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Tell me and I forget, teach me 

and I may remember, involve 

me and I learn. 

-Benjamin Franklin 



Session Objectives 

 Draft the process map 

 Develop an in-depth understanding of the Agency’s mission, 

vision, commitment to quality, and relevant issues that it may need 

to address through risk-based quality planning 

 Identify risks and opportunities related to organizational context, 

i.e. internal and external issues, and issues of the relevant 

interested parties 

 Formulate action plans to address risks and take advantage of 

opportunities 

 Review the existing quality objectives 

 



Target Outputs 

1) Finalized Process Map 

2) Finalized Quality Policy 

3) Draft Risk Register and Action Plans 

4) Reference Matrix 



The QMS scope defines the boundaries and applicability 
of the QMS taking into consideration: 

the context of the organization,  

requirements of relevant interested parties, and, 

products and services. 

 

(per ISO 9000:2015) 

The Organization and its Context 

What to do? 
• Determine the QMS scope and provide justification (if any) if a specific 

requirement of the ISO 9001 standard is not applicable.  
• Maintain and ensure availability of documented information on these. 

4.3 Determining the scope of the QMS 



 Consider issues, requirements of interested 

parties, and products and services 

 Maintain as documented information 

 Type of products and services covered 

 Justification for any ISO 9001:2015 

requirement that is claimed to be “not 

applicable” to the organization 

Scope of the QMS 

Scope – boundaries and applicability 



 determine the processes needed for the QMS and their 

application; 

 determine the inputs required and the outputs 

expected from these processes; 

 determine the sequence and interaction of these 

processes; 

 determine and apply criteria and methods, including 

monitoring, measurement, and related performance 

indicators to ensure effective operation and control of 

these processes; 

 

 

4.4 QMS and its Processes 



 determine the resources needed for these processes 

and ensure their availability; 

 assign responsibilities and authorities for these 

processes; 

 address determined risks and opportunities 

 evaluate these processes and implement any change to 

ensure achievement of intended results; and, 

 improve the processes and the QMS. 

 

 

 

4.4 QMS and its Processes 



Management Processes 
• Planning 
• Adherence to mandate and 

relevant laws 
• Resource management 

 

• Management Review 
• Policy making 
• Continual improvement 
• Customer Feedback 

Mechanism 
 

Operations 
 

• Issuance of Permits & 
Compliance Certificate 

• Awarding of Contracts 
• Data Processing and 

Analysis 

• Monitoring and Inspection 
• Research and Testing 
• Policy Issuance 
• Information Dissemination 
• Energy Planning 

 

Support Processes 
• Human Resource 

Management 
• General Services 

 

• Procurement 
• Administration 

 

Organizational Context: Internal and External Strengths, Weaknesses 

Opportunities and Threats 

CUSTOMER 
• Investors 

• General Public 

INTERESTED 

PARTIES 
• Consumers 

• Energy Family 

• Researchers 

• Natl Gov 

Agencies 

• Legislative 

Bodies 

• Advocacy 

Groups 

• Media 

• Oversight 

Agencies 

• International 

Partners 
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(Products and 

Services: 

MFOs) 

• PEP 

• Permits/Cert

ificates 

• Contracts 

• Policies 

• Standards 

• Energy 

Statistics 

 

(Results) 
• Energy 

Development 

• Economic 

Development 

• Energy 

Investments 

• Resources 

• Public Trust 

• Empowerme

nt 

• Low carbon 

future 

• Clean air 

• Reliable and 

adequate 

energy 

supply 

Externally-Provided Products, 

Services and Processes: 
• Security 

• Maintenance 

• Technical Assistance 

• Supplies 

Let’s draft the 

document… 



(per ISO 9000:2015) 

The Organization and its Context 

4.2 Understanding the needs and expectations of 

      interested parties 

• Interested party refers to stakeholders* 

• Relevant interested parties provide significant 

risk to organizational sustainability if their 

needs and expectations are not met 

 
*Stakeholder - A person or organization that can 

affect, be affected by, or perceive itself to be 

affected by a decision or activity 



(ISO 9000:2015) 

What to do? 
Monitor and review information on these 
relevant interested parties and their relevant 
requirements 

• Determine relevant interested parties and their 

requirements relevant to the QMS 

4.2 Understanding the needs and expectations 

      of interested parties 







Let’s draft the document… 



QMS Planning: Addressing Risks 

ISO 9001:2015 Clauses 4.3 and 4.4.1 



You cannot always control 

what goes on outside. But you 

can always control what goes 

on inside. 

-Wayne Dyer 



When planning for the QMS,  

 issues and relevant interested parties’ 

requirements are considered, and 

 risks and opportunities are determined and 

addressed. 

6.1 Actions to Address Risks and Opportunities 

Enhance desirable effects Give assurance that the QMS can 
achieve its intended results 

Achieve improvement Prevent, or reduce, undesired 
effects 



Risk in ISO 9001 

Risk in the context of ISO 9001 relates to the uncertainty in 

achieving the following: 

 Providing confidence in the organization’s ability to consistently 

provide customers with conforming & quality goods 

and services  

 Improving customer confidence and satisfaction 

 Establishing a proactive culture of prevention and 

improvement 



 

 

Clause 4.4 The organization shall determine the processes 

needed for the quality management system and their application 

throughout the organization and shall determine: 

f) the risks and opportunities in accordance with the 

requirements of 6.1, and plan and implement the appropriate 

actions to address them; 

Risk-based thinking 

 

Risk-based thinking is something we all do 
automatically and often sub-consciously 



Plan : 

 actions to address these risks and 

opportunities and 

 how to integrate and implement the actions 

into QMS processes and to evaluate the 

effectiveness of these actions. 

6.1 Actions to Address Risks and Opportunities 

Actions taken to address risks and opportunities shall be 
proportionate to the potential impact on the conformity of products 

and services 





What To Do? 
 

1.Identify what the risks and opportunities are in your organization – 
depending on context 
2.Analyze and prioritize the risks and opportunities in your 
organization – what is acceptable/unacceptable? 
3.Plan actions to address the risks – how can I avoid or eliminate the 
risk?/mitigate the risk? 
4.Implement the plan – take action 
5.Check the effectiveness of the actions – does it work? 
6.Learn from experience – continual improvement 



Documented Information Structure 
 DOE wide DIs – Volume 1 

 Quality Policy 

 Quality Procedures 

 High Level Process Map 

 Risk Registry 

 Bureau Specific DIs – Volume 2 

 Citizens Charter 

 Process Flowcharts 

 Risk Registry 

 Master list of Procedures, Work Instructions and Standards, Internal & External 

 Records Matrix 

 NC Matrix 



Let’s draft the document… 
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Let’s draft the document… 



Quality Policy 

ISO 9001:2015 Clauses 5.2 



5.2  Policy 

 A. Establishing the Quality Policy 
   

• appropriate to the purpose and context of the 
organization and supports its strategic 
direction; 

• provides a framework for setting quality 
objectives; and, 

• includes a commitment to satisfy applicable 
requirements and to the QMS’ continual 
improvement 



5.2  Policy 

 B. Communicating the Quality Policy 

• Be available and be maintained as documented 

information; 

• Communicated, understood, and applied within the 

Organization; and, 

• Made available to relevant interested parties, as 

appropriate. 

 



Ask the following questions: 

 • As an organization, what do we really believe in? 

• What role does the customer play in our success formula? 

• What does the word “quality” really mean to us? 

• What makes our services better than similar services? 

• What words would you use to summarize our 

organizational culture? 



Let’s revise/draft the Quality Policy… 



QMS Objectives 

ISO 9001:2015 Clauses 6.2 



• established at relevant functions, levels and 
processes; 

• consistent with the quality policy; 

• measurable; 

• take into account applicable requirements; 

• relevant to conformity of products and services 
and to enhance customer satisfaction; and 

• monitored, communicated, and updated as 
appropriate. 

 
Clause 5 

6.2 Quality Objectives and planning to achieve 
      them 



Formulating and Evaluating 

Quality Objectives 

Considerations and alignment 

 

Balanced Score Card 

Major Final Output (MFO) 

Defined Key Result Area/Key Performance Indicator 

(KRA/KPI) 

Results-Based Performance Management System (RBPMS) 

Office Performance Commitment and Review (OPCR) 

Division Performance Commitment and Review (DPCR) 



Let’s review your existing document… 

Insert or refer to existing documents that lay down their targets 
and objectives, e.g. BSC, OPCR, DPCR, etc. 

Gather inputs and comments. Make necessary 
recommendations. 



Let’s draft the document… 


