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	Why should Mgmt be interested?
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ISO 9001:2000 Clause 8.4 Analysis of Data is where you can begin to get some payback for all the effort (and money) you spend collecting reams and reams of data.  The intent in this Clause is to listen to what the data is telling you, and not just generate it without any purpose in mind.   
“Measures” are supposed to provide Managers with valuable, current information about the performance of their company, which they can then use to make effective decisions that will improve that performance.  Instead what those Managers get is a mountain of mostly meaningless data that quantifies every micro detail regardless of its importance; with so much of it that it all becomes unusable; that has no rhyme nor reason to it; that arrives so late that it has lost any value; all of which ends up in a final resting place… buried deep within printouts and reports.  I’m talking about a need for more than just accounting data, because using only financial measures to manage your company is like trying to drive by only looking in the rearview mirror.
The ISO requirements contained within Clause 8.4 Analysis of Data wants you look at the information you collect to first determine how well your QMS is currently working, and then to identify how it can be improved.  It’s expected that you will obtain your data from your monitoring and measurement activities (see Clause 8.2) and from other sources.  Clause 8.4 lists a minimum of four areas where you should focus your data analysis (you can also analyse data in other areas in addition to these), that will help you answer these questions:  a) How satisfied are your Customers?;  b) Did your Products/Services meet requirements?; c) What have you learned from the characteristics and trends of your Processes/Products/Services?; and d) How has the past performance been for your Suppliers?


	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?
[image: image4.jpg]


For Clause 8.4, an Audit checklist should cover these areas:

· How is data that is collected, analysed?  What techniques are used and who decides which ones to use?  
· How often is data analysis done?  Who does it?
· Is analysis done on: Customer Satisfaction data?  Product and Service monitoring and measurement results?  Process/Product/Service trend results?  Supplier performance data?
· What are the sources of data that are used for the analysis?

· Were any actions taken as a result of these analyses? 
 (Make sure to obtain examples for each bullet listed above)
Typically you would audit Clause 8.4 by interviewing those people who are responsible for performing data analysis.  Follow this up with discussions with those employees who actually collect, compile and summarize the data that’s being analysed.



	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 8.4 Analysis of Data:

· Companies have realized that they need to design their data collection system, rather than just letting it evolve over time.  They are building a basic model of their business (i.e. Strategic/Business Plan), and using that to dictate what should be measured.  This allows them to develop a scorecard or dashboard to help them drive towards profits.
· Companies continue to convert their paper-based quality management systems into an electronic format, by developing online forms that employees fill out.  This information is then being accumulated in databases which allows for easy access/retrieval and lets any employee quickly analyse it.


	**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 approach should we take to meet the requirements of Clause 8.4? 
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A:  To address Clause 8.4, you need to look at your current data collection systems to see if they cover the four (4) areas of data analysis described in this Clause.  Bear in mind that previous ISO 9001 Clauses in fact feed these four (4) categories of data analysis.  Clause 8.4 Item a) Customer Satisfaction is fed by Clause 8.2.1; Item b) Product/Service conformity is driven from Clauses 7.2.1, 8.2.4 and 8.3; Item c) Process/Product/service trends will surface from Clauses 8.2.2, 8.2.3, 8.2.4; and Item d) Supplier performance is captured by Clauses 7.4, 8.2.4, 8.3.  Start by building a table and then call the first column “Data Analysis Category” and list the four areas required (and add any other categories you’d like).  Next to it add the following column headings:  Source of Data (where the data comes from, i.e. database, excel spreadsheet, reports); Analysis Technique (the method you will use to summarize/format the data i.e. bar charts, line graphs, pie-charts, variance reports); Frequency of Analysis (how often you do the analysis i.e. daily, weekly, monthly, quarterly); Responsibility (who will perform the analysis); Method of Reporting/Review (how will the analysis be distributed/communicated, how it will be reviewed to identify potential actions that can be taken, i.e. Management Reviews, Quarterly Operations Review).  You would then proceed to fill in the blanks for each category of Data Analysis you’ve listed.  The evidence you’d show would be those items found in the last column.
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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