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ISO 9001 Audit Survey


Organisations Questionnaire 
Dear ISO CASCO Delegate,
The Nottingham University Business School is conducting a research project based within the Quality Management Standardisation field. The main objective of the research is to build an audit framework that compliments the ISO 9001:2008 and ISO 19011:2002 standards, to promote more effective performance measurement in organisations.

The research methodology is planned to consist of three main stages:

· Conducting two surveys and selected interviews with the main actors involved in the audit process;

· Developing a performance measurement audit framework and its audit guidelines; and

· Testing and confirmation of the framework within the context of selected organisations.
At present the research is at the stage of primary data collection from those currently engaged in the audit process, with ISO 9001 Certified Organisations representing the most important group. For this reason, we would like to request your help, by filling out the following questionnaire. The aim of this survey is to identify the problems that Certified Organisations face, when conducting Internal Audits as well as when they receive Third Party Audits. We believe that the opinion of Top Management, Internal Auditors, Quality Managers, Top Management Representatives and Consultants will be particularly important because of their extensive experience in the use of International Standards, as well as Audit Best Practices. All responses will be treated as confidential, will only be used for the purposes of this study and can be sent directly to the researchers at the e-mail account lixfmg@nottingham.ac.uk by 21st February 2011.  
If your experience does not include the ISO 9001 Audit process, may I ask you to please distribute our survey to your colleagues at your organisation who have this experience or knowledge? Due to the importance of ISO/CASCO, we are very interested to know all the points of view of the organisations that collaborate with CASCO and really appreciate your help in disseminating our questionnaire.

When the research is complete, we will be delighted to present our results to the ISO/CASCO Committee at its convenience.
We feel confident that, with your support, the results of this study can contribute to the improvement of Internal and Third Party Audits as well as potentially being an input for future International Standards and Audit Best Practices. 

Thank you for your time and support.
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Monica Gutierrez

On behalf of the research team
University of Nottingham Business School
Jubilee Campus, 
B26 South Building
Wollaton Road, Nottingham 
NG8 1BB, UK
T. +44 (0) 115 84 67751
E-mail: lixfmg@nottingham.ac.uk
Part I – The Internal Audit Process
1. What are the reasons that your organisation decided to implement an ISO 9001 Quality Management system? (Please tick (() all of the options that apply)
a. _____ We export our products to international markets




b. _____ Clients required us to achieve ISO 9001 Certification 
c. _____ Top Management desire to improve our organisation’s capabilities




d. _____ Our competitors had obtained the certification

e. _____ I do not know 

f. _____ Others (please specify) _________________________________________________________
2. What are the standards, methods, guidelines and tools that your organisation uses to conduct ISO 9001 internal audits? (Please tick (() all of the options that apply)
a. _____ The ISO 19011 standard




b. _____ The ISO 9004 standard
c. _____ Other ISO 9000 family standards



d. _____ ISO 9001 auditing practice group documents 
e. _____ Others (please specify) _________________________________________________________
3. Which stages/tasks of the ISO 9001 Internal Audit Process are presenting your organisation with the most problems? (For each stage/task please tick (()  the level of problems, where ‘1’ indicates that the stage does not present any problem and ‘5’ indicates many problems)

	Audit Process Stages
	1
	2
	3
	4
	5

	Developing the audit program 

a. Establishing, implementing, monitoring and improving the audit program
	1
	2
	3
	4
	5

	Initiating the audit 

b. Appointing the audit team leader  
	1
	2
	3
	4
	5

	c. Defining objectives, scope and criteria 
	1
	2
	3
	4
	5

	d. Determining the feasibility of the audit 
	1
	2
	3
	4
	5

	e. Selecting the audit team 
	1
	2
	3
	4
	5

	f. Establishing the contact with the auditee 
	1
	2
	3
	4
	5

	Conducting document review 

g. Reviewing relevant documents
	1
	2
	3
	4
	5

	Preparing on-site audit activities

h. Preparing the audit plan 
	1
	2
	3
	4
	5

	i. Assigning work to the audit team
	1
	2
	3
	4
	5

	j. Preparing work documents
	1
	2
	3
	4
	5

	Conducting on-site audit activities

k. Conducting opening meetings
	1
	2
	3
	4
	5

	l. Establishing communication
	1
	2
	3
	4
	5

	m. Establishing roles and responsibilities of observers
	1
	2
	3
	4
	5

	n. Collecting and verifying information 
	1
	2
	3
	4
	5

	o. Generating audit findings
	1
	2
	3
	4
	5

	p. Preparing audit conclusions 
	1
	2
	3
	4
	5

	q. Conducting closing meetings
	1
	2
	3
	4
	5

	r. Preparing and distributing the audit report
	1
	2
	3
	4
	5

	s. Completing the audit
	1
	2
	3
	4
	5

	Conducting the audit follow-up

t. Defining the responsibilities of the audit follow up
	1
	2
	3
	4
	5

	u. Analysis of the root cause
	1
	2
	3
	4
	5

	v. Establishing the action plan
	1
	2
	3
	4
	5

	w. Follow up the action plan
	1
	2
	3
	4
	5

	x. Measuring the efficacy of the action plan
	1
	2
	3
	4
	5

	y. Other (please specify)_____________________________
_________________________________________________
	1
	2
	3
	4
	5


4. Why, in your experience, is your organisation facing problems when conducting ISO 9001 Internal Audits? (Please indicate by ticking (() the appropriate column whether the following factors are causing problems)  
	Factors
	Strongly Agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly Disagree
	Don’t know

	a. Internal auditors’ competence

	
	
	
	
	
	

	b. Lack of top management commitment

	
	
	
	
	
	

	c. Lack of understanding of ISO 9000 standards

	
	
	
	
	
	

	d. Lack of knowledge of auditing practices


	
	
	
	
	
	

	e. Lack of follow-up of previous audit findings

	
	
	
	
	
	

	f. Bad audit planning

	
	
	
	
	
	

	g. Inadequate audit management program


	
	
	
	
	
	

	h. Lack of ability to measure audit performance

	
	
	
	
	
	

	i. Lack of ability to measure quality management system performance
	
	
	
	
	
	

	j. Inadequate use of sampling methods when collecting evidence
	
	
	
	
	
	

	k. Inconsistencies in audit findings between Internal and External  Audits (External auditors use a different criteria)
	
	
	
	
	
	

	l. Other (please specify)_________________
_______________________________________
	
	
	
	
	
	

	m. Other (please specify)_________________
_______________________________________
	
	
	
	
	
	


5. Are any of these problems impacting on the performance of your quality management system? (Please tick (() whether you agree or disagree with each statement)
	Statement
	Strongly Agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly Disagree
	Don’t know

	a. We are not detecting all non-conforming  products or services
	
	
	
	
	
	

	b. Our quality management system is not performing correctly 
	
	
	
	
	
	

	c. We are not detecting problems in our quality management system’s processes
	
	
	
	
	
	

	d. We are not improving our capabilities as expected
	
	
	
	
	
	

	e. Our Top Management is dissatisfied with the performance of the quality management system of the organisation
	
	
	
	
	
	

	f. Other (please specify)___________________
________________________________________
	
	
	
	
	
	

	g. Other (please specify)___________________
________________________________________
	
	
	
	
	
	


6. In your opinion, what would be necessary to improve ISO 9001 Internal Audits? (Please tick (() whether you agree or disagree with each factor)  
	Factors
	Strongly Agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly Disagree
	Don’t know

	a. Develop more specific ISO 9001 Audit guidelines, such as the self assessment guide included in ISO 9004
	
	
	
	
	
	

	b. Create ISO 9001 Audit Best Practices focused on Industry Sectors
	
	
	
	
	
	

	c. Develop methods, guidelines, tools, or metrics to assure the quality of ISO 9001 audits
	
	
	
	
	
	

	d. Develop more ISO 9000 family standards such as one for conducting management reviews 
	
	
	
	
	
	

	e. Certification Bodies should be benchmarked by National Accreditation Bodies and the results should be published
	
	
	
	
	
	

	f. Improve the number of hours/auditors in order to deeply review the Quality Management System
	
	
	
	
	
	

	g. Internal Auditors should be more focused in performance than compliance
	
	
	
	
	
	

	h. The organisations personnel should be more involved in the follow up of the audit findings
	
	
	
	
	
	

	i. Other (please specify)__________________

_______________________________________
	
	
	
	
	
	

	j. Other (please specify)__________________

______________________________________
	
	
	
	
	
	


Part II – The External Audit Process
7. How long has your organisation been working with an ISO 9000 series Quality Management System? (Please indicate by ticking (() the appropriate option)
a. _______ 1 – 5 years




b. _______ 6 – 10 years

c. _______ 11 – 15 years



d. _______ more than 15 years

8. Has your organisation implemented any other Quality Management System or improvement approach apart from ISO 9001? (Please indicate by ticking (() all of the options that apply)
a. _______ No

b. _______ The ISO 14000



c. _______ The ISO/TS 16949



d. _______ Six Sigma



e. _______ TQM

f. _______ CMMI

g. _______ National Excellence Model

h. _______ Other ISO Standards (please specify) ______________________________________
i. _______ Other (please specify) ____________________________________________________
9. What kind of problems does your organisation experience when it receives ISO 9001 Third Party Audits? (Please tick (() whether you agree or disagree with each statement)  

	Statement
	Strongly Agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly Disagree
	Don’t know

	a. Third Party Auditors do not know/understand our organisation, processes and/or products 
	
	
	
	
	
	

	b. Third Party Audits results do not help us to improve our capabilities or performance
	
	
	
	
	
	

	c. Errors remain undetected by the audits 

	
	
	
	
	
	

	d. The audit findings are difficult to understand or they do not add value to our organisation
	
	
	
	
	
	

	e. The Quality Management System is ineffective and Certification Body has accepted it
	
	
	
	
	
	

	f. Audits are declared closed/finished when they are not
	
	
	
	
	
	

	g. Inconsistencies in audit findings between internal and external Audits 
	
	
	
	
	
	

	h. Third Party Auditors’ lack of ability to assess our Quality Management System performance 
	
	
	
	
	
	

	i. Our organizations’ lack of ability to measure Third Party Audit performance (we don’t know if the audit was correctly performed by the certification body)
	
	
	
	
	
	

	j. Deficient or missing verification of evidence

	
	
	
	
	
	

	k. Subjective or biased audit report

	
	
	
	
	
	

	l. Lack of follow-up of our Audit findings


	
	
	
	
	
	

	m. Other (please specify)____________________
______________________________________
	
	
	
	
	
	


10. In your opinion, what would be necessary to improve both Internal and Third Party ISO 9001 Audits? (Please tick (() whether you agree or disagree with each factor)  
	Factors
	Strongly Agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly Disagree
	Don’t know

	a. Develop more specific ISO 9001 Audit guidelines, such as the self assessment guide included in ISO 9004
	
	
	
	
	
	

	b. Create ISO 9001 Audit Best Practices focused in Industry Sectors
	
	
	
	
	
	

	c. Develop methods, guidelines, tools, or metrics to assure the quality of ISO 9001 audits
	
	
	
	
	
	

	d. Develop more ISO 9000 family standards such as one for conducting management reviews 
	
	
	
	
	
	

	e. Certification Bodies should be benchmarked by National Accreditation Bodies and the results should be published
	
	
	
	
	
	

	f. Improve the number of hours/auditors in order to deeply review the Quality Management System
	
	
	
	
	
	

	g. Third Party Auditors should be more focused on performance than compliance
	
	
	
	
	
	

	h. Certification Bodies should be more involve in the follow up of the audit findings
	
	
	
	
	
	

	i. Other (please specify)__________________
______________________________________
	
	
	
	
	
	


11. In your opinion, how could value be added to the ISO 9001 Audit Process for both Internal and External Audits? 
___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Part III – Performance Measurement
12. How much are the following performance measurement techniques used in your organisation? (For each item please tick (() the level of use, where ‘1’ indicates that the technique is not used at all and ‘5’ indicates used a great deal)
	Performance Measurement Technique
	1
	2
	3
	4
	5

	a. Balanced Scorecard
	1
	2
	3
	4
	5

	b. Dashboard / Tableau de Bord
	1
	2
	3
	4
	5

	c. The Performance Measurement Matrix 
	1
	2
	3
	4
	5

	d. The Performance Measurement Questionnaire 
	1
	2
	3
	4
	5

	e. CAM-I (Computer Aided Manufacturing International)
	1
	2
	3
	4
	5

	f. Nine-step process
	1
	2
	3
	4
	5

	g. Guidelines for Performance Measurement System Design
	1
	2
	3
	4
	5

	h. Seven Principles of Performance Measurement System Design
	1
	2
	3
	4
	5

	i. Other (please specify)__________________________________
___________________________________________________
	1
	2
	3
	4
	5

	j. We do not use performance measurement techniques ____________________________________
_________________________________________________________________________________


13. Does your organisation and its audit staff currently have the competence to assess your organisation’s performance in addition to compliance?

a. ____ Yes, Which performance measurement technique do you use? ____________________________________________________________________________________________________________________________________________________________________
b. ____ No

14. Would your organisation be prepared to receive a Third Party Audit which includes performance measures on ISO 9001 processes? (Please tick (() whether you agree or disagree with each measure)  
	Individual Performance Measures
	Strongly Agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly Disagree
	Don’t know

	a. Measures of Time (such as manufacture lead time and of delivery)
	
	
	
	
	
	

	b. Measures of Cost (such as manufacturing cost and  service cost)
	
	
	
	
	
	

	c. Measures of Flexibility (ability to respond to client demand)
	
	
	
	
	
	

	d. Measures of Quality (such as conformance and serviceability)
	
	
	
	
	
	

	e. Measures of Finance (such as inventory turnover and sales growth rate) 
	
	
	
	
	
	

	f. Other (please specify)______________
_______________________________
	
	
	
	
	
	


15. Do you think that your organisation would be prepared to pay for an “Audit+” service for ISO 9001 which includes targeted performance measures?
a. ____ Yes

b. ____ No

16. In your opinion, how could Certification Bodies better interpret their client’s performance when conducting Third Party Audits?

_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Part IV - About You
17. How long have you been working in the quality field? (Please indicate by ticking (() the appropriate option)
a. _______ 1 – 5 years


b. _______ 6 - 10 years


c. _______ 11 – 15 years
d. _______ 16 – 20 years


e. _______ more than 21 years

18. What is your current job title?
a. _______ General Director

b. _______ Quality Director/Manager

c. _______ Divisional Director/Manager, please specify your title___________________________

d. _______ Top Management Representative

e. _______ Internal Auditor

f. _______ Other (please specify) __________________________________________________
19. In which city and country is your organisation’s headquarters located? 

__________________________________________________________________________________________________________________________________________________________________________
20. In which countries does your organisation have a presence? 

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Can we contact you if we need to clarify an answer? If so, please provide us with your name and e-mail address.
Name: _______________________________________________________________________________
E-mail: ______________________________________________________________________________
A lot of


 problems





No problems 


at all





Used a great deal





No used


at all
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