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The Pri1T1C l\1inister approved the outline of a ';Perforn1ance Tv1onitoring and Evaluation 
System (PMES) for Government Departments" vide PMO l.D. No. 1331721/PM0/2009-Pol 
dated l l .9.2009. Under Pi,,IES, each department is required to prepare a Results-Framework 
Document (RFD). · 

;\n RFD provides a SUi11n1ary ot' the n1ost i1npo1tant results that a department! 1ninistry 
expects to achieve during the financial year. This document has two main purposes: (a) move 
the focus of the department from process-orientation to results-orientation, and (b) provide an 
-.:-; by.::-Ct"ive-i:1Cf f,i: r-oa-s ls to -eV3.TL12iTe- dC}:i"Sfti-i'Yem'"sovcrallpt~YfOYITUfncc--at tlre--en-ct-of the-year;--- -­

In additio;-1 to success ii1dicatoi·s proposed by the dcpartn1ent, there is a set of n1a11datory 
indicators proposed by the (Jovernrnent that are co1n1non to all depoxtrnents preps.ring P~Ds. 

The I--iigh Po\ver Con11nittee (1-IPC'.) on Governn1cnt Perfonnance ii1 its n1eeting of March 11, 
2011, decided to include the fol\o\ving n1anclatory success indicator relating to 
irnpleinentation of 1S8:9001 in the Results·-frarne\vork J)ocu1nent (l<..Fr)) of governn1cnt 
departments for the year 201l-2012. 

Mandatory Unit Weigh 

Success Indicator 

DateFinalize an action plan to implement lSO 

900 l certification 

--·------------·-·· -·-------~---~ 

Target I Criteria Value 

Excellent Very Good Fair Poor 
Good 

100% 90% 80% 70°/o 60% 

rdar 26 iv1ar 27 i\llar 28 Mar 29 ivlar 30 

2012 2012 2012 2012 2012 

These guidelines are intended to provide guidance to departments I ministries for preparing 

the required Action Plan for implementing ISO 9001 in their respective ministries 

departments by March 26, 20 l 2. These Guidelines represent the minimum requirements and 

ministries I departments are free to add additional material that may be relevant to their 

particular context. 

The next step would be to hire consultants to actually help departments obtain ISO 9001 

certification. Experience suggests that organizations that prepare themselves before hiring 

consultants save both time and money. That then is the main purpose of these guidelines. 
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3. Inte.-!dc:d 1lJscrs 

/\\l rninistrics / dcpa1·Lrncnts and Responsibility Centers ERC-s}-under then1 n1ay use these 

guidelines to develop an :\ction Plan for in1p\c1nenting IS0:9001 in their organizations. 

!SO (International Organization for Standardization) is the world's largest developer and 
publisher of International Standard'.:>. 

ISO is a net\l\·ork of the national standards institutes of 161 countries) one n1e1nber per 
country) ~Yith a ~entral Sccret.arist in Geneva) Sv,1itzerland 1 that coordinates the systetn. 

ISO is a non-gc\1 crntne·,1tal organization th2.t fornis a bridge bet\vecn the public and private 
sectors. On i:hc ori.:~ harid, n1c1.ny of its n1en1ber institutes are part of the govcnurtenL::Il structLh·e.: 
of their countrics 1 or are n1a:idatcd by their govern111c:1t. On the othc~r hand) other men1bei's 
I ' . . I I . I . I l '. I I . ,.:1a\'r.:: tneir root-; t:niqu,,:;r) :11 ~1ie pri\ a.L~ sector:. 1a\'li1g ocs:n s<-;t tip ·1y nRuona1 pe:~rtr:ersn1p:i or 
. ' . 
1r~U\1Sl!')" C.:-JSOS'~T~Iuns. 

i:_,~~;- :~n;;:L\:~::; 2, :_:c~1'..>Ci:su.s Lo h'.~ ;__:ECh·-~d nn :_;o!utio:~~; 

r:~quii·sr:<_i";t1L') of busiiF:s.s ~1i-1d th,~; hl·:i 0_1_r_-l1~i" needs l>f ~~oci<.::iy. 

:~ccause "li1lcn1Etio11al C.:rg2111i1_c~liot1 Cur :~;l<HH1at'di7:atio11H \Vould hnvr: dif-f<~rcni a',::l'onyri-1:; i:\ 

different languc1gcs (1':(JS 11 in _English) "(_)li\i" in t-·rench for Urg,1nisc1_tiu;1 intern at ionale de 
norrnalisation), its founders decided to give il also a sho1t, ali--purposc nnn1c. 'l"hcy chose 
'
1iSO", dci·iv·cd frotn the Cfrcek isos, ineaning "cqual' 1 \\/hat.ever the country, \Vh<:1L:::vcc;·1· t\F' 
language, the short foi'tn of the organizalio111s narne is ::-i_hvays 1SO. 

Standards ensure desirable ,_;harnctt::i'istics of products and sc:i·vicc:s such as quality, 
environ1ncntal friendliness: safety, reliability, efficiency and interchangeability - and al an 
economical cost. 

V</hen products and services n1ect our expectations, \VC tend to take this for granted and be 
unav.1arc of the role of standards. l--Iowever1 vvhcn standards are absent1 \VC soon notice. \AT e 
soon care when products turn out to be of poor quality, do not fit, are incompatible with 
equipment that we already have, are unreliable or dangerous. 

When products, systems, machinery and devices work well and safely, it is often because 
they n1eet standards. ,~nd the organization responsible fot many thousands of the standards 
which benefit the world is !SO. 

ISO has developed over I 9 000 International Standards on a variety of subjects and more 

than 1000 new ISO standards are published every year. The full range of technical fields can 

be seen from the listing of International Standards at http://www.iso.org/iso/iso catalogue 
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Llse1·s can brO\YSC that listing to find bibliographic inforn1ation on each standard and, in n1any 

cases, a brief abstract. The online ISO Standards listing integrates both the ISO Catalogue of 

published standards and the ISO Technical programme of standards-under development. 

ISO standards are developed by technical committees comprising experts from the industrial, 
technical and business sectors which have asked for the standards, and which subsequently 
put thcn1 to use. 'These experts rnay be joined by representatives of governn1ent agencies, 
testing labot·atories1 consun1c-r associations, non-governrnental organizations and acaden1ic 
c·lrcles. 

thC- e;~11·ei:tS· partTC:ipit~-as l1at;Of:;af cJclegado11S,--C:TlOSEt-1_b_y; th6lS0-11iitiona\ OiemtJerlnStltiXte------ ­
for the co~1ntry concerned. 1liese delegations are required to rcpr~sent not just the vic\VS of 
i:ht: lJrganizatioiiS in \\-hich th(_:ir p~u·ticipating experts \.Vol·k, but of other stc..keholdc;-s too. 

/~~ccordii·:g Lo!'.)() iulr::~, lh;': "'.·:,-:n~bl::i· instiu~tc is c.'qJeclt::d lo U·:ke acCl)l.ii1£ of Ute vievvs of the 
1·:inge of pt;i·Lic;s ii1terest'.~d in :-.he sl~t1·1dard under dcveloprncnL !'his en::ibles then1 tc1 pn::scr1t ~: 

'.~unsolidnted. :1~:_tioc(~1 COiL':;C\l~;tt'.·i po:;iLion to the technic;::\ corrin1ittee. 

L ·1plcnu-:;il: !lOi1 ,1r i'/-; 1)0() I i11 d :·;(_J\'(:t·1nncnl dc~parLrnci1t or 111i1ii'.::t1y 1,.\;ill li:: v -' 

b1::nefit'.-;: 

'' 	 I I . 1 I I ' l , - 1 ("" ' ) ,• - I' •r,na:;,1~ li1,-: L··:pa1tn cnt LO c•:\<;,up sUu1uarc_ operaung pl'occuurcs \:::,\,\~s 101· JLS Yunr~iJons 

and activities. 1'he~)c S·::.;F:; 8JC codified in a (2uality ivlanua\ Oild procedures .. 

b. 	 Co1np::1re und ,ben(h:t'i12,r\<. t!1.~sc :,tandard operating proccduces \Vith olher sin1ilar 

f-'u:1cticrning of the dcparttnr~nt. 

:J. 	 Codit~v i11stitutiona\ nnd pcrso11a\ rncn1orics and cxpericncr::-s f(Jr future; generations. 


1-{ence, 1vhen a person leavr:::s, he or she \\1ill be 2.blc to leave behind SC)Ps for others to 


follow and improve. 


e. 	 f-Sring in transparency and accountability in the operations of governn1cnt rnachinery. 

f. 	 ,\\lo\V the depart1nent to aucEt itself against the ISO 900 l standards. 

g. 	 Allows the Secretary of the Department to focus on strategic issues 

h. 	 'fhe annual third party audit keeps the department on its toes. 

1. 	 The potential for losing the ISO 900 l certification during the audit every third year allows 

the systcin to sustain itself over tin1e. 
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Of course, it is. ISO 900 l is a generic quality n1anagen1ent systen1. It_-Go£i-fics quality 
standards in every· area of organization 1 s functioning. 
In fact, many governments around the World have made ISO 9001 a mandatory requirement. 
In India too, many Government organizations have successfully obtained ISO 9001 
certification. Besides the trend in developed countries, Malaysia and Kenya have also made it 
a mandatory requirement in their government organizations. Prominent examples in the 
Indian Government context include, National Authority for Chemical Weapons Convention 
(NAC\VC) in the Cabinet Secretariat and many offices of Central Boar·d of Customs and 
Excise. A copy of the actual cet1ificate awarded to NACWC is included on page 9. 

- -1-ii:e11=ratic11211'/ profuii1e11t-e>~-z.r11:i1es-111cruae1so--9oor-ti-;1-ple11YernmtCJiTi11l"99-'-/fr1·ttrc--t-Y3-­1
Goven1n1enL's General Services A.drnin!stration's Office of Property 't'-..1anagen1ent-Yvith a 
$1.5 billioi1 buc~gct at th~ tirne-~clain1ed to be the first lJS federal agency lo becon1e I.SO 
9000-certified. Bolh NASA and tlle Department of Defense of USA have cited [SO 
certification :_i.s <'li1 itt-:pnrt<:-u;t r;-icHns c.l in!prO\'ing qua\ a11d ;_·edt~cing the federal h1i_rcle:1 in 
q! tal ity systr~;--~-1 O\'(:rs ight. 

In ()stc1bcr )(}()(-), 1.L·.:: J_·';_;c\cr~'.l :\'i;~-;tivn .t;~dn1inistratiot1 cL_,,L1-1ed bragging 1ight.s os th,:_; !r:.rgr-~,si 

(.>::clerai org;l.;1iz:~tiOt1 i.CJ i'!.C:hir: :'1~ r--:(J 900 l c,;ri:d/cation (lvil\1 IlflL:1onal and inLCi'ilHtlona\ sit•:::--; 
1.:ornprising rt<:::nrl) (),500 f-;1r11Jluyecs). ·r·hc ~;rnail ]3usinr~ss fa,c\rninist1«'.tioi1 Vv'cb :~il·::: inr_:h.-!d 0;:-; ~1 

lii1k for]'.·)(_) ~OOl_ rc::;cnH·cc'.~. lh,:y ;~re ol't\:h:vancc and us1:; [()r others ::1'.-; \V~\1. 

T\Jclay, iJ1fonned •:i.1ifi..:;ns \-:".Xpt>..::t qualiLy op'-:ralion:_; r~nd hc111,\-: guvcn11111.:nt.c; nrc p1·onct\,.. c\)1 

be:~on1ing quality conscious. 

J5;Q 9001 is not a sub~)tit1a1~ for .;results" rathct· it is a cn1T1plcrncnL 12;() 9001 guuranter;.:s th11t 

d·:l: inti.::rncli ;'pior::(;ss{::s'' 1,.-\',ill \J,'; of n r_'~rtain ciua1ity. ft doe:; nol 2,uarantee that either c\H; 

proc•.-:-ss \;,-il ! indeed be f()l10·1ved or that results \viii be as:;urcd. For that a'.~surani:-..:e, 1.vc need Lo 

h[-rve l-ZFJJ. f-lence, bo!:h are t·equircd to get a truly pcrforn1ing qualiLy organization. 

Sevotlam means Uttam Scva (Good Service) in Hindi. Government realized the importance 
of this aspect of Government performance long time back and several Government decisions 
at the highest levels have reiterated the resolve to is decision. To operationalize this 
Government policy, DARPG created a module of following three initiatives that arc iogether 
referred to as Sevottam: 

a. Citizens' I Clients' Charter 

b. Grievance Redress Mechanism 

c. Service Delivery Capability 

They ar·e all cover·ed by IS 15700:2005 
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'2. What is tile cEffercnce between ISO %01:2008 aad !S l57GG:20G5'? 

Both are quality standards but they diffe1· in following respects: ---~ ­

t. 	 lSO 900 l is an internationally recognized and we 11 understood standard. [tis the 

most widely adopted Quality Management System. Whe1·eas, IS [ 5700 has been 

developed by Bureau of Indian Standards (BIS) and is not known outside lt1dia. 

Even in India, it has not yet been adopted by a significant number of 

organizations. 


1~ . 	 lSO 900 l ca11 be certified by a large number of highly reputabk lndian and 

foreign certification bodies. Whereas, IS I5700 can be certified by only B!S. The 


-- - __ JcoCii.pet!uotY amorfg-certtfyirigb·odies·keeps-thcm orr theidoes:-ht-gefternJ­
c om petition is always better than monopoly. 

\E. 	 ISO 9001 CO\'Crs all aspects of a rnanage1nent sy;)ten1.--·rc:.ai1age111etll processes, 

1~01·2 proc,=:s.s,:s s.;1d support processes. 1'hat is, it covers all aspects of deparln1ent2l 

n1s.1:datc a11cl functioning. IS 15700 covers rno:.:tly s2rvice deiivery aspects of the 

departtT1r::nt. 


1, 	 L:~() ':iOO l i:; 1 _ie:~·lodic2:..lly upch!_LC:d bc:,sc:d Gd l-:::_;~>Jil::> )f;<:~i"(it \1 o~·le,: l•1 ~' 


g\oba\i;.:.e:c\ \\.-ot·ld \ndi:i n\-:cds to b~~ <:L par \\'ith the ~y::st ·1~heiT~ is techi"iir~~1l 


1..:oi11n1iLt1-;;;; 1,\·ock ing co·11tinuously iil order to collt.~r.t update'.; \\'(_•rld\\·i(k':. 


-I.here is un inlcrnationally approved. sta11dard (l'.·:;C) 17()'), l :20 l 1) f(_)l r-:n~;pri11fj the 

quality at1d coinpelcnce of certifying bodies across the \\'Oriel. PIS is no\ n-~quin~d 


lo adopt such a standard. 
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.\ \l l\l'\ \I \l rJIO[{IT' 

lil·.\ll\ \l \\ ! \/'{)\'-i ("()'\, . ."\I"\\)\(\\(\\ {) 

n I '\ \·~ ~~I·:(" I{ E l .\ n l .\"I' 

!SO 90iJ'i :200B 

> ln:pi81:h!r1t ti1,~ ClH:·r.i't.11 W••,1pons C011vcntl(J1l (CWCi o,i thu Prnh1li1t,on (;f nn~ 

l> ;'010\l"li:n\ 1-'rOd\,d1U11. S\\Jl'kp1ling Jnd Uo,c of C\1,;1111c~1I \i~e;ipo11s ~i11d t{,;it\qs 

~>li1nt:ch:d thcrL"Nl'.ll or lnc1c~<~'1iJI tl1;~r·~\0 Jnl! to C\CI J<; !!1c ~ nm:1.il fw:1l f'0111t !nr l!w 

'>'i·1•''''.<\1u:1 {,_,r l'''" i''nl•in1!10n .-~f c:h<:1nir.;il 'Nr·<iponc, \OP\~\','I <Pd OL'k1· SL1t"'• Pa,t•cs 

- .c)~·c;Ltjn ~md dcvclopm'~Pt 

l 'j?. '/,1 1.1d.1\'.U·• !J' ·cr;.";:,;:·S lor pr<l'ilJCt1n11 ·" 


26 N">vcmbcr ].011) 

2<\. Octobr:r 2013 

INIJ 10 7 6~•:) 

R. K. SHAR'.11A 
Director O!,\oJn 
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; PART B 
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"j~l 

llil If /~· ·1\T,.Ji Jll.J .rA .. 
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\\li1at is an ,\cticE1 Plan? 

The required Action Plan for implementing JSO 9001 in a department is basically expected to 
contain details of eight actions required to get ready for ISO 9001 cettification. Experience 
suggests that fmethought and preparations arc the best way lo proceed with the implementation 
of ISO 9001 in an organization. That is the rationale for requiring all departments to first 
prepare an Action Plan and then begin actual prncess of implementation. 

The required i\ction Plan should have follo\ving eight sections: 

1-Jefine scope 

/;,_ct'.:;:.: 

i. ,,,·.: 
~ ;._,~-~'"' .. ' ,_!. 

')\i~tion i! constitliiet~e.~'!inagemeni cQ'Diillittee . 
-"'''<' ' ''•'"" .,,,-,, _..-,,');~,-. ''-"'''~ -'"~· ~ 

'l'o ensure in1ple1ncntation of lSO 9001 :2008 it n1ust be driven and n1onitored by a \Vcll 

defined i'vlanagen1cnt Corn1nittec. It is the [\ilanageinent Cornn1ittee that gives direction an<l 

momentum to the implementation of ISO 9001:2008. This committee must be formed in a 

manner wherein all sections of the department are involved and the leadership is to be 

entrusted to the Top most authority. The Management Committee should have a balanced 

constitution of po \icy makers and the implementers. 

One Committee member is designated as the Management Representative (MR), who shall be 

the focal point for the coordination for the implementation. The Management Representative 

for the implementation of JSO 9001 :2008 shall be responsible to ensure that the action plan/ 

strategy developed by the Management Committee (MC) is enacted and is prngressing as 

planned. 

It is suggested that the Management Representative, who shall be the key person for the 

implementation and sustenance is at least of a Joint Secretary level so that the lSO 9001 

implementation gets the management attention it deserves. 
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1·he i\,1anagen1ent Representative shall have follo\ving 1r1ain responsibilities: 

i.---e1l:suring that prnccsscs needed for lSO 9001 are established, implemented and 

n1aintained. 

11. 	 reporting to top management on the performance of iSO 9001 and any need for 

in1prove1nent, and 

111. 	 ensuring the promotion of awareness of citizen I client requirements rcla'red to !SO 

9001 throughout the organizati.on 

_ThQ __ _gther. n1~D1Pss_ 9_f tb_e l~:I8:r~-~g_~1~llent -~9_~1_i1~!!te_~-· ,~·l\J__!?e__!~-~1.~}si~~. f~~eveloping ~~~­
irnple111cnting the ;\clion ?\an for getting ISO 900 i ci:i:tification in the rninistxy/ dcpartn1ent. 

!~ l\1{Cinage1nenr C~o1i-i!niti:ec nc.;ds i:o b,~ ~-orrned to 1-':ns;)t'G Lh~~t Lh·:~ ir1-1pl·-~i-'l"!tni2.t(on of ~he 1SC~ 

9001:2008 is carried Oltt ~i_i;_d SllS\~1in,_:d. {he :\fQ;1agcrn·~i"\t C:Oil'}i"n1t~C~ sh.?.l\ be i'CSfJCii1Sibh:: f\!1' 

··'; •\,.. ,,L''•' 

.i,h1~ ·r·iJP r11a11agcti1Ciil sho1dd ty; <-1 part o[th1~ con1n1it!.cc and <1_lu11g \\,,ith i!11~n1 rcrrcsci1tativl''; 

fro1n the entin~ spl2ctrurn of f~i_nctions and divisions in th~~ lVIini·<LryiL~cpartn1cnt n1u~-;t he 

inciudc<l in it. ~\.iinisixy/ L>::part1nent rnust constitute a fv·L;,nagen1enl (~01n1nittce ln spc::1rhe~icl 

th;: in1plcr11cntatiot1 proce::;s in the depattn1ent as per iOrn1at given belov\1 : 

- - ·· 1 

I1Viinistry/ r;cp8.rtrne:nt: 

Is['1; 
1 

~~~1c---~-~~-~):~i:11;~;~--­ --r c;~-~1~~~t;~-st-at-~~ 
_L~--·-----­ -- ­

1 Chairman ---r-s~~------­

Management 

Representative 

------- ---+-----------------I-----------_,
4 Member 

f----+----------------------·----+------------ ­
5 Member 

I\Aen1ber~L--------+-------------+--------­



d. \\'here can I get further [rrfoym;:,tion? 

hltp:/7wvXV:iso.org/iso/iso cataloswe/managernent and leadershio standards/gualitv 

manaQement/iso 9001 2008/fags on iso 9001.htm 

Action 2: ])~fine Scope 
.;;.. ' "·~~ c, ' '". , 

~.. VVhat is Scope? 

The scope oflSO 9001 stand"'·d establishes the coverage of the standard in the department. It 

can be applied to the full departrncnt or lt can be applied in phases. For exan1plc, in the case 

oC l\iational A.tnhority for Chen1ical V/eapons Convention (l'1,i\CVv1C) it \Vas applied to the 

enti1--e organi;:~!tion in one go. T_,Rrgr:r dcparLY1G:lts 1nay 1.vant to apply it in phases. ·rh~ 

lequircd :;i_1:.:i1Dt1 

;~ ;pll(:iL 

JJeh11iLio11 (_)!' :;i:oiJ'~ f,ll 1:-;~).S(~()i ';ital;L::, C::\Liz-:n::,/~__ :li-.~\lt'; L~ 1.•,;11_\1~1-';u·nd th 1-: ~H)lli111n1·ic.':'~ [(y.· 
l\v-~ applic::1.bi\iLy o[_. r:;c) CJOO I Oil tl1 ~ :-;t:rvicc;:; cflCr(~d by thr~ 1nini~t··y/ dr-:p~',rti"1v~nt. 

It helps in Lh1; identificri_l.io·l1 oi_- Lil'~ ;1c\ivitic.c; \Vhich nc1~d [O lY.: CU'Jr~rec\ under i:he 

irnplen1cntatlon. 

lt also ascertains that nonr; or the 111ajor SGLVice:-;/ aci:ivii:i\~S gr~ts L?i't out \Vhile t\y~ tj() 9001 
fratne\'v'ork [s dr:>·'<~lopcd. 

To implement the Chemical Weapons Convention (CWC) on the prohibition of the 
development, production, stockpiling and use of chemical weapons and matters 
connected therewith or incidental thereto and to act as the national focal point for the 
Organization for the Prohibition of Chemical Weapons (OPCW) and other states 
paities. 

Decide what all functions/services of the Ministry/Depattrnent shall be brought under the 

purview of ISO 9001 immediately. lt is possible that owing to the size and complexity or vast 

nun1ber of services a few of the services n1ay be excluded for the time being. In such a case: 

please develop a tirneline lo cover all such services( functions. 
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There are exclusions thal a•·e pennissiblc for the implementation of ISO and they shall be 

evaluated at subsequ<:nt s_t~Js. Format fo1· listing the scope is given below: 

Name of the Department/ Ministry 

Scope for ISO 9001 ------·-----~------­l-
List Sections/ Divisi;ns-ffuncti011s to- -- ---- -------------- ------­
be covered 

---- -------·-----------~-~------ . 

(_;rg:htil'aLiona\ ~:\ructu1-.~ \::; -Lhc fonnal J,~ci'.->io11--n1aking fi-~uli1-,1\·ork bf" -.,-hi1;h job l ~:;\< cci­

divided) grouped, and coordii1at(~d in th(~ clepartrncnt/rninislxy. 

/\n organi/cttion c:hart displays the organizational structure and sho\V'.:i joh titl~s, lines of 

authority, and re\a1ionships 1vithin sections in the dep::uin1ent/ ininistry. 

fhc fonnal organi1ation can be seen and represented in chrrrt tOnT1 :t11d it !~stab\ishes th(_~ 

h!ecarch\,.. 1 ,,-id1ia th(.'. 01_·gt1nilntion. 

Organizational structure helps in establishing the flow giving direction to the cKecution and 
related information. It helps in the identification of the Process owners, Responsibility and 
Authority centers regarding each type of processes. lt helps in the best utilization of the 
organization ,s resources to achieve organizational goals. 

Depict the organizational structure in a pictorial format as per example given on the next 

page. 

http://wv•/\V.iso.org/iso/iso cataloguei1nanage1nent and leadership standards/qualitv manag 

ement/iso 900 l 2008.htrn 
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This section should match the Vision and Mission in RJ'D for the department. As you would 
recall this section provides the context and the background for the Results-Framework 
Document (RFD). Creating a Vision and Mission for a department is a significant enterprise. 
Ideally, Vision and Mission should be a byproduct of a strategic planning exercise 
undertaken by the department. Both concepts are interrelated and much has been written 
about them in management literature. 

A Vision is an idealized state for the department. It is the big picture of what the leadership 
wants the department to look like in the future. 

The department's Mission is the nuts and bolts of the vision. Mission is the who, what and 
why of the department's existence. 

Vision is a symbol, and a cause to which we want to bond the stakeholders, (mostly 
employees and sometime other stake-holders). As they say, the people work best, when they 
are working for a cause, than for a goal. Vision provides them that cause. 
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\.'ision is a long-tern1 staten1ent and ty·pically generic and grand. 1'hcrcfore a vision stateinent 
does not change from year to year unles_s thrilepartment is dramatically restrnctured and is 
expected to undertake\ ery different tasks in the future. 

Vision should never cal'l'y the 'how' part of vision. For example' robe the most admired 
brand in Aviation Industry' is a fine vision statement, which can be spoiled by extending it 
to' To be the most admired brand in the Aviation Industry by providing world-class in-flight 
services'. The reason for not includii1g 'ho\v1 is that the 'ho\v1 part of the vision inay keep on 
changing with tin1c. 

Writing up a Vision statement is not difficult. The problem is to make employees engaged 
v~5J1J!~ __ Ma_l!.Y_~ ~l~Tt~1 -~crn1s_like_vi_s_ion, n1issio~_and strategy bccorne n1dre a subject of scorn 
than being looked up-to. Thisis pri\11-arilyl:lecause feaaers i11ayiiot beaore-i:oTnmcea-- - ­
coi1nection bet\veen the vision/rnission and people's every day \\iork. ·roo often, en1ployees 
sec a gap bet\-\:cen the ,,.is ion, 1nission and their goals and priorities. Even if there is a 
valid/tacticcJ i:cason f-C)i. this rnis1natch, it is not explained. ·rhe leadership of the 111in istry 
(IVlinistcr ai!.d Lhe Secrelo.ry) should thetefore consult a \Vide cross section 8.nd cornc up \vi·J1 
~-1. ---/is ion th2·t r~c1 n b:~ cy\:.. 'ned by the c::nploy•.:es of i:he rn1nistry/departrr1ent. 

,-~aiul-::-1 ol' :1 gdod vi~;ioi-i stateincnL: 

L:asy to read and unders'l.and 
C:01npnct and crisp to \e:-1vc so1ncthi11g Lo pcor:lc':~ 
(Jives the destination one\ not the road-·n1ap 
Is 1neaningfu\ 21.nd not too open ended and far-fr:tchcd 
Excites people and makes them foe l energized 
FrO\'ides a n1otivating force, even in hard ti1ncs 
Is perceived as achievable an<l at the sarr1e tirnc is ch::-dlcngiug and CO(npe:J\ing. 
scretching us beyond \vhat is con1fortablc. 

"fhe entire process slai."ling [rcnn thG ''/isio11 do\\111 Lo the obj;.;ctivcs is highly iterative. ·rhc 
question is fron.1 \vhcrc \VC should start? Vv'e strongly recoinintnd that vision and n1ission 
statement should be made first without being colored by constraints, capabilities and 
environment. It is akin to the vision of several armed forces: 'Keeping the country Sale and 
Secure from external threats'. This vision is non-negotiable and it drives the organization to 
find ways and means to achieve their vision, by overcoming constraints on capabilities and 
resources. Vision should be a stake in the ground, a position, a dream, which should be 
prudent, but should be non-negotiable barring few rare circumstances. 

Mission follows the Visio11: 

We strongly recommend that mission should follow the vision. This is because the purpose 
of the organization could change to achieve their vision. l\!1L1istry I Departrnent's mission is 
the nuts and bolts of the vision. Mission is the who, what and why of your department's 
existence. The vision represents the big picture and the mission represents the necessary 
\VOrk. 
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To allain the Gram Swarnj dream of ·r.,fahatrna Gandhi' through 'Power to the People'. 

f'o enable Panchayals to fu;1ction as institutions of Self Go\:ern1nent 

'· 
:-~u1t1;s/lJ.Cs 

il lrnpnJ\«.:: quctli'ly and sU>iHl<1rds of~)chool cducatiu11 and lilf;i_·ac)' \(;\\ s.rd·_; bL!ik\1n:~ ;• 
society con1rnittccl to c:onslitutiunal values. 

Ill. F:rovide free and cornpulsory qualily education to all chilc\rr-:11 c;t e!:.111.c1li.:'..JX)' k:\,...cl ;is 

envisaged under the RTE Act, 2009. 
iv. lJniversalise opportunities for quality scconcltiry cducr.tion. 
v. Establish a folly literate society. 

\Jn\ess there is a good rea:._~011 1 utiliLe the; vision and n1ission of the \)eparlincnt/ i\ilinisLry as 
given in Section l oflhe RFD. It may be reviewed and updated, in case it is requit·,:d by the 
Ministry/ Dcpmtment while implementing ISO 900 l. Each division can also think of its own 
vision I mission, though it should be consistent with the departmental Vision and Mission. 

htto ://\V'vVW.ex tension. iastate. edu/v a 1 uc8.ddedag/ info/Vis ionandn1 iss ion sta tern en t. htm 
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, 

, Action 5:. Identify Processes_ . 

;\ 
11 processn n1ay be ex.plained as a set of interacting or interrelated activities, \~'hich are 

- --e-n1p1oyed-f6- aCld-·va-lu~- b-y tl-c1_r_1Sf0rfrii"Dg inputs-TOOlitptitS-~- ---- --~-·- --- ­

/\ny acti\1 ity or operation, \Vhich receives i11puts and converts thcn1 to outputs~ can lie 

considered as a process . .1\ln1ost all activities and operations involved in generating a resu\1s 

or providing a sei·vir:e ::H·c processes. 

b. Why is the it~enitification of processes and design.at~ons required? 

ISO 900\ employs the 'Process Approach' and 'Systems approach to Management' as 

guiding principles. 

A desired result is achieved more efficiently when activities and related resources are 

managed as a process and the roles and responsibilities are defined and followed. 

c. Examrles of Hst of processes 

o Technical Inspections 
• Enforcement activities 
o Co-ordination with different agencies involved 
o Training in the field of chemical weapons 
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cl. 11ov,i to c::eaLe rr list cf processes? 

lt is suggested that department should identify intended outputs, and the processes needed for 

achieving them. This list of processes will include processes for all aspects of management 

and performance. Fm· depicting these processes departments may use techniques like flow 

chart or block diagrams. Identify all process inputs and outputs, along with the suppliers and 

clients (internal and external). Also, departments need to identify the sequence and 

interactions of the pro\~esses. 

Once the entire e:>:_crcise of iclcntification of processes is co1nplcte 1 then it is i1npoi·tant lo 

identify the responsibility (o\vnership) cf the identified processes. /\ sc)np\e fonnat is 
suggeslcd beJ01.\''. 

- - ­ - ­--.-. - --.--1 

'.~,

1\ /--~<, '• : \_. 

:~o_-~_e:-~~-~~~~-T_;_Tl~~-.~--------~-----· --~~J~)~~c1·iptio_1_~-~}l:~~~~~-~!:~!~ect1on~-~-.---·--- ___ _ 


I Sequence of activities 
!~~~~~~~~-

II Activity Responsibility 

Receiving Notification for inspection from OPCW to NA Director11 CWC India -·---·---··­
2. To acknowledge the notification to OPCW if the same is found Director 


to be in order or to intimate OPCW for discrepancy if any. 

~·----

3 To inform the facility to be inspected about the inspection Director I Dy. 


schedule and to make necessary arrangements to receive the 
 Dir -Tech 


inspection team at the facility 


Director 


of the inspection notification and request them to nominate 


escort officer/s from their department. 


-

14-11o I .oform rho Drpm·rm'"rof Chor" l°"I>ood Porro Choro loo1 r 

To inform the State Govt., Intelligence Bureau, Custom 5 Director 


Authorities, Immigration Authorities, CISF of the inspection 


and request them for their facilitation. 
 I 
-
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6 

7 

8 

To nominate escort officer from NA ewe, India Director 

Booking of air tickets for domestic travel, hotel for stay and Director 

transport arrangements at the point of entry I exit and at site. 

+-------- ----r---·----- ­
Receiving the inspection tean1 at the airport. Dy. Dir -Tech 

--j-------T---·- ­
Receiving the Inspection Mandate, verifying the equipments Dy. Dir -Tech 


and escorting the inspection team for inspection till de)Jartu_:c. 


\ fr1 case of on-site sa1i-1piii1g and analysis inspection of Schcdul~ 
2 facilities: Lhe foliovvi11g additional steps arc foilov..:ed: 

a).C:oi11ply \\·ith all fo;:rnc.liL::cs to bring in all inspection 

Bc:;;'()rC ex iL, th(::: cscoit L:::;;_;n ,'Ct~ ~1-..· ~s Liv: sealed in 
--

spec\ iun 


report 


ht.Lp ://\V\V\11./ .iso.or12./iso/iso_,-catalQo uc/n1ana2en1en l standar(Js/qual it1=_J_nana_~ctnent/iso "_,90 
01 2008/conccpt and use of.. the process approach for management systems.htm 

/'.'4 • • ·r - , ,, - - • , ~ - . . , , ,.,, 

: Action 6: Define the Sequence and Interaction of Processes 
- ' ' v " ' • ­

a. Wlha! are the sequence and interaction of processes? 

The "sequence" of processes shows how the processes follow each other and also how they 

are linked to each other and eventually to the final output. For example, the output from one 

process may beco1ne the input of the next process or processes. 

The "interactions" show how each process affects or influences one or more of the other 

processes. For example, poor record keeping may affect the process of ordering stocks on 

time and keeping adequate inventory of stocks. 
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b. \\'hy are the sequcrnce and tnteraction of processes required'? --· ­

Ability to identify, understand and manage interrelated processes as a system contributes to 

the efficiency ai1d effectiveness of achieving objectives by n1inistry I Jepartn1ent. 

Often the output from one process will form the input Into the next process. The systematic 

identification and n1anagen1cnt of the various processes e1nployed \Nithin an organization, and 

pa1iicularly the interactions bet\Yeen such processes) is referred to as the 'process approach' 
to n1anagen1ent. 

I .. 


Sequence of;;~_ctiviii·.::'.~> 

--------~---·--··--------

http://wv,w. iso.orn/iso/iso catalogue/management standards/qua! ity management/iso 90 
0 I 2008/concept and use of the process approach for management systems.him 
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. . 
Action 7: Describe Duties of Each Designated Position 

• " < J 

a. What is Hie desigaated <ldy fo1· the ide1>tified positions? 

Each position (also refotTecl to as designation) identified to be involved in the process, plays a 

role in the completion of the process. The designated person identified either formulates, 

regulates; n1onitors~ rcvie\\.is, authorizes or executes actions to 1nake the process 1no\.'C 

forward. Whatever the designated person is supposed to do in the prncess is his/her 

designated duty. 

'h ' . . .. ' ' . . . I 'd 'f 1 I I I l ' l e ocscnptior; Of t11e aut1cs is ai1 G.:;s1-::nlla step to 1 .c11t1 y t 1e gaps, ovr~t· aps, anc c.eac et1os 
in the process. It :i_tso helps crc?tc Ll11~ O\ViJc;_·~Jtip of-' ~/L'~ps and acti\.ritics \\'ithin th~ proct~:;s~s. 

n~il!iia<tmirr' 
; .:' ,'j?,w.i,tijfil,,,,, 

• ; •• -

Responsibility 
<"' 

< ' , ' • .,,,, 

: 
;,t:i 

Function as the escort officer for purposes of 

International Inspection and enforcement Officers 

under the ewe Act 

r\s~;ist ii1 coordinaLion and filing of various staluiory 

l declarations to the (JPC~\:V. as required under Lhc 

convelion. 

lrnp\emt c\eclarnlion regime of chemical units under 

ewe Act 

Provide technical inputs on all the policy matters 

relating to the convention 

Provide training to concerned officers and staff of the 

ccntralis1ate government 

Collect database of declarable facilities under ewe 

L-----L--P-re_p_a_r_e._v_,a_r-io_u_s-re_p_o_r-ts_,_s_t_at-i-st_i_co_"_a_n_d_d_a_t_a_r_·equi~ \ _ fulfill obligations under the convention. ___J 
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Statt \\ith a flow chart of the process, identify the milestones at which any pos1t1on 

designation intenenes I operates. The action that happens between the preceding and next 

milestone shall give clues about the duties each position (designation) needs lo perform. 

1'he organizational structure also in1poses inherent duties O\.ving to the place oflhe designated 

position in the hierarchy. The organization cha1t will also he\µ the Department/ Ministry in 

identifying the d_~1ties of the designated person as p1-~r [S 0. 

.S_\____ l ___ ,- ---c·- -- - -- ---------- -------- ----------T H.~sum1S-ib-ility________ _ r. ' . lJes1gnat1on 
--- --------------1--L---·-- - :::__ _ 

--- ---- - -- - - - -- - r- --­t==~-]-:=-~=::::: :_ -­

,_,,, -, 

http_:/:' vV\~~~·_:l_s_Q_. oxgi iiS2/j;;_Q__ .._c_~!J~tl_o_g_~!-~/in ill la&:_lI18! ~-.s tanc§rds1'.q_yji\j_l )'. -~!~ i111J_c1g~_1!£;_~1_ r[iso 

()l_ 2008/implem<enta_lion__!?:uidmicc __ fur isQ._9001 _2008.html 


';1ction8: :Prepare a"Listoffiocuments --:: 
-~--"'"''- < ,<;', ,•_-.,,?~,.,•v _,!' '" 

/\ con1µn::hensivc ir1asLr:,r list oi' docun1c11Ls / fonns/ schedules I rnernos / office orders i 

guidelines I instructions \Vhich arc currently being used in the departinent/ 111inistry Ere to be 

identified and the most current versi011 of the same is to be collected and rt corded. 

A cornerstone of the ISO 900 l documentation process is the contrnl of documents. To be able 

to control the usage of correct and current documents, a master list of documents is prepared. 

It helps in simplifying the documentation requirement and may also lead to creation of an 

effective cross- referencing documentation system thus further simplifying the processes. 

Refer to the processes developed at Action 5 and identify each docurnent required. To n1ake 

the list more organized it is suggested that the same be built on the basis of individual 

processes. All information in the form of inputs, processing and outputs gets captured in a 

prescribed format. List out all such documents. 
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A suggested format for preparing the master list of documents is given below: 

~oc
un1cnt No. 

-

Docume1~scription 
Title 

I
L__ 

Responsibility 

-­

-

lillJJ://\\'\V\v.iso.org/iso/iso. cataloQ:ue/Jnanageiner.t and leadersbiQ standards/qualitv 1r,anau 

- crnent/i:;o 900 l-:_2008/faci;; __ on iso 9001 Nrn 
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PART C 
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Action Plan Submission Process 

a. "Action Plan for implementing IS0:900 l 'of the Ministry/Depaiiment must be submitted 

to the Performance Management Division (PMD), Cabinet Secretariat, by 5:30 PM on 

Monday, March 20, 2012 consisting of the following deliverables: 

J _ List of IVlanagement committee for implementing ISO 9001 
2. Scopefor ISO 900 l ­
3. Organi?.ational structure 

'-L Vision and lv'Iission 

5. List of processes \Vi th dcsign;i.tions 
6. T_,ist of sequence of intcn-i.ction of pro1_:;"'.sses 

7 f)uties of each_ idc,1tiftccl dcsignci.tions 

0 

0 


c. Printed version (lS copies) should be hand deli\icred 'to Fe,rforn1ctilCt: lvianagcftlC:T!'L 

IJivision, Cab!i1et :~;ecrclaria1, at the follov.,:ii1g address: 

C:abinct Secretarial 
,.,i, --,- 1·1 -1 IJ Vv tng) lC 1- ote J'.u1path 
Janp8th 
New Delhi- 110 00 I 

Please refer all enquiries relating to these guidelines to: 

Shri Jugnu Gupta 


Director 


Performance Management Division 


Cabinet Secretariat 


5th Wing, Hotel Janpath 


Janpath, New Delhi- 110 001 


L__~~~~--=E:1:n:a:ii~:~r=i=-r=a=ic=h=a=n=d=a=n=i(a~'='n=ic=-=i1=1_•_T~e:l=e~p:h:o:n:e~::2:37~4_.._1~16:):-~~~~~~_J 
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1. Selection of a Certification body Accredited by Quality Council of India. 

11. Application to Cc1-tification Body. 

111. Stage --l audit ai1d Closure of Non conforn1anc~s 


i\'. Stage-![ audit and Closure of Non conformances 


v. Award of!SO 9001 :2008Certificate. 

l\'l.~i.llCcO:c'"··~.-c-.;; & CDEI:ti21~Iai Irn::J<"G'"~1 e•1:J.t~n.t Pl:asc 

1. Conducting ·chi rd internal i-\ndlt and Clo'..;;ure ofT-..Jon c:onf()nJ1anCes. 

vn1. C~onducting Fifth i\!(anagen1ent {~P,Vic\V lVIceting and Closure of actions. 

\}:. c:onducting s[~lh inte1·nal / udit and c:losure o[1'1on Con[Oni1a;v:cs. 

t. First Surveillance ;\udit by Certification body 

11. Second Surveillance Audit by Certification body 

5. Recerrtificat£on Phase 

Recertification - after 3 yea1·s 
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