prEN 15221-3:2008 (E)

Contents Page
0T =T o 3
1 1T o o - SO 9
2 NOIMALIVE FEfEIENCES ...t n e e s e e e an e e e e an e e e e mne e e e s mneesennneenennns 9
3 Terms and definitions, abbreviations........cccccccccciiiiiiiiie e e e s aaaaan 11
31 Terms and definitioNsS .........oooiciiiier e s nan 11
3.2 ] o1 =Y =Y o 1= 13
4 Basics of quality management ... ———— 14
4.1 Importance of quality iN FIM .........oo i sssn s mnn e e e mmn e e e e e s s 14
4.2 Criteria, background, elements and influences to quality ........cccccccvemriiiiciiincicc 14
4.3 Type of CharacteristiCs ..o 15
4.4 Pathway from needs to experiencing Delivery ..........cccoimminn s 16
4.5 L@ T E 111 V01 E=T 0 F= Ve 1= 1= o | S 18
5 Process of quality management........... i nan 19
5.1 General introduction of the ProCess...... i s mn e e e aan 19
5.2 9 1= 1 1T 3 U 20
5.3 Determining and defining requirements ... e 20
5.4 RS T= YT 0 - - S 22
LI S T 11 4 =1 - | 22
5.4.2 Organizing requirements into facility products..........c.ccccoiiiiiinncinc 22
5.4.3 Elements of @ Service Level ........ it 22
5.4.4 Principle and approaches of defining Service Levels .........cccccoiiiiiiiniiniincsnn s 23
5.4.5 Types and classification of Service Level.........ccoiiiiiiiiniiiir s 23
5.4.6 Service Level life CYCle.. ...t 24
5.5 Developing measurement metrics (hierarchy of indicators)..........cccooeiiiiiiiiiiicinccccceeee 24
5.5.1 Purposes of developing metrics (structured indicators).........ccccccmriiiiiiiiiiicncc s 24
5.5.2 Various types of iNdIiCators............coiiiiiiiiici e e 25
5.5.3 Attributes of INdICAtOrS ........coo i ————— 27
5.5.4 Recommendation for designing @ MetriCs.........cooiiimi e 28
5.5.5 Indicators selection Criteria..........cccceiiiiiiiiciii e ——— 29
5.5.6 Required properties of iNdiCators ...........cccoiiiiiiiiini i —————— 30
5.5.7 Data gathering teChNIQUES: .........cooiiiiiiiiii 31
5.5.8 Indicators domains/Categories..........ccciiiiiiiniiiriinirr 31
5.6 Quality aspects by organizing delivery of facility products............cccooecmmmiriiiicccscrrnr e 32
5.7 Quality aspects by delivering facility products ..........ccccoiriioiiiiccsi s 33
5.8 General introduction into performance management.............ccccoriicirrnnrcrrnnncsme e 33
5.9 Measurement and CalCulation ........ ... 35
510  ANalyze deviation......... i 35
5.11  Actions based on deviation ... 35
£ B 0o o1 4 1 10 Lo XU T=N1 ¢ 1 o V7 =T 4 0 1= 4 1 36
Annex A (informative) GAP-Model........... s e 37
Annex B (informative) Categories of indicators ... 38



