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1 Communication 

1.1 Introduction & Purpose 

The purpose of this procedure is to outline your organization’s guidelines and instructions for managing 

internal and external communication relating our quality management system. This procedure aims to provide 

specific requirements for the internal and external communication of quality related issues and the 

establishment of lines of communication with various parties. 

1.1.1 Process Turtle Diagram 

 

1.1.2 References 

Standard Title Description 

BS EN ISO 9000:2015 Quality management systems Fundamentals and vocabulary   

BS EN ISO 9001:2015 Quality management systems  Requirements 

BS EN ISO 9004:2018 Quality management systems Guidelines for performance improvements 

1.1.3 Terms & Definitions 

Term ISO 9000:2015 Definition 

Documented Information Information (3.8.2) required to be controlled and maintained 

Risk The effect (3.7.9) of uncertainty 

Objective Evidence Data (3.8.1) supporting the existence or verity of something 

Output 

• Increased awareness 

• Improvement 

• Conforming processes 

• Enhanced desirable effects 

• Evaluation 

• Documented information 

• Responses to 

communications 

• Contribution of workers to 

decisions 

How 

• All employees 

• Interested parties 

• Visitors and contractors 

• Service level agreements 

With what measure 

• Minutes of meetings 

• Briefing attendance register 

• Results of surveys 

• Objectives and KPIs met 

 

With what 

• Policies & objectives 

• Legal & statutory rqrmnts 

• Internal/external comms 

• Communication channels 

With who 

• Quality Manager 

• All workers and contractors 

• Top management 

 

Activity 

Determine the internal and 

external communications 

relevant to the quality 

management system, 

including: 

 

• On what we communicate 

• When we communicate 

• With whom we 

communicate 

• How we communicate 

• Who communicates 

Input 

• Risks and opportunities  

• Quality objectives 

• Incident investigation 

• Planned changes 

• New plant and equipment 

• Views of interested parties 

• Diversity and cultural 

aspects 

• Employee suggestions 

• Customer requirements 

 




