


Making a decision to 
introduce a quality 
system. 

Appointing a Board 
representative 
responsible for the 
process of quality 
management. 

Appointing a team in 
charge of preparing the 
documentation. 

The Management Board is responsible for 
contacting external consultancies, providing 
the documents needed for the revision and 
monitoring the implementation of activities. 
One representative is enough in small 
organizations, but it would be desirable to 
appoint another person for archiving 
documents and administration tasks and 
additional representatives responsible for 
processes.  
The appointed persons must be directly 
involved in the process of preparation and 
certification, as that is the only way to 
ensure proper education of other 
employees on procedure application. 

Around 50% of the 
Management 
representative 
working hours.  

Around 30% of the 
document 
preparation team 
working hours. 

Manag
ement 

Hiring an external 
consultant makes 
the process shorter 
and more 
expensive, with 
less staff 
participation. 

Consulting company 
Select a consulting company and 
arrange cooperation. 

A week 
Management 
representative / 
team leader for 
quality 



Introductory 
seminar with the 
consultant 

Determine the initial state 
and wishes for 
improvement and develop 
the quality policy of the 
organization. 

1 day 

Management 
representative for 
quality, team of 
employees 

Consultant’s 
experience 
can help 

Seminar 

1 to 2 
weeks 

Management 
representative for 
quality, team of 
employees 

Preparation of the 
quality system 
documentation  

Employees participate according to the 
area of activities, external consultant can 
help directing, Internet solutions and 
models are not recommended because the 
organization doesn't have the process 
ownership. 

Management 
representative for 
quality, team of 
employees 

Moderate 
consultant's help 
focused on the 
specifics of the 
organization DOCUMENT CONTENTS 

ISO 9001: 2008 can be purchased from the ISO organization (www.iso.org); 
the Croatian standard HRN EN ISO 9001: 2009 can be purchased from the 
Croatian Standards Institute (www.hzn.hr). 

ISO 9001: 2008 is written in a way to provide standards but the method of 
implementation depends on the organization itself. It is essential that the 
organization explains and writes down their actions step by step, provides 
recommendations for improvement and implements the agreed procedures. 
The documentation should include policies, objectives, a quality manual and 
mandatory procedures as well as records required by the standard. 

3 months to 
2 years 

Management 
representative for 
quality, team of 
employees 



Use of the 
standard Noticing improvements, 

implementation in activities several months in 
parallel 

Leader, 
employees 

Seminar for 
internal auditors 

The seminar is conducted by the certification body 
and the participants are members of the quality 
team; by passing the exam they become auditors 
for internal audits. 

Consultant’s 
help is 
welcome 

The organization conducts an internal audit of 
all processes, all the standard requirements 
and all locations. 

1 to 2 days 
Prepared and 
implemented 
by the 
employees - 
internal 
auditors 

1 day Internal audit 



1st level audit 

Completeness and quality of 
documentation is evaluated.  

The Management has to approve the 
organization's readiness for 
certification. 

Measures for improvement and 
correction are determined according to 
the findings of the internal audit. 

Leader/BRQ* 
Certification body 

2 weeks 

Manual 

2nd level audit 
Certification body sends auditors to 
the organization and checks how the 
system works. 

BRQ* 
Certification body 

2 weeks after 1st 
level audit 

Board representative for quality 



Award of certificate If the auditors assessment is 
favorable, the certificate is awarded 
for a period of three years. 

In the period of 
10 days after the 
audit. 

Certification 
body 

System 
implementation 

The organization 
implements the system. 

BRQ*, team of 
employees 

Continuous duration 

Supervising audit The certification body performs a 
supervising audit every 12 
months followed by a 
recertification every 3 years.  

Certification 
body 3 years 
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