
Mainstay: Defining 
the role of property 
management with 
ISO 9001:2015.



Approach to  
ISO 9001:2015
Mainstay’s innovative approach 
to property management is 
demonstrated by its commitment 
to customer service, customer 
experience, communication 
and people empowerment 
values, taking ownership, caring 
and working in unity with its 
stakeholders. 

Achieving ISO 9001:2015 certification 
contributes to Mainstay’s vision for 
transforming property management.  
By bringing risk management and 
excellence to the forefront of its 
organisational processes, it has 
improved performance and customer 
service at the same time.

Rebecca Usher, Business 
Improvement Manager at Mainstay, 
explains how they transitioned to  
the new standard and outlines some 
tips for organisations who are  
new to quality management and  
ISO 9001.

Context of the organisation

Organisational context in ISO 9001 
wants organisations to understand 
any internal and external threats 
and opportunities that may impact 
the business.  Rebecca describes 
Mainstay’s approach:

“To fully understand our threats and 
opportunities, we execute the PESTLE 
and SWOT exercises. This information 
enables us to regularly analyse our 
internal and external issues, which 
helps us to identify any opportunities 
and threats that may impact on our 
business.

Regular management review 
meetings with the senior 
management team enable us to 
monitor and review any changes 
that may specifically impact on our 
organisation, positively or negatively.  
This helps us to understand if we 
need to address or add anything to 
our quality management system 
(QMS) processes.

Departmental heads devise objectives 
and KPIs which are directly linked 
to the company’s vision and 
cornerstones, thereby improving the 
organisation’s performance as  
a whole.

Management review meetings are 
also a great opportunity to ensure 
all requirements in ISO 9001 are 
discussed at length by members 
of the senior management team. 
Likewise, they are a great tool to 
enable us to document everything 
and gain senior management buy-in”.

As a property management company, Mainstay Residential Ltd has created 
an innovative approach to delivering exceptional customer service in today’s 
complex property sector. By adhering to rigorous processes that not only  
protect Mainstay’s clients, they also safeguard residents and colleagues alike.  
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Rebecca continues, “Although  
ISO 9001:2015 has a greater focus 
on understanding and meeting the 
needs of interested parties, Mainstay 
already worked hard to build a good 
rapport with its customers and other 
stakeholders, continuously striving to 
meet their needs. 

We have always had a good 
relationship with our key contractors, 
where our Compliance Manager holds 
regular consultation meetings with 
our statutory compliance contractors.

By using our current governance 
framework, we work hard to 
forge close relationships with our 
customers and endeavour to meet 
their changing needs and  exceed 
expectations”.

Leadership

In ISO 9001 leadership is central to 
an organisation’s QMS success, and 
is aligned with the overall business 
processes making it relevant across 
the entire company.  

Mainstay’s leadership team has always 
understood the importance of its 
QMS and understands the significant 
contributions it makes to the business. 

“If I need support, the Managing 
Director will deliver key messages 
and requirements to the business 
to ensure that things get done. 
Buy-in for the management system 
is reiterated at the Managing 
Director briefings and employee 
workshops. Employee engagement 
surveys are regularly sent to all staff. 
The feedback is taken seriously 
and contributes to the continual 
improvement of our QMS”, says 
Rebecca.

“We have a ‘Red-Letter’ system where 
employees can submit continual 
improvement ideas to the leadership 
team. All ideas are presented to 
the employees during regular town 
hall meetings and are not vetted 
prior to the meetings. The ideas are 
then discussed openly between the 
leadership team and staff.  

Employee buy-in is fantastic as they 
really feel like their ideas for continual 
improvement are being heard and  
can see them being implemented 
into the company processes. It also 
highlights the leadership team’s 
engagement in taking ownership 
of our continual improvement 
processes”, Rebecca concludes.

 

We have a ‘Red-
Letter’ system where 
employees can 
submit continual 
improvement ideas 
to the leadership 
team. All ideas are 
presented to the 
employees during 
regular town hall 
meetings and are not 
vetted prior to the 
meetings. The ideas 
are then discussed 
openly between the 
leadership team  
and staff.  
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Mainstay’s approach to 
implementing ISO 9001

Management review meetings are  
a great opportunity for ensuring 
that all requirements in ISO 
9001 are discussed at length 
by members of the senior 
management team. Likewise, 
they are a great tool to enable us 
to document everything and gain 
senior management buy-in.



Risk-based thinking

Every organisation faces uncertainty 
and how this is addressed can often 
influence and even determine an 
organisation’s success. Built on the 
principle of risk-based thinking,  
ISO 9001:2015 provides a structured 
approach to the issues that are most 
likely to impact on your organisation.

Mainstay believes that gaining  
ISO 9001:2015 has enabled them to 
better identify, manage and mitigate 
risks and helped them to embed  
risk management into their 
organisational processes. 

“Achieving ISO 9001 has given more 
opportunity for individuals at all 
levels within the organisation to 
identify risks and opportunities, 
which can be fed upwards rather  
than downwards. Objectives and KPIs 
are set to accompany this, helping to 
embed risk management at the heart 
of our processes.

Independent certification looks at 
our ability to manage our risks. By 
having external assessors come into 
our organisation they can identify 
areas that we may not have identified 
ourselves.

We have a risk register that is set at a 
high-level and we ask departments to 
consider what they think the risks are 
to their department and processes. 
We then make sure these risks are 
aligned with the risk register and the 
lower levels of the organisation,  
using a bottom-up approach”,  
states Rebecca.

Process approach

Sustained success does not occur by 
coincidence. It comes from meeting 
objectives through well-designed and 
executed processes. ISO 9001:2015 
requires organisations to take a 
process approach, providing a 
360-degree view of their operations. 

“Implementing ISO 9001 has helped 
Mainstay gain a clearer understanding 
of the key inputs and outputs to 
processes and how these correlate 
with our identified objectives, KPIs 
and risks. It has given us a more 
transparent overview of what 
happens in between, providing us 
with information to help identify any 
issues or opportunities that may have 
previously been missed.

Every element of ISO 9001 improves 
performance and in terms of 
tendering for new business, it makes 
a difference for people wanting to 
work with us”, explains Rebecca. 

Achieving ISO 9001 has given more 
opportunity for individuals at all 
levels within the organisation to 
identify risks and opportunities, 
which can be fed upwards rather 
than downwards. Objectives and 
KPIs are set to accompany this, 
helping to embed risk management 
at the heart of our processes.
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Benefits of ISO 9001:2015
Rachel Dobson, Head of Health & 
Safety and Fire Safety at Mainstay, 
outlines the benefits that they have 
seen after achieving ISO 9001:2015. 
Paying particular attention to 
streamlined processes, Rachel 
explains how ISO 9001 improved 
efficiencies, risk management and 
continual improvement, which 
helped to improve the business 
performance as a whole. 

“Achieving a management 
system certification to any 
international standard enhances 
an organisation’s reputation, 
improves efficiencies and its 
risk management approach, 
particularly with the occupational 
health and safety (OH&S) 
management system standard.

ISO 9001’s continual improvement 
model identifies non-
conformities and opportunities 
for improvement, helping us to 
focus our priorities. We are always 
trying to find ways to improve 
the systems we already have 
and it’s exciting when you have a 
breakthrough, which you know is 
going to make a big difference.

ISO 9001 can take a long time 
to implement and it needs 
business-wide ‘buy-in’, so cost and 
resource are valid concerns for 
many organisations. In the long-
run though and if implemented 
effectively, ISO 9001 can vastly 
improve efficiencies and help 
mitigate risk. It also enhances 
your reputation, helping to bring 
in new business with more people 
wanting to work with you, directly 
impacting the bottom line.

Being monitored against 
the standard by an external 
organisation such as Lloyd’s 
Register, makes sure the business 
is doing what it’s supposed to be 
doing. For example, it ensures staff 
get the training they need and 
that this training is consistently 
evaluated and that staff appraisals 
are undertaken according to 
planned arrangements”, describes 
Rachel.

In the long-run ISO 9001 can 
vastly improve efficiencies and 
help mitigate risk. It also 
enhances your reputation, 
helping bring in new business 
with more people wanting to 
work with you, directly impacting 
the bottom line.



At Lloyd’s Register (LR), we allocate 
assessors who have auditing 
experience for your chosen 
standard and industry sector.  This 
enables us to add real value to your 
assessment visits by making the 
appropriate recommendations to 
improve your management system 
whilst improving your business.

We make sure that certification 
from LR provides credibility for your 
stakeholders through the globally 
recognised Lloyd’s Register brand. In 
the UK, we hold accreditation from 
the United Kingdom Accreditation 
Service (UKAS), demonstrating 
we have the expertise to conduct 
assessments against ISO 9001 
requirements.

Rebecca explains why these two 
points are so important for Mainstay: 
“It was important for us to choose a 
certification body that is externally 
accredited to reassure us that we 
are doing things correctly. LR was 
the first certification body to achieve 
accreditation from the United 
Kingdom Accreditation Service 
(UKAS) providing us with that all 
important credibility, and because 
of their thorough approach, we have  
the reassurance that we are managing 
risks effectively.

We continue to use LR because we 
respect their technical expertise, 
professionalism and pragmatic 
approach. Our auditor enables us 
to gain insight from somebody who 
doesn’t work for the organisation and 
uses their experience from working 
with other organisations to help us 
implement robust corrective action 
measures. For instance, we had been 
investigating the implementation of a 
Legal Update Service and when it was 
brought up during one of our audits, 
it helped me gain top management 
buy-in to drive this forward”, 
concludes Rebecca.
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Working with Lloyd’s RegisterTips for gaining ISO 9001 
certification
Give yourself plenty of time

Make sure you give yourself plenty of 
time to get to grips with the standard 
and the clauses. Look at how you 
can start integrating some of your 
existing processes into your quality 
management system. This can take a 
long time so don’t leave it too late. 

Leadership buy-in

Top management now needs to take 
responsibility and ownership of your 
organisation’s quality management 
system for you to gain certification. 
Make sure they are fully bought into 
the process and understand their 
role in implementing an effective 
management system that meets the 
requirements of ISO 9001.

Communicate key messages

Communicate the benefits and 
key messages around ISO 9001 to 
make sure all staff are onboard 
and understand their role in your 
organisation’s quality management 
system.  Your communications must be 
easy to understand, avoiding complex 
or technical terms. 

The use of case study examples can 
really help with understanding and  
can gain that all important buy-in. 

Conduct an internal audit

An internal audit can help identify 
how much work you need to do to 
achieve certification. Conducted 
properly, and using a checklist 
generated from the standard, it 
can identify problems, implement 
improvements and apply best 
practice solutions, ensuring your 
quality management system is 
performing and inputting into the 
overall business objectives. 

Look to appoint a consultant

You may find it difficult to dedicate 
resource with the time, knowledge 
and skills to implement your quality 
management system.  Look to 
appoint a qualified management 
system consultant who can help 
you implement the ISO 9001 
requirements. 

Appoint a UKAS-accredited 
certification body

Independent certification provides 
credibility for your stakeholders, 
but if you want reassurance that 
your certificate will be accepted 
universally, it’s important to choose 
an accredited certification body.   

In the UK, the United Kingdom 
Accreditation Service (UKAS), 
accredits certification bodies  
to deliver assessments against  
ISO 9001. Choosing a certification 
body accredited by UKAS means 
you can be confident they have the 
expertise and professionalism to 
carry out your assessment.

Lloyd’s Register was the first to achieve accreditation 
from the United Kingdom Accreditation Service (UKAS) 
providing us with that all important credibility, and 
because of their thorough approach, we have the 
reassurance that we are managing risks effectively.

Every element of ISO 9001:2015 improves performance 
and in terms of tendering for new business, it makes a 
difference for people wanting to work with us.



Hear from the assessor

Andrew Milner, ISO 9001 and  
AS 9100 series Lead Assessor at 
Lloyd’s Register, shares his view on 
ISO 9001 and Mainstay’s approach.

Your view on ISO 9001:2015

ISO 9001:2015 focusses on process 
performance as well as conformance 
and is more accommodating to 
various organisational types and 
sizes.  We are now seeing more 
service organisations becoming 
approved.

ISO 9001:2015 stipulates there 
needs to be more top management 
engagement with the organisation’s 
quality management system.  
Top management are therefore 
more committed to the quality 
management system performance, 
which in turn, helps to meet 
organisational aims and objectives, 
improving business performance. 

Your tips for implementing ISO 9001

Organisations who are just starting 
their ISO 9001:2015 journey should 
ensure top management are actively 
involved in the quality management 
system from the start, and are fully 
engaged with setting policies and 
objectives.   

Additionally, make sure you choose 
measurable objectives which add 
value to your organisation.  Decide on 
metrics that are an accurate reflection 
of process performance, but not too 
onerous to monitor.

What did Mainstay do  
particularly well?

Risk management
Mainstay clearly identified risks 
and implemented suitable 
countermeasures, particularly 
around training and development of 
customer facing personnel. 

Organisational knowledge
Good methods had been developed 
to keep informed of changes in 
general business and property sector 
specific legislation. Several new 
internal auditors holding various roles 
in the company had also been trained 
to the new standard with LR.

Top management engagement
Senior leadership were 
knowledgeable of current issues 
impacting the quality management 
system. 

Benefits of ISO 9001 for other 
facilities management companies

Achieving ISO 9001 demonstrates 
capability to property developers 
when tendering for new work in a 
competitive market. It promotes a 
standard approach to operations, 
potentially leading to savings in 
time and resource.  It may also help 
achieve consistency in the service 
provided if the organisation manages 
a large portfolio of properties.

How Lloyd’s Register can help?
LR recognises that every organisation 
is unique. At LR, we take time 
to understand the needs and 
circumstances of our clients and their 
businesses, to act with judgement, 
sensitivity and care. Our independence 
means that we are committed to 
doing things the right way to reach the 
highest standards and best outcomes 
for all, giving our clients confidence in 
our decisions every time.

Training
We provide practical training courses, 
led by trained and qualified tutors. 
Many of our courses are endorsed 
by relevant professional bodies and 
based on our experience of assessing 
management systems. We offer both 
public and in-house training services 
including customised training 
solutions to meet your needs.

Assessment
We specialise in management systems 
compliance including gap analysis, 
assessment and certification, all 
underpinned with expert advice 
designed to meet the needs of your 
industry. We explore every problem 
thoroughly with exact, analytical 
precision. We leave no stone unturned 
and no questions unanswered, to draw 
accurate conclusions.

Technical expertise
Our experienced assessors are 
industry specialists who are matched 
with your business needs, enabling 
an effective and robust audit of 
your system. We are experts in 
understanding the potential in 
cutting-edge ideas and applying 
this pragmatically in ways which 
guarantee an impact today and in  
the future.

A wide range of assurance services
At LR we deliver training, certification, 
validation and verification 
assessment services to all of the 
world’s leading standards and 
schemes including health and safety, 
environmental, sustainability,  
energy management, business 
continuity, cyber security, medical 
and many more.

About Lloyd’s Register
We started out in 1760 as a marine 
classification society. Today, 
we’re one of the world’s leading 
providers of professional services 
for engineering and technology – 
improving safety and increasing the 
performance of critical infrastructures 
for clients in over 75 countries 
worldwide. 

The profits we generate fund the 
Lloyd’s Register Foundation, a 
charity which supports science 
and engineering-related research, 
education and public engagement 
around everything we do. All of this 
helps us stand by the purpose that 
drives us every single day: Working 
together for a safer world.

In a world of increasing complexity – 
overloaded with data and opinion 
– we know that our customers need 
more than technology to succeed. 
They need an experienced hand. 
A partner to listen, cut through 
the noise and focus on what really 
matters to them and their customers. 
Our engineers and technical experts 
are dedicated to assurance. That 
means a commitment to embracing 
new technology, and a deep-rooted 
desire to drive better performance. 
So we consider our customers’ 
needs with diligence and empathy, 
then use our expertise and over 250 
years’ experience to deliver the smart 
solution for everyone.

After all, there are some things 
technology can’t replace.
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