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Chapter 4. Interested Parties & their Needs and Expectations 
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0) Introduction  

There is only one applicable clause (4.2) in this chapter. Clause 2.2 is just a supporting clause to clarity 

the meaning of ‘interested parties'. The reason why a whole chapter is devoted to this is because the 

Clause is not commonly misunderstood and poorly catered for.  

 

1) 2.2 Fundamental concepts (ISO9000:2015) 

(Clause Description-Paraphrase)  

Clause 2.2.4 Interested Parties. The concept of interested parties extends beyond a focus solely on the 

customer. It is important to consider all relevant interested parties. 

Part of the process for understanding the context of the organization is to identify its interested parties. 

The relevant interested parties are those that provide significant risks to organizational sustainability 

if their needs and expectations are not met. Organizations define what results are necessary to deliver 

to those relevant interested parties to reduce that risk. 

Organizations attract, capture, and retain the support of the relevant interested parties they depend 

upon for their success. 

(Highlights of the clause)  

• (Ref to old Standards). This is a totally new clause.  

• Interested parties are risks to organizational sustainability, if their needs and expectations are 

not met. (ISO9000:2015. Clause 2.2.4) 

• Any of the interested parties can cause an interruption to the organization, thus affecting  on-

time delivery, and customer satisfaction.  

 

2) 4.2 Interested parties and their needs and expectations  

(Clause Description-Paraphrase)  

Due to their potential effect on an organization’s ability to consistently provide products and services 

that meet customer and applicable statutory and regulatory requirements, the organization shall 

determine the interested parties that are relevant to the quality management system and their 

requirements. The organization shall continue to monitor and review the analysis results. 

 

(Highlights of the clause)  

• (Ref to old Standards) This is a totally new clause. 

• It talks about interest parties and their needs and expectations.  

• The organization shall identify, study and manage the interested parties, in order to ensure 

smooth operations, achieve its objectives and avoid conflicts 
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• The organization shall continue to monitor and review the analysis results. 

 

(Compliance Best Practice) 

 

3) SIs & FAQs 
 

No SIs & FAQs for this Chapter 

 

4) Supplementary Notes 
Legend: HOC= Highlights of Clause, CBP= Compliance Best Practice, S&Q= SIs & FAQ, EXH= Exhibits 

Clause Section Clarification Subjects 

4.2 CBP SN4.1 Who are the interested parties? Why are they significant? 

4.2 CBP SN4.2 How do we know their needs and expectations? Do we run 
interviews, conduct surveys etc? 

4.2 CBP  SN4.3 How do we know we are meeting their needs and 
expectations?  

4.2 CBP SN4.4 How do we determine what kind of actions we should take?  

4.2 CBP SN4.5 Do we have to agree to everything specified/requested? 

4.2 CBP SN4.6 How to know  if the actions taken is effective? 

4.2 CBP SN4.7 Can I combine this exercise with risk and opportunity analysis 
(external and internal analysis)? 

4.2 CBP SN4.8 Why do we need to run reviews? 

 
SN4.1 Who are the interested parties? Why are they significant? 

Interested parties are those that pose risks to organizational sustainability, if their needs and 

expectations are not met. They pose various degree of risks to this sustainability, depending on 

prevailing situations. 

Generally, interested parties are: customers, regulators, suppliers, employees, neighbours and local 

communities. Depending on your situations, you may further break them up into finer entities e.g. 

suppliers can be suppliers of commodities, or onsite subcons, transporters etc. internal interested 

parties can be further classified as shareholder, management, departments, individual employees etc. 

SN4.2 How do we know their needs and expectations? Do we run interviews, conduct surveys etc? 

There is no rules written on how you collect data and info. ISO/IATF did not say you must objectively 

interview or survey the target groups. So you can do the whole exercise without the involving any of 

the interested parties. But do get the right sources or channels to give an unbiased and reliable picture. 

Example: employee sentiments should come from HR. Customer satisfaction perception is best from 

sales & marketing. Community relations can be judged by the admin person who is in contact with 

4.2 Interested parties and their needs and expectations 
1. To fully comply with this clause, you need to: 

a) identify who are your interested parties, for QMS 
b) understand their needs and expectations,  
c) assess to what extend these needs and expectations are being met,  
d) decide which areas to improve, 
e) ensure actions taken are effective 

2. You can carry out the analysis  on a single form, see Exhibit 4-1. 
3. A annual review shall be conducted. See Exhibit 2-9 for review method 
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them. ISO just wants you to be aware of these risks, and take reasonable actions to keep things under 

control.   

 

SN4.3 How do we know we are meeting their needs and expectations? 

From the sources and channels you use, see SN4.2. You can follow up with a meeting with interested 

parties concerned. Some organizations interpreted the clause in the reverse manner. They listed down 

demands on the interested parties! This is totally the opposite of the intent of ISO. 

 

SN4.4 How do we determine what kind of actions we should take? 

You need to run an evaluation of the expectations from you current offerings, and consider the 

feedback from your sources/channels. You also have to consider the nature of the threats, urgency 

and your own capabilities, before you make further commitments. 

 

SN4.5 Do we have to agree to everything specified/requested? 

The answer is yes and no. For some of the interested parties, their expectations are non-negotiable. 

Enforcement agencies, for example, expects compliance to the relevant laws. You comply or be 

litigated. Customers are almost in the same category. It is always their way or the highway. Other 

expectations are generally negotiable. Auditors will judge on your agreement or consensus  reached 

with the interested parties. Once you have agreed, you need to deliver. 

 

SN4.6 How to know  if the actions taken is effective? 

You get feedback from the interested parties directly, or via your sources or channels. 

 

SN4.7 Can I combine this exercise with risk and opportunity analysis (external and internal analysis)? 

This is quite common, presumably due to the creativity of some consultants. It saves them work, but 

that is not the intent of ISO. If it is, ISO and IATF would have used a single clause rather than two  

different clauses. Although there are common elements, their purposes are different. R&O analysis is 

a general analysis and provides a picture where the risks and opportunities are. Risks from Interested 

Parties, on the other hand, can blow up quite suddenly, sometimes without any warning. The next 

thing is your operations are interrupted. Therefore interested parties deserve another analysis from 

another angle. Lumping the analysis with other studies can lead to the danger of negligence. 

SN4.8 Why do we need to run reviews? 

Analysis is based on a particular point in time with a particular set of factors and conditions. Risk is 

obtained by studying the interactions of these factors and conditions. With the passage of time, things 

change, conditions change. Risk will automatically change. To be in control, review is needed. The 

frequency of review will depend on the dynamics of the changes. But for practicality, review of 

interested parties can be done once a year, to coincide with risks and opportunities, or when a big 

change occurs. 
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5) Exhibits 
 

Exhibit 4-1. Interested Parties Analysis  

 
 

 
 

>>End of Chapter 4 << 


