
5.1 Customer Focus

Results of self-assessment

PLAN

• Customer Feedback 
analysis

• Customer 
Relationship 
Management (CRM)

• Market surveys and 
analysis

• Strategic planning
• Strengths, 

Weaknesses, 
Opportunities, 
Threats (SWOT)

• Failure modes & 
effects analysis 
(FMEA)

• Quality Function 
Deployment (QFD)

• Service agreements

DO

• Advanced Product 
Quality Planning 
(APQP)

• Bottleneck 
management

• Electronic Data 
Exchange (EDI)

• Materials 
Requirement 
Planning MRP

• Product Part 
Approval Process 
(PPAP)

• Value 
management

CHECK

• Balanced 
Scorecard and 
(BSC)

• Benchmarking
• Dashboard
• Design of 

Experiment (DOE)
• Trend analysis
• Product audit 

ACT

Continual Improvement Cycle

Achievable Benefits

• improved revenues
•increased competitiveness
•improved customer retention and loyalty
•Improved supply chain performance
•reduced time to market
•better performing, credible & sustainable 
organization

OUTPUTOUTPUT

In accordance 
with 
sub-clause 5.6

INPUTINPUT

Market appraisal Product 
realization Assessment Improvement

Customer 
Requirement 
Identification

Customer feedback measurement

•Call centers
•Customer relationship management 
(CRM)
•Customer satisfaction surveys
•Help desks
•Response & complaints handling



5.2 Leadership

Results of self-assessment

PLAN

• Balanced 
scorecard

• Dashboard
• Organizational 

development (OD)
• Risk analysis
• Strengths, 

Weaknesses, 
Opportunities, 
Threats (SWOT)

• Business Planning
• Strategic Planning 
• Self assessment
• Succession 

planning
• Trend graphs

• Business continuity 
management BCM 

• Competence 
enhancement & 
assessment 
planning

• Authority Matrix

DO

• Management by 
objective (MBO)

• Internet & intranet 
communications

• Incentive and 
recognition 
programs

• Top management 
visibility

• Top management 
core 
communication 
briefings

• Economic value 
added (EVA)

• Lifecycle costing 
(LCC)

• Payback period 
analysis (PP)

CHECK

Assessment

• Audits
• Balanced 

scorecard
• Dashboard
• Failure modes 

&effects analysis 
(FMEA)

• Return on 
investment (ROI)

• Statistical 
Techniques (see 
ISO 10017)

• Trend graphs
• Management 

review 
• Benchmarking to 

the business 
excellence model 

ACT

Continual Improvement Cycle

OUTPUTOUTPUT

INPUTINPUT

Strategic planning Values, polices 
and objectives Improvement

Acquisition & 
resource 

management

Internal & 
external 

communication

Definition of 
responsibilities & 

authority

Achievable Benefits

� improved budgetary performance
� increased competitiveness
� improved customer retention and loyalty
� improved effectiveness of decision making
� optimized use of available resources
� performance accountable employees
� improved intellectual capital
� optimized, effective and efficient processes 
� Improved supply chain performance
� better performing, credible & sustainable organization

In accordance 
with 
sub-clause 5.6



5.3 Involvement of people

Results of self-assessment

PLAN

Authority matrix
• Competence matrix
• Job design
• Management by 

objective (MBO)
• Organizational 

development (OD)
• Responsibility matrix
• Succession planning
• Open business 

culture 
• Team building

DO

• Mentoring
• On job training
• Team building

• Professional 
development

• Management by 
objectives (MBO)

• Bulletin boards
• Focus groups
• Incentive & 

recognition 
programs

• Internet & intranet 
communication

• Open book 
management

• Suggestion 
programs

CHECK

• Balanced 
scorecard

• Benchmarking
• Dashboard
• Employee 

satisfaction survey
• Performance 

appraisal
• Trend analysis

ACT

Continual Improvement Cycle

OUTPUTOUTPUT

INPUTINPUT

Human resource 
planning

Recruit, 
training & 

development

Assessment Improvement

Competence 
enhancement

Communication

Achievable Benefits

�reduced costs
�improved customer retention and loyalty
�performance accountable employees 
�improved intellectual capital
�optimized, effective and efficient processes 
�improved supply chain performance
�better performing, credible & sustainable organization

In accordance 
with 
sub-clause 5.6



5.4 Process approach

Results of self-assessment

PLAN

• Advanced Product 
Quality Planning 
(APQP)

• Balanced scorecard
• Contingency 

planning
• Risk analysis
• Failure modes & 

effects analysis 
(FMEA)

• Bottleneck 
management

• Value management
• Critical path method
• Flowcharting & 

process mapping
• Lean manufacturing 

processes

DO

• Activities based 
costing (ABC)

• Activities based 
management 
(ABM)

• Bottleneck 
analysis

• Human resource 
management

• Lifecycle costing 
(LCC)

• Payback period 
analysis (PP)

• Team building
• Theory of 

constraints (TOC)

• Dashboard
• Design of 

Experiment 
(DOE)

• Statistical 
process control 
(SPC)

CHECK

• Balanced 
scorecard

• Benchmarking
• Dashboard
• Failure modes & 

effects analysis 
(FMEA)

• Pareto analysis
• Product part 

approval process 
(PPAP)

• Return on 
investment (ROI) 
analysis

• Trend analysis
• Process audit

ACT

Continual Improvement Cycle

OUTPUTOUTPUT

INPUTINPUT

Identification of 
processes

Allocation of 
resources Assessment Improvement

Determination 
of sequence 

and interaction 
of activities

Monitoring of 
performance 

indicators

Achievable Benefits

•reduced costs 
• increased competitiveness
•optimized use of available resources
• performance accountable employees; 
•optimized, effective and efficient processes
• improved supply chain performance
•reduced time to market
•better performing, credible & sustainable organization

In accordance 
with 
sub-clause 5.6



5.5 System approach to management

Results of self-assessment

PLAN

• Balanced scorecard
• Flowcharting
• Preventive actions
• Process mapping
• Self-assessment
• Failure modes & 

effects analysis 
(FMEA) 

DO

• Business 
excellence models 
and ISO 9000 
family of standards

• Dashboard
• Lean 
manufacturing 
practices

• Performance 
appraisal

• Statistical process 
control (SPC)

• Business 
intelligence 
systems

• Theory of 
constraints (TOC)

• Value 
management

CHECK

• System audits
• Balanced scorecard
• Control of 
nonconformities

• Corrective actions
• Cost avoidance 
Failure modes & 
effects analysis 
(FMEA)

• Management review
• Statistical 
techniques (see ISO 
10017)

ACT

Continual Improvement Cycle

OUTPUTOUTPUT

INPUTINPUT

Strategic planning System 
development Assessment Improvement

Process 
integration and 
implementation

Achievable Benefits

�optimized use of available resources
• optimized, effective and efficient processes;
• reduced time to market
• better performing, credible & sustainable organization

In accordance 
with 
sub-clause 5.6



Implemented Actions = FINANCIAL & ECONOMIC BENEFITS
Achievable Benefits

•improved profitability
•improved revenues
•improved budgetary performance
•reduced costs
�improved cash flow
�improved return on investment

Sources of Opportunities 
for Improvement Plans Process Steps Review for Action

•Customer feedback
•Financial Performance
•Self-assessment results
•Results of Failure modes & effects 
analysis (FMEA) 

•Audit results
•Yield
•Value of goods and services
•Human Resource

• Appraisal,                                                     
- Satisfaction feedback                                    
- Suggestions

•Recommendations for improvement
•Brainstorm outputs
•Benchmarking outputs 
•Result of Business excellence 
model BEM 

•Results of balanced scorecard
Results of management review 
•Results of Statistical process control 
(SPC) 

•Problem solving (corrective action)
•External factors

•Regulatory
•Emerging technologies
•Changes in the marketplace
•Environmental/social

•Data analysis

•Trend identification

•Self-assessments

•Results evaluation

•Identification of action items

•Prioritisation

•Set and cascade objectives

•Application of all principles and 
selected tool

•Action plan development

•Allocation of resources

•Re-conducting self-assessment and 
evaluations

•Projected sales

•Budget allocations

•Performance target levels

•Strategic plan

•Cost reduction targets

•Cash flow

•Capital expenditure

Inputs

5.6 Continual Improvement

Output



5.7 Factual approach to decision making

Results of self-assessment

PLAN

• Balanced scorecard
• Enterprise resource 
planning

• Materials requirement 
planning (MRP)

• Strengths, weakness, 
opportunities, threats 
(SWOT)

• Design of Experiment 
(DOE)

• Return on investment 
(ROI)

• Trend analysis
• Value management

• Competence matrix
• Failure modes & 
effects analysis 
(FMEA)

• Risk analysis

DO

• Capability studies
• Control of 
nonconformities

• Dashboard
• Design of 
experiment (DOE)

• Electronic data 
interchange (EDI)

• Lean 
manufacturing

• Performance 
appraisal

• Statistical process 
control (SPC)

• Audits
• Knowledge 
management

• Management 
review

CHECK

• Audits
• Benchmarking
• Customer 
satisfaction survey 
and feedback

• Employee 
satisfaction/ 
perception survey

• Market survey 
analysis

• Pareto analysis
• Supplier 
performance 
evaluation

ACT

Continual Improvement Cycle

OUTPUTOUTPUT

INPUTINPUT

Data collection 
planning

Data 
monitoring and 
measurement

Data analysis 
and evaluation Improvement

Authorization 
and 

empowerment

Record 
Retention

Achievable Benefits

�improved cash flow
�improved return on investment
� improved effectiveness of decision making
�optimized use of available resources
� optimized, effective and efficient processes
� better performing, credible & sustainable organization

In accordance 
with 
sub-clause 5.6



5.8 Mutually beneficial supplier relationships

Results of self-assessment

PLAN

• Cost/benefit analysis
• Strategic planning
• Strengths, weakness, 
opportunities, threats 
(SWOT)

• Trend graphs
• Supplier Performance 
Evaluation

• Material requirements 
planning (MRP)

• Quality function 
deployment (QFD)

• Risk analysis

DO

• Supplier ranking list
• Supplier self-
assessment

• Supply base 
management

• Customer 
relationship 
management (CRM)

• Electronic data 
interchange (EDI)

• First article
• Product part 
approval process 
(PPAP)

• Business 
information systems

CHECK

• Audits
• Benchmarking
• Failure modes & 
effects analysis 
(FMEA)

• Statistical 
techniques (see ISO 
10017)

• Supplier 
performance 
evaluation

• Trend graphs

ACT

Continual Improvement Cycle

AchievableAchievable BenefitsBenefits

•reduced costs
•optimized use of available resources
•improved supply chain performance
•reduced time to market
•better performing, credible & sustainable organization

OUTPUTOUTPUT

INPUTINPUT

Supplier 
capabilities 
evaluation

Supplier selection Review & measure Improvement

Joint strategic 
planning and 
key suppliers

Information 
sharing and 
acceptance 

criteria

Purchasing

In accordance 
with 
sub-clause 5.6



Avete quesiti da 
proporre ?

Grazie
per la cortese 
attenzione !


