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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). ISO's technical work is normally carried out through ISO technical committees in which
each ISO member body has the right to be represented. International organizations, governmental and
nongovernmental, in liaison with ISO, also take part in the work.

In order to respond to urgent market requirements, ISO has also introduced the possibility of preparing
documents through a workshop mechanism, external to its normal committee processes. These documents
are published by ISO as International Workshop Agreements. Proposals to hold such workshops may come
from any source and are subject to approval by the ISO Technical Management Board which also designates
an ISO member body to assist the proposer in the organization of the workshop. International Workshop
Agreements are approved by consensus amongst the individual participants in such workshops. Although it is
permissible that competing International Workshop Agreements exist on the same subject, an International
Workshop Agreement shall not conflict with an existing ISO or IEC standard.

An International Workshop Agreement is reviewed after three years, under the responsibility of the member
body designated by the Technical Management Board, in order to decide whether it will be confirmed for a
further three years, transferred to an ISO technical body for revision, or withdrawn. If the International
Workshop Agreement is confirmed,.it.is teviewed\againiafterja further three jyears) at which time it must be
either revised by the relevant ISO technical body or withdrawn.

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent
rights. ISO shall not be held responsible for identifying any or all such patent rights.

International Workshop Agreement WA 2 was"approved ‘at'a workshop held'in 'Acapulco, Mexico, in October
2002, which was hosted by the Mexican General“Bureauof -Standards (DGN). Additional support and
cooperation was provided by the Mirror Subcommittee for Quality Management Systems within the Mexican
ISO Committee, the Mexican Institute for Standardization and Certification (IMNC) and the National
Committee for Standardization on Quality Management Systems (COTENNSISCAL). The meeting was
facilitated by the Latin-American Institute for Quality, (INLAC).

This second edition cancels and replaces the first edition (IWA 2:2003), which has been technically revised.
This revision to IWA 2:2003 was approved at a workshop held in Busan, Korea in November 2006, which was
hosted by the Korean Agency for Technology and Standards, with the support and cooperation of the

organizations in charge of coordinating the Mirror Subcommittee for Quality Management Systems within the
Mexican ISO Committee.

iv © 1SO 2007 — All rights reserved



Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

Workshop contributors

Acapulco Workshop 2002
IWA 2 Reviewers

ASECAD de México

Centro de Investigacion y Desarrollo de la Formacion para el Trabajo (CIDFORT)

Colegio de Calidad Empresarial, S.C.

Consultoria Profesional en Sistemas de Calidad

Corporativo en Asesorias, Analisis y Productividad (CAAP)

Centro de Soluciones de Calidad (CSC)

Grupo Raloy

Instituto de Ciencia y Tecnologia del Estado de Guanajuato (ICYTEG)
Instituto Latinoamericano de Aseguramiento de la Calidad (INLAC)
Instituto Mexicano de Normalizacion y Certificacion (IMNC)

Instituto Politécnico Nacional (IPN)

— Centro de Estudios Cientificos y Tecnolégicos No. 7 “Cuauhtémoc”
— Centro de Investigacién e Innovacion Tecnolégica

— Division de Metrologia, Normas y Calidad Industrial

— Unidad Profesional Interdisciplinaria de Biotecnologia

Instituto Tecnoldgico de Oaxaca

Instituto Tecnoldgico y de Estudios Superiores de Monterrey (ITESM)
Qualitec Internacional, S.A. de C.V.

Secretaria de Educacién Publica (SEP)

IWA 2:2007(E)

— Coordinacién de Asesores de la Subsecretaria de Educacién Superior e Investigacion Cientifica

— Coordinacién General de Universidades Tecnoldgicas

— Unidad Administradora del Proyecto para la Modernizacion de la Educacion Técnica y la Capacitaciéon

Sindicato Nacional de Trabajadores de la Educacion

Tecno-Ingenieria Computacional, S.A. de C.V.

© 1SO 2007 — All rights reserved



IWA 2:2007(E) Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

Universidad Nacional Auténoma de México, UNAM

— Facultad de Ingenieria

Universidad de Colima

Universidad Tecnoldgica de Tula Tepeji

Universidad Tecnolégica Fidel Velazquez

Acapulco participants

Delegates

Australia, Standards Australia International (SAl)

Argentina, Instituto Argentino de Normalizacion (IRAN)

Brazil, Petrobras and DS

Canada, Canadian Center for Management Development

Colombia, Instituto Colombiano de Normalizacion Técnica y Calidad (ICONTEC)
Denmark, TQM I/S

Germany, DIN

México, COTENNSISCAL, IPN, SEP, INLAC, and ITESM

Spain, AENOR

Sweden, RFK AB

United Kingdom, British Standards Institute (BSI)

United States, DPA Training and INFORM

Venezuela, FONDONORMA

Observers

Centros de Bachillerato Tecnoldgico, Industrial y de Servicios (CBTIS)
Centro de Investigacion y Desarrollo de la Formacion para el Trabajo (CIDFORT)
Colegio Nacional de Educacion Profesional Técnica (CONALEP)

Colegio Nacional de Educacion Profesional Técnica (CONALEP) Nuevo Ledn
Colegio Nacional de Educacion Profesional Técnica (CONALEP) Sonora
Colegio Nacional de Educacion Profesional Técnica (CONALEP) Tabasco
Det Norske Veritas

Instituto Argentino de Normalizacién (IRAM)

Vi

© 1SO 2007 — All rights reserved



Quality Management Systems — Guidelines for the IWA 2:2007(E)
application of ISO 9001:2000 in education

Instituto Chapultepec

Instituto de Ciencias, Humanidades y Tecnologias de Guanajuato (ICYTEG)
Instituto Latinoamericano para la Calidad (INLAC)

Instituto Politécnico Nacional (IPN)

— ESIME Azcapotzalco

INTERPRO Consultores

Secretaria de Educacién del Estado de Tabasco

Secretaria de Educacion Publica (SEP)

— Colegio de Posgraduados

— Coordinacién General de Universidades Tecnologicas (CGUT)

— Direccion General de Centros de Formacion para el Trabajo (DGCFT)
TESCAP

Universidad ETAC

Universidad Nacional Auténoma de México

— Facultad de Ingenieria

Universidad Tecnolégica de Aguascalientes:

Universidad Tecnoldgica de Tula Tepeji

Universidad Tecnoldgica de Tecamac

Universidad Tecnoldgica de Torredn

© ISO 2007 — All rights reserved Vii



IWA 2:2007(E)

Busan Workshop 2006 - IWA 2 Reviewers

Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

Name SURNAME

Profession

Organization

Karen Anderson

Alaa Arif

Kathleen Banks

Richard E. Biehl

Edward Brown

José Bruno Sanchez
John Bridges

Beth Burnett

Humberto Cantu

Frank Caplan

Tom Cappels

Sajjad Chaudhry
Maurizio Conti

Rafael A. de Arrascaeta F.
Robert Ewy

Benito Flores Juarez
Maria M Garcia Sandoval
Gene George

Ira Goldberg

Leigh Gorman

John E. Gray

M. Eugene Hall

Dan Harper

Dolores Harris

Jake Hodges

Guadalupe L. Intriago-Coronel
Mira Lalovic-Hand

Steve Lanoux

Imbrahim Larchie
Charles Melvin I
Eleanor Mower

Brunell Nolt Jr.

John Patrick

Lazaro Pena

Christopher Peebles

M. Magdalena Pérez-Ramirez
Elden A. Plettner, Jr.
Susana Quirch

Carlo E Rossi

Bertha Sarmina-Garcia
Keith Schmidli

Becky J. Starnes

Ufuk Taneri

Miguel Tufifio-Velazquez
Stephen Weaver

Karen L Winters

Laura E. Yzaguirre-Peralta

Teacher/Auditor
Engineer/Instructor
Vice President
Consultant
Professor
Professor

Adjunct Professor
Project Coordinator
Director

Founding Editor
Adjunct Professor
Consultant
Consultant
Consultant
Consultant
Professor

Doctoral Student
Director

Adjunct

Engineer
Standards Manager
Assistant Professor
Consultant

Trainer

Consultant
Administrator
Professor
Assistant Director:
Professor
Superintendent
Teacher

Instructor
Instructor
Instructor
Professor
Educator
Professor

Auditor

Consultant

Director

Professor
Assistant Professor
Mathematics Professor
Professor
Engineer/Manager
Consultant
President

High School/Quality Consultant

Shure, Inc./Elgin Community College

Organization Effectiveness, Higher Education (retired)
Six Sigma Black Belt, Data-Oriented Quality Solutions
Alabama State University

Universidad Tecnoldgica de México

The National Graduate School

Quality & Education, Rhodes State College

Strategic Planning, Monterrey Institute of Technology
Quality Engineering - Author, The Quality System
University of Phoenix

Business and Quality Services of America

Selecta Management and Education Consulting — Italy
Instituto Latinamericano de Aseguramiento de la Calidad, A. C.
Community Consolidated School District

Universidad de Monterrey, Mexico

Metropolitan University, Puerto Rico

Butler Community College Office of Institutional Research
University of Chicago Graham School

Quality Assurance Advanced Solutions International
Department of Defense U. S. Air Force/A4/AMIC
Education, Training and Development, Southern lllinois University
Harper Quality Advisors (retired)

Koalaty Kid

US/UK Education Q&P, LTD; ISO 9000, Adult Education
Instituto Politécnico Nacional

Drexel University Director, Industrial Engineering

Marine Science-nstitute;, University of Texas

FTCA, Seneca College ‘of Applied Arts and Technology
Beloit-Turner Schools

Amboy Middle School Battle Ground School District
Electrical*Construction Technology, Lancaster CTC
Andress High:School and El Paso: Community College
Mathematics, Department, South Texas College

Indiana University Department of Anthropology

Instituto Politécnico Nacional

Peru State College and at Southeast Community College
University of Houston-TMAC

Education service/support provider for schools - Italy
Apoyo a la Calidad Educativa, A.C.

Buffalo State College Career and Technical Education
Austin Peay State University

Manager, Quality and Organizational Excellence. North Cyprus
Instituto Politécnico Nacional and Secretaria de Educacién Publica
Kingston, A Scott-Fetzer Company

Career Focused Education Oakland Schools, Michigan
Apoyo a la Calidad Educativa, A.C.

Busan Participants

México

— Bertha Sarmina-Garcia -- Apoyo a la Calidad Educativa, A.C.

— M. Magdalena Pérez-Ramirez — Instituto Politécnico Nacional

— Guadalupe L. Intriago-Coronel — Instituto Politécnico Nacional

— Miguel Tufifio-Veldzquez — Instituto Politécnico Nacional and Secretaria de Educacion Publica

— José Antonio Luviano-Lomeli — IWA 2 Secretariat and Secretaria de Educaciéon Publica

viii

© 1SO 2007 — All rights reserved




Quality Management Systems — Guidelines for the IWA 2:2007(E)
application of ISO 9001:2000 in education

— Rafael A. de Arrascaeta F. — Instituto Latinoamericano de la Calidad, A. C.

United Kingdom

— Tony Murphy -- Head of Quality Assurance, Data and Research Adult Learning Inspectorate
United States

— Dan J. Harper -- Harper Quality Advisors (retired)

— F. Craig Johnson — Professor Emeritus, Chair, ASQ Standards Committee

© 1SO 2007 — All rights reserved ix



IWA 2:2007(E) Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

Introduction

0.1 General

This International Workshop Agreement provides guidance to educational organizations for implementing an
effective quality management system in conjunction with and based on ISO 9001:2000.

The objective of this International Workshop Agreement is to assure the overall effectiveness of the education
organization’s quality management system and the delivery and continual improvement of its educational
service to the learner.

0.2 Quality management principles

The guidance to management offered in this International Workshop Agreement and 1SO 9001 to lead
organizations toward improved performance is based on the eight quality management principles. Four
additional principles could be considered to sustain success. An example for educational organizations
follows.

— Process approach: educational organizations should adopt a process approach when developing and
implementing a quality management.system! I he organization’ should\identify the degree to which each
operational process creates learner value. For this reason it should include the processes related to the
aim of the organization. Understandinginteractions @mongprocesses is important for the educational
organization to improve processes while balancing the system at large.

— Understanding core competence (customer focus) includes_various enablers to ensure competitive
advantage of the educational® organization. ‘These_enablers include technology, skill, expertise and
educational organization’s culture. The collective strength ‘specific to the educational organization leads to
creation of learner value. The educational organization’s core competence should support innovation by
adapting to changes in the education environment to maintain its competitive advantage.

— Total optimization (systems approach to management) enables each operational process to achieve its
objectives from an administrative standpoint.

— Visionary leadership (leadership) in educational organizations establishes vision, creates policy to
realize the vision, and leads the educational organization in responding promptly to change in the
education environment.

— Factual approach (factual approach to decision making) ensures administrative decisions based on
clearly understood facts and not on convenient speculation. To this end, information and wisdom are
combined with analysis, logical thinking, and the scientific approach.

— Collaboration with partners (mutually beneficial supplier relationships) is important to obtain optimal
wisdom, skill, and creativity to achieve learner value.

— Involvement of people is the most effective and efficient way for an educational organization to achieve
its objectives, to facilitate involvement of all people in the educational organization, and to make a
maximum use of its people’s competence, wisdom, skill, and creativity.

— Continuous improvement of the educational organization’s learning process and the learner’s personal
learning enables educational organizations to keep creating values. This enables sustained growth in the
external educational environment. It increases learning, personal wisdom, and the educational
organization’s wisdom in an innovative and constructive way.

X © 1SO 2007 — All rights reserved
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The four additional principles for sustaining success include the following:

— Creating learner value to encourage learners to feel satisfied with the value they are receiving.
Satisfaction measures determine the degree to which values meet learners’ needs and expectations.
Measurement results help educational organizations to increase value by improving their processes for
creating learner value.

— Focusing on social value means attending to how learners and other interested parties feel about
ethics, safety, and environmental conservation. Educational organizations can ensure sustainable growth
only when the larger society appreciates value-added output of learners.

— Agility is essential to sustained growth in a drastically changing education environment and turns an
ever-changing education environment into an opportunity for continuing successes in education.

— Autonomy is based on circumstance analysis and self-analysis. The educational organization should
make its own value decisions and take actions on its own, free from stereotyping.

0.3 Relationship with ISO 9001

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

This International Workshop Agreement is_not.intended for,_certification nor_for contractual purposes. Rather, it
provides guidance on!a Wwide ,range" oft fopics ! for ‘'the continuous improvement of an organization's
performance, efficiency, and effectiveness. This International W.orkshop Agreement is recommended as a
guide for educational organizations’ whose top! management wishes to move beyond the requirements of
ISO 9001, in pursuit of continuous improvement and sustainability of success.
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