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Introduction: 

The simplistic view of coaching and managing a Rugby organisation is that you have a series 

and sequence of interrelated processes that slot in to each other like Russian Dolls. 

 

The more exposure that one has in business and/or sports administration the more likely 

they are to realise that such a collective endeavour is never that uniform, in fact even a 

relatively small organisation can have many large ‘dolls’ as outputs with a seemingly endless 

amount of supporting influences and exceptions. 

Application of a Management System is supportive of good governance and standardised 

quality outputs. The ISO 9000 suite of Management Standards are based on the following 

principles: 

• Customer focus 

• Leadership 

• Engagement of people 

• Process approach 

• Improvement 

• Evidence-based decision making 

• Relationship management 

 

Moving through the RA Coach pathway over the last few years’ I have been marked by how 

many of the operational models, frameworks, theories and coaching approaches (see 

examples in appendices) have a valid location and application within the ISO Quality 

Management Principles. They could be chapter titles of all the work in conducted in the 

ARPA Level 3, 4 and World Coach Educator programs. 



 

 

The main body of this paper is an Audit Checklist with which one can assess their own 

organisation’s compliance to ISO 9001:2015, it can be used to identify gaps in management 

approach and indicate opportunities for improvement. 

One area of challenge that many Rugby organisations have is that they do not accurately 

define who or whom their Customer is? Or whether they have multiple Customer’s and 

therefore require more complex management systems and scopes. Unfortunately those 

with the varied customer base have the added difficulty of being the most under resourced.   

Without accurately identifying the customer it makes it increasingly difficult to define the 

organisation’s purpose, set strategic direction, evaluate performance and measure success. 

 

 

 

 

 

 

 

 



AUDIT Checklist, Gap analysis: 

 
ISO Clause 

4. Context of the organisation 

 
Understanding context, needs and 

expectations 

Compliant? 
Non-compliant? 

Needs 
improvement? 

 
Have you determined the external and 
internal issues that are relevant to your 
organisation’s purpose and the 
achievement of customer satisfaction 
and the organisation’s strategic 
direction?  
 

 
Is your Rugby Organisation Professional, 
Elite, Sub-elite, Amateur, Junior 
developmental, extensively funded, 
governed, a complicated mixture? Why do 
you exist, who are your customers, what is 
the realistic strategic direction(s)? 
 

 

 
Do you have a way of reviewing and 
monitoring these on a regular basis?  
 

 
Do you have documented evidence of 
identification, monitoring and review of 
your organisational purpose and strategic 
direction? Are they aspirational? 
 

 

 

Have you determined the needs and 

expectations of interested parties that 

are relevant to the Quality 

Management System (QMS)?  

 

 
Have you identified the real, applicable 
needs and expectations of RA (Rugby 
Australia), governing bodies, Club 
Executive, Club Members, Parents, 
Spectators and Supporters, Pupils, Alumni, 
Players and Volunteers? 

 

 
Has the scope of the QMS been 
determined taking into account the 
external and internal issues, interested 
parties and your products and services?  
 

 
Is the scope of your organisation aligned to 
expectations?  
Are attempting to implement a 
professional programme to an U13 Team? 
 

 

 
Has your QMS been established 
including the processes needed and 
their sequence and interaction?  
 

 
Have you mapped the process flow of your 
organisation and how the differing 
departments link to enable the end 
product or service? 
 

 

 
Have the criteria for managing these 
been established together with 
responsibilities, methods, 
measurements and related 
performance indicators needed to 
ensure the effective operation and 
control? 
 

 
Are responsibilities, metrics, performance 
indicators and controls clearly defined, 
communicated and understood? Are they 
applicable and realistically achievable to 
your organisation’s context?  

 

  



 
ISO Clause 

5. Leadership 

 
Policy, commitment, roles and 

responsibilities 

Compliant? 
Non-compliant? 

Needs 
improvement? 

 
Has top management taken 
accountability for the effectiveness of 
the QMS?  
 

 
Has the Governing Executive 
acknowledged and taken accountability for 
the organisation’s Management system 
and scope? 
 

 

 
Have the policy and objectives for the 
QMS, which are compatible with the 
strategic direction of the organisation, 
been established and communicated?  
 

 
Do you have a quality policy statement and 
management system objectives? Do you 
have evidence of this communication and 
verification of understanding from 
interested parties? 
 

 

 
Have the objectives been established at 
relevant departmental and individual 
levels with the business? 
 

 
Have you got clear and applicable 
objectives that align to your role, 
department’s role and organisation’s 
scope? Or is everyone trying to win the 
comp? 
 

 

 
Have the requirements for the QMS 
been integrated into the business 
processes and have management 
promoted awareness of the process 
approach?  
 

 
Do all interested parties understand their 
role in the process, program or system? 
Are they aware of context? 

 

 
Have customer requirements and 
applicable statutory and regulatory 
requirements been determined, met 
and communicated throughout the 
organisation? 
 

 
Have WHS, Legal, RA requirements, 
Regional governing body requirements, 
and Club Executive requirements been 
determined and effectively 
communicated? 

 

 
Have the risks and opportunities that 
are relevant to the QMS been 
established?  
 

 
Do you have risk assessments and SWOT 
analyses applicable to the scope of your 
organisation’s context? 

 

 
Has the organisation established and 
communicated the responsibilities and 
authorities for the effective operation 
of the QMS? 
 

 
Is there role and expectation clarity in your 
Management System? 

 

 



 

 
ISO Clause 
6. Planning 

 
ID risks & opportunities, determine 

objectives, planning change. 

Compliant? 
Non-compliant? 

Needs 
improvement? 

 
Have the risks and opportunities that need 
to be addressed to give assurance that the 
QMS can achieve its intended result(s) 
been established?  
 

 
Do you have risk assessments and 
SWOT analyses to support the 
relevance of your QMS? 

 

 
Has the organisation planned actions to 
address these risks and opportunities and 
integrated them into the system 
processes?  
 

 
Do you have contingency plans to 
support deviation from planned 
running? 
Application of GROW goal setting? 
 

 

 
Is there a defined process for determining 
the need for changes to the QMS and 
managing their implementation? 
 

 
Do you have an extensive, honest 
frequent system of review?  Application 
of GROW goal setting? 
 

 

 

  



 
ISO Clause 
7. Support 

 
Resource, awareness, 

communication, competence, 
documentation. 

Compliant? 
Non-

compliant? 
Needs 

improvement? 

 
Has the organisation determined and 
provided the resources needed for the 
establishment, implementation, maintenance 
and continual improvement of the QMS 
(including people, environmental and 
infrastructure requirements)?  
 

 
Resources- Has the organisation’s 
QMS scope and context been 
realistically appraised to be 
achievable within the resource 
constraints? 

 

 
If monitoring or measuring is used for 
evidence of conformity of products and 
services to specified requirements, has the 
organisation determined the resources 
needed to ensure valid and reliable 
monitoring and measuring of results?  
 

 
Are your results confined to the 
scoreboard? Do you have financial 
metrics to achieve? How do you 
measure development? What was 
the planned measures for success? 
Can they be consistently applied? 

 

 
Has the organisation determined the 
knowledge necessary for the operation of its 
processes and achievement of conformity of 
products and services and implemented a 
lessons learnt process?  
 

 
Awareness- Does your organisation 
prevent issue recurrence? Do you 
conduct post ‘project’ reviews? 
Communication- How and to whom 
is knowledge disseminated 
throughout your organisation? 
 

 

 
Has the organisation ensured that those 
persons who can affect the performance of 
the QMS are competent on the basis of 
appropriate education, training, or experience 
or taken action to ensure that those persons 
can acquire the necessary competence?  
 

 
Competence- Are the relevant Staff 
satisfactorily qualified to conduct 
processes, programmes and systems 
commensurate to your organisation 
professional stature? 

 

 
Has the documented information required by 
the standard and necessary for the effective 
implementation and operation of the QMS 
been established? 
 

 
Documentation- Has the 
organisation considered the 
provision of processes regarding the 
distribution, retention, access, 
usage, retrieval, preservation and 
storage, control, and disposition of 
required documentation and 
information? 
 

 

 

  



 
ISO Clause 

8. Operation 

 
Operational planning and control of 

inputs and service or product provided 

Compliant? 
Non-

compliant? 
Needs 

improvement? 

 
Is there a defined process for the provision 
of products and services that meet 
requirements defined by the customer?  
 

 
Does the organisation have adequate 
control over the processes to meet 
interested party’s needs? 

 

 
When changes are planned are they 
carried out in a controlled way and actions 
taken to mitigate any adverse effects?  
 

 
How is change managed within your 
organisation? Are interested parties 
consulted? Are changes monitored to 
verify effectiveness? 
 

 

 
Are any outsourced processes managed 
and controlled?  
 

 
What is your organisation’s 
procurement policy? 

 

 
Is there a defined process for reviewing 
and communicating with customers in 
relation to information relating to products 
and services, enquiries, contracts or order 
handling?  
 

 
Is there a process to align procurement 
activities and customer requirements 
and satisfaction? 

 

 
Is this review conducted prior to the 
organisation’s commitment to supply 
products and services?  
 

 
Is this planned with time frame 
considerations in mind? 

 

 
If you design and develop products or 
services, are these processes established 
and implemented in line with the 
requirements of the standard?  
 

 
What ‘product or products’ are your 
organisation providing? Does it align to 
your management system scope? 

 

 
Do you ensure that externally provided 
processes, products, and services conform 
to specified requirements?  
 

 
What quality parameters do you specify 
when sourcing external goods and 
services? Does it align to scope? 

 

 
Do you have criteria for the evaluation, 
selection, monitoring of performance and 
re-evaluation of external providers?  
 

 
How do you assess the quality of 
externally supplied goods and services? 

 

  



 
 
Do you have effective methods of ensuring 
traceability during the operation process?  

 

 
 
How do you manage ownership and 
retention of goods and equipment? 

 

 
Where property belonging to customers or 
external providers is used in the provision 
of the product or service, is this controlled 
effectively? 
 

 
What are the policies for managing, 
insuring and maintaining external 
provider’s property? 

 

 
If there is a requirement for post-delivery 
activities associated with the products and 
services such as warranty, maintenance 
services, recycling or final disposal, are 
these defined and managed?  
 

 
Do you have processes in place to 
manage externally provided goods and 
services? E.g. Medical sharps disposal…  

 

 
Are any nonconforming process outputs 
managed so as to prevent their unintended 
use? 
 

 
How do you control process outputs? 

 

 

  



 
ISO Clause 

9. Performance evaluation 

 
 

Monitoring, measurement, analysis 
and evaluation 

Compliant? 
Non-

compliant? 
Needs 

improvement? 

 
Has the organisation determined  

• what needs to be monitored 
and measured and  

 

• the methods for monitoring, 
measurement, analysis and 
evaluation, to ensure valid 
results?  

 

 
Are your metrics aligned to scope? 

 

 
Has the organisation established when 
the results from monitoring and 
measurement shall be analysed and 
evaluated?  
 

 
What is your review schedule? 

 

 
Have methods of monitoring customer 
perceptions of the provision of products 
and services been established?  
 

 
How do you receive customer 
feedback? 

 

 
Has it determined the need or 
opportunities for improvements within 
the QMS and how these will be fed into 
management reviews?  
Has the organisation established a 
process for an internal audit of the 
QMS? 
 

 
Do you conduct internal audit 
review, apply root cause analysis and 
generate actions to prevent 
occurrence or recurrence of 
identified issues? 

 

 
Has an approach to perform 
management reviews been established 
and implemented? 
 

 
Do you assess;  

• Appropriateness – does it 
serve its purpose and satisfy 
the needs of the 
organization?  

• Adequacy – does the QMS 
conform to standard 
requirements?  

• Applicability – are activities 
performed according to 
procedures?  

• Effectiveness– does it 
accomplish the planned 
results?  

 

 



 

 

 
ISO Clause 

10. Improvement 
 

 
Non conformity of product or 

service, continual improvement. 

Compliant? 
Non-

compliant? 
Needs 

improvement? 

 
Has the organisation determined and 
selected opportunities for improvement 
and implemented the necessary actions 
to meet customer requirements and 
enhance customer satisfaction?  
 

 
How does your organisation assess 
and appraise the opportunities to 
better satisfy its customers? 

 

 
Has the organisation appropriate 
processes for managing 
nonconformities and the related 
corrective actions?  
 

 
How does your organisation manage 
issues where customer satisfaction is 
not achieved? 

 

 
Has the organisation decided on how it 
will address the requirement to 
continually improve the suitability, 
adequacy, and effectiveness of the 
QMS? 
 

 
How does your organisation envision 
ongoing maintenance and 
improvement of the QMS? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



APPENDICES. 

 

1. High Performance Team Framework (MARS Inc.) 

High Performing Team Framework 

Inspiring purpose (the Why?) • Compelling reasons why this team 
must operate interdependently? 
• How the group adds value by 
working collaboratively? 
• What this team means beyond the 
business results it creates? 
• What’s at risk if members fail to 
collaborate effectively? 

Crystallise intent (the What?) • What few, high-leverage 
strategies/objectives will be focused on and 
share accountability for that will drive 
results and support our commitments to 
the business? 

Collaboration (Who will work with whom, 
and on what?) 

• Clarifies leader’s expectations for 
collaboration 
• Contracting for collaboration among 
team members 
• Deepens relationships 

Ways of working (How to work together?) • Establish the operating rhythm, how 
they meet, how they decide, how they 
manage differences. 

Sustain & Improve (What do we need to 
do now, and what do we need to do 
next….?) 

• What we are doing currently and 
how to strategically assess processes and 
practices for the future? 
• How well do we work together? 
• What is the look and feel that we 
have created within our team? 
• How can we get better and better 
and add value to the business through our 
intentional collaboration as a team? 

Context and transition (What is the bigger 
picture?) 

• Understand the business context 
• Understand the team context and 
structure 
• Understand the personal context for 
each member of the team 
• Set the leadership context and 
expectations 

 

  



2. Sporting organisational context/interested parties. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

3. Burke Litwin Causal Model of Organisational Performance and Change 

 

 


