What is ISO?
(Source: http://www.iso.org/iso/iso_catalogue/management_and_leadership_standards/quality_management/iso_9000_essentials.htm)

ISO 9000 Essentials
The ISO 9000 family of standards represents an international consensus on good quality management practices. It consists of standards and guidelines relating to quality management systems and related supporting standards.
ISO 9001:2008 is the standard that provides a set of standardized requirements for a quality management system, regardless of what the user organization does, its size, or whether it is in the private, or public sector.  It is the only standard in the family against which organizations can be certified – although certification is not a compulsory requirement of the standard.
Why an organization should implement ISO 9001:2008 
Without satisfied customers, an organization is in peril!  To keep customers satisfied, the organization needs to meet their customer’s requirements.  The ISO 9001:2008 standard provides a tried and tested framework for taking a systematic approach to managing the organization's processes so that they consistently turn out product that satisfies customers' expectations. 
How the ISO 9001:2008 model works 
The requirements for a quality system have been standardized - but many organizations like to think of themselves as unique. So how does ISO 9001:2008 allow for the diversity of say, on the one hand, a "Mr. and Mrs." enterprise, and on the other, to a multinational manufacturing company with service components, or a public utility, or a government administration? 
The answer is that ISO 9001:2008 lays down what requirements your quality system must meet, but does not dictate how they should be met in any particular organization. 
Checking that it works 
1. The standard requires the organization to audit itself to its ISO 9001:2008-based quality system to verify that it is managing its processes effectively - or, to put it another way, to check that it is fully in control of its activities. 
2. The organization may engage the services of an independent, quality system certifying body to obtain an ISO 9001:2008 certificate of conformity.  This has proved popular because of the perceived credibility of an independent assessment. 
3. The certificate can also serve as a business reference between the organization and potential clients, especially when supplier and client are new to each other, or far removed geographically, as in an export context.
Why did we get into ISO?

Here is what we said in 2001-2002 as we started the ‘ISO journey’,

“With the focus on customer service and total quality, the ECTS hoped to enhance its customer orientation, commitment to quality and overall operational efficiency.”

Other thoughts that played into the decision to pursue ISO certification:

1. The administration was asking teachers to adopt nationally recognized skill standards for their program to demonstrate ‘the quality’ of the instruction occurring in their programs.  

ISO 9000 was Management’s commitment to adopt a national standard too (internationally recognized actually!)

2. There is no national accreditation for secondary career and technical schools.  High schools and colleges/universities can acquire Middle States accreditation.

ISO 9000 is the technical school’s version of Middle States.

3. As a technical school, dealing with business and industry on a daily basis, possessing an accreditation that business and industry recognized was important.

ISO 9000 is an industry standard readily recognized by business and industry.

4. The pace before 2001-2002 seemed to be hectic and chaotic.  

ISO 9000 added structure to an environment that felt unstructured.

5. Initiatives and priorities change quickly and frequently in public education.  It is easy to lose one’s focus on quality and improvement.  ECTS needed something to drive and sustain its quality focus.

ISO 9000 was the school’s quality sustaining initiative.
Has ISO Been Worth It?

1. Look at our Key Indicators of Performance Success (KIPS).  

What are we doing now that we were not doing before 2001-2002?

2. Look for ISO’s influence on our culture and practices

a) Data analysis & Data-driven decision-making
b) Process, Root Cause focused (we don’t immediately blame people or resources)
c) Planning (with structure)
i. Annual Quality Action Plans
ii. NOCTI Improvement Plans
iii. Quarterly Literacy Plans
d) Customer Feedback—we cannot ignore it (and we actually encourage it!)

3. What Others Say about our Quality—“quality is at work there”

a) PDE Best Practices Initiative
b) Local financial audits
c) SRI (registrar) ISO audit reports
d) Erie County Health Department inspections
e) Auditor General reports

4.  Back to the Beginning:  a) customer orientation, b) commitment to quality and c) operational efficiency
a) Prospective Students, Student, Parent, Employer, District, Staff feedback tools
b) ISO registration maintained for 10 years; national skill standards for programs
c) Product (training) & Services controlled; financial processes; student information management; curriculum development; new programs and services incorporated; 
