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	Why should Mgmt be interested?
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ISO 9001:2000 Clause 8.1 General provides an introduction to the last main ISO Element, while Clause 8.2.1 Customer Satisfaction brings an important external focus to this ISO Standard.
Management should be interested in these areas, since these requirements are asking for systematic methods to collect internal and external data, and then asking you to use it to establish priorities on where to improve.  Clause 8.2.1 is making sure that you are hearing the “voice of the Customer”, that this is an active “listening” process, and that you will react to what you hear.
The ISO requirements contained within Clause 8.1 General provides an overview of “measurement, analysis and improvement” and is supported by other Clauses within Element 8.0, as follows: 8.1a) links to 8.2.4 Monitoring and Measurement of Product, 8.1b) links to 8.2.2 Internal Audit, 8.1c) links to 8.5 Improvement, and finally the last sentence in Clause 8.1 links to 8.4 Analysis of Data. 

The ISO requirements contained within Clause 8.2.1 Customer Satisfaction first asks how information is obtained relating to how your Customers perceive your performance has been with respect to meeting their needs.  Second, it asks how you plan on using this information in your business operations.  
Guessing what your Customers are thinking is not a good business strategy, and monitoring the number of complaints doesn’t tell you how satisfied they are.  Think about this: How many times have you (as a Customer) decided to spend your money elsewhere, rather than complain to the company?
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You can now purchase our past 2001 and 2002 Newsletters on CD.

Get the complete set for easy access whenever you need them!
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VISA & MasterCard now accepted!
To place an order, go to our website, click on “CD-Rom Products” & print an Order Form.


	How do you audit it?
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For Clause 8.1, it can be assessed by auditing the Clauses which support, or link to it (see above).  
For Clause 8.2.1, an Audit checklist should cover these areas:

· Are both a proactive and reactive approach used to obtain Customer feedback?  (Proactive approach must be used as a minimum)
· How is feedback obtained from Customers?  What is the structure/format that is used?  Does it provide information on how Customers perceive the organization’s performance?
· Is more than one method or technique employed?

· How often is each method used (frequency)?

· How is this information used?
(Make sure to obtain examples for each bullet listed above)
Typically you would audit Clause 8.2.1 through interviews with employees and managers who work directly with Customers or who have responsibility for reacting to Customer feedback when it is received.




	CD-ROM PRODUCTS:
· ISO 9001:2000 Orientation
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	Getting more value from it...
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Here are some ways that I've seen organizations obtain more value from ISO Clause 8.1 General and Clause 8.2.1 Customer Satisfaction:

· Companies are using Clause 8.1 (General) to help them establish a  measurement “system” that will do more than just give them a history lesson, but rather tell them what actions to take next in their business.  
· Clause 8.2.1 Customer Satisfaction is being viewed by organizations as a requirement that provides an external focus, and gets personnel to view quality as “Customer in”, versus “product/service out”.
· Finally, using Clause 8.2.1 Customer Satisfaction, companies are now discovering that Customers could really care less about their products and services.  What Customers want is for you solve a problem they have.  This is causing companies to first understand what Customer problems their products and services are solving, and then asking their Customers how they can do it better than their competitors.  


	TRAINING SERVICES:
· ISO 9001:2000 Revisions
· ISO 9001:2000 Exec. Overview
· ISO 9001:2000 Transition Plng
· ISO 9001:2000 Orientation
· Internal Auditing for ISO Y2K
· Process Mapping
· Process Improvement
· ISO 14001:1996 Essentials
**View agendas at our website**

	Q&A

Q:  For Clause 8.2.1 Customer Satisfaction, how do we decide what method or tool to use? 
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A:   First of all, the reality is that Customer feedback comes in a variety of ways, so you should end up with a list, rather than just one technique.  There are a couple of approaches you can use to build this list.  One method is to start by listing the ways in which you currently obtain feedback from your Customers.  Next to each item on this list, decide whether it is “proactive” (you initiate the activity), or “reactive” (the Customer initiates it)... the challenge is to end up with a good mix of both, so you’ll likely need to add/delete from this list.  
The other approach is to start by reviewing an overall process flowchart of your business activities.  Identify within the flowchart where an interaction (a transaction) occurs with the Customer.  For each transaction point, identify what criteria would be used to measure the success of the interaction; what measurement tool/technique to use; who will do it and how often.  
Proactive techniques include: Surveys; Sales Calls/Visits; Key Customer Meetings (including technical personnel); Focus Groups; Customer Events; Comment Cards; Feedback Forms; etc...  Reactive techniques include monitoring: complaints; credits issued; customer returns; warranty activity; delivery performance, inspection/test results; Customer audit/rating results; testimonial letters received; referrals; amount of repeat business; etc... 
The information provided in the Q&A section is based on actual discussions and experiences with Clients of ISO Support Group Inc.
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Tim Renaud, P.Eng., B.A.Sc., is a senior trainer and consultant with the ISO Support Group.  His business experience covers over nineteen years with both small and large organizations within various industries.  He began consulting in 1992, achieved ISO 9001:1994 Registration for ISO Support Group in Oct/1998 and ISO 9001:2000 Registration in Jan/2001.  Specific areas of expertise include training and consulting on building, installing and maintaining ISO 9001 and ISO 14001 Management Systems.  Association memberships include the American Society for Quality (ASQ) and the Professional Engineers Ontario (PEO).  

Email: trenaud@isosupport.com
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