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Figure 1 — Schematic representation of the elements of a single process (assessment of the
educational effectiveness process)
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Annex A
(normative)
Additional requirements for early childhood education

A.1General

In this document, early childhood education (ECE) is understood to be education
occurring at Level 0 of the International Standard Classification of Education
(ISCED).

ECE is an educational level with its own identity. The main objective in this
educational level is to contribute to the physical, emotional, social and
intellectual development of children.

A.2Principles

The organization should respect children’s rights in accordance with the UN
Convention on the Rights of the Child.

The organization shall foster play, autonomy, affection, cooperation, creativity,
joy and self-confidence amongst ECE children.

A.3Facilities

Facilities established by the organization shall include:

a)learning resources for ECE;

b)facilities for play;

c)facilities for day care.

Where an educational organization offers education at ISCED 1 or higher as well
as ECE, it should provide a separate space, dedicated educator, teaching and
learning resources for ECE.

A.4Competence
The organization shall provide educators specialized training in ECE, as
appropriate.

A.5Communication
The organization shall establish a method for communication with parents,
educators and guardians where the flow of information and control of child
safety are ensured.

A.6Individual learning plans

The organization shall elaborate individual plans in accordance with the
evaluation of needs and expectations of the child and its family, and considering
the group of children as a whole. These plans shall be elaborated at regular



intervals and be maintained as documented information.
The organization shall appoint responsible people for the elaboration,
implementation, coordination, evaluation and review of individual plans.

The individual plans shall include:

a)general and specific objectives and respective indicators;

b)identification of activities, strategies and resources needed for the learner
to achieve the defined objectives;

c)identification, scope of participation and responsibility of everyone involved in
the implementation of the individual plans (e.g. child, family, staff, partners);
d)deadline for the implementation of the activities defined;

e)identification of the associated risks and actions to address them;
f)identification of evaluation/review intervals of the individual plans.

The organization shall involve the child and its family in the elaboration of the
individual plan.

The results of the evaluation and review of individual plans shall be retained as
documented information.

A.7Reception and delivery of the child

The organization shall establish and implement a process for the reception and
delivery of the child and retain documented information regarding these
activities.

A.7.1Reception of the child

The organization shall:

a)appoint a person responsible for the reception of the child
and a location for this activity to take place;

b)promote the exchange of information between the appointed person and the
family of the child.

A.7.2Delivery of the child

The organization shall:

a)appoint a person responsible for the delivery of the child and a location for this
activity to take place;

b)promote the exchange of information between the appointed person and the
family of the child;

c)ensure that the child is only delivered to authorized people;

d)define the rules for exceptional situations where the child needs to be
delivered to people not identified as authorized to do so on the child’s individual
file;

e)define the hygiene conditions in which the child should be delivered to
authorized people.

A.8Hygiene care
The organization shall:
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a)define the hygiene care adequate to each child’s individual needs;

b)promote the progressive autonomy of the child regarding personal hygiene;
c)ensure each child has individual resources for personal hygiene;

d)retain documented information regarding personal hygiene and care activities
of each child.

A.9Care in situation of illness or accident

The organization shall define the way of acting in situations of child illness or
accident and shall retain documented information regarding these situations.
The educational organization shall define the rules for administration of
medicine to the child. This activity shall be supported by a mandate signed by the
child’s parents or other authorized persons, and with a physician’s prescription
where required.

Any medicines shall be identified and safely handled and stored.

The organization shall retain documented information regarding the medicines
administered, including dose, presentation, administration route and time of
administration.

A.10Pedagogical-playful materials, equipment and spaces

The pedagogical-playful materials, equipment and spaces shall be
suitable to the children’s age and situation.

The organization shall define the frequency, method and people adequate to
ensure the hygiene of each of these materials, equipment and spaces.

The organization shall maintain documented information regarding hygiene
activities regarding materials, equipment and spaces.

A.11Behaviour management and prevention of child abuse and negligence
The educational organization shall establish and maintain documented
information on how to manage child behaviour and to promote the child’s
overall wellbeing, including:

a)actions to prevent child abuse and negligence, either by staff or peers;
b)identification of issues related with child abuse and negligence;

c)actions to deal with the identified issues on child abuse or negligence, either
within the educational organization or at home, including a methodology to
report to the relevant authorities.

NOTE 1 Child abuse and negligence can include physical or psychological
violence.

NOTE 2 The EOMS can promote awareness on the prevention of child abuse and
negligence.



Annex B
(informative)
Principles for an EOMS

B.1Focus on learners and other beneficiaries

B.1.1Statement

The primary focus of the EOMS is to meet learner and other beneficiary
requirements and to exceed their expectations. Educational organizations should
actively engage learners in their own learning, with consideration of the
community needs, educational organization vision and mission, and course
objectives and outcomes.

B.1.2Rationale

Sustained success is achieved when an educational organization can address the
requirements of every learner, while at the same time attracting and
retaining the confidence of other beneficiaries such as employers,
parents and governments. Successful organizations work to ensure that every
learner performs to their highest potential.

Every activity conducted with an educational organization provides an
opportunity to create more value for learners and the other beneficiaries.
Understanding current and future needs of learners and other beneficiaries
contributes to the sustained success of the organization.

B.1.3Key benefits

Some potential key benefits are:

—increased value for learners and other beneficiaries;

—increased ability to respond to demands of interested parties;

—increased satisfaction of learners and other beneficiaries;

—enhanced reputation of the organization;

—improved learner motivation and engagement;

—improved acquisition and development of competences;

—wider access to education for learners with different learning styles, with
different needs, and from different backgrounds;

—enhanced learner personal development, initiatives and creativity.
B.1.4Possible actions

Possible actions include:

—understand the current and future needs and expectations of learners and
other beneficiaries;

—Ilink the organization’s objectives to the needs and expectations of learners and
other beneficiaries;
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—communicate needs and expectations of learners and other beneficiaries
throughout the organization;

—plan, design, develop, produce, deliver and support educational products and
services to meet the needs and expectations of learners and other beneficiaries;
—measure and monitor learner and other beneficiary satisfaction and take
appropriate actions;

—actively manage relationships with beneficiaries to achieve sustained success;
—breakdown educational services into modular offerings, with the learner being
able to choose their own path;

—offer courses in a number of different modalities, such as full-time, part-time
and via e-learning;

—create an organizational curricular policy that emphasizes active-learning;
—create collaborative spaces in facilities;

—train staff in learning centred learning;

—create a structure for experimenting with and implementing new curricular
techniques.

B.2Visionary leadership

B.2.1Statement

Visionary leadership is to engage all learners and other beneficiaries in creating,
writing, and implementing the organization mission, vision and objectives.
B.2.2Rationale

Creation of unity of purpose and the direction and engagement of people enable
an organization to align its strategies, policies, processes and resources to
achieve its objectives. Involvement of learners and other beneficiaries in the
leadership ensures a continuous focus on their needs, and avoids a disconnect
between people engaged by the organization and those served by it.

B.2.3Key benefits

Some potential key benefits are:

—increased effectiveness and efficiency in meeting the educational organization
objectives;

—Dbetter coordination of the organization’s processes;

—improved communication between levels and functions of the organization;
—alignment between the requirements of the people engaged by the
organization and those served by it;

—development and improvement of the capability of the organization and its
people to deliver desired results.

B.2.4Possible actions

Possible actions include:

—communicate the organization’s mission, vision, strategy, policies and
processes throughout the organization;
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—create and sustain shared values, fairness and ethical models for behaviour at
all levels of the organization;

—establish a culture of trust and integrity;

—encourage an organization-wide commitment to quality;

—ensure that leaders at all levels are positive examples to people in the
organization;

—provide people with the required resources, training and authority to act with
accountability;

—inspire, encourage and recognize the contribution of people;

—ensure leaders have the competence to manage change.

B.3Engagement of people

B.3.1Statement

It is essential for the organization that all involved people are competent,
empowered and engaged in delivering value.

B.3.2Rationale

In order to manage an organization effectively and efficiently, it is important to
respect and involve all people at all levels. Recognition, empowerment and
enhancement of competence facilitate the engagement of people in achieving the
organization’s objectives.

B.3.3Key benefits

Some potential key benefits are:

—improved understanding of the organization’s objectives by people in the
organization and increased motivation to achieve them;

—enhanced involvement of people in improvement activities;

—enhanced personal development, initiatives and creativity;

—enhanced people satisfaction;

—enhanced trust and collaboration throughout the organization;

—increased attention to shared values and culture throughout the organization.
B.3.4Possible actions

Possible actions include:

—communicate with people to promote understanding of the importance of
their individual contribution;

—promote collaboration throughout the organization;

—facilitate open discussion and sharing of knowledge and experience;
—empower people to determine constraints to performance and to take
initiatives without fear;

—recognize and acknowledge people’s contributions;

—allocate resources for people to learn, improve and keep themselves updated;
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—enable self-evaluation of performance against personal objectives;
—conductsurveystoassesspeople’ssatisfaction, communicate theresults
andtakeappropriate actions.

B.4Process approach

B.4.1Statement

Consistent and predictable results are achieved more effectively and efficiently
when activities are understood and managed as interrelated processes that
functionasa coherent system, including inputand output.
B.4.2Rationale

The EOMS consists of interrelated processes. Understanding how results are
produced by this system enables an organization to optimize the system and its
performance.

B.4.3Key benefits

Some potential key benefits are:

—enhanced ability to focus effort on key processes and opportunities for
improvement;

—consistent and predictable results through a system of aligned processes;
—optimized performance through effective process management, efficient use of
resources and reduced cross-functional barriers;

—enabling the organization to provide confidence to interested parties related
to its consistency, effectiveness and efficiency;

—allowing the organization to demonstrate its compliance with legal and
regulatory requirements.

B.4.4Possible actions

Possible actions include:

—define objectives of the system and processes necessary to achieve them;
—establish authority, responsibility and accountability for managing processes;
—understand the organization’s capabilities and determine resource constraints
prior to action;

—determine process interdependencies and analyse the effect of modifications
to individual processes on the system as a whole;

—manage processes and their interrelations as a system to achieve the
organization’s quality objectives effectively and efficiently;

—ensure the necessary information is available to operate and improve the
processes and to monitor, analyse and evaluate the performance of the overall
system;

—manage risks which can affect outputs of the processes and overall results of
the EOMS.
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B.5Improvement
B.5.1Statement
Successful organizations have an ongoing focus on improvement.

B.5.2Rationale

Improvement is essential for an organization to maintain current levels of
performance, to react to changes in its internal and external conditions and to
create new opportunities.

B.5.3Key benefits

Some potential key benefits are:

—improved process performance, organizational capability and customer
satisfaction;

—enhanced focus on root cause investigation and determination, followed by
prevention and corrective actions;

—enhanced ability to anticipate and react to internal and external risks and
opportunities;

—enhanced consideration of both incremental and breakthrough improvement;
—improved use of learning for improvement;

—enhanced drive for innovation.

B.5.4Possible actions

Possible actions include:

—promote establishment of improvement objectives at all levels of the
organization;

—educate and train people at all levels on how to apply basic tools and
methodologies to achieve improvement objectives;

—ensure people are competent to successfully promote and complete
improvement projects;

—develop and deploy processes to implement improvement projects throughout
the organization;

—track, reviewandaudittheplanning, implementation, completionandresults
ofimprovementprojects;

—integrate improvement considerations into development of new or modified
products and services and processes;

—recognize and acknowledge improvement.

B.6Evidence-based decisions

B.6.1Statement

Decisions and curricula based on the analysis and evaluation of data and
information are more likely to produce desired results.

B.6.2Rationale

Decision-making can be a complex process and it always involves some
uncertainty. It often involves multiple types and sources of inputs, as well as
their interpretation, which can be subjective. It is important to understand cause
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and effect relationships and potential unintended consequences. Facts, evidence
and data analysis lead to greater objectivity and confidence in decision making.
In particular, decisions on which facts to teach have lasting consequences on
learners and society.

B.6.3Key benefits

Some potential key benefits are:

—improved decision-making processes;

—improved assessment of process performance and ability to achieve
objectives;

—improved operational effectiveness and efficiency;

—increased ability to review, challenge and change opinions and decisions;
—increased ability to demonstrate the effectiveness of past decisions.
B.6.4Possible actions

Possible actions include:

—determine, measure and monitor key indicators to demonstrate the
organization’s performance;

—make all data needed available to the relevant people;

—ensure data, information and learning resources are sufficiently accurate,
reliable and secure;

—analyse and evaluate data and information using suitable methods;
—ensure people are competent to analyse and evaluate data as needed;
—make decisions and take actions based on evidence, balanced with experience
and intuition.

B.7Relationship management

B.7.1Statement

For sustained success, organizations manage their relationships
with  interested parties, such as providers.

B.7.2Rationale

Relevant interested parties influence the performance of an organization.
Sustained success is more likely to be achieved when the organization manages
relationships with all of its interested parties to optimize their impact on
its performance. Relationship management with its provider and partner
networks is of particular importance.

B.7.3Key benefits

Some potential key benefits are:

—enhanced performance of the organization and its relevant interested parties
through responding to the opportunities and constraints related to each
interested party;

—common understanding of objectives and values among interested parties;
—increased capability to create value for interested parties by sharing resources
and competence and managing quality related risks;
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—a well-managed supply chain that provides a stable flow of products and
services.

B.7.4Possible actions

Possible actions include:

—determine relevant interested parties (see Annex C) and their relationship
with the organization;

—determine and prioritize interested party relationships that need to be
managed;

—establish relationships that balance short-term gains with long-term
considerations;

—agather and share information, expertise and resources with relevant
interested parties;

—measure performance and provide performance feedback to interested parties,
as appropriate, to enhance improvement initiatives;

—establish collaborative development and improvement activities with
providers, partners and other interested parties;

—encourage and recognize improvements and achievements by providers and
partners.

B.8Social responsibility

B.8.1Statement

Socially responsible organizations are sustainable and ensure long-term success.
B.8.2Rationale

Based on the definition of social responsibility in ISO 26000, an educational
organization is responsible for the impacts of its decisions and activities on
society, economy and the environment, through transparency and ethical
behaviour that:

—contributes to sustainable development, including quality education for all,
health and safety, as well as the welfare of society;

—takes into account the expectation of interested parties;

—is in compliance with applicable law and consistent with international norms
of behaviour;

—is integrated throughout the organization and practices in its relationship.
This implies the willing inclusion by business of social and environmental
concerns in the commercial (economic) activities and their relation with their
interested parties.

B.8.3Key benefits

Some potential key benefits are:

—improved reputation across society;

—enhanced relationships with all interested parties;

—cost-savings due to more responsible and efficient resource use;
—improved risk-management due to sustainable practices;
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—ability to attract, retain and maintain satisfied staff.

B.8.4Possible actions

Possible actions include:

—raising awareness and building competence for social responsibility;
—including in the organization's strategy a reference to the way in which it
intends to apply social responsibility;

—adopting written codes of conduct or ethics that specify the organization's
commitment to social responsibility by translating the principles and values into
statements on appropriate behaviour;

—ensuring established management practices reflect and address the
organization's social responsibility;

—identifying the ways in which the principles of social responsibility and the
core subjects and issues apply to the various parts of the organization;

—taking account of social responsibility when conducting operations for the
organization;

—incorporating social responsibility into organizational functions and processes,
such as purchasing and investment practices, human resources management.

B.9Accessibility and equity

B.9.1Statement

Successful organizations are inclusive, flexible, transparent and accountable, in
order to address learners’ individual and special needs, interests, abilities and
backgrounds.

B.9.2Rationale

Educational organizations need to ensure that the widest possible pool of people
can have access to their educational products and services, subject to their
constraints and resources. They also need to ensure that all learners can use and
benefit from those products and services in an equitable manner.

B.9.3Key benefits

Some potential key benefits are:

—wider pool of potential learners;

—increased satisfaction from learners with special needs;

—enhanced ability to meet the requirements of other beneficiaries;

—a diverse learner population which through cross-fertilization of
ideas improves innovation and learning.

B.9.4Possible actions

Possible actions include:

—introducing learning and learner-centred learning and teaching;

—working with community organizations to improve attractiveness
of educational products and services;

—collecting data on access, participation and completion of learners with
different backgrounds, and using this to empower decision-making;
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—providing cultural, linguistic, psychological, educational and other support to
learners as necessary to aid their performance.

NOTE Access to educational products and services implies
that the same conditions will be applied to all persons seeking
access to those products and services, even though not all persons who seek
access will be granted it.

B.10Ethical conduct in education

B.10.1Statement

Ethical conduct relates to the ability of the organization to create an ethical
professional environment where all interested parties are dealt with equitably,
conflicts of interest are avoided, and activities are conducted for the benefit of
society.

B.10.2Rationale

For sustained success, organizations need to project an image of integrity
(honesty and fairness) in dealing with all interested parties. Staff of the
organization should hold themselves up to the highest standards of
professionalism in all their dealings.

B.10.3Key benefits

Some potential key benefits are:

—reduced losses from corrupt activities;

—enhanced image of the organization;

—improved staff motivation and morale;

—enhanced relationships with all interested parties;

—ensure integrity of research process and results.

B.10.4Possible actions

Possible actions include:

—institute an organizational ethical conduct policy, to which all members of the
organization subscribe;

—align all policies with ethical principles;

—include ethics as a management review input;

—follow ethical guidelines for research and implement appropriate structures to
do so;

—awareness sessions on benefits of ethical conduct;

—institute a system of discipline for breaking ethical conduct rules;
—encourage staff to report unethical conduct to managers;

—institute measures for avoiding bribery and conflicts of interest.

NOTE ISO 37001 provides further information on anti-bribery.

B.11Data security and protection

B.11.1Statement
The organization creates an environment where all interested parties can
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interact with the educational organization in full confidence that they maintain
control over the use of their own data, and that the educational organization will
treat their data with appropriate care and confidentiality.

B.11.2Rationale

Successful organizations will create confidence by ensuring confidentiality,
integrity and availability of data by identifying threats and vulnerabilities of
their activities, and setting controls to prevent and mitigate those threats and
vulnerabilities.

B.11.3Key benefits

Some potential key benefits are:

—protecting documented information from deletion or unauthorized
modification or deletion;

—preventing losses due to need to reinstate deleted data;

—againing confidence from learners and other interested parties, due to clear
disclosure policies;

—enhanced evidence-based decision making, due to confidence in data sources;
—ease of retrieval of information when needed;

—improved response to emergency situations.

B.11.4Possible actions

Possible actions include:

—establishing, implementing and maintaining a data security policy which
outlines roles, responsibilities and authorities with respect to data security;
—establishing, implementing and maintaining rules regarding confidentiality,
integrity and availability of data;

—publish clear policies to interested parties as to how the organization handles
their data;

—establish multi-stage backup systems, continued availability systems and
recovery systems for data;

—identify threats and vulnerabilities regarding data security and establish
controls to mitigate them;

—educate learners, staff and other interested parties as to how to ensure data
privacy and security, as well as on how to avoid potential threats to data security
and how to mitigate these.

NOTE ISO/IEC 20000 and ISO/IEC 27001 provide further guidance on data
security.
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Annex C

(informative)

Classification of interested parties in educational organizations

Figure C.1 gives a classification of interested parties in educational organizations.

[nterested parties
[Stakeholders)

[

Learners Other beneficiaries Staff Other
i ] & i Educational
— Students/pupils — overnment i Emplovees — i
/pup P organizations
L Apprentices L Labour market L] Volunteers L Media and soclety

Parents and
guardfans

Figure C.1 — Typology of interested parties
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In the examples in Figure C.1:

—students/pupils include any learner building and developing competence at
the educational organization;

—apprentices include learners receiving instruction in the context of the
workplace;

—government include ministries of education, public regulatory authorities and
regional authorities;

—labour market includes employers, employer-representatives and unions;
—parents and guardians include all persons who can make decisions on behalf of
learners;

—employees include permanent, temporary staff and externally contracted
persons who hold a position within the organization;

—volunteers include persons who provide a service to the educational
organization without monetary recompense (e.g. persons serving on committees,
visiting speakers);

—educational organizations include both competitors as well as collaborating
organizations;

—media and society include those with a tangential interest in the educational
organization;

—external providers include suppliers and other external organizations
providing outsourced services;

—shareholders include owners of shares in organizations and sole owners;
—commercial partners include sponsors and enterprises who jointly offer a
course;

—alumni include former students or pupils of an educational organization.
Educators can be employees, volunteers or external providers.

Interested parties can hold more than one type of relationship with an
educational organization.

EXAMPLE A doctoral student within an organization can be a beneficiary of
that organization as a learner, while at the same time be an employee as a
teaching-assistant or researcher.

W
S
=il
H
[ee}
w
=



Annex D
(informative)
Guidelines for communication with interested parties

D.1General
This annex provides guidance on the implementation of 7.4 in organizations.

D.2Levels of engagement

In determining what to communicate, with whom, the organization may
embark upon an analysis of interested parties, so as to determine the level
of interest of various interested parties in the activity of the organization, as
well as the organization's interest in communicating with them, in line with its
policy.

Table D.1 presents an example of an analysis of interested parties based upon
several different types of educational organizations.

Table D.1 — Sample analysis of levels of interest and participation of interested
parties in different types of educational organizations

Categories Interested parties
Learn- Staff | Parents | Govern- | Exter- | Suppli- | Labour | Compet-
ers and ment | nal pro- ers market | itors
guardi- viders
ans

Pre-primary HC HR HI HI MC M Ch LC H Ch
Primary HC HR HI HI MC M Ch LC H Ch
Secondary HI HR HR HI MC M Ch HC H Ch
University/college HI HI LC MI MC M Ch HI H Ch
Vocational, including profes-
sional higher education and HR HR N HC MC M Ch H1 M Ch
apprenticeships
Continuing education (adult HI N N N N N N N
education)
Tutoring, coaching and HC HC MC | Lch | McC L HCh | Mch
mentoring

Level of interest: High (H); Medium (M); Low(L); None (N)
Level of participation: Involved (I); Consulted (C); Represented (R); Checked (Ch)

These categories can be interpreted differently in different national contexts.
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D.3Methods of engagement and communications
D.3.1General
The method of communication depends on the objective of communication.

D.3.2Communications for obtaining the position, opinion or consent of interested
parties

The organization can establish different levels of participation for different
interested parties. These can include, as appropriate:

a)involvement: the interested parties participate in the process directly;
EXAMPLE 1 Parents and guardians can participate directly in the delivery of
pre-primary activities within the organization.

EXAMPLE 2 Industry organizations can be involved directly in the provision of
higher education through the supply of places for internships.
b)representation: nominated or appointed representatives of the interested
parties participate in the process directly;

EXAMPLE 1 Representatives of learners can be elected to university governing
boards by the learner body.

EXAMPLE 2 Staff can be chosen by a union to represent the interests on the
board of an educational organization.

c)consultation: interested parties are consulted on the process, but do not
participate in it;

EXAMPLE 1 External providers can be consulted on the design of books, other
educational materials.

EXAMPLE 2 Employers can be consulted as to their skill requirements,
before the organization designs a course.

d)checking: the organization takes note of the position of the interested parties,
but does not consult, represent or involve them.

EXAMPLE 1 Competitors can be checked before announcing a new programme
or amending an existing one.

EXAMPLE 2 The prices of various suppliers can be checked before deciding on a
fee structure by the educational organization.

Methods of communication can include, but are not limited to, those indicated in
Figure D.1
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Levels of engagement A Methods of
by interested parties ' communication

Involved Joint decision making with organization
Represented Representation In bodles making decfsions
Adwvisory boards

Regular scheduled meetings

Consulted .
Surveys
Public hearings/workshops
Interviews and analysis
Checked

Desk research

Figure D.1 — Potential methods of communication for obtaining the position, opinion or
consent of interested parties

D. 3.3 Communications for conveying relevant, accurate and timely
information to interested parties

The organization can establish different communication methodologies
depending upon the interested parties being targeted. These should
include, as appropriate:

a)generic communications: the communications are directed at all
interested parties and/or the general public;

b) targeted communications: the communications are directed at specific
groups of interested parties;

c)personalized communications: communication happens as a two—way
process between the organization and specific interested parties.
Methods of communication can include, but are not limited to, those
indicated in Figure D. 2.
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Levels of engagement A Methods of
by interested parties communication

Personalized Meetings in person

Individual emails and phone calls
soclal media

Targeted Memorandums

Internal magazines

Wehsites

Brochures and pamphlets

Generic Mass media advertisements (newspapers, TV, radio)

Figure D.2 — Potential methods of communication for conveyving relevant, accurate and timely
information to interested parties

D.4Frequency of communication with interested parties

The organization can define the frequency of communication with the interested
parties. Consideration can be given to the following factors when determining
the frequency of communication:

a)before introducing any new programmes or new products and services;
b)immediately after any changes are approved or issued that can have an
impact on the interested parties;

c)on a regular basis as agreed with interested parties or as set by the
communication method;

d)following any complaints by interested parties.

D.5Receipt and handling feedback from interested parties

The organization should assign a function to receive and record communication
from interested parties. The method of recording should indicate:

—the identity of the sender (unless anonymous);

—the date of receipt of the communication;

—the subject of the feedback;

—the need to act or not on the feedback;
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—the concerned person(s) in the organization that needs to act on the feedback;
—the deadline for answering the interested parties, if needed.

D.6Review of impact of feedback from interested parties on the management
system

Following a review of the feedback, the person(s) concerned should take action
as required and make any necessary improvements to the EOMS.
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Annex E
(informative)
Processes, measures and tools in educational organizations

E.1Processes

Processes in educational organizations can include those for:
—providing adequate resources;

—recruiting, selecting and registering applicants;

—managing and maintaining the necessary educational infrastructure (including
classrooms, laboratories, study-spaces, libraries);

—scheduling, designing, managing and evaluating courses;

—evaluation of staff performance;

—evaluation of learners' performance;

—internal and external communications;

—corrective and preventive actions;

—recruitment of staff;

—continuing professional development of staff;

—management review;

—security, health and safety compliance;

—publication of educational materials (including books, journal articles);
—conforming to requirements for accreditation;

—informing relevant parties of changes to policy, strategy or instruction;
—retaining documented information;

—issuing and securing recognition of learning achieved and accessed as
documented information;

—responding to feedback, queries and complaints from interested parties;
—operating learner support and orientation systems;

—complaints appeals and anti-discrimination;

—information collection and analysis on:

—learner demographics;

—course participation, retention, completion;

—destination of learners after studies;

—learner satisfaction;

—Tlearner performance;

—publication of course information.

E.2Measures

Educational organizations can implement measures for:
—dropout rate;

—literacy rate;

—learner satisfaction;

—attendance and/or engagement rate of learners;
—satisfaction of other beneficiaries;
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—agraduation rate (as percentage of original admissions);
—Ilength of time for completion of programme;

—job placement rate at specified intervals after graduations;
—overall level of qualification of staff;

—publication and research output of staff;

—number of hours of continuing professional development;
—percentage of accredited programmes;

—number of complaints;

—assessment pass rate;

—ratio of administrative to research to teaching staff;
—overall inward investment (by source);

—degree of achievement of learning outcomes.

E.3Tools

Tools for evaluation in educational organizations can include:
—cost analysis;

—satisfaction surveys;

—suggestion schemes;

—complaint and appeal systems;

—impact evaluation;

—needs analysis;

—statistical data analysis;

—focus groups;

—self-assessment;

—peer assessment;

—boards and committees to analyse performance;
—SWOT;

—brainstorming;

—quality methodologies (e.g. TQM, Lean Six Sigma, Kaizen).
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Annex F
(informative)

Example of mapping to regional standards
Tables F.1 and F.2 illustrate how to map this document to other regional
standards in the field of education, taking as an example a mapping to the
European Quality Assurance Framework for Vocational Education and Training

(EQAVET).
Table F.1 — Requirements matrix: EQAVET — ISO 21001
EQAVET IS0 21001
P1 4.1;5.1.1b); 5.2.1 b); 8.2.1 ¢)
p2 4.2b); 4.3;5.2.11); 7.4.2 a); 8.2.1 a); 8.2.2;9.1. 4
P3 441¢c);6.2.1;7.1.5.1;81.1
P4 4.4.1e);53;7.1.2;8.3.2 €)
P5 7.1.6;7.4.2a)
P6 5.2.2;5.3;6.2.11);7.3;7.4.2 b)
P7 4.2b);43;5.1.1h);5.2.11);74.2a); 8.2.2;9.1.4
P8 42b); 4.3;7.4.2); 83.2 h); 82.2
P9 4.41 g);9.3.2;9.3.3;10.2; 10.3
P10 7.1.5.1;8.1.1;83.2j); 9.1.4; 9.1.5
11 4.4.1d);5.1.1 e); 6.2.2b); 7.1.1; 7.1.2; 7.1.3; 7.1.4;
8.3.21); 8.3.4.3 ¢); 8.2.2 €); 8.5.1 b); 9.3.2 d); 9.3.3 ¢
12 7.1.1.1b); 7.2
13 7.1.1.1b); 7.2
14 7.1.6
15 6.3;9.3.3;10.2; 10.3
16 7.1.5.1;8.1.1; 8.5.1 ¢); 9.1.4; 9.1.5
Al 6.1.1¢);7.1.5.1;8.1.1; 8.3.4.1; 8.3.4.3; 8.3.5; 8.5.1; 8.7;
8.4.1;84.2;9.1.1
A2 9.1.3;9.14;9.15
A3 9.1.1;9.13
A4 9.4.1
A5 9.1.2.1;9.3.2 ¢)1); 9.3.2 g)
R1 7.4
R2 9.1.1;9.1.2.1;9.2.2 a)
R3 8.5.69.2.2 a); 9.3.2;9.3.3; 10.2; 10.3
R4 8.5.6;9.3.1
Table F.2 — Requirements matrix: ISO 21001 - EQAVET
IS0 21001 EQAVET
4.1 P1
4.2 b) P2, P7, P8
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IS0 21001 EQAVET
43 P2, P7, P8
441 ¢) P3
4.4.14d) I
441 ¢€) P4
44.1g) P9
5.1.1b) P1
5.1.1¢€) 11
51.1h) P7
5.2.1b) P1
5.2.11) P2, P7
22 P6
53 P4, P6
6.1.1¢) Al
6.2.1 P3
6.2.11) P6
6.2.2b) I
6.3 I5
7.1.1 I
7.1.1.1D) 12,13
7.1.2 P4, 11
7.1.3 11
7.1.4 11
7.1.5.1 P3, P10, 16, Al
7.1.6 P5, 14
72 12,13
7.3 P6
7.4 R1
7.4.2 a) P2, P5, P7, P8
7.4.2b) P6
8.1.1 P3, P10, 16, Al
8.2.1a) P2
8.2.1¢) P1
8.2.2 P2, P7, P8
8.2.2 ¢) I
8.3.2 ¢) P4
8.3.2 ) 11
8.3.2h) P8

p=i
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8.3.2j) P10
8.34.1 Al
8.3.4.3 Al
8.3.4.3 ¢) I
8.3.5 Al
8.4.1 Al
8.4.2 Al
8.5.1 Al
I1SO 21001 EQAVET
8.5.1b) I
8.5.1¢) 16
8.5.6 R3, R4
8.7 Al
9.1.1 A1, A3, A4,R2
9.1.2.1 A5, R2
9.1.3 A2, A3
9.1.4 P2,P7,P10,16, A2
9.1.5 P10, 16, A2
9.2.2 a) R2, R3
9.3.1 R4
9.3.2 P9, R3
9.3.20)1) A5
9.3.2d) 11
9.3.2 g) A5
9.3.3 P9, 15, R3
9.3.3¢) 5
10.2 P9, 15, R3
103 P9, 15, R3
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Annex G
(informative)
Health and safety considerations for educational organizations

The issue of health and safety is particularly relevant as more and more
educational organizations are developing partnerships with industry and
government to provide experiential learning, internships, service learning, study
abroad, and work-related experiences. These are important learning experiences
that broaden and deepen learning and help to bridge theory and practice.
Educational organizations can consider:

—communicating with and providing opportunities for the staff, learners and
other beneficiaries to exercise their rights and to assume their responsibilities
with respect to health and safety;

—adopting safe working, teaching and learning methods and techniques that
take hazards and risks into account by setting up prevention measures to
eliminate or mitigate them;

—monitoring and adapting by encouraging the participation of interested
parties in the various prevention strategies that are put in place.

Educational organizations can also consider how they will ensure the health and
safety (including physical and psychological integrity) of educational
organization staff, learners, and other beneficiaries during teaching and learning
activities through:

—adoption of safe working methods and techniques;

—identification of sources of hazards, assessment of risks and use of prevention
measures to eliminate or mitigate them;

—adoption of practices that reduce health and safety risks for educational
organization work, learning and teaching situations;

—allowing opportunities for employers, as well as for staff, learners, and other
beneficiaries, to exercise their rights and to assume their responsibilities with
respect to health and safety;

—providing control mechanisms to ensure the proper assessment of health and
safety processes;

—provision of opportunities for involvement in, and feedback regarding, the
various prevention strategies implemented.
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