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The adoption of a quality management system is all about delivering 
quality to the customer and giving them confidence in our business.

International Standard ISO 9001 2016

What’s IsO? 
ISO is the International Organization for 
Standardization who develop and publish 
International Standards. The standard provides 
guidance for companies who want to ensure 
their products and services consistently meet 
customer requirements and that quality is 
consistently improved. 

ISO 9001 sets out the requirements for a quality 
management system.

What Is a “qualIty” 
management system?
A quality management system is a way of 
defining how an organization can meet the 
requirements of its customers and other 
stakeholders affected by its work. The adoption 
of a quality management system is a strategic 
decision by Hickory to help us improve our 
overall performance and provide a sound basis 
for sustainable development initiatives. 

Why are We dOIng It? 
ImplementIng a qualIty management 
SyStem wIll Help uS:

•	 put our customers first, making sure we 
consistently meet their needs and enhance 
their satisfaction. This can lead to repeat 
custom, new clients and increased business. 

•	 work in a more efficient way, as all our 
processes will be aligned and understood 
by everyone in the business. This increases 
productivity and efficiency, bringing internal 
costs down.

•	 meet the necessary statutory and regulatory 
requirements.

•	 expand into new markets and win new 
contracts, as some sectors and clients require 
ISO 9001 before doing business.

•	 Identify and address the risks associated with 
our type of work.

quIck Facts abOut IsO

1,111,698 organisations 
cerTified To iSo 9001

95%
........

of participants cited benefits such as; 
employee involvement, operational 
efficiency and cost reduction since 

becoming ISO 9001 certified.

AvErAgE Of 10% AddItIOnAl wOrkfOrcE 
rEquIrEd duE tO IncrEASEd turnOvEr

178 countries are IsO members 

ISO 9001 certified organisations 
are more competent and 

paId 7% mOre on average 
£££
........

85% of certified organisations report 
benefits including; improved company 

perception, higher demand for products 
& services and increased market share 

top 10 countries with IsO 9001 certificates

1. china 2. germany

3. Italy 4. united kingdon

5. Japan 6. India

7. spain 8. usa

9. russian Federation 10. republic of korea
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iSo 9001 is based around seven 
quality management principles. 
following these principles will 
ensure we are set up to consistently 
create value for our customers. 

1.  custOmer FOcus

meeting – and exceeding – customer needs is 
the primary focus of quality management and 
will contribute to the long-term success of our 
business. It is important to not only attract but 
also retain the confidence of our customers, so 
adapting to their future needs is key. 

2.  leadershIp

having a unified direction that comes from 
strong leadership is essential in ensuring that 
everyone in the business understands what we 
are trying to do. To achieve our goals we must 
establish a culture of trust and integrity and 
encourage an organization-wide commitment to 
quality. We will inspire, encourage and recognize 
people’s contribution.

3.  engagement OF peOple

competent, empowered and engaged people 
at all levels are essential to enhance our 
capability to create and deliver value. To 
manage the business effectively and efficiently, 
it’s important to involve all people at all levels and 
to respect them as individuals. 

4.  prOcess apprOach

understanding activities as processes that 
link together and function as a system helps 
achieve more consistent and predictable 
results. People, teams and processes do not 
exist in a vacuum and ensuring everyone is 
familiar with the business’s activities and how 
they fit together will ultimately improve efficiency.

5.  ImprOvement

successful organizations have an ongoing 
focus on improvement. Reacting to changes 
in the internal and external environment is 
necessary if we want to continue to deliver 
value for our customers. We will recognize and 
acknowledge improvements made at all levels. 

6.  evIdence-based decIsIOn makIng

making decisions based on the analysis and 
evaluation of data and information is more likely 
to produce the results we want. It is important 
to understand cause-and-effect relationships and 
potential unintended consequences. We will make 
decisions and take actions based on evidence, 
balanced with experience and intuition.

7.  relatIOnshIp management

Today’s businesses and organizations do not 
work in a vacuum. Identifying the important 
relationships we have with interested parties 
such as our suppliers – and setting out a plan to 
manage them – will drive sustained success.
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