






















































































ISO 9000 is a set of 
international 
standards that 
define quality 
management 
systems, while QS 
9000 is a quality 
management 
system standard 
used in the 
automotive industry.
ISO 9000 focuses 
on customer 
satisfaction and 
continuous 
improvement, while 
QS 9000 includes 
additional 
requirements like 
product planning, 
design, and 
development.
ISO 9000 
certification applies 
to various 
industries, while QS 
9000 certification is 
designed for the 
automotive industry.



























































a thing to be corrected, typically 
an error in a printed book. 

Each element of a quality management system helps achieve the overall goals of meeting the customers’ 
and organization’s requirements. Quality management systems should address an organization’s unique 
needs; however, the elements all systems have in common include:

The organization’s quality policy and quality objectives
Quality manual
Procedures, instructions, and records
Data management
Internal processes
Customer satisfaction from product quality
Improvement opportunities
Quality analysis

A quality management system (QMS) is defined as a formalized system that documents processes, 
procedures, and responsibilities for achieving quality policies and objectives. A QMS helps coordinate 
and direct an organization’s activities to meet customer and regulatory requirements and improve its 
effectiveness and efficiency on a continuous basis.

https://asq.org/quality-resources/quality-management-system#Benefits



The 
iPhon
e
One 
of 
the 
best 
cited 
exam
ples 
of 
break
throu
gh 
innov
ation 
on 
the 
tech 
front 
is the 
first 
iPhon
e. By 
harne
ssing 
new 
techn
ology,
 
Apple
 was 
able 
to 
bring 
a 
funda
ment
ally 
new 
produ
ct to 
mark
et, 
creati
ng 
new 
dema
nd in 
the 
proce
ss.

Blipp
ar
Anoth
er 
great 
exam
ple 
of 
break
throu
gh 
innov
ation 
on 
the 
techn
ology 
front 
is 
Blipp
ar, a 
groun
d-bre
aking 
visual
 
searc
h 
app 
that 
recog
nises 
object
s in 
the 
real 
world 
and 
then 
uses 
augm
ented
 
reality
 to 
bring 
them 
to life 
throu
gh 
fresh 
conte
nt. 
The 
app 
uses 
machi
ne 
learni
ng to 
recog
nise 
its 
envir
onme
nt 
and 
has 
been 
name
d 
one 
of 
Busin
ess 
Inside
r’s 
most 
innov
ative 
comp
anies 
in 
tech. 
And 
did 
we 
menti
on 
that 
this 
innov
ation 
is the 
brain
child 
of an 
ex-Fr
eshMi
nder, 
the 
wond
erful 
Jessi
ca 
Butch
er?

Dyso
n
No 
list of 
break
throu
gh 
innov
ations
 
would
 be 
compl
ete 
witho
ut 
includ
ing 
Dyso
n. 
The 
world’
s first 
bag-l
ess 
vacuu
m 
clean
er is 
base
d on 
an 
existi
ng 
busin
ess 
mode
l but 
the 
comp
any 
harne
ssed 
new 
techn
ology 
to 
subst
antiall
y 
impro
ve 
the 
mark
et 
offeri
ng. 
This 
same
 
appro
ach 
is 
what’
s 
behin
d 
Dyso
n 
Cool, 
the 
comp
any’s 
bladel
ess 
fan.

Break
throu
gh 
innov
ations
 
harne
ssing 
a 
new 
busin
ess 
mode
l
Dollar
 
Shav
e 
Club
One 
of 
my 
favou
rite 
exam
ples 
of 
break
throu
gh 
innov
ation 
which
 
harne
sses 
a 
new 
busin
ess 
mode
l 
come
s 
from 
Dollar
 
Shav
e 
Club, 
a 
subsc
riptio
n 
base
d 
busin
ess 
which
 
delive
rs 
fresh 
razor
s to 
its 
mem
bers 
every
 four 
week
s for 
as 
little 
as – 
you 
guess
ed 
it – a 
dollar
 a 
mont
h. 
Rethi
nking 
the 
busin
ess 
mode
l 
surro
undin
g 
shavi
ng 
has 
prove
d to 
be 
lucrati
ve: 
The 
Dollar
 
Shav
e 
Club 
now 
has 
3.2 
millio
n 
mem
bers 
and 
has 
recen
tly 
been 
acqui
red 
by 
Unile
ver 
for a 
report
ed 
$1 
billion
.

Micro
soft
Micro
soft 
has 
also 
retho
ught 
its 
busin
ess 
mode
l to 
devel
op a 
break
throu
gh 
innov
ation 
in 
the 
form 
of 
Office
 365. 
This 
saw 
the 
comp
any 
go 
from 
sellin
g its 
Office
 suite 
as a 
produ
ct, 
paid 
for 
on a 
one-o
ff 
basis,
 to 
offeri
ng it 
as a 
mont
hly 
or 
annu
al 
subsc
riptio
n.

Zipca
r
Our 
last 
exam
ple 
of 
break
throu
gh 
innov
ation 
come
s 
from 
Zipca
r. 
The 
comp
any 
re-en
vision
ed 
the 
busin
ess 
mode
l for 
drivin
g 
throu
gh its 
subsc
riptio
n 
servic
e. It 
allow
s 
mem
bers 
to 
rent 
a 
nearb
y car 
by 
the 
day, 
or by 
the 
hour. 
A 
radic
al 
shift 
away 
from 
the 
existi
ng 
car 
owne
rship 
and 
car 
rental
 
busin
ess 
mode
ls, 
Zipca
r is a 
true 
exam
ple 
of 
break
throu
gh 
innov
ation.

A quality management system (QMS) is a collection of business processes and 
procedures which aims to ensure that the quality of products or services meets - 
or exceeds - customer expectations. 

file:///C:/Users/user/OneDrive%20-%20University%20Of%20Jordan/1st%2020
23-2024/Quality%20Management/ISO%20files%20and%20standards/BS%20I
SO%2031000-2018.pdf





https://asq.org/quality-resources/iso-9000

Particular focus on CS and CRM



A risk is something unplanned that might happen that could have a negative impact on your project;
An issue is something that is currently happening and is having a negative impact on your project;
An opportunity is something unplanned that might happen that you could exploit to have a positive impact 
on your project.



Definition of Strategy
Strategy is a game plan, chosen to achieve the organizational objectives, gain customer’s trust, attain 
competitive advantage and to acquire a market position. It is a combination of well thought intent and 
actions which lead to the organization towards its desired position or destination. It is a unified and 
integrated plan made to achieve the basic objectives of the enterprise like:

Effectiveness
Handling events and problems
Taking advantage of opportunities
Full resource utilization
Coping with threats
Strategy is a combination of flexibly designed corporate moves, through which an organization can 
compete with its rivals successfully. The following are the features of the Strategy:

It should be formulated from the top level management, however, sub-strategies can be made by 
middle level management.
It should have a long range perspective.
It should be dynamic in nature.
The main purpose is to overcome from uncertain situations.
It should be made in such a way, to make the best possible use of scarce resources.
Definition of Policy
The policy is also regarded as a mini – mission statement, is a set of principles and rules which directs 
the decisions of the organization. Policies are framed by the top level management of the organization 
to serve as a guideline for operational decision making. It is helpful in highlighting the rules, value and 
beliefs of the organization. In addition to this, it acts as a basis for guiding the actions.

Policies are designed, by taking opinion and general view of a number of people in the organization 
regarding any situation. They are made from the past experience and basic understanding. In this 
way, the people who comes under the range of such policy will completely agree upon its 
implementation.

Policies helps the management of an organization to determine what is to be done, in a particular 
situation. These have to be consistently applied over a long period of time to avoid discrepancies and 
overlapping.

 Key Differences Between Strategy and Policy

The following are the major differences between strategy and policy

Strategy is the best plan opted from a number of plans, in order to achieve the organizational goals 
and objectives. Policy is a set of common rules and regulations, which forms as a base to take day to 
day decisions.
Strategy is a plan of action while the policy is a principle of action.
Strategies can be modified as per the situation, so they are dynamic in nature. Conversely, Policies 
are uniform in nature, however relaxations can be made for unexpected situations.
Strategies are concentrated toward actions, whereas Policies are decision oriented.
Strategies are always framed by the top management but sub strategies are formulated at the middle 
level. In contrast to Policy, they are, in general made by the top management.
Strategies deals with external environmental factors. On the other hand, Policies are made for internal 
environment of business.



At the strategic level, tools such as Strengths, Weaknesses, 
Opportunities and Threats analysis (SWOT) 
and Political, Economic, Social, Technological, Legal, 
Environmental analysis (PESTLE) can be used.









Unlike “Risk Avoidance”, the process or activity is not eliminated. Rather, the risk 
of an incident or adverse event associated to a process is removed by getting rid 
of a hazard or hazardous condition.

Risk is usually expressed in terms of risk sources (3.4), potential events (3.5), their consequences
(3.6) and their likelihood (3.7).





































ISO 
9002:
2016: 
Quality 
manage
ment 
systems 
— 
Guidelin
es for 
the 
applicati
on of 
ISO 
9001:
2015








































































































































































































