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HOUSE BILL 804
AN ACT establishing a committee to study the certification of New Hampshire public schools

in accordance with International Organization of Standards 9001 guidelines.
SPONSORS: Rep. Akins, Graf 18

COMMITTEE: Education

ANALYSIS

This bill establishes a committee to study the certification of New Hampshire public schools in
accordance with International Organization of Standards 9001 guidelines.

Explanation: Matter added to current law appears in bold italics.

Matter removed from current law appears [inbrackets-and-shrackthroush:)

Matter which is either (&) all new or (b} repealed and reenacted appears in regular type.
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STATE OF NEW HAMPSHIRE
In the Year of Our Lord Two Thousand Three
AN ACT establishing a committee to study the certification of New Hampshire public schools

in accordance with International Organization of Standards 9001 guidelines.

Be it Enacted by the Senate and House of Representatives in General Court convened:

1 Committee Established. There is established a committee to study the certification of
New Hampshire public schools in accordance with International Organization of Standards 9001
guidelines.

2 Membership and Compensation.

' [. The members of the committee shall be as follows:

(a) Three members of the house of representatives, appointed by the speaker of the
house.
(b} Three members of the senate, appointed by the president of the senate.
I1. Members of the committee shall receive mileage at the legislative rate when attending to
the duties of the committee.

3 Duties. The committee shall:

I. Study the feasibility of certifying public elementary and secondary schools in this state in
accordance with International Organization of Standards 9001 guidelines.

II. Determine any costs associated with such certification.

II1. Determine whether any federal or state funds are available to assist with the cost of
such certiﬁcaﬁon. .

4 Chairperson; Quorum. The members of the study committee shall elect a chairperson from
among the members. The first meeting of the committee shall be called by the first-named house
member. The first meeting of the committee shall be held within 45 days of the effective dafe of this
section. Four members of the committee shall constitute a quorum.

5 Report. The committee shall report its findings and any recommendations for proposed
legislation to the speaker of the house of representatives, the senate president, the house clerk, the
senate clerk, the governor, and the state library on or before November 1, 2003.

6 Effective Date. This act shall take effect upon its passage.
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HOUSE COMMITTEE ON EDUCATION

PUBLIC HEARING ON HB 804

BILL TITLE: establishing a committee to study the certification of New Hampshire
public schools in accordance with International Organization of
Standards 9001 guidelines.
DATE: March 18, 2003
LOB ROOM: 207 Time Public Hearing Called to Order: 11:20 am

Time Adjourned: 11:45 am

{please circle if present)
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Bill Sponsors: Rep. Aking

TESTIMONY

*  Use asterisk if written testimony and/or amendments are submitted.

Representative Ralph Akins introduced bill and submitted written testimony. Rep. Scovner
(Question): Would International Organizational Standards help with accreditation of schools?
(Answer): It helps, but under State and Federal Statute, no. Rep. Scovner (Question): I see some
heavy costs up front. (Answer): Yes, there is. The commission would look for private grants to offset
the costs. Rep. Leone (Question): Is this model similar to the one General McArthur used in Japan
after WWII? (Answer): Yes. (Question): Have school systems used this and have had problems?
(Answer): No. Schools are run like a business. Rep. Balboni (Question): How many public schools
have this? (Answer): I don't have an accurate figure, but the 180 is growing. Rep. Ingbretson
(Question): What are we doing here? (Answer): Referred to last page of handout in regards to what
the ISO program does. We are trying to improve the delivery of services. Rep. Alger (Question): Is
anyone doing this in New Hampshire? (Answer): I don't know of any schools using this. Rep. Dunn
(Question): What about Private Schools? (Answer): I don’t know the figures. (Question): What about
colleges and universities? (Answer): Those programs are very successful.

Sarah Browning, Department of Education supports this bill. This could help measure a school’s
performance and help a school be held accountable. Rep. Ingbretson (Question): What is school
performance? (Answer): We are being asked to assess whether our schools are doing a good job and
this seems to be another tool to help accomplish this.

Respectively submgji,ﬂo
Sharon M. Carson
Committee Clerk
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Over the past 15 years most successful manufacturing companies
have relied on 1ISO 9000 criteria and processes to improved their
efficiencies and the quality of their products. For those of you not
familiar with it ISO stands for International Standards Organization.
That organization has established methodologies for efficient
organization and a quality focus. It certifies analysts who work with
companies to develop their own internal methodologies to improve
the way they do business on a continual basis.

Recently a growing number of schools and school districts have
adapted and adopted the "best business practices” found in the ISO
9001 requirements to their educational environments.

Pre-K-12, vocational-technical and higher educational institutions are
all using the ISO 9001 registration process as a means to better
manage their organizations and continually improve the processes
that lead to quality in the classroom and overall operational efficiency.
ISO procedures also help them tie together the muititude of federal,
state and local requirements into a single quality management
system know by the abbreviation (QMS).

Schools are finding that an ISO QMS provides a central management
tool to make sure all internal and external stakeholders are satisfied -
starting with their students.

Through the use of internal and external audits, school administrators
get ongoing feedback on how well their school is performing from an
"inside-out" perspective.

Day-to-day operations are assessed to ensure consistency.
Weaknesses are reported in a process which requires quick
resolution. Internal and external performance measures tell how well
quality objectives are being met.



1ISO9001 is a framework for planning, implementing and managing a
quality management system (QMS).

The QMS interrelates all of the organizational processes that result in
satisfaction of the organization’s customer.

Schools generally define their customers as their student’s. District
offices see the schools within the district as their customers.

In both cases, the process of determining customer requirements,
establishing internal processes to meet those requirements,
delivering their “product “ (i.e. education) and measuring the level of
customer satisfaction are the essence of QMS activities. For
schools customer {or student) satisfaction must be taken to include
the student’'s educational success.

The processes are subject to continual improvement through systems
that drive better performance based on internal and external quality
measures.

Implementing the QMS starts with documenting the organization’s
internal quality policies and procedures. Faculty, staff and
administration are trained based on the documented policies and
procedures.

ISO is a documentation-based process with employees serving as
internal auditors. Employees and management alike assess work
procedures and jointly develop a quality manual and corrective action
procedures. A team of internal auditors is trained to conduct regular
internal audits to determine the overall effectiveness of the QMS. A
“management review” is established to review audit results. The
objective is to improve internal communication, increase
effectiveness, monitor parformance, resolve deficiencies and adopt
the best practices found throughout the organization.

ISO9001 registration is achieved by contracting with a third-party
auditing firm called a “registrar” who assesses the QMS to ensure it

complies with all ISO90C1 requirements and certifies that the QMS is
effective. Once the registration certificate is issued, the registrar will



schedule semi-annual or annual surveillance audits to confirm
ongoing compliance and effectiveness.

The application of ISO 9001 to school districts and other educational
facilities is a fairly recent trend. The initial reaction was that the
teaching profession could not use standards because of the “creative
and empathic aspects of their work."

Those concerns have been overcome in many schools. Educators
see that ISO 9001 improves their operational structure. With less
time lost on operational inefficiencies the application of a QMS
system frees up educator’s time and energy for the creative and
people aspects of their mission.

Schools generate an enormous amount of paperwork that needs
tracked and maintained. The central offices have many external
customers--administrators and teachers--whose needs must be
addressed daily.

ISO provides a framework and structure to help improve service to
these customers. For example, procurement management is one
area which can often e improved upon leading to lower costs and
better delivery.

A wide variety of educational establishments in the United States
have implemented 1SO 2001 in recent years.

Exact numbers are not available, because 1SO only publishes
standards and the 50 accredited U.S. registrars operate
independently of each other.

Dr. Craig Johnson, a raragement consultant based at Florida State
University who heads 1:» the American Society for Quality’s education
committee, says he kr,.ows ¢f about 200 public schools, colleges and
community cclleges n tionwide that have earned 1SO 9001
registration.

The A.V. Cato Elemertary School in Fort Worth, Texas, just started
the 1ISO 9001 procesc nis spring, and two vocational technical
schools in Ohio and N .ichigan are preparing to pursue {ISO 9001. The



Hershey School, a private school in Pennsylvania, received 1ISO
certification last year.

Schoo! districts known to have implemented 1ISO 9001 programs
range in size from 1,200 students in northwestern Chio to an urban
system with 90,000 students. It is reported that they now provide
better quality educaticn that is real world oriented and based on
efficient and ccnsister.t management.

The majority of schoo's are using ISO 9001 programs to simply
improve on their opeition. Some schools are going further by
leveraging thzir iSO €301 certificate for a more productive
relationship w.lh inc + lry for their school-to-work programs. Such a
coliaboration viith " us'ness and industry can better prepare students
for the workplace and open a dialogue between schools and the
private sector about v hat skills are needed to meet the demands of
today's real world ccc romy.

HB804 estabi.;rcs = ~ommittee to study the subject of ISO 9001
certification. |. 15" ¢ rtification is deemed of value the committee
should further det.rm ne how the State can encourage schools to
adopt ISO cerlificetio. and improve their practices. This may include
educating sct...c! 1= agers through seminars on SO, providing for
initial consultc-icn o erving as catalysts to encourage 1SO certified
businesses to z= =’ .hools and school districts.
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ISO in Education
An overview

A White paper by:

Core Business Solutions, Inc.

INTRODUCTION

While the tradltional use of the FSO9000 registration has
been for manufacturing companies, over the past few
years many educatlonal institutions have taken hold of
its quality-focus in order to Implement a systematic
approach to driving quality into their organizations,
Many schools find gufdance within the business-oriented
language of the ISO requirements for a better way to do
business - that is, a manageable approach for
continually improving the processes that lead to guality
in the classroom ang overall operational efficiency.

A growing number of local school districts, vocational-
technical schools and higher-education institutions are
finding in the 1SO9000 standard a way to manage
improvement in their organizations. These include
schaols and school districts in the United States,
Canada, Singapore, the United Kingdom, Switzertand
and Australia. Dr, Craig Johnson, @ management
consultant based at Forida State University who heads
up the American Society for Quality's education
committee, says he knows of about 200 public schools,
colleges and community colleges nationwide that have
earned IS0 9000 registration in the US.

while there are several state and federal mandates that
oversee performance accountability and recognlze the
need for continuous improvement in education, I1SO
9000 addresses accountability and continuous
improvernent. It also provides the structure to create a

"ISO 9000 Improves the operational
structure [schools] work in and the
day-to-day processes. With less time
lost on operational malfunctions, they
have more time and energy for the
creative and people aspects, In
addition, the implementation of an IS0
9000 quality system by a school may
give confidence to taxpayers that their
money Is being used effectively.”

- - Roger Frost, press.officer for the International
Organization for Standardization In Geneva,
Switzerland

¥ 2003 CORE BUSINESS SOLUTIONS

quality policy and quality objectives that can direct
everyone in the organization toward commaon
goals that genuinely matter to the success of the
school or district,

WHAT IS IS090007?

1509000 is a frarnework for planning,
implementing and managing a quallty
management system (QMS). The QMS interrelates
all of the organizational processes that result in
satisfaction of the organization's customers.
Schools generally define their customers as their
students while district offices see the schools
within the district as their customers. In both
cases, the process of determining customer
requirements, establishing internal processes to
meet those requirements, dellvering their
“product” and measuring the level of customer
satisfaction are the essence of the QMS activities.
Supporting these core processes Is a continual
improvement system that drives better
performance based on internal and external
quality measures.

Impiementing the QMS starts with documenting
the organization's Internal quallty policles and
procedures, then training faculty, staff and
administration from those documents. A team of
Internal auditors is trained to prepare to conduct
regular internal audits to determine the overall
effectiveness of the QMS. A “management review”
is established to review audit results, customer
satisfaction data and other system measures to
determine action necessary to improve the
performance of the QMS.

I1S0O3%000 registration is achieved by contracting
with a third-party auditing firm calied a "registrar”
who will assess the QMS to ensure it complies with
all IS09000 requirements and whether the QMS is
effective. Once the registration certificate is
issued, the registrar wii schedule semi-annual or
annual survelliance audits to confirm ongoing
compliance and effectiveness,
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THE NEW IS09000

In 2000, the 1SOS000 requirements were updated and
renamed 1509001:2000. Organizations previously
registered are given three years to upgrade their QMS
ta the new requirements and to be re-certified.

while the earlier version of the standard was targeted at
manufacturing companics, the now version has boen
written to be more easily adopted by a wide variety of
organizatipns, including schools. Still, there is & process
of translatina tha requirements te the snecific
operational processes of the organization and
determining which requirements apply and which do
nat.

Three of the most important changes in the “2000"
version are

- The increased requirements for top
' managemant to provide planning and -

oversight of the QMS;

+«  The need to implement measurable quality
objectives that drive continual Improvement;
and

. A “process approach” to managing the QMS
that relies on defining the organization's key
processes and measuring thelr performance
on an ongolng basis.

Both school districts and indlvidual schoals may find the
new standard much more “user friendly™ than it
predecessor with the flexibility to maximize the value
added to the organization while minimizing any
additional administrative work,

TANGIBLE BENEFITS

The application of 1S0S000 to school districts and other
Roger Frost, press officer for the International
Organization for Standardization tn Geneva,
Switzertand, which has developed the IS0 9000
standards series.

Frost explalns that educational facilities “see that 150
9000 improves the operationat structure they work Iin
and the day-to-day processes. With less time lost on
operational malfunctions, they have more time and
energy for the creative and people aspects. In addition,
the Implementation of an 1SO 9000 quality system by a
schooi may give confidence to taxpayers that their
money is being used effectively.”

Numerous benefits have been reported by school
districts and individual schools directly resulting from
thelr 1ISO00D registration inciuding benefits for the
faculty, staff, students, community emplovers and the
school itself, Including:

Benefits to the school.

= Increased community awareness and
appreciation of the education provided by the
school

. Increased operational efficiency

. Empowerment of staff members to
recommend and implement change,

+ . Better documentation of methods and
responsibilities resufting in more consistent
processes

£ 2003 CORE BUSINESS SLUTIONS

e  Reduction of the intemal costs of deing
business

- Better management practices including
planning and fact-based performance review

. Management of a business plan and mode! for
the future that inciudes involvement by the
entire arganization and a commitment to
guality and improvement

. A process for solving problems

. Significant manpower savings

. Catching procedural errors that weren't being
taken care of appropriately

- Establishing measures to track school
performance as indicators of how well the
school or district is maintaining quality

Beneflts to facuity and staff.

. Developing a perspective of students as
customers and taking responsibility for
customer satisfaction

. Refocus of staff enargles on the core mission
of teaching and learning

. Mure apen lines of communication

. Mathods for taklng corrective actions so If
something needs attention, it can get
attention

. Establishment of o werkforee development
system that s accountable, cost-effective, and
addresses continual improvement,

Benefits to students.

. Development of a quality mindset among
students

. Preparing students to go into the wark place
with an understanding of the impartance of
quality standards, which provides a slgnificant
advantage to their employers

Benefits to community employera.

. Employers taking greater tnterest in the
development of programs with the schools
and a greater interest in thelr students

. Preparing greater coliaboration with business
and industry to better prepare students for
the workplace

In Qhia...

The tiberty Center Local School District in Liberty
Cunter, Ohiv, is the sinailest district Lo eam ISO5000
registration with a total of 1,200 students in a K-6
building and a second school for grades 7-12.
Superiniendent Thomas Lammers says, "Morthwest
State Community Caollege {in Archibotd, Ohio) asked us
if we have an 1SO 9000 registration process and we
thought It was intriguing. We could Institute a quality
management system In our district to Improve education
and make it more efficient. We had a continuous
improvement plan in place to meet statewide
accountability, so we were more interested in improving
?ur overall performance. ISC 9000 took us to a new
evei.”

Moreover, Lammers wanted to promote greater
coliaboration with business and industry to better
prepare students for the workplace, He hasn't seen
enough dialogue between schools and the private sector
about what skills are needed to meet the demands of a
new high-tech, global economy. 150 9000 has been a
tool in promating that partnership, he says.



In Coiorado...

At the other extreme, the Jefferson County, Colo.,
district, with 143 school sites and 89,000 students,
generates a great deal of paperwork that needs tracking
and maintaining. lefferson County opted to pursue ISQ
5000 regisiralion, says Cherie Lyons, execulive diruclor
of planning, research and resource development,
"hecause it provided a framework and structure to help
us improve customer service {to individual schools),
especially ¢n the business side of our operation.”

In Dannevivania...

In Lancaster, Pa., a district with about 12,000 students,
Superintendent Vickt Phillips says, "I became a big fan
of 1S0 9000 for education.” The Lancaster district spent
almost two years working on its [SO 9000 process.
Phillips says the Hrst concern was transiating the
standards’ key elements, which were designed for
industry, into educationa! terms. The next concemn was
how to involve in meaningful ways a fuli range of staff
members--from teachers to custodians, administrators
and finance specialists.

Phillips can tick off at least five ways that IS0 9000 has
benefited the school district. These range from
refoctising staff energies an the core mission of teaching
and learning to establishing six areas to tack in the
community as Indicators of how well the district is
maintaining quality. But mainly, Phillips says, 150 9000
"opened up communication. People can audit what we
do and there are methods for taking comrective actions.
If something needs attention, it can get attention
because there is a way to do that.”

Like many educatignal institutions, the School District of
Lancaster believes that applying successful business
practices to education is long averdue. In a May issue of
USA Today, Lancaster's ISO initiative was called "one of
the most ambitious attempts yet to take something that
works in business and apply it to public education.”

In Delawsre...

In the Brandywine School District in Claymont, Del.,
Superintendent Joe Delohn figured 1SO 9000 might be
the best way for him to bring better management
practices to the mid-size urban district with 11,400
students. "We wanted to improve and IS0 9000 has
been largely a total quality management move," DeJohn
says. "In TQM you have to say what you do, do what
you say, prove It and improve It That's what we were
after.”

GETTING STARTED

As a consulting firm with years of 1509000 experience
working with businesses in Industry, Core Business
Solutions has taken a leadership position in providing
similar consulting services to educational institutions.
As we have worked with various schools, we've
developed a customized approach to helping schools
plan and impiement an IS09000 guality management
system that Is fully adapted to their organizations. We
work dosely with top administration to determine
spedcific improvement objectives then involve Faculty and
staff in the development of quallity poticies and work
procedures appropriate to the school’s “way of doing

© 20032 CORE BUSTNESS SOLUTIONS

things”. Wae facus on providing in-depth training for
everyone involved so they can fully understand how a
QMS benefits each Indlvidual and the school as a whole,
what will be expected of everyone in the orqanization
and how to use the new QMS to directy Improve the
quality of education and student services.

Core Buslness Solutlons’ business background has
been very helpful to enable us to offer suggesbtons for
locking at processes from a different vantage puint and
schoo! personnel have been very apen to finding new
ways of dealing with issue they have struggled with for
yeare, At the came Hme, we are very aware of the
basic differences between business and educational
arganizations and are careful to design an approach that
fits the school’s objactives and unique culture,

Our 1509000 jn Education services range from one-time
training programs to tully engaged consuiting projects.
We also provide several software solutions designed
especially to simpllfy the administration of the 1S05000
requirements. Here are some aof the services and
products we have available:

TRAINING PROGRAMS

ISCO9GO0 for Schools: An Introduction (2 hr.}
School Management Planning Workshop (4 hr.)
Faculty and Staff Overview of 1S09000 (2 hr.)
1SO90060 Ducumenlaiiun {8 hr.j

1503000 Intemal Auditing (16 hr.)

1S08000 Employee Introduction (online)
ISOB0C0 Project Manager Treining {ontine}

CONSULTING SERVICES

Gap Analysis

Documentation Development
Project Management
Management Planning

Registrar Scloction
Pre-assessment Readiness Audit

® o 4 & 4 &

SOFTWARE APPLICATIONS

. DocBase Direct® - QMS Document
Management Application

. TralningTrack 2000® - Training Management
Software

IS09000 SERVICE PACKAGES FOR EDUCATION

- 1509000 First-Time Certification Package
. 1S09001:2000 Transition Upgrade Package
. 1S09000 Coaching Support Package

For more information or to request a call from a Core
Business Solutions’ representative contact us at:

Website: www.thecoresolution.com

Emali:  coreinfo@thecoresalution.com

Phone:  (B66)354-0300 (US)
(570)524-2785 (outside US)

-



NEED SOME ASSISTANCE?
. Core Business Solutions provides a full range of 1509001:2000 support services that can assist you in implementing or upgrading your quality
management system. These include:
First Tima certification Our experience implementing an 1S09001:2000 quality management system
consulting (QMS) has focused on designing a system that delivers measurable results to
the organization, beyond a mere certificate.
1509001:2000 transition We can help you adapt your current 1S09001/2:19%4 QMS to match the new
consulting terminology, structure and requirernents of the 1S09001:2000C standard with a
minimurn disruption to your organization,
Quality management system Our Aagship product, DocBase Direct® Is a web-based quality management
automation solutions automataon application that helps streamline your QMS, moving It from a paper-

based process to an eiectronic system.

I509001:2000 training Core Business Solutions’ 1IS03000 training programs provide the needed
education in a lively, engaging leaming atmosphere,

Targeted consuiting asslstance  If you need assistance In anly one or two specific areas of the 1509001:2000
for a specific area of your QMS standard, we can take on a short-term, focused project to help you tackle a

parteular aspect of your QMS,
Outsourced Management For smaller organizations we can assign an experienced quality professional to
Represantative services remately perform your management representative dutes o he sure ensure

that your QMS stays up-to-date.

E-consuiting services Many of our consulting and training services can be conducted through the
internet and phone conferencing to reduce the cost to our clients.

Take advantage of our experience in the manufacturing, education and service industries. Let us know how we can be of assistance.

For more information and for a compiete
‘ list of products and services available
. ‘ from Core Business Solutions contact:

Ph: (570)524-2785
Fx: (570)524-7933

Email: coreinfo@thecoresolution.com
Website: http://www_thecoresolution.com

Core Business Sclutions
B020 West Fairview Ave,
Litdeton, CO 80128

Core Business Sotutions - East
23 Baylor Bivd.
Lewishurg, PA 17837

United States of America

% 2003 CORE BUSINESS SOLUTIONS woanw thecomesdhution, com
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Our Application of ISO 9000

A Colorado district proves a business
model for improvement can make a
difference in how the central office

relates to schoois
BY JANE HAMMOND

Why would the largest school
district in Colorado adopt SO 9000,
a model for continuous improvement
used more commonly in business
and industry?

! was convinced of its merits by what Tom
Clark, president and chief executive officer of
the Jefferson County Economic Council, had to
say about our pursutt of this international
standard for organization—wide quality
mananement; "We are going to be the best. We
are going to compete on a world level, not just a
neighborhood or statewide ievel. | would say
that the biggest challenge that public education,
K-12, has today is public trust and confidence in
its ability to adapt to change.”

Clark admitted he and the rest of the business
community were surprised at first that a public
school district would aspire to such a standard. -
Recognizing the high level of performance
needed to attain I1SO certification, he said
business leaders appreciated the district’s

efforts to create a world-class system "through a
performance-based system and a measurement

system that ensure consistent, outstanding
performance.”

Qur taxpayers have taken notice, too. In
November 1999 they passed the county’s first
mill evy override in 16 years. Just a year earlier,
58 percent voted against a similar mill levy
increase.

A Mis ing Link
ISO 9000 is far from a cure-ail for everything
that ails niir schonls Neithar is it a surefire wav

htip:/fwww aasa.org/publications/sa/2000_06/hammond. htm

ato

msmr

BOOKSTORE

feature
department
editor's note

advertising
author guidelines
contact us
editorial calendar
fag

past issues
photo examples
purchase copies
reprints &
permissions
subject index
magazing home

E-mail this article

Page 1 of 5

3/14/03



Ammcan Association of Schoo! Administrators - The School Administrator

N AR UMEAS Ar Ml WA medErs P AT EAr Eard Bme PR A we el it wE

to restore public confidence. Yet| am conwnced
there may be no better singular, symbolic and
practical way of demonstrating quality
management in a public school system.

For many years | have worked to establish high-
performing systems, in Jefferson County and
elsewhere, that support student achievement in
public schoois. As superintendent, my goal has
been to create a clear, shared vision of effective
schools based on research and community
expectations. | have promoted strategic
planning, leadership development, school-
based decision making and strong, vibrant
curricula matched fo performance standards.

achievement | began to recognize that
something was missing, We lacked a system
for developing and maintaining processes to
ensure all parts of the organization work
together in ways that maximize effectiveness
and efficiency. | believe |SO provides that
system by creating a mechanism to
continuously improve, which is essential to a
district as large and complex as Jefferson
County.

With 143 schools, including 11 charter schools,
our district covers 780 square miles, ranging
from innercity, low-income communities to
affluent suburban areas with million-doliar
homes. Qur district, known widely as Jeffco, has
the lowest per-pupil expenditures in a state that
is ranked by Education Week as 49th in per-
pupil spending. With 89,000 students, we
educate one of every seven students in the
state.

A First Step

In 1997, we initiated an effort to achieve
international standards certification by focusing
on the service provided by our central -
departments. Two years later, in October 1999,
in spite of the horrific effects of the Columbine
tragedy, we achieved the 1SO 9001 standard
(the particular form of ISO 9000 that applies to
the education sector).

Staff members, for the most part, were eager
narticipants. "My immediate reaction is that we
really need something that gives us a concrete
way to show that we can improve on a regular
basis, and anybody who is in education knows
that we have great improvements to make,"
said Vivian Johnston, principal of Wheat Ridge
High School. "But sometimes | think we feel
frustrated that we've not had a process to follow
to help us feel that we're making
improvements.”

QN rartifiratinn wace a firet efan in dovalaninn
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an integrated approach to school management
in our district. It established the processes that
describe how we do what we do and then
helped us monitor how we will do what we say
we do. It is making us more consistent, and
therefore more trustworthy and dependable.
{SO is a beginning effort to standardize and
then continuously improve our processes to
create a quality learning environment that is
safe.

Parents, too, recognized the value of the
contindous improvement process. "For our
parents ... it gives us a way to understand how
we will be treated from building to building. If it's
consistent throughout this school district and
there's a process that's followed, trust will be
buiit because you're geiting the same message
consistently from a2l the adults in leadership,”
said Deb Benefield, president of the Jefferson
County Schools Council PTA.

One other notable characteristic of SO 9000:
We must centinue to improve to maintain our
certification. Our district will have to pass at
least one annual external audit to remain
certified. This process holds us accountable.

Early Effects

Since we initiated the ISO system, we have
reviewed the processes of 14 central
departments to improve how they serve the
school and affect student achievement. The
departments included curriculum, budget and
finance, technology, purchasing, grants and the
superintendent’s office. After each documented
its processes, internal auditors reviewed them
to ensure they were thorough and consistent. By
the end of 2000, all of our central departments
will be part of the 1SO program.

We also asked all employees to participate in
evaluating central department processes. If
employees have a problem with a process, they
can submit a corrective action form. The
department involved will review the process,
make adjustments and respond. The effort has
produced improvements in performance,
efficiency, productivity and public confidence.

"I betieve that ISO helps us to ensure that as we

ook to the central-area resources that are
available we will make those connections work
in a much more efficient manner and hopefully
save us all time and money,” said Nancy
Sommer, principal of South Lakewood
Elementary School. "Now we're part of the
solution.”

Some of the early results of our effort:
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purchasing processes alone during the first year
of implementation.

* We established a quality curriculum
development process that uses the best of what
we know about effective instruction and
provides opportunities for staff input and
consistency.

* We increased understanding and collaboration
within departments, among and between
departments and between central offices and
schools.

*VWe are pilot testing use of a purchasing credit
card to avoid the additional expense resulting
from processing purchase orders for small
purchases.

* We continue to increase our results on state
and national measures of student achievement.

* We found SO 9000 supports the
implementation of our values of integrity,
respect for peonle, teamwork and exemplary
performance.

* We have seen increased pride among staff
who know they are more effective and efficient
with a system that capitalizes on their strengths.

* We have been able to focus on systems
thinking to engage in iong-term improvement
rather than quick fixes.

* We can find and fix inconsistencies so that
quality service will be provided each and every
time. These improvements can be seen in each
department involved.

The cost of implementing 1ISC 9000 varies
considerably depending on a district's need for
external technical assistance and training.
Qutside resources to assist in the transition are
invaluable. Jefferson County had excellent
support from a company that provided technical
assistance for ISO.

Internal resources are needed for coordination
and tracking of the continuous improvement
orocess, Through increased efficiency, we have
been able to reallocate existing resources for
this internal coordination. The costs are minor

compared to the savings.

A Work in Progress

ISO 8000 has not completely solved deep-
seated communication barriers between the
central office and schools, but it has led to
increased understanding. Schools know what to
expect and what procedures to use in obtaining
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now believe they are part of the solution

them to identify and correct ineffective
practices.

We are a work in progress and still have a long
way to go. However, we are excited about the
opportunities for systemic improvement that ISO
provides. In addition, ISO certification aligns
with our goal of becoming a high-performing
crganization that supports increased student
achievement.

Jon DeStefano, president of the board of
education, believes the pursuit of continuous
improvement by district staff will make a
significant difference. "It's about finding
solutions and it's about improving processes,
and that's a really important thing for
educational institutions,” he says.

ISO certification can be valuahle to any school
district eager to undertake a systematic route to
improvement. Any district that wants to increase
the quality of its work should consider beginning
with the control of the fundamental processes
related to student outcomes and district
SUCCesSs.

. : Jane Hammond is superintendent of the
Jefferson County Public Schools, 1829 Denver
West Drive, Building 27, Golden, CO 80401. E-
mail: jhammond@jeftco.k12.co.uk
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Quality Assurance
'Through 1SO 9000

Four school districts pursue a
worldwide standard for efficiency
and performance once reserved for

business and industry
BY AMY ZUCKERMAN

What do school districts in Liberty
Center, Ohio, Jefferson County,
Colo., Claymont, Del., and Lancaster,
Pa., have in common besides pizza
day on their lunch menu once a
week?

These districts, ranging from 1,200 students in
northwestern Ohio to an urban system with
90,000 students, share a concern for quality
education that is real-world oriented and based
on efficient and consistent management.

To this end, three have qualified for the 1SO
8000 intemational quality assurance standard
and a fourth is close to doing so.

ISO 9000, created in 1987, is the first attempt to
develop a worldwide standard to help
companies and other institutions measure and
monitor their quality efforts. A documentation-
based process, 1SO 9000 asks organizations to
tap employees to act as internatl suditors. This
is accomplished by having employees and
management alike assess work procedures and
jointly develop a quality manual and corrective
action procedures.

Although typically applied in manufacturing
settings, 1SO 9000 certification is being pursued
increasingly by service-oriented organizations
intent on upgrading their performance. The aim
is to improve internal communication, increase
monitoring of activities and adopt best practices
from throughout the organization,
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and other educational facilities is a fairly recent
trend, according to Roger Frost, press officer
for the International Organization for
Standardization in Geneva, Switzerland, which
has developed the 1SO 8000 standards series.

"Only a few years ago, the idea that you could
apply ISO 9000 quality systems to schools
would have earned low marks," he says. "The
teaching profession, like other professionals
such as nurses, scientists, journalists, were
wary of ISO 9000 because they did not see how
you could standardize the creative and
empathic aspects of their work."

Those concerns have been overcome, Frost
explains, as educational facilities "see that ISO
9000 improves the operational structure they

work in and the day-to-day processes. With iess

time lost on operational malfunctions, they have
more time and energy for the creative and
people aspects. {n addition, the implementation
of an iSO 9000 quality system by a school may
give confidence to taxpayers that their money is
being used effectively.”

A wide variety of educational establishments in
the United States, Canada, Singapore, the
United Kingdom, Swifzeriand and Australia
have implemented IS0 9000 in recent years.
However, because 1SO only publishes
standards and the 50 accredited U.S. registrars
operate independently of each other, no
statistics exist on the number of schod! districts
involved nationwide.

Craig Johnson, a management consuitant
based at Florida State University who heads up
the American Society for Quality's education
committee, says he knows of about 200 public
schools, colleges and community colleges
nationwide that have eamed ISO 9000
registration. Many of the individual public
schools are inciuded in the school districts
named here.

The A.V. Cato Elementary School in Fort
Worth, Texas, just started the 1SO 9000
process this spring, and two vocational
technical schools irt Ohio and Michigan are
preparing to pursue IS0 2000, says Jehnson,
The Hershey School, a private school in
Pennsylvania, received iSO certification last
year.

Motivating Factors

The Liberty Center Local School District in
Liberty Center, Ohio, is the smallest district to
eam SO 9000 reaqistration. Located ahout 601
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miles from the Indiana state border, the district
has a totat of 1,200 students in a K-6 building
and a second school for grades 7-12.

What it lacks in size, the district makes up in
forward-thinking attitudes that include
partnering with local business and industry
through a school-to-work program.
Superintendent Thomas Lammers says it was
through this program he first became aware of
the 1SO 9000 standards series, which many
area businesses have adopted within their own
companies.

"Northwest State Community College (in
Archibold, Ohio) asked us if we have an IS0
9000 registration process and we thought it was
intriguing,” he says. "We could institute a quality
management system in our district to improve
education and make it more efficient. We had a
continuous improvement plan in place to meet
statewide accountability, so we were more
interested in improving our overail performance.
ISO 9000 took us to a new level.”

Moreover, Lammers has wanted to promote
greater collaboration with business and industry
to better prepare students for the workplace. He
hasn't seen enough dialogue between schools
and the private sector about what skills are
needed to meet the demands of & new high-
tech, glcha! economy. 1ISO 8000 has been a
tool in promoting that partnership, he says.

At the other exiremne, the Jefferson County,
Colo., district, with 143 school sites and 89,000
students, generates a great deal of paperwork
that needs tracking and maintaining. The
central office also has many external
customers--in this case site administrators and
teachers—whose needs must be addressed
daily. Superintendent Jane Hammond had seen
1SO 9000 in practice during her tenure as a
district superintendent in Washington state and
believes in its benefits.

Jefferson County opted to pursue 1SO 9000
registration, says Cherie Lyons, executive
director of planning, research and resource
development, "because it provided a framework
and structure to help us improve customer
service (to individual schools), especially on the
business side of our operation.”

Adds Michael Mitchell, the school district’s
executive director of procurement
management; "Documentation was one of the
areas we thought we could effectively improve
in, especially business processes. And we did
take an aggressive look at our documentation
processes with an eye to reducing the intemal
costs of doing business and communicatina to
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our customers what we're doing."

in Lancaster, Pa., Superintendent Vicki Phillips
(‘eft) admits she was not entirely enthusiastic
when one of her schooci board members
recommended the district pursue 1SO 8000
after being involved in a company effort. But
after learning about the standards’ many
benefits, she says, "l became a big fan of iSO
9000 for education.”

Her enthusiasm fed Lancaster, with about
12,000 students, to become in February 1999
the first school district in the United States to
earn registration to the standard.

in the Brandywine School District in Claymont,
Del., Superintendent Joe DeJdohn (left} figured
iSO 9000 might be the best way for him to bring
better management practices to the mid-size
urban district with 11,400 students. He leamed
about 1SO 9000 from Johnson, a retired
professor of educational research at Florida
State University, who has consulted with school
districts on rmanagement issues.

"We wanted to improve and I1SO 9000 has been
largely a total quality management move,”
DedJohn says. "In TQM you have to say what
you do, do what you say, prove it and improve
it. That's what we were after.”

Applying to Schools

The Lancaster district spent almost two years
working on its 1SO 9000 process. Phillips says
the first concem was transiating the standards’
20 key elements, which were designed for
industry, intc educational terms—elements such
as defining responsibility and authority within
the organization and verification of resources
and personnel information. The next concern
was how to involve in meaningful ways a full
range of staff members—from teachers to
custodians, administrators and finance
specialists.

"We did a lot of staff training, set up audit teams
and got the documentation done. This took
quite a while," Phillips says, noting that
Lancaster now has been immersed in the
process long enough to start facing surveillance
audits that usually take place on six-month
scheduies--required of institutions that want
more than one-time ISC 8000 cenlification. To
mainiain their registration, the district will have
to submit to biannual audits from registrars.

The Jefferson County district earned its ISO
registration last fail. The school district
orazanized a manaagement review team that's
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still functional. it includes two members of the
superintendent’s cabinet responsible for
personnel, business services and instruction.
The team meets bimonthly with the
superintendent.

The focus has been on documenting the central
administration functions, not individual schools,
according to Lyons. "Right now we've
documented central departments and
operations for each school that inciude
transportation, food services, procurement, etc.
... All employees in central administration have
participated in documenting work procedures,
which we started in October 1988 and finished
in August 1999. Besides documenting, we
created flow charts, developed new procedures
and a quality manuai.”

in Liberty Center, Ohio, Lammers says the
district has been helped in its efforts by an
existing policy manual and quality manual, both
required by the state. With wel-developed job
descriptions already in piace, ISC 8000
certification has gone fairly easily. "We've often
been able to say this was largely done,” the
superintendent says.

En route to registration in June 1989, Lammers
says the district ensured all school personnel
were aware of the new quality policy under 1SO
9000. Although not all teachers were involved in
the process, he said the ISO 2000 did interview
select teachers at the eiementary school and
high school levels about their work practices.

Liberty Center has just passed its first audit
surveillance period under ISO 9000, That
means the internal audit team can't simply rest
on past laurels, but has to continually keep iSO
8000 practices in piace and prove to auditors
the quality system is doing its job.

Upfront Costs

ISO 9000 registration doesn't come without
costs. Most school districts have paid at least
$15,000 in one-time registration fees and far
more when employee time is considered. To
maintain registration, they can expect to pay
$10,000 in annual audit surveillance fees.

"In terms of dollars, it's cost us $13,000 for the
payment to our registrars for pre-assessments,
audits and a site visit," says Lyons of Jefferson
County. "We used cur own rescurces to pay for
employee time, and an 1SO 9000 technician has
teen hired to handle corrective actions at a
salary of $30,000 annually. And we face
another $10,000 annualiy for surveillance.”
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Liberty Center has been able to defray ISO
9000 costs—$15,000 tc cam initia! registration--
through grant money, expiains Lammers. That's
been spent, but he says the district is applying
for more external support. "If we don't get those
dollars, we're committed to paying the $5,000
per audit, or roughly $10,000 a year to maintain
registration."

Despite these cash outlays, the leadership of all
school districts involved in 1SO 9000 agree
they're willing to front the costs, at least for now.
They sge direct bottom line and performance
benefits from impiementing the standard.

"The benefit of ISC 9000 organizationally is
having a husiness plan and modei for the
future, one that defines involvement by the
entire organization and a commitment to quality
and improvement in a way we haven't
experienced in the past," says Mitchell, the
executive director of procurement, who has
worked closety with Jefferson County
Superintendent Jane Hammond. "Our
comrective action procedure is in place and is
helping to solve problems and to do process
mapping for the entire organization."

They are beginning to see concrete changes
that result in cost savings. {SO 9000 has helped
the district develop a procedure for grants
management that streamlines the preparation
process. Lyons says the time now needed to
prepare a grant application has been cut from
three hours to 20 minutes. Considering
Jefferson County submits about 200 grant
proposals a year, this contributes to significant
manpower savings.

Also in Jefferson County, the central purchasing
department is developing & process for
textbook acquisition that Mitchell expects to
save significant money over time. While the
teaching staff is still responsible for text
selections, the business department will for the
first time negotiate bulk-purchase discounts
with publishers. "There wasn't that cooperation
between departments prior to ISO 9000," he
says.

At Liberty Center, Lammers credits [SO 8000
with "catching procedural errors that weren't
being taken care of appropriately. For example,
some supervisors felt that certain paperwork
was being carried out, but in some cases things
were remiss. This process is making ail
employees conscicus of doing what they're
supposed to be doing.”
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Tangible Benefits

. In Claymont, Del., DeJohn and his colleagues
are immersed in the process of documenting
work procedures, an ongoing, two-year effort.
The superintendent expects the district to
complete its ISO 9000 certification within the
next few months.

Recently, the district studied what happens
when a teacher orders a textbook. That means,
DeJohn says, "what happens to that order,
where it goes, how long it takes to go through,
how many pieces there are in the process. And
we found we could improve that process.” He
also credits 1SO 9000 with inspiring the district
to create a Web site 50 "any parent and teacher
will be able to see what we're doing about
instruction and discipline.”

And in Lancaster, Phillips can tick off at least
five ways that ISO 9000 has benefited the
school district. These range from refocusing
staff energies on the core mission of teaching
and learning to establishing six areas to track in
the community as indicators of how well the
district is maintaining quality.

But mainly, Phillips says, 1SC 9000 “"opened up
. communication. People can audit what we do
and there are methods for taking corrective
actions. If something needs attention, it can get
attention because there is a way o do that.”

Pointing to an old purchasing process system in
Lancaster that was cumbersome and costly,
Phillips contended the district used to spend
$200 in employee time for each $& purchase a
teacher made. "We saved over $500,000 by
improving that process,” she says. "Also, our
business manager, by using the data and
documentation approach of iSO 9000, was able
to develop a proposal to refinance our bonds.
As a resuit, we were the first school district in
the country to refinance our bonds and sell
them ontline."

Future Support

The superintendents in the four ISO districts
realize that their governing boards ultimately will
decide whether the annual payments for
registrar auditing fees are worthwhile.

For now, Lammers says, "We like what we see
at Liberty Center. Certainly the board of

. education will re-evaluate it. They like to see
corrective actions and improvement of the

quality of our overall education.

hitp://www.aasa.org/publications/sa/2000_06/zuckerman.htm 3/14/03



B + American Association of Schoo! Administrators - The Schoo! Administrator Page 8.0f§ -~

"As lang as 1SO 9000 does that and the costs
don't get prohibitive, they'll be supportive of this
. program.”

Amy Zuckerman directs A-Z International
Associates, Teaberry Lane, Amherst, MA
01002. E-mail: azintl@crocker.com. She is the
author of /SO 9000 Made Easy and
International Standards Desk Reference. Tony
Viamis, a free-lance writer in New York City,
assisted with research for the article.
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HOUSE COMMITTEE ON EDUCATION
EXECUTIVE SESSION on HB 804
BILL TITLE: establishing a committee to study the certification of New Hampshire
: public schools in accordance with International Organization of
Standards 9001 guidelines.
DATE: March 19, 2003

LOB ROOM: 207

Amendments:
Sponsor: Rep. OLS Document #:
Sponsor: Rep. OLS Document #:
Sponsor: Rep. OLS Decument #:
Motions: OTP, OTPIA,@ Interim Study (Please circle one.)

Moved by Rep. Hagan
Seconded by Rep. Dunn

Vote: 14-5 (Please attach record of roll call vote.)

Motions: OTP, OTP/A, ITL, Interim Study (Please circle one.)
Moved by Rep. l
Seconded by Rep.

Vote: (Please attach record of roll call vote.)

CONSENT CALENDAR VOTE:
(Vote to place on Consent Calendar must be unanimous.)

Statement of Intent: Refer to Committee Report

Respectfully submitted,

Rep. Sharon M. Carson, Clerk



HOUSE COMMITTEE ON EDUCATION
EXECUTIVE SESSION on HB 804
BILL TITLE: establishing a committee to study the certification of New Hampshire
public schools in accordance with International Organization of
Standards 9001 guidelines.
DATE: March 53, 2003

LOB ROOM: 207

Amendments:
Sponsor: Rep. OLS Document #:
Sponser: Rep. - OLS Document #:
Sponsor: Rep. OLS Document #:

Motions: OTP, OTP/A@-terim Study (Please circle one.)
Moved by Rep. [*-\0-50»-0

Seconded by Rep. M

—
Vote: l"f [ S (Please attach record of roll call vote.)

Motions: OTP, OTP/A, ITL, Interim Study (Please circle one.)
Moved by Rep.
Seconded by Rep.

Vote: (Please attach record of roll call vote.)

CONSENT CALENDAR VOTE:
(Vote to place on Consent Calendar must be unanimous.)
Statement of Intent: Refer to Committee Report

Respectfully submitted,
JAarc0 M Carerd

Rep. Sharon M. Carson, Clerk
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COMMITTEE REPORT

COMMITTEE: Education

BILL NUMBER: HB 804

TITLE: establishing a committee to study the certification of New Hampshire public
schools in accordance with International Organization of Standards 9001
guidelines.

DATE: March 20, 3002 CONSENT CALENDAR YES [_] NO X
[l ouGHTTO PASS
D OUGHT TO PASS WITH AMENDMENT
X INEXPEDIENT TO LEGISLATE
D REFER TC COMMITTEE FOR INTERIM STUDY

(Available only in second year of biennium.)

STATEMENT OF INTENT
{(Include Committee Vote)

Although the implementation of ISO seemed very interesting, and the sponsor presented detailed
information on the process, the majority of the committee agreed that a study could fall under the
existing Charter of the Education Oversight Committee and did not need an independent committee
study.

Vote 14-5.

Rep. Barbara J. Hagan
FOR THE COMMITTEE

Original: House Clerk
ce: Committee Bill file



Education

HB 804, establishing a committee to study the certification of New Hampshire public scheools in
accordance with International Organization of Standards 9001 guidelines. INEXPEDIENT TO
LEGISLATE

Rep. Barbara J. Hagan for Education: Although the implementation of ISO seemed very interesting,
and the sponsor presented detailed information on the process, the majority of the committee agreed
that a study could fall under the existing Charter of the Education Oversight Committee and did not
need an independent committee study. Vote 14-5.
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