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National Quality Awards Questionnaire - QMS
40 Criteria (DIAMOND)

In answering the questionnaire, kindly quote the reference to the relevant clauses and or pages in your documented information provided, where applicable.   

Attached is a guide to help you in answering the questionnaire.

4.
CONTEXT OF THE ORGANIZATION

4.1. Understanding the organization and its context (150 points)
1. What are the relevant / significant external and internal issues affecting your organization’s purpose, strategic direction and your ability to achieve the goals of your system?

2. How is data collected for your strategic planning?

3. Ethical behavior.

How do you ensure ethical behavior in all transactions and stakeholder interactions?

Does the organization have a code of ethics?

4. Social responsibility (Support for the community/ public). How does your organization actively support, reinforce and contribute to improving relationships with the community?

	Answers/ Supporting evidence or documents:



4.2. Understanding the needs and expectations of interested parties (150points)
Who are the interested parties (stakeholders) relevant to your management system and what are their requirements?

	Answers/ Supporting evidence or documents:



4.3. Systems and Process Management (100 points)
Have you determined the processes needed for implementing, maintaining and coontinually improving its management system throughout the organization?

	Answers/ Supporting evidence or documents:



5. LEADERSHIP

5.1.  Leadership and commitment (150 points)
How has top management demonstrated leadership and commitment to the management system?
	Answers/ Supporting evidence or documents:



5.2.  Quality Policy

1. Has top management established a policy (Quality/ Food Safety) relevant to its purpose, context and strategic direction showing commitment to applicable requirements and continual improvement of your system?

2. Is this policy available (to all & relevant interested parties), maintained as documented information, communicated, understood and applied within your organization?
	Answers/ Supporting evidence or documents:



5.3.  Roles, responsibilities, authorities within the organization (100 points)
Are responsibilities and authorities for relevant roles assigned, communicated and understood within your organization
	Answers/ Supporting evidence or documents:



6. PLANNING

6.1.  Quality Objectives and planning to achieve them (150 points)
1. Has the organization established a quality/ food safety objectives at relevant functions, levels and processes in line with the Quality / food safety policy?
2. Are the objectives measurable, communicated, monitored, updated as appropriate and do they take into account applicable requirements and relevant to conformity of products and services and to enhancement of customer satisfaction?

3.  Has the organization maintained documented information on the quality objectives?

	Answers/ Supporting evidence or documents:



6.2.  Planning of Changes (100points)

1. Are necessary changes made to the management system and or processes carried out in a planned manner when needed?

2. Does the organization take into account the purpose of the changes and their potential consequences, integrity of the quality management system, availability of resources and allocation or reallocation of responsibilities and authorities? 

	Answers/ Supporting evidence or documents:



7. SUPPORT 

      7.1.2. People (100points)
Do you have adequate personnel in the performance of the activities of the management system to achieve your objectives?

	Answers/ Supporting evidence or documents:



      7.1.3. Infrastructure (100points)
Is the infrastructure that is necessary for the implementation of processes and the compliance of products and services determined, maintained and kept?

a) buildings and associated services;

b) equipment, including hardware and software

c) means of transport;

d) information and communication technologies.

	Answers/ Supporting evidence or documents:



7.1.4. Environment for operation of processes (100points)
Has your organization determine, provided and maintained the environment necessary for the operation of its processes and to achieve conformity of products and services?

	Answers/ Supporting evidence or documents:



7.1.5. Monitoring and measuring resources (100points)
1. Are the resources provided suitable for the specific type of monitoring and measurement activities being undertaken?

2. Is there an appropriate documented information demonstrating the adequacy of resources for monitoring and measurement?

3. Are all monitoring and measuring devices traceable to national and international standards?

	Answers/ Supporting evidence or documents:



7.1.6. Organization Knowledge (100points)
How do you identify and protect the organization's existing know-how and knowledge (patents, cooking recipes, original operating modes, use of special machines, and instant operations)?
	Answers/ Supporting evidence or documents:



7.2. Competence (100points) 

1. Has the organization identified the needed education, training or experience required for the performance of activities to achieve the organization’s quality management system?

2. Is there appropriate documented information available?
	Answers/ Supporting evidence or documents:



7.4. Communication (150 points)

  Do you have a communication program determining:

a) on which subject to communicate;

b) when to communicate;

c) who to contact;

d) how to communicate;

e) who communicates?

	Answers/ Supporting evidence or documents:



8. OPERATIONS

8.1. Operational planning and control & requirements for products and services [100points]

In your operational planning and control

1. How do you determine the requirements for your products and/or services?

2. What are the processes and the acceptance criteria established for your products and 

     services?        
3. How do you determine the resources needed in order for you to achieve conformity of products and services and what are these?
4. What controls are implemented to ensure that requirements for your products and services are met?                                                                                                                                             

5. Which documented information are kept by the organization to guarantee that  processes have been carried out as planned and that products and services have met requirements. 

6. How do you communicate with your customers and on what subjects?                                                   

7. What are the identified statutory and regulatory requirements applicable to your organization’s ability to meet product or service requirements?                         

8. How is the customer’s requirement reviewed before committing your organization to a contract for the provision of a service? Is it documented? 

9. Are delivery and post delivery activities part of the review? Check for evidence 
10. How do you handle changes to product and service requirements by the customer?    

	Answers/ Supporting evidence or documents:



8.3. Design and development of products and services (100 points)
Do you engage in design and development activities?
1. In the planning stage of the organizations design and development what are some of the things or factors that are considered? 

2. What are the organizations design and development inputs? 

3. What are some of the controls incorporated in your design and development activities? 

4. How are verification and (or) validation activities carried out during design and development? 
5. What are the outputs from the organizations design & development?

6. How do you handle changes that are made during the design and development of products and services?

	Answers/ Supporting evidence or documents:



8.4.  Control of externally provided processes, products & services] (150points)
1. What are the criteria established by the organization for the evaluation, selection, monitoring of performance and re-evaluation of external providers?

2. How do you ensure that externally provided products and services do not compromise the organizations ability to consistently meet the product or service requirements?

3. How do you enter into agreement with your external suppliers?

4. What information do you communicate to your external providers?

5. How do you communicate the quality policy and quality objectives to external providers?

	Answers/ Supporting evidence or documents:



8.5. Production and service(150 points)
1. What are some of the controlled condition under which production or services are carried out? 

2. What measuring resources are used at varying stages of your processes to ensure that product output criteria are met? 

3. Are staffs competent in doing what they do? 

4. What do you do when the output cannot be measured and matched against product set requirements? 

5. How do you handle issues of traceability? 

6. How does the organization handle properties belonging to external providers? 

7. Look at the area specific and ask the organization how they preserve their outputs

8. Are there any post delivery activities that the organization undertakes? What factors did you consider in arriving at these? 

9. How do you handle changes during the execution of product or service provision? 

	Answers/ Supporting evidence or documents:



8.6. Release of products and services (100points)
1. What arrangements have been put in place to ensure that products and services requirements are met before release or offer respectively to clients?

2. Who has the authority to approve such arrangements? 
3. Is documented information on this arrangement kept? 

	Answers/ Supporting evidence or documents:



8.7. Control of nonconforming outputs (150points)
1. How do you identify non conforming output? 

2. How do you treat such products or services? 
3. Do you keep documented information on these? 
4. Are corrected non conforming product verified to the set requirements? 
5. What information do you retain on non-conforming outputs? 
	Answers/ Supporting evidence or documents:



9. PERFORMANCE EVALUATION

9.1. Monitoring, measurement, analysis and evaluation (100points)
a) How does the organization evaluate the performance and effectiveness of its management system? Is there a plan in place?
b) Has the organization determined what’s to be monitored and measured, when, and the methods for analysis and evaluation of measurements?

c) Any retained appropriate documented information as evidence of results?

	Answers/ Supporting evidence or documents:



9.1.3. Analysis and evaluation (100point)
Does the organization analyse and evaluate appropriate data and information arising from monitoring and measurement activities?

Is there a plan for the analysis and evaluation of data?

	Answers/ Supporting evidence or documents:



9.2.  Internal Audit (100points)
a) Does your organization conduct internal audit at planned intervals to provide information on whether your management system conforms to requirements and is effectively implemented and maintained?

b) Have you established an audit programme and what does it consider?

c) Any retained appropriate documented information as evidence of results?

	Answers/ Supporting evidence or documents:



9.3.  Management Review (100points)

a) Are management reviews conducted at planned intervals?

b) Is the management review conducted taking into consideration all the inputs?

c) How are the main conclusions and recommendations from management reviews implemented and monitored to ensure continuous improvement?
d) Any retained appropriate documented information as evidence of results?

	Answers/ Supporting evidence or documents:



10. IMPROVEMENT

10.2. Nonconformity and corrective actions (50points)

1. How do you handle nonconformities?
2. Prove that your corrective actions are appropriate to address nonconformity encountered?
	Answers/ Supporting evidence or documents:



10.3. Continual Improvement (50points)
What method do you use to determine the needs and opportunities for continual improvement?
	Answers/ Supporting evidence or documents:



11. ISO 9004/6.2  -  FINANCIAL RESOURCES (100points)

1. Are financial resources allocated to leverage the strategy to maintain excellent results to ensure more efficient and effective use of resources?
2. Do the strategic objectives and the improvement projects have the necessary financial resources?
3. Has your organization developed a plan with objectives accompanied by the necessary financial resources,
a) are all services aware of the financial resources that support their objectives,
b) are all investment projects evaluated in relation to the net present value, internal rate of return and depreciation period of investments,
c) are investment projects and programs established and revised so as to improve implementation processes, approval of investment programs is based on a process,
d) are financial risks adequately assessed and managed?
	Answers/ Supporting evidence or documents:



12. ISO 9004/6.8  -  Natural resources(100points) 
1. Demonstrate that arrangements are in place to manage the natural resources that influence
the performance of the organization directly or indirectly
2. How do you keep the integrity of the environment in a safe ecosystem?
3. How does your organization manage environmental and social risks in the direction of sustainable development?
4. How do you prevent the reputational risks of the organization, the financial consequences of damage to the environment?
5. How do you minimize the waste of natural resources (water, energy, paper ...) and participate in waste recycling?
	Answers/ Supporting evidence or documents:



13. Good governance(50points)
1. Responsibility towards customers and public. How do you address the impacts of your products, services, and activities on society? How do you anticipate public concerns about current and future products, services, and activities?

2. Ethical behavior

a. How do you ensure ethical behavior in all transactions and stakeholder interactions?

b. Does the organization have a code of ethics?

3. Support for the community How does your organization actively support, reinforce and contribute to improving relationships with the community?

	Answers/ Supporting evidence or documents:



14. Increased performances (100points)
1. Summarize the results related to the operational performance of your organization. How do they contribute to achieving organizational effectiveness?
2. How do you select, collect, align and integrate data and information to track the day-to-day operations of your business and overall performance?
	Answers/ Supporting evidence or documents:



15. Integrating legal and accounting reference documents in the organization (50points)
Summarize the obtained outcomes related to the governance and social responsibility of your organization, by including evidences of tax transparency, professional conduct, compliance with laws, and citizenship
.

	Answers/ Supporting evidence or documents:



16. Protection of environment –  Social Actions-Control of natural resources for sustainable development(50points)
1. What are the contributions of your organization to the protection of quality ecosystem by way of, management of industrial waste, protection and development of the territory, and management of waste from consumers’? 

2. Contribution of the organization to the Nation’s sustainable development, for which it is compelled to consider systematically in its approach some issues related to health, safety and environment.

	Answers/ Supporting evidence or documents:



17. Customer guidance (50 points) – Management Principle
1. How do you determine, select or target customers, including their expectations and needs, customer groups and/or market share?
2. How do you include customers of your competitors and other customers and /or potential markets when determining?
3. Did these choices produce outcomes in terms of market share growth, efficiency and effectiveness?
4. Did you get enabling outcomes from comparisons made with your competitors and other companies selected in an appropriate way (for the customers, it is in terms of Price, Quality and Time limit…)?
5. Does your organization have comparative measures which are reliable for its competitors in fields such as market shares, costs, staff, raw materials, energy consumption?
6. What solutions did you bring to the issues of customers loyalty, conquest of new customers or value increase in each segment of customer care services?
	Answers/ Supporting evidence or documents:



18. Staff involvement(50 points) - Management Principle
1. Do you think that outcomes of your collaborators involvement, motivation and commitment are met?
2. Does productivity show an enabling trend?

3. Are the surveys with collaborators conducted systematically, formally and structured, with a high participation rate?
4. Do the survey outcomes and indicators trend lead to improved actions developed through collaborators participation?
5. Is team work developed?

6. Is collaborators’ involvement in improving teams increasing?
7. Do the collaborators have a clear understanding of their responsibilities, their objectives and means to act with?
8. Are they met?
9. Do Staff satisfaction and motivation indicators show a positive trend?
10. Do collaborators think that the means given to them, including the working environment provided are in line with their objectives?
	Answers/ Supporting evidence or documents:



19. Fact based Approach to Decision Making (50 points)
What is the decision-making process(es) in your organisation?

	Answers/ Supporting evidence or documents:



20. Relations Management(50 points)
How do you select your suppliers, service providers and partners; and what are your requirements to them?
	Answers/ Supporting evidence or documents:



