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	Why should Mgmt be interested?
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ISO 9001:2000 Clause 8.5 Improvement is the last Clause and brings focus to one of the key benefits of installing an ISO based quality management system… improving business performance!

Clause 8.5 has three Sub-Clauses within it… 

Sub-Clause 8.5.1 Continual Improvement
Although “continual improvement” is noted approx. eight times prior to this Sub-Clause, in this particular case it provides you with direction on what other ISO 9001 Clauses should be used to drive continual improvement.

Sub-Clause 8.5.2 Corrective Action
Here is where you will find requirements to review nonconformances from internal operations as well as reviewing complaints from Customers.  In either case, you are asked to initiate problem solving activities, including an investigation of cause, to be followed by corrective action and subsequent monitoring to make sure the problem does not re-occur. 
Sub-Clause 8.5.3 Preventive Action
Finally, in this Sub-Clause you will find requirements to identify potential nonconformances from the data analysis activities (Clause 8.4) and then determine their causes.  You would follow this up to determine the appropriate preventive action to be taken and subsequent monitoring to prevent occurrence of the potential problem.



	Visit our  website  for more information on our Training Services and CD-Roms!
NEW CD PRODUCTS

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 8.5 Improvement, an Audit checklist should cover these areas:

· Is there any evidence of business performance improvement within the 12 months?  
· Is there any evidence of product/service quality improvement within the 12 months ?
· Is there any evidence of quality management system improvement within the 12 months ?
· What can initiate a Corrective Action (CAR)?  How many CAR’s were issued in the last 12 months?  How many were closed (make sure to review how investigation of the cause was done)?  How many are still open (for how long, why are they still open)?
· What can initiate a Preventive Action (PAR)?  How many PAR’s were issued in the last 12 months?  How many were closed ( make sure to review how investigation of the cause was done )?  How many are still open (for how long, why are they still open)? 
 (Make sure to obtain examples for each bullet listed above)
Typically you would audit Clause 8.5 by interviewing those people who are responsible for solving existing and potential problems.  Follow this up with discussions with those employees who initiate CAR’s and PAR’s to determine if progress is being made.



	CD-ROM PRODUCTS:
· ISO 9001:2000 Orientation
· ISO 9001:2000 Exec. Overview
· ISO 9001:2000 Essentials
· ISO 9001:2000 Advanced
· ISO Y2K Gap Audit Checklist
· Root Cause Analysis
 

	Getting more value from it...
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Here are some ways that I've seen organizations obtain more value from ISO Clause 8.5 Improvement:

· Companies have realized that they need to put their CAR’s and PAR’s in an online database to allow anyone to view the current status of these actions.  This also lets those responsible for taking action to update the comments field in order to maintain up-to-date information and to communicate any recommendations they’ve made.
· Companies continue struggling with showing evidence of Preventive Actions (of being proactive).  They are now realizing that a number of the programs they undertake and complete to achieve their Quality Objectives, are in fact preventive or proactive for improving the business… and they are taking credit for these activities as evidence of Preventive Action.


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

	Q&A

Q:  What’s the difference between Corrective Action (Clause 8.5.2) and Preventive Action (Clause 8.5.3)? 
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A:  Most companies struggle with the difference between Corrective (reactive) and Preventive (proactive) Actions. 

Preventive actions ask you to analyse data you collect, to identify any trends.  Lets say for instance that you promise delivery within 7 days of receipt of the order.  Let's also say that you track your delivery times, and you begin to notice that your normal delivery time is creeping up from 4 days to 5 and 6 days, and the climbing trend appears consistent.  A preventive action would be to investigate why this upward trend is occurring, and then implement process changes to reverse it.  You would show effectiveness of your preventive actions by monitoring subsequent delivery times to see if it was trending back towards the 4 day historical level.  This is being proactive to avert a potential nonconformance (i.e. late delivery).  
On the other hand, if you let the delivery time trend continue unchecked, you would eventually exceed 7 day delivery times, and then you would have to initiate a Corrective Action each time delivery times exceeded 7 days (the requirement).  You would investigate the cause for each incident, implement a solution, then monitor to ensure it doesn’t re-occur.
Think of Preventive Action as “moving upstream” in your processes to head-off problems before they even have a chance to surface.
The information provided in the Q&A section is based on actual discussions and experiences with Clients of ISO Support Group Inc.


	BONUS:  Free ISO 9001:2000 (sample Quality Manual; electronic document) with any CD purchase!
If you would like to discontinue this email service, please let us know at removeiso@isosupport.com
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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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