The top manager
requirements, bof
ensure that they a1
according to laws,
requirements by u

olicing organization are identified in the Introduction (Clause 0.2).

hent of the policing organization should identify current and future
h explicitand implicit, and should subject them to continuous review
e met andto enhance customer safety and security and the stability of the ¢
[egistation, and available resources. The policing organization should docy
sifng the method it considers appropriate.

customer
in order to
ommunity,
ment these

The guidelines in 7.2.1and 8.2.1 should be followed when ensuring that customer requirements are met
and customer satisfaction is enhanced.

10
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5.3 Quality policy

c) provides

d) is comm

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

5.3 Quality policy

Top management shall ensure that the quality policy

a) is appropriate to the purpose of the organization,

b) includes a commitment to comply with requirements and continually improve the effectiveness of the qual-
ity management system,

a framework for establishing and reviewing quality objectives,

micated and nnderstood within the organization and

e) isreview

ed for continuing suitability.

The qualit

satisfaction}, implementing laws and regulations, meeting customer reqtiirements,

objectives
organizatic
consistent

should identify external and internal customers to ensure that service requireme

and regula

The quality
quality ma

The top m
understang
quality pol
for the poli

5.4 Planning

y policy should reflect the policing organization’s commitment.to en

and seeking to improve and enhance the sustainability and effectivene
n. The quality policy should stem from governmental-high-level po

ly met and that police quality management systefa connectivity is mainta

policy should be considered as the main framework for developing the poli
hagement system and for making decisions related to it.

hnagement of the policing organization-should be committed to ensuri
| the quality management system and their role in implementing the d
cy may be published outside the palicing organization in order to secure ¢
Cing organization’s objectives.

5.4.1 Qurlity objectives

hancing customer
achieving quality
ss of the policing
y and should be

li
with the nature and purpose of the policing organization’s work. The por£cing organization

s are determined
ined.

Cing organization’s
g that employees

uality policy. The
bmmunity support

5 Manage
5.4 Planni
5.4.1 Qual

ISO 9001:2't08, Quality management systems — Requirements
ent responsibility

ng
tylobjectives

TOp management shall ensure that quality objectives, including those needed to meet requir

ements for product

[see 7.1 a)], are established at relevant functions and levels within the organization. The quality objectives shall
be measurable and consistent with the quality policy.

The policing organization’s objectives may be short-, medium- and long-term, and should be derived
from its quality policy and strategic goals. Quality objectives should be specified, measureable and
achievable, and relevant to the processes and services provided within specified timelines by the
policing organization as a whole and by individual work units. Quality objectives should be approved
and regularly reviewed by top management.

To effectively achieve the quality objectives, plans and work programmes should be developed covering
at least the following:

a)
b)

steps to achieve the objectives;

responsibilities for implementing these steps;
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c) allrelevantlaws and regulations;
d) required resources;

e) plan application timeline;

f) performance indicators to measure the extent to which objectives are being met and to identify

reasons for deviations, if any.

NOTE When establishing the performance indicators, it is important to take into consideration their

interactions, if any.

5.4.2 Quality management system planning

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

5.4 Planning

5.4.2 Quality management system planning

Top management shall ensure that

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

system are planned and implemented.

b) the integrity of the quality management system is maintained when ehanges to the quality management

siven in 4.1,

When planning the quality management system, top management should take into consideration the

following:

a) processes to he established within the quality mdnagement system (see 4.1);

b) high-level policies of the government;

c) the performarce of the policing organization with respect to its strategic plans and goa
d) acentralized quality managementisystem planning capability;

e) changesin thqlocal, regionaland international environment;

f) risk analysis fjndings.

NOTE1 Itisimpgrtant thatamendments or enhancements to the quality management system ar¢ carried out

without compromisfng the integrity of the quality management system'’s integrated components.

NOTE 2 See ISO 31000 for guidance on risk management

5.5 Responsibility, authority and communication

5.5.1 Responsibility and authority

IS0 9001:2008, Quality management systems — Requirements
5 Management responsibility
5.5 Responsibility, authority and communication

5.5.1 Responsibility and authority

organization.

Top management shall ensure that responsibilities and authorities are defined and communicated within the
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Top management should acknowledge and clearly communicate responsibilities and authorities for
police personnel.

To ensure identification of responsibilities and authorities within the policing organization, at a
minimum, the following should be documented:

a) the structure of the policing organization;

b)
‘)

job descriptions;

authority matrices;

d) acentralized quality management system approach throughout the policing organization.

The police rank system, orders and instructions should be taken into consideration when developing

roles, resp

NOTE1 I
the authorit

NOTE2 U
enablement

5.5.2 Ma

nsibilities and authorities.

F computer software or electronic databases are used to carry out tasks in'‘the p
 to use the software and databases needs to be added to the list of responsibilit

pon delegation of authority, it is important to take into account thezeompetence
policy of the policing organization.

nagement representative

licing organization,
es and authorities.

5 of the staff and the

IS0 9001:2

008, Quality management systems — Requiremerits

5 Manage

5.5.2 Man

Top managg
sibilities, sh

a) ensuring
tained,

b) reportin
improveme

c) ensuring
NOTE The

5.5 Responsibility, authority and communication

relating to fhe quality-management system.

ent responsibility

gement representative

ment shall appoint a member of the-arganization’s management who, irrespectiy
all have responsibility and autharity that includes

that processes needed for the-gquality management system are established, impl

B to top management gn'the performance of the quality management system and
ht, and

esponsibilityzef'a management representative can include liaison with external

the promotion af gWareness of customer requirements throughout the organization.

re of other respon-

emented and main-

any need for

parties on matters

In accorda
should be

ce with the nature of the policing organization’s activities, the manage

£]

nt representative

meone with appropriate knowledge, skills and abilities and sufficient sepiority to facilitate

the development and continual improvement ot the quality management system.

5.5.3

Internal communication

IS0 9001:2

008, Quality management systems — Requirements

5 Management responsibility
5.5 Responsibility, authority and communication
5.5.3 Internal communication

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

The policing organization should establish and maintain adequate internal communications to ensure
dissemination of information regarding the effectiveness of the police quality management system to
all parties concerned. This system should ensure quick, accurate, clear and confidential transfer of
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information, including during periods of emergencies, crises or disasters, in order to ensure business
continuity.

5.6 Management review

5.6.1 General

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

5.6 Management review

5.6.1 General

Top management sfall review the organization’s quality management system, at planned 1ntervals,lLo ensure
its continuing suitapility, adequacy and effectiveness. This review shall include assessing opportunifties for
improvement and the need for changes to the quality management system, including the quality,polfcy and
quality objectives.

Records from manggement reviews shall be maintained (see 4.2.4).

There is no sectorispecific guidance.

5.6.2 Review input

IS0 9001:2008, Qyality management systems — Requirements
5 Management refponsibility

5.6 Management feview

5.6.2 Review input
The input to management review shall include information on
a) results of audits
b) customer feedbdck,

c) process performpnce and product conformity,

d) status of prevenfive and corrective actions,

e) follow-up action§ from previous management reviews,

f) changes that Coufd affect the/quality management system, and

g) recommendations for improvement.

For the policing orjganization, the following management review inputs should be provided:

a) previous audit findings and the level of commitment of all organizational units to implementing
corrective and preventive actions;

b) feedback through customer complaints, suggestions and responses to customer satisfaction
surveys;

c) evidence of process performance and the level of service provided, through performance reports,
monitoring, measurement, examination, testing and inspections;

d) progressincarryingoutpreventive and corrective actions resulting from monitoring, measurement,
examination, testing, inspection, internal and external activities, prior management reviews,
customer feedback or other relevant activity;

e) technical, organizational, technological, legal and other changes;
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f)

organi

g)

zation;

policing organization.

5.6.3 Review output

IWA 12:2013(E)

proposals submitted to top management from any entity, either internal or external to the policing

the impact of the quality management system on crime reduction and prevention objectives of the

IS0 9001:2

5.6 Manag
5.6.3
The output
a) improve

b) improve

C) resource

008, Quality management systems — Requirements

5 Management responsibility

ement review

Review output

from the management review shall include any decisions and actions related to
ment of the effectiveness of the quality management system and its processes,
ment of product related to customer requirements, and

needs.

There is no

sector-specific guidance.

6 Resource management

6.1 Prov

ision of resources

IS0 9001:2
6 Resourc
6.1 Provis

The organi

b) to enhan

008, Quality management systems — Requirements
P management
on for resources

ation shall determine and previde the resources needed

a) to implefent and maintain the quality management system and continually improve its ¢

ce customer satisfaction by meeting customer requirements.

ffectiveness, and

The policir
resource T
to enhance
legislative
the requirg

g organizatign-should develop appropriate mechanisms for planning c

customer<satisfaction, and to meet customer requirements, subject to
requiremrénts framework, including human, financial and material resout
d infrastructure.

urrent and future

pquirements;-in order to ensure effective application of the quality management system,

the statutory and
"ces, in addition to

6.2 Human resources

6.2.1 General

IS0 9001:2

6.2.1 Gene

task within

008, Quality management systems — Requirements

6 Resource management

6.2 Human resources

ral

Personnel performing work affecting conformity to product requirements shall be competent on the basis of
appropriate education, training, skills and experience.

NOTE Conformity to product requirements can be affected directly or indirectly by personnel performing any

the quality management system.

©1S0 2013 -
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The policing organization’s activities are affected by the levels of competence of its personnel and the
education and skills of its workers.

The policing organization should determine the appropriate and necessary skills, experience, training,
academic qualifications and personal integrity for each function. The organization should conduct
sufficient background checks to satisfy its hiring requirements.

NOTE1 Training programmes can be operational, administrative or technical in nature.

NOTE 2  Physical fitness, health and mental capabilities constitute a significant factor in the selection and
appointment of police officers.

Temporary human resources should meet all the competence requirements of the policing organization.

6.2.2 Competence, traiming and awareness

IS0 9001:2008, Qyality management systems — Requirements
6 Resource management

6.2 Human resouyces

6.2.2 Competence, training and awareness

The organization shall

a) determine the ng¢cessary competence for personnel performing work affecting conformity to profduct
requirements,

b) where applicabl¢, provide training or take other actions to achievethe necessary competence,
c) evaluate the effefctiveness of the actions taken,

d) ensure that its personnel are aware of the relevance and immportance of their activities and how they con-
tribute to the achieyement of the quality objectives, and

e) maintain approgriate records of education, training; skills and experience (see 4.2.4).

All police personnjel should have the competence required to enable them to perform work to achieve
product quality. Iffa gap exists between the competence required and competence available, it should
be addressed thrqugh the provision of adequate training and other appropriate actions ($uch as the
provision of superision for a period-of'time, the provision of assistance, and substitution) o reach the
required level of cpmpetence.

The policing orgdnization shotild hold workshops and launch awareness campaigns amd training
programmes, and|should (use any means it considers necessary to provide the appropriate level of
awareness of its qFality policy and quality objectives, and to enhance the understanding of the police

personnel of their [role'in achieving them.

The effectiveness of training processes should be assessed against the provisions of the training plan.
This can be performed by monitoring personnel performance, key performance indicators and policing
processes, or through any other appropriate training assessment methods. It is not necessary to assess
training impact immediately after completion of a training programme, since it may be performed after
waiting for an appropriate length of time to ensure that the impact of the training is apparent.

For policing activities that require the use of force (e.g. weapons, stun guns, canisters, police dogs) or
special vehicles or equipment (e.g. command vehicles, riot fighting vehicles), the policing organization
should ensure that the affected personnel maintain a level of competence appropriate to perform
these duties with effectiveness and efficiency. The policing organization should establish and maintain
appropriate mechanisms and controls to ensure the effectiveness of related training.

The policing organization should provide and maintain records to demonstrate competency for the
following, as applicable:

a) initial orientation;
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b) initial traning and competence;

c) ongoing training and professional development;

d) continuing education requirements;

e) annual qualifications, if required by work assignment;

f) periodic proficiency examinations and assessments.

6.3 Infrastructure

IWA 12:2013(E)

IS0 9001:2008, Quality management systems — Requirements

6 Resourcesmanagement
6.3 Infras{ructure

The organiation shall determine, provide and maintain the infrastructure needed to|achiey
product requirements. Infrastructure includes, as applicable,

a) building$, workspace and associated utilities,

b) process ¢quipment (both hardware and software), and

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

e conformity to

The policinfg organization should devise and implement adequate plans to identify its
infrastructjure with respect to:

a) contro| rooms;

b) correctional and rehabilitation establishments;
c) weapons and explosives warehouses;

d) global positioning system programines;

e) laborafories;

f) patrolg;
g) radios;
h) helicogters.

To ensure that/the appropriate infrastructure is maintained, preventive and corre
processes ghauld be planned and implemented, including inspection and maintenan

current and future

ctive maintenance
ce of weapons and

ammunitiok-

The policing organization should set up the appropriate asset care system to acquire,
or otherwise support the following, as appropriate:

— facilities management;

— equipment management (hardware and software);
— information security management systems;

— vehicle management systems;

— laboratory information management systems;

— property/evidence tracking systems;

— all air support devices;

© IS0 2013 - All rights reserved
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— information sharing interface capabilities across jurisdictional boundaries.

6.4 Work environment

IS0 9001:2008, Quality management systems — Requirements
6 Resource management

6.4

Work environment

The organization shall determine and manage the work environment needed to achieve conformity to product
requirements.

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

The policing orgalllization should ensure the provision of a safe and healthy work environtlnent which
takes into account

NOTE Special c
detection and neutr
detainees carrying

As far as possible,
safety standards.

In establishing the

a)
b)
‘)
d)
e)

18

the shift syste]
the need for e
psychological
feedback from

the special circumstances and activities that are characteristic of pglicin
ircumstances and activities can include harsh weather conditions, dahgerous a
hlization of explosives, raiding and storming operations) and health hazards (e.g,
ontagious diseases).

the policing organization should ensure that the work efivironment meets

policing work environment, the following issues/should be taken into con
m under which police officers work;
ktended work shifts;
and human factors;

policing personnel related to‘thé work environment;

post-critical ifpcident assistance to ensure-the mental well-being of all police personnel.

b activities.
tivities (e.g.
exposure to

health and

sideration:
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7 Product realization

7.1 Planning of product realization

IS0 9001:2
7 Product

(see 4.1).

a) quality d
b) the need|

) required
product ang

d) records
(see 4.2.4).

The output

NOTE1 Ad
zation proc
as a quality

NOTE 2 Th
tion proces

008, Quality management systems — Requirements

realization

7.1 Planning of product realization

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

In planning product realization, the organization shall determine the following, as appropriate:

jectives and requirements for the product;
to establish processes and documents, and to provide resources specific to-the j

verification, validation, monitoring, measurement inspection and testactivities
the criteria for product acceptance;

heeded to provide evidence that the realization processes and resulting product

pf this planning shall be in a form suitable for the organization’s method of opers

ocument specifying the processes of the quality management system (including
esses) and the resources to be applied to a specific preduct, project or contract, g
plan.

b organization may also apply the requirements given in 7.3 to the development
es.

roduct;

specific to the
meet requirements
tions.

the product reali-

an be referred to

f product realiza-

The policiy

g organization should establish aiid maintain the processes required

products that are consistent with the quality policy and quality objectives of the qu

o deliver policing
ality management

system. In particular, it should establish and maintain:

a) metho@ls used to determine the*policing product requirements, taking into |consideration the
organifation’s quality objectives;

b) proceskes required to proyide the policing product;

c¢) documents requiredite implement the policing processes effectively;
NOTE This documentation can include policies, regulations, instructions, procedurejs, forms and records
(see 4.1)).

d) responfsibilities and authorities necessary to implement the policing processes;

e) resources required to provide the policing product (see Clause 6);

f) any limitations imposed on the policing product, including criteria for approving or rejecting
policing products;

g) methods for monitoring and measuring the policing processes to verify their effectiveness;

h) methods for inspection, checking, testing and verification of product quality;

i) alternative processes to be used on a contingency basis;

j) process differentiation for juveniles and others;

k) process consistency with other standards.

NOTE1 Documented information produced by the policing organization’s product planning processes can

include policies, work procedures and quality plans such as:

©1S0 2013 -
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checklists.
NOTE 2

NOTE3 Example

a matrix of responsibilities and authorities;
work instructions;
process illustrations or models;

audio recordings or visual imaging;

Documentation can be in electronic form.

s of other standards include ISO/IEC 17020 and ISO/IEC 17025.

Due to the nature of policing activities, unplanned emergencies can occur that may require immediate

and special handli
emergency team
emergency situati

Taking into accoupt such emergencies, the policing organization should review its main prq
emergency plans g

7.2 Customer-

7.2.1 Determination of requirements related to the product

rg-outside-the-scope-ofthemainprocesses—To-dealwith-sucheasesa-highly
chould be formed with clear responsibilities and the authority to, deg

DIN.

nd assess the need to amend them, if required.

related processes

qualified
1l with the

cesses and

7 Productrealiza
7.2 Customer-rel
7.2.1 Determina
The organization sH

a) requirements sp
ties,

b) requirements nd
) statutory and re
d) any additional r

NOTE Post-delivery
such as maintenand

1S0 9001:2008, Qu

1
ti

ality management systems — Requirements
ion

ed processes

n of requirements related to the product
all determine

ecified by the customer, including the requirements for delivery and post-deliver

t stated by the customer but necessary for specified or intended use, where knoy
bulatory requirements applicable to the product, and
bquirements considered necessary by the organization.

F activitiesinelude, for example, actions under warranty provisions, contractual
e serviees,and supplementary services such as recycling or final disposal.

y activi-

vn,

pbligations

The policing orga

and prevailing loca

ization should determme customer requirements con51stent Wlth the legal

framework

dse multiple

means to determine its customers complementary requlrements In some cases, the customer may
participate in determining customer requirements. In cases where customer participation cannot be
obtained, the policing organization should be responsible for determining customer requirements.

NOTE

Examples of the means used to determine customer requirements include focus groups that contain

internal/external customers/groups, questionnaires, statistical information, complaint volume and type, and

suggestions.
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7.2.2 Review of requirements related to the product

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

7.2 Customer-related processes

7.2.2 Review of requirements related to the product

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

a) product requirements are defined,

b) contract or order requirements differing from those previously expressed are resolved, and

c) the orgahization has the ability to meet the defined requirements.
Records of the results of the review and actions arising from the review shall be maintained (see 4.2.4).

Where the ¢ustomer provides no documented statement of requirement, the custémer requjrements shall be
confirmed by the organization before acceptance.

Where product requirements are changed, the organization shall ensure thatirelevant docuinents are amended
and that relevant personnel are made aware of the changed requirements:

NOTE In some situations, such as internet sales, a formal review is impractical for each ordgr. Instead the
review can fover relevant product information such as cataloguesor'advertising material.

The following circumstances should be taken into accountwhen reviewing requiremlents related to the
policing prpduct:

a) the reyiew of productrelated requirements may be confined to reviewing cusfomer requests for
specifit policing services, with special emphasis on verifying the completengss and validity of
custonjer requests when they are received;

b) the policing organization may receive'undocumented requests for service, which require it to take
the nedessary measures to verify.such requests and document them appropriately (e.g. calls for help
through the control room);

c) for pollicing services thatsare delivered online, all data and information relatgdd to the provided
produdt should be regularly updated and verified;

d) the policing organization should ensure a complete understanding of customer|requirements and
should|confirm-that solutions (products and services) meet those requirements.

7.2.3 Customer communication

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

7.2 Customer-related processes

7.2.3 Customer communication

The organization shall determine and implement effective arrangements for communicating with customers in
relation to

a) product information,

b) enquiries, contracts or order handling, including amendments, and

c) customer feedback, including customer complaints.
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Thepolicingorganization should state clearly theinformationrelated tothe product,and anyamendments
to it, which should be communicated to the customer, including the conditions for the provision of the
required information, associated data and documents, and available means of communication.

NOTE Available means of communication can include direct communication, dissemination through the
media, email, the web portal and sign boards.

The policing organization should clearly identify each organizational unit or should have a security role
in the location where its products are provided, e.g. by the provision of all security services in police
stations. The ambulance and emergency services can be provided through ambulance points if the
policing organization is responsible for delivering such operations.

The policing organization should clearly communicate to its customers the location(s) from which
specific security services may be obtained.

The policing orgarjization should develop an appropriate mechanism for effectively receiving|reviewing,
handling and resppnding to customer complaints and suggestions in a timely manner.

As appropriate, the policing organization should ensure the confidentiality jof/privat¢ customer
communications.

7.3 Design and development

7.3.1 Design and development planning

IS0 9001:2008, Qyality management systems — Requirements

7 Productrealization

7.3 Design and deyelopment

7.3.1 Design and development planning

The organization shall plan and control the design and-development of product.
During the design and development planning, theé organization shall determine
a) the design and dpvelopment stages,

b) the review, veriffcation and validation.that are appropriate to each design and development stag¢, and
c) the responsibilitjes and authoriti€s for design and development.

The organization shall manage the interfaces between different groups involved in design and development to
ensure effective cojnmunicatidnrand clear assignment of responsibility.

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

NOTE Design and development review, verification and validation have distinct purposes. They can{be con-
ducted and recordeld separately or in any combination, as suitable for the product and the organization.

When the policing organization needs to introduce a new product, or needs to amend or upgrade an
existing product due to an amendment or change in the relevant laws or legislations, or due to an urgent
security requirement or customer requirement, etc., it should apply ISO 9001:2008, 7.3, in order to
implement and monitor the design process throughout all its stages.

The design and development process in the policing organization should begin with an action plan that
includes the following:

a) identification of all design, development or amendment stages, starting with gathering the
information required to initiate the process and ending with the issue of the required product and
its specifications, in conformity with the legal framework throughout all design stages;

b) specification of how the outputs of each design and development stage should be reviewed, verified
and validated, including the approved approaches for performing review, verification and validation;
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identification of the responsibilities for executing each stage of design and development in the action

plan, as well as designation of the authorities to approve or reject the outputs of any of the design or
development stage;

d)

police product/service design and development planning.

identification and inclusion of additional work units and/or processes that may be impacted by

The collaborative nature of design and development activities benefits from the interaction of multiple,
cooperating work groups. The policing organization should provide a clear statement of the nature of
these collaborative relationships and should promote proactive communication among the work groups.

If new requirements are identified during design or development, the policing organization should

update the

action plan accordingly.

7.3.2 Des

sign and development inputs

IS0 9001:2
7 Product
7.3 Design
7.3.2 Desig

shall includ
a) function
b) applicab
c) where af
d) otherre

The inputs
with each o

Inputs relatfing to product requirements shall be determined and records maintained (see 4

008, Quality management systems — Requirements
realization
and development

n and development inputs

12

hl and performance requirements,

e statutory and regulatory requirements,

plicable, information derived from previous.similar designs, and
Juirements essential for design and deyelopment.

hall be reviewed for adequacy. Requirements shall be complete, unambiguous a
ther.

2.4). These inputs

hd not in conflict

The policinfg organization should identify the inputs related to policing product requ

te manner, without ambiguity or conflicts between requirements. Such inp|

ng the product'quickly and accurately;
hl framework within which the policing product will be provided to custo

Fison_with the results of similar design and development activities, W

rements in a clear
uts should include:

nal and performance requirements that specify the characteristics of thie policing product
and how it is provided to the customer, including functional characteristics ang

| requirements for

mers;

ithin the policing

vation or from an external organization;

the competence of personnel performing the design and development activities;

customer requirements.

and comple

a) functig
provid

b) theleg

c) compa
organi

d)
parties;

e)

f)

NOTE

design outputs.
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7.3.3 Design and development outputs

b) provide appropr,

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

7.3 Design and development

7.3.3 Design and development outputs

The outputs of design and development shall be in a form suitable for verification against the design and devel-
opment input and shall be approved prior to release.

Design and development outputs shall

a) meet the input requirements for design and development,

jate information for purchasing, production and for service provision

c) contain or referd

d) specify the char

NOTE Information

nce product acceptance criteria, and
hcteristics of the product that are essential for its safe and proper use.

for production and service provision can include details for the preservation of y

roduct.

Design and develd
nature which affe
and development

7.3.4 Design an|

putputs on the security and non-security services it provides.

d development review

pment outputs in the policing organization are characterized by being
ts the security system. The policing organization should assess the impa

pf a special
Ct of design

IS0 9001:2008, Qu
7 Productrealiza
7.3 Design and de
7.3.4 Design and ¢

At suitable stages, g
planned arrangemg

a) to evaluate the 3
b) to identify any p

Participants in sucl
ment stages(s) bein
tained (see 4.2.4).

ality management systems — Requirements
ion

velopment

evelopment review

ystematic reviews of design and-development shall be performed in accordance
nts (see 7.3.1)

bility of the results of desigh and development to meet requirements, and

Foblems and proposeecessary actions.

p reviewed. Records of the results of the reviews and any necessary actions shal

with

reviews shall include representatives of functions concerned with the design and develop-

be main-

The policing orgamization should regularly review the design and development programm

to the action plan,

in‘order to ensure the effectiveness of the design and development proces

ability of the resu

Finvg at cnictarangy and ~Arhase roamaontce T
EHSto e a e otier Ferments—t

nraduecte and carvuicnc +
tHEPproaue e

a-ma raalil
Tto—o It StTT S—TO—TIICCT TCOtoT

e according
ses and the
he policing

organization should correct deviations from the action plan and determine whether further corrective
actions should be implemented. The policing organization should ensure that all participants in design
and development activities have the opportunity to participate in reviews.

NOTE It is important that the policing organization takes into consideration risk assessment against new
design outputs.
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7.3.5 Design and development verification

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

7.3 Design and development

7.3.5 Design and development verification

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

Verification of design and development outputs can be performed through one of the following methods:

a) use of §imulation programmes,
b) compalison with similar products and services;

c) reviewlof design outputs against customer requirements.

7.3.6 Design and development validation

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

7.3 Designland development

7.3.6 Design and development validation

Design and [development validation shall be performed‘in accordance with planned arrangements (see 7.3.1)

to ensure that the resulting product is capable of meeting the requirements for the specified application or
intended ude, where known. Wherever practicable,validation shall be completed prior to the delivery or imple-
mentation ¢f the product. Records of the results of validation and any necessary actions shall be maintained
(see 4.2.4).

To ensure the effectiveness of the(validation at different design and development stages, the policing
organizatign should engage customers in the validation process.

NOTE Validation can be conducted using sampling techniques.

The desigr] should bescansidered successful if the validation process succeeds in|ensuring that the
requirements of the-specific application or the intended use are met, prior to approvipg the provision of
the new prpducts to-their recipients.

If the desig} 1s ot validated before product prov151on (e g in securlng events and official convoys), the
policing org ion validation.

7.3.7 Control of design and development changes

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

7.3 Design and development

7.3.7 Control of design and development changes

Design and development changes shall be identified and records maintained. The changes shall be reviewed,
verified and validated, as appropriate, and approved before implementation. The review of design and develop-
ment changes shall include evaluation of the effect of the changes on constituent parts and product already
delivered. Records of the results of the review of changes and any necessary actions shall be maintained (see
4.2.4).

There is no sector-specific guidance.
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7.4 Purchasing

7.4.1 Purchasing process

7.4 Purchasing

IS0 9001:2008, Quality management systems — Requirements

7 Product realization

7.4.1 Purchasing process

The organization shall ensure that purchased product conforms to specified purchase requirements. The type
and extent of control applied to the supplier and the purchased product shall be dependent upon the effect of
the purchased product on subsequent realization or the final product.

The organization sh
with the organizati
Records of the resu
(see 4.2.4).

all'evaluate and select suppliers based on their ability to supply product in accoj
bn’s requirements. Criteria for selection, evaluation and re-evaluation shall be €5
ts of evaluations and any necessary actions arising from the evaluation shall be

dance
tablished.
maintained

Purchasing of prog
within the existing
technical standard

The policing organ

a)

b)

d)

NOTE 3
organization can beke

clearly and ac
throughout th|

establishing c
all stages of th

NOTE1 The
to the type, cos

ucts needed by the policing organization to perform its activities should be
b legal framework, and according to the policing organization’s approved s
s and criteria.

ization should ensure effective purchasing procegsses by:

curately identifying purchasing requirements:and maintaining clarity an
e purchasing process;

riteria for the selection, approval, assesstent and monitoring of suppliers
e purchasing process;

[evel of monitoring and type of selection, approval and assessment criteria can va
[ and intended use of the purchased’product.

reassessing syipplier performance at the-end of the the purchasing process, or syster

predetermine

NOTE2  Assg
purchasing pro
service provisi

correcting de
and determin

1 intervals;

ssment of suppliersican be performed during the purchasing process, espe
cess extends over-multiple stages. The assessment process can also be performe
n, e.g. in cases.ofconstruction work carried out over a long period of time.

iciencies-identified in the purchasing process (i.e. supplier performance
ng whether follow-on corrective actions are needed to ensure non-recurtj

Dependi

conducted

bcurity and

d accuracy

throughout

ry according

natically at

cially if the
d during the

problems),
ence.

the policing

ngoh the spec1f1cs of the p011c1ng activities and the sen51t1V1ty of its purchases

b purchasing

process. Examples of such products lnclude weapons communlcatlon devices and mllltary equlpment

The policing organization should set up appropriate mechanisms to ensure that suppliers maintain the
confidentiality of purchasing transactions.
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7.4.2 Purchasing information

IS0 9001:2008, Quality management systems — Requirements

7 Productrealization

7.4 Purchasing

7.4.2 Purchasing information

Purchasing information shall describe the product to be purchased, including, where appropriate,
a) requirements for approval of product, procedures, processes and equipment,

b) requirements for qualification of personnel, and

¢) quality management system requirements.

ejr communication

The policinfg organization should identify all applicable technical and security’standards and criteria for
the materigls or services to be purchased, including, at a minimum, the follewing:

a) technigal and security standards and criteria for the requested pfoduct;

NOTE 1| Technical requirements can include dates related to when the personal protective equipment
expires|or the date of chemical expiration.

b) standajrds for the processes or methods for providing the requested product or dervice;

c) requir¢ments pertaining to machinery, equipment and apparatus to be used to prjovide the required
produdt or service;

d) any specific requirements to be met by individuals responsible for receiving the requested product
or service;

NOTE Z Requirements to be met\by individuals can include specific skills, traihing, experience or
qualifidations.

e) requir¢ments for protectingand securingthe delivery of hazardous or sensitive pyrchased materials
to the policing organization:

NOTE The nature of, pelice activities and the sensitivity of the purchased materipls can necessitate
maintaining the confidentiality of information related to purchasing.

7.4.3 Verification of purchased product

IS0 9001:2008; Quality management systems — Requirements

7 Productrealization
7.4 Purchasing
7.4.3 Verification of purchased product

The organization shall establish and implement the inspection or other activities necessary for ensuring that
purchased product meets specified purchase requirements.

Where the organization or its customer intends to perform verification at the supplier’s premises, the organi-
zation shall state the intended verification arrangements and method of product release in the purchasing
information.

In order to be able to verify the compliance of purchased products with technical standards and criteria,
the policing organization may:

a) form technical committees of experts to observe the purchased materials prior to acceptance and
before accepting them;
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b)

supplier in accordance with the purchasing with the supplier, according to the contract;

approved substitute.

7.5 Production and service provision

7.5.1 Control of production and service provision

conduct an unbiased assessment of the quality system and technical standards of the product

compare items received with items requested, and only accept items that were ordered or an

7.5.1 Control of py

The organization sH
trolled conditions s

a) the availability d
b) the availability d
c) the use of suitab
d) the availability §

e) the implementat]

f) the implementat

7.5 Production an{d service provision

IS0 9001:2008, Quality management systems — Requirements

7 Product realization

oduction and service provision

all plan and carry out production and service provision under controlled eondit
hall include, as applicable,

f information that describes the characteristics of the product,
f work instructions, as necessary,

e equipment,

nd use of monitoring and measuring equipment,

ion of monitoring and measuring, and

on of product release, delivery and post-delivery activities.

ons. Con-

The policing orgar
nature and charac

NOTE Example
security policir
vehicle- and dr

community pol

emergency and

in the suppliers

traffic services

suppliers’ prodiicts (e.g.asseéssment of suppliers offers; delivery orders by suppliers; registration

ization should establish the means towclassify its policing products accord
teristics.

5 of products of the policing organization include:

g products (e.g. good conductletters and opening reports);
ver-licensing policingproducts (e.g. the issuing of driver licenses);
cing products (e,glneighbourhood watch programmes);

public safety.policing products (e.g. ambulance, rescue and civil defence);

system};

(e.g.truck circulation permits and accident investigation).
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7.5.2 Validation of processes for production and service provision

7.5 Produc

The organiz

IS0 9001:2008, Quality management systems — Requirements

7 Product realization

tion and service provision

7.5.2 Validation of processes for production and service provision

The organization shall validate any processes for production and service provision where the resulting output
cannot be verified by subsequent monitoring or measurement and, as a consequence, deficiencies become
apparent only after the product is in use or the service has been delivered.

Validation shall demonstrate the ability of these processes to achieve planned results.

ation shall establish arrangements for these processes including, as applicable,

a) defined
b) approva
c) use of sp

d) requirer

e) revalidaf

riteria for review and approval of the processes,
of equipment and qualifications of personnel,
pcific methods and procedures,

hents for records (see 4.2.4), and

ion.

Depending|on the nature of some policing products, the validity of the product capnot be proved by
applying the monitoring and examination processes during the application of the process, simply in
order to cgnfirm the validity of the product after providing it as an end product|(e.g. the securing
operations|of convoys and events).

Using the ¢stablished process classifications (see:z:5:1), the policing organization fhould identify all
policing processes that cannot be validated until provision of the end product. The policing organization
should medt all the requirements stipulated indSO 9001:2008, 7.5.2.

7.5.3 Identification and traceability

IS0 9001:2008, Quality managementsystems — Requirements

7 Productfealization

7.5 Produdtion and service provision

7.5.3 Identification and traceability

Where appijopriate, the/organization shall identify the product by suitable means throughoyt product realiza-
tion.

The organif

ation shall identify the product status with respect to monitoring and measuren

hent requirements

throughout

product realization.

maintain re

are maintai

Where traceability is a requirement, the organization shall control the unique identification of the product and

cords (see 4.2.4).

NOTE In some industry sectors, configuration management is a means by which identification and traceability

ned.

The policing organization should comply with all relevant laws and legislations that govern and regulate
the identification process, e.g. security report numbers, passport numbers, exhibit numbers and driving
license numbers.

Identification involves granting a product a unique code in order to be able to identify the product and
all associated documents, sample and, reports throughout all the service provision stages. Traceability
involves providing the appropriate means to identify the stages undergone by products.
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7.5.4 Customer property

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

7.5 Production and service provision

7.5.4 Customer property

The organization shall exercise care with customer property while it is under the organization’s control or
being used by the organization. The organization shall identify, verify, protect and safeguard customer prop-
erty provided for use or incorporation into a product. If any customer property is lost, damaged or otherwise
found to be unsuitable for use, the organization shall report this to the customer and maintain records (see
4.2.4).

NOTE Customer pr

perty can include intellectual property and personal data.

The policing orgarjization should take into consideration the significance of customer propetty such as:

a) customer-related personal information and data;

b) customer pr;[erty at a crime scene;

c) personal property of inmates or detainees at corrective and rehabilitation establishments and
police stationg;

d) impounded prjoperty (e.g. motor vehicles);

e) property und¢r examination for licensing purposes (e.g. firearms and motor vehicles).

The policing orgamnization should ensure that customer preperty under its custodianship is
from loss, damage|
This can be perfor

7.5.5 Preservatjon-of product

checking the 3

establishinga
all work stage

protecting the

and misuse, and is returned to its owmer(s) in the same condition as it wz
med through:

tatus of the vehicle ownershipiuipon receipt and registering any observati

nd applyingappropriate initroduction and identification methods (see 7.5.3)
s during which the policing organization has control of the customer prop

property from lgss;damage and misuse while it is being processed, used|

or stored by t

e policing organization;

preserved
1S received.

ons;

throughout
erty;

preserved

establishing appropriate)procedures for returning the property to the customer, excliiding cases

where returning the property is prohibited by law.

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

7.5 Production and service provision

7.5.5 Preservation of product

The organization shall preserve the product during internal processing and delivery to the intended destina-
tion in order to maintain conformity to requirements. As applicable, preservation shall include identification,

handling, packaging, storage and protection. Preservation shall also apply to the constituent parts of a product.

The policing organization should establish processes for handling policing products that require
preservation throughout all work stages, as well as while handling, transporting and storing them. Such
policing products include:

a)

evidence;
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b) lawsuit files;

c) confidential security reports;

d) weapons and explosives;

e) travel documents and personal identification documents;

f) implementing adequate safeguards for handling, packaging, labelling, storing, returning, and/or
disposing of property;

g) ensuring evidence integrity and security through adequate storage mechanisms.

NOTE Examples of adequate storage mechanisms include refrigerators, freezers, safes, separate rooms and
limited access, as required.

In preserving these policing products, the policing organization should comply-#ith the technical,
statutory apd legislative requirements related to their handling, transportationyexchiange and disposal.

7.6 Confrol of monitoring and measurement equipment

IS0 9001:2008, Quality management systems — Requirements
7 Productfealization
7.6 Contro| of monitoring and measuring equipment

The organigation shall determine the monitoring and measurement to be undertaken and tHe monitoring and
measuring ¢quipment needed to provide evidence of conforimity of product to determined r¢quirements.

The organization shall establish processes to ensure thidtimonitoring and measurement can|be carried out and
are carried out in a manner that is consistent with the nmonitoring and measurement requir¢ments.

Where necgssary to ensure valid results, measuritig equipment shall

a) be calibrjated or verified, or both, at specified intervals, or prior to use, against measurenjent standards
traceable tq international or national measurement standards; where no such standards exilst, the basis used
for calibratjon or verification shall be récorded (see 4.2.4);

b) be adjusted or re-adjusted as necessary;

c) have ideftification in orderto'determine its calibration status;

d) be safegparded from adjistments that would invalidate the measurement result;

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

In addition,|the organization shall assess and record the validity of the previous measuring results when the
equipment {s found ot to conform to requirements. The organization shall take appropriatg¢ action on the
equipment ind any product affected.

Records Of havracy e afecalibhyvatinag o d gaifioatioy challbho sttt n
TTICT CSurco O Carroractor ottt v CrrnriCacroT Stro o tTrarrcar et

b
-

h
S
[\ S)
NS
e

When used in the monitoring and measurement of specified requirements, the ability of computer software to
satisfy the intended application shall be confirmed. This shall be undertaken prior to initial use and recon-
firmed as necessary.

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

Equipment that should be controlled includes the following:

a) devices for measuring carbon emissions, for licensing purposes;
b) speed measurement devices;

c) equipment used in forensic laboratories;

d) closed-circuit television equipment;
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e)
f)

scanning devices for explosives;

fingerprinting equipment.

8 Measurement, analysis and improvement

8.1 General

8 Measurement, a

8.1 General

IS0 9001:2008, Quality management systems — Requirements

nalysis and improvement

The organization s
needed

a) to demonstrate
b) to ensure confor]
¢) to continually inf

This shall include d
use.

all plan and 1mmplement the monitoring, measurement, analysis and Improveme

onformity to product requirements,
mity of the quality management system, and
prove the effectiveness of the quality management system.

btermination of applicable methods, including statistical techniques, and the ext

t processes

ent of their

Policing organizat]
with crime reduct
performance meag

NOTE Example
failure, volume and

8.2 Monitoring

8.2.1 Customer

jons should develop performance measures, as appropriate, that have a 1
ion and prevention, and should also incorporate more traditional busin
ures beyond crime reduction and prevention.measures.

5 of more traditional business measures include cycle time, deadlines, input fa
Hata quality.

» and measurement

satisfaction

elationship
PSS process

lure, output

1S09001:2008, Qu

ality management systems — Requirements

8.2.1 Customers

8 Measurement, analysis and improvement

8.2 Monitoring anld measurement

isfaction

As one of the measyrementsof the performance of the quality management system, the organizatiol
monitor informatiop rélating to customer perception as to whether the organization has met custon

n shall
her require-

ments. The methodp for‘obtaining and using this information shall be determined.

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

The policing organization should identify and use appropriate tools to measure customer satisfaction,
in order to ensure that existing customer requirements are being met and to identify current and future
requirements (see 7.2.1).

The policing organization should develop and maintain a formal professional standards function
that operates to respond to customer complaints, to conduct internal administrative and criminal
investigations, and to resolve customer complaints.

The policing organization should determine the tools used to measure customer satisfaction according
to ISO 9001:2008, 8.2.1. Measurement of customer satisfaction can also be outsourced to an unbiased
and specialized body.
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Internal audit

IS0 9001:2

b) is effecti

An audit pr
and areast
ods shall be
the audit prj

A documen
conducting

Records of

The managg
rective acti
up activitie
8.5.2).

NOTE See

008, Quality management systems — Requirements

8 Measurement, analysis and improvement
8.2 Monitoring and measurement
8.2.2 Internal audit

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

a) conforms to the planned arrangements (see 7.1), to the requirements of this International Standard and to
the quality m

anagement system requirements established by the organization, and

vely implemented and maintained.

bgramme shall be planned, taking into consideration the status and importance

be audited, as well as the results of previous audits. The audit criteria, scope, fr
defined. The selection of auditors and conduct of audits shall ensure objectivity
ocess. Auditors shall not audit their own work.

ed procedure shall be established to define the responsibilities and requiremen
audits, establishing records and reporting results.

he audits and their results shall be maintained (see 4.2.4).

bment responsible for the area being audited shall ensuré that any necessary cor
bns are taken without undue delay to eliminate detectednonconformities and th
5 shall include the verification of the actions taken.and the reporting of verificati

50 19011 for guidance.

bf the processes
equency and meth-
and impartiality of

s for planning and
rections and cor-

eir causes. Follow-
pn results (see

The policin
the auspicg
The organi

To increas¢
training of
audits are (

The sensiti

8.2.3 Mo

g organization should clarify the differences between the internal audits
s of quality management and the\ether official audits, such as administ
yation should also identify similarities in order to reduce duplication.

b auditing effectiveness, thé,policing organization should provide suffic
police personnel assigried*to function as internal auditors, in order to ey
onducted within the audit programme guidelines, including ISO 19011.

pitoring and measurement of processes

performed under
rative inspections.

ent internal audit
sure that internal

vity and confidentiality of audited processes and activities should be maintained.

IS0 9001:2

8 Measure

008, Quality management systems — Requirements

ment, analysis and improvement

8.2 Monitoring and measurement
8.2.3 Monitoring and measurement of processes

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

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

The policing organization should identify the performance indicators of its policing processes and
monitor them as one of the measurement tools mentioned in this clause.

Performance indicators should encompass outsourced processes.

©1S0 2013 -
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8.2.4 Monitorin

g and measurement of product

8 Measurement, a

8.2 Monitoring an

be maintained.

The release of prod
ments (see 7.1) hav{
where applicable, b

IS0 9001:2008, Quality management systems — Requirements

nalysis and improvement

d measurement

8.2.4 Monitoring and measurement of product

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

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

j the customer.

MMWWVWWMMWWWMMTT
 been satisfactorily completed, unless otherwise approved by a relevant authority and,

ange-

The products of s

impact is measuraple through the measurement of customer satisfaction (8.2.1er through

of information ang

NOTE Example
the crime preventio

8.3 Control of

bme processes in the policing organization cannot be directly~nmeasure

lysis processes.

1 process.

honconforming product

1, but their
the outputs

5 include customers’ feelings of being safe and secure in théir communities as aip outcome of

1S09001:2008, Qu
8 Measurement,
8.3 Control of no

The organization sl
controlled to preve

Where practicable,
ways;

a) by taking action

b) by authorizing i
by the customer;

¢) by taking action
d) by taking action

Ionforming product

controls and relatedl responsibilities and authorities for dealing with nonconforming product.

ality management systems — Requirements

alysis and improvement

ht its unintended use or delivery.’A documented procedure shall be established t
the organization shallideal with nonconforming product by one or more of the fo

to eliminate the(detected nonconformity;

s use, releaséor acceptance under concession by a relevant authority and, wherg

to preclude its original intended use or application.

appropriate to the effects, or potential effects, of the nonconformity when noncg

all ensure that product which doesnot conform to product requirements is identified and

b define the

llowing

applicable,

nforming

product is detected

the requirements.

aftar doaliunryg A e hac ctariend
e aevery- o uaSseaSsStatrteas

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

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

In cases where the product does not conform to requirements, or where the nonconforming product has
an effect on the security of the community, the policing organization should take appropriate corrective

actions to prevent

NOTE 1

recurrence.

The control of nonconforming products/services can be addressed effectively within each process to

ensure that nonconforming products/services are identified quickly, and segregated and/or resolved before they

are delivered to the

NOTE 2
implemented as one

34

customer.

Oor more processes.

The control of nonconforming product, corrective actions and preventive actions processes can be
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8.4 Analysis of data

and measur

IS0 9001:2008, Quality management systems — Requirements
8 Measurement, analysis and improvement
8.4 Analysis of data

The organization shall determine, collect and analyse appropriate data to demonstrate the suitability and
effectiveness of the quality management system and to evaluate where continual improvement of the effective-
ness of the quality management system can be made. This shall include data generated as a result of monitoring

ement and from other relevant sources.

The analysis of data shall provide information relating to

a) customer satisfaction (see 8.2.1),

b) conformfTty to product requirements (see 3.2.47,

c) charactefistics and trends of processes and products, including opportunities for prevent
8.2.3 and 8J2.4), and

d) supplierf (see 7.4).

ive action (see

In the poliding organization, analysis is one of the key tools availabletg-measure the performance of the

quality mapagement system, process performance, and conformity‘ef policing producf

The polici
for respong

Informatio
and should
internation

To check th
data by ver

of these solirces prior to using them.

The policir
significanc

8.5 Impi

8.5.1 Continual improvement

o organization should use data for short- and long-term/planning, resourd
ing to critical crime suppression needs.

h analysis should cover the information pertaining to, or issued by, the po
extend to the analysis of data, reports and studies produced by other
al bodies.

e soundness of the analysis process, the'policing organization should invest
ifying their sources and the integrity of these sources, and by reviewing th

g organization should establish the method and frequency of data ana
e of the information submijtted for analysis.

"fovement

storequirements.
e deployment, and

icing organization
ocal, regional and

igate the quality of
e appropriateness

ysis based on the
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8 Measure
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ment,analysis and improvement

roxnant

8.5 Impro

TIIICIIcT

8.5.1 Continual improvement

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

The policing organization should enhance and improve the effectiveness of its quality management

system wit
a)
b)
A
d)

©1S0 2013 -

h respect to:

policies and objectives;
process results;
internal audit results;

analysis of internal and external data;
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e) feedback from customers, including complaints and suggestions;

f) changes in the community characteristics and surrounding environment, especially over the long
term;

g) changes in laws, regulations and legislations;
h) corrective and preventive actions;
i) the proficiency of individuals;

j) management review.

8.5.2 Corrective action

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

8.5 Improvement
8.5.2 Corrective action

The organization shall take action to eliminate the causes of nonconformities incorder to prevent re¢urrence.
Corrective actions ghall be appropriate to the effects of the nonconformities encountered.

A documented progedure shall be established to define requirements for

a) reviewing noncgnformities (including customer complaints),

b) determining the|causes of nonconformities,

¢) evaluating the n¢ed for action to ensure that nonconformitié§'do not recur,
d) determining and implementing action needed,

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

f) reviewing the effectiveness of the corrective actiontaken.

Thepolicingorganjzation should userecoghized tools (e.g.rootcauseanalysis) toanalyse nonconformities
and address them [to prevent recurrence:

NOTE1 Anexample of a nonconformity is when a firearm is discharged accidentally.
NOTE 2 An exaniple of a corrective action is identifying the root cause of why a firearm wag discharged
accidentally, and identifying, implementing and evaluating the effectiveness of the solution for pr¢venting the

firearm from dischqrging accidentally in the future.

The character of a[corrective action should be based on an analysis of the severity of the noniconformity
and the risk of rechrrénce.

NOTE3  The SARA (Scanning, Analysis, Response and Assessment) model (see Annex E) can be used for
problem solving and addressing root causes.
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8.5.3 Preventive action

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

8.5 Improvement

8.5.3 Preventive action

The organization shall determine action to eliminate the causes of potential nonconformities in order to pre-
vent their occurrence. Preventive actions shall be appropriate to the effects of the potential problems.

A documented procedure shall be established to define requirements for
a) determining potential nonconformities and their causes,

b) evaluating the need for action to prevent occurrence of nonconformities

¢) determijing and implementing action needed,

d) records pfresults of action taken (see 4.2.4), and

e) reviewing the effectiveness preventive action taken.

The policijg organization should use the results of data analysis, kisk principles,| management and
analysis, a§ well as results of corrective actions, to determine and define potential prjeventive actions.

NOTE An example of a preventive action is identifying the potential for a firearm to digcharge accidentally,
developing &n action plan to prevent the firearm from discharging/accidentally, implementing the action plan,

and evaluating the effectiveness of the action plan in preventing the firearm from discharging accidentally in the
future.
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Annex A
(informative)

Concept diagrams

Figure A.1 illustrates the thematic grouping of the terms and definitions in Clause 3 in a concept diagram.

NOTE

definitions.

The definitions in Figure A.1 are reproduced without their related Notes. See Clause 3 for the complete

For further information on the methodology used in the development of the terms and definitions in

Clause 3 of this Int

o

ernational Standard, see ISO 9001:2008, Annex A.

policing (3.1)
activities carried out for the preservation
of law and order

police procegs (3.3)

process performe
personnel that d

1 by police
Efines the

core policing seryices of a
police organizatior| or unit of

a policing orga

hization

policing organization (3.2)
organization for<the provision
of policing

38

police personnel (3.5)
people employed by a policing
organization

policing services (3.4)
services provided by a
policing organigation

police officer (3.6)
member of the police personnel
who is legally empowered to
enforce and uphold the law

Figure A.1 — Concept diagram
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