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Predgovor

Ta dokument (EN ISO 9004:2009) je pripravil tehni¢ni odbor ISO/TC 176 "Vodenje in zagotavljanje
kakovosti".

Ta evropski standard mora dobiti status nacionalnega standarda z objavo istovetnega besedila ali z
razglasitvijo najpozneje do maja 2010, nacionalne standarde, ki so v nasprotju s tem standardom, pa
je treba umakniti najpozneje do maja 2010.

Opozoriti je treba na moznost, da so lahko nekateri elementi tega standarda predmet patentnih pravic.
CEN (in/ali CENELEC) ne prevzemata odgovornosti za identifikacijo katerih koli ali vseh takih
patentnih pravic.

Ta evropski standard nadomes¢a EN ISO 9004:2000.

V skladu z notranjimi predpisi CEN/CENELEC morajo ta evropski standard obvezno uvesti nacionalne
organizacije za standardizacijo naslednjih drzav: Avstrije, Belgije, Bolgarije, Cipra, Ceske republike,
Danske, Estonije, Finske, Francije, Grcije, Irske, Islandije, ltalije, Latvije, Litve, Luksemburga,
Madzarske, Malte, Nemcije, Nizozemske, NorveSke, Poljske, Portugalske, Romunije, Slovaske,
Slovenije, Spanije, Svedske, Svice in Zdruzenega kraljestva.

Razglasitvena objava

Besedilo standarda 1SO 9004:2009 je CEN odobril kot standard EN ISO 9004:2009 brez
kakrsnihkoli sprememb.
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Predgovor

ISO (Mednarodna organizacija za standardizacijo) je svetovna zveza nacionalnih organov za
standarde (Clanov ISO). Mednarodne standarde ponavadi pripravljajo tehni¢ni odbori ISO. Vsak ¢lan,
ki zeli delovati na dolo¢enem podrocju, za katero je bil ustanovljen tehni¢ni odbor, ima pravico biti
zastopan v tem odboru. Pri delu sodelujejo tudi mednarodne vladne in nevladne organizacije,
povezane z ISO. V vseh zadevah, ki so povezane s standardizacijo na podrocju elektrotehnike, 1ISO
tesno sodeluje z Mednarodno elektrotehnisko komisijo (IEC).

Mednarodni standardi so pripravljeni skladno s pravili, podanimi v 2. delu Direktiv ISO/IEC.

Glavna naloga tehni¢nih odborov je priprava mednarodnih standardov. Osnutki mednarodnih
standardov, ki jih sprejmejo tehniéni odbori, se poSlijejo vsem &lanom v glasovanje. Za objavo
mednarodnega standarda je treba pridobiti soglasje vsaj 75 odstotkov ¢&lanov, ki se udeleZijo
glasovanja.

Opozarjamo na moznost, da so lahko nekateri elementi tega mednarodnega standarda predmet patentnih
pravic. ISO ne prevzema odgovornosti za identifikacijo katerihkoli ali vseh takih patentnih pravic.

ISO 9004 je pripravil tehni¢ni odbor ISO/TC 176 Vodenje kakovosti in zagotavijanje kakovosti,
pododbor SC 2 Sistemi kakovosti.

Ta tretja izdaja razveljavlja in nadomes¢a drugo izdajo (ISO 9004:2000), ki je strokovno revidirana.

Glavna sprememba pri standardu ISO 9004, je osredotoCenost na trajno uspednost organizacije, ki
vodi k bistvenim spremembam v njegovi'zgradbi'in.vsebini.
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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national
standards bodies (ISO member bodies). The work of preparing International Standards is normally
carried out through ISO technical committees. Each member body interested in a subject for which a
technical committee has been established has the right to be represented on that committee.
International organizations, governmental and non-governmental, in liaison with 1ISO, also take part in
the work. ISO collaborates closely with the International Electrotechnical Commission (IEC) on all
matters of electrotechnical standardization.

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives,
Part 2.

The main task of technical committees is to prepare International Standards. Draft International
Standards adopted by the technical committees are circulated to the member bodies for voting.
Publication as an International Standard requires approval by at least 75 % of the member bodies
casting a vote.

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights.

ISO 9004 was prepared by Technical Committee ISO/TC 176, Quality management and quality
assurance, Subcommittee SC 2, Quality systems.

This third edition cancels and replaces the second edition (ISO 9004:2000), which has been
technically revised.

Managing for the sustained success, of an organization is, a major change in focus for 1SO 9004,
leading to substantial changes to its'structure and ‘contents.
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Uvod

V tem mednarodnem standardu so podani napotki, kako lahko s pomoc¢jo pristopa vodenja kakovosti

v zapletenem, zahtevnem in nenehno spreminjajoéem se okolju vsaka organizacija doseze trajno
uspesnost.

Trajno uspeSnost doseze organizacija, ki je sposobna dolgoro¢no in uravnotezeno izpolnjevati
potrebe in priakovanja svojih odjemalcev ter drugih zainteresiranih strani. Trajno uspesSnost je
mogoce dosedi z uspednim vodenjem organizacije, z zavedanjem o okolju organizacije, z u¢enjem ter
z ustrezno uporabo izboljSav ali inovacij ali obojega.

Ta mednarodni standard spodbuja samoocenjevanje kot pomembno orodje pregleda stopnje zrelosti
organizacije, ki zajema njeno voditeljstvo, strategijo, sistem vodenja, vire in procese za
prepoznavanije prednosti in slabosti ter priloznosti za izboljSave ali inovacije ali oboje.

Ta mednarodni standard omogoca SirSo osredotoCenost na vodenje kakovosti kot ISO 9001; odziva
se na potrebe in priCakovanja vseh ustreznih zainteresiranih strani in daje napotke za sistemati¢no
izboljSevanje celovitega delovanja organizacije. Na sliki 1 je podan razSirjen model na procesih
temeljeCega sistema vodenja kakovosti, ki vklju€uje elemente ISO 9001 in ISO 9004.

Okolje Nenehno izboljSevanje sistema vodenja kakovosti, Okolje
organizacije ki vodi k trajni uspesnosti organizacije organizacije
R
{

(. . A 1SO 9004, R
Zainteresirane tocka 4; Vo- Zainteresirane
strani denje Za trajno ) strani
uspesnost
organizacije

1SO 9004,
1SO 9004, o ’
Potrebe in “ - tocka 5, Izbtoijcékeav:hje
pri¢akovanja Strattle.g.llj(a in {50/9001; tocka 5, navaclio in s
politika | ~Odgovornost uéenje
a2 1 G dasisd S@
. 1SO 9004,
199 9094, totka 1SO 9001, tocka 8, :
! virov J tocka 6, Nadzorovanje, sl Zadovoljstvo
(razsirjeno) Vodenije virov merjenje, analize
I in pregled
-
Odjemalci Odjemalci
Potrebe in 1509001, tocka 7, Proizvod
ix : iZve
pri¢akovanja proizvoda
1SO 9004
1SO 9004,
- toéka 7, o)
Vodenje
procesov
[ Temelj: Nacela vodenja kakovosti (ISO 9000) J

Kljué
=== uu g Pretok informacij
) Aktivnosti, ki dodajajo vrednost

Slika 1: RazSirjeni model na procesih temeljeéega sistema vodenja kakovosti
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Introduction

This International Standard provides guidance to support the achievement of sustained success for
any organization in a complex, demanding, and ever-changing environment, by a quality management
approach.

The sustained success of an organization is achieved by its ability to meet the needs and expectations
of its customers and other interested parties, over the long term and in a balanced way. Sustained
success can be achieved by the effective management of the organization, through awareness of the
organization's environment, by learning, and by the appropriate application of either improvements, or
innovations, or both.

This International Standard promotes self-assessment as an important tool for the review of the
maturity level of the organization, covering its leadership, strategy, management system, resources
and processes, to identify areas of strength and weakness and opportunities for either improvements,
or innovations, or both.

This International Standard provides a wider focus on quality management than 1SO 9001; it
addresses the needs and expectations of all relevant interested parties and provides guidance for the
systematic and continual improvement of the organization's overall performance. An extended model
of a process-based quality management system incorporating the elements of ISO 9001 and
ISO 9004 is given in Figure 1.

Organization’s Continual improvement of the Quality management system Organization’s
Environment leading to sustained success Environment
S \
Y S E— 1SO 9004 ‘
Interested Clause 4 Interested
= Managing for A
Parties LELS Parties

success of an
oraanization

1SO 9004
1SO 9004 Clause 9

Needs & S50 Clause 5 | ¢
expectations Strategy and 1SO 9001, nprevement,
policy) - ! ‘Clalise 5, |nnovat|c_>n and

d9f Managefngpt af learning
responsibility

1SO 9004

1SO 9004

1SO 9001, 1SO 9001, Clause 8 Clause 8
Clause 6 Clause 6, Measurement, Monitoring.
Resource Resource ISO 9001 analysis and measuremer’\t, ' e
management p N
management improvement analysis and

(extended) N
review

Customers Customers
1SO 9001,
Needs & Clause 7,
realization
ISO 9004
ISO 9004
Clause 7 .

Process

management

[ Foundation: Quality management principles (ISO 9000) J

Key:
ssuns g |nformation flow
——) \/alue-adding activities

Figure 1 — Extended model of a process-based quality management system
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Ta mednarodni standard je bil razvit za vzdrzevanje skladnosti z ISO 9001 in zdruzljivosti z drugimi
standardi za sisteme vodenja. Taki standardi se dopolnjujejo, lahko pa se uporabljajo tudi
samostojno.

Dodatek A organizacijam omogo€a samoocenjevanje njihovih prednosti in slabosti, ugotavljanje
njihove stopnje zrelosti in prepoznavanje priloZznosti za izboljSave in inovacije.

Dodatek B opisuje nacela vodenja kakovosti, ki so podlaga za standarde vodenja kakovosti, ki jih
pripravlja ISO/TC 176.

Dodatek C od poglavja do poglavja navaja ujemanje med ISO 9001:2008 in tem mednarodnim
standardom.
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SIST EN I1SO 9004 : 2009

This International Standard has been developed to maintain consistency with 1SO 9001 and be
compatible with other management system standards. Such standards complement each other, but
can also be used independently.

Annex A provides a tool for organizations to self-assess their own strengths and weaknesses, to
determine their level of maturity, and to identify opportunities for improvement and innovation.

Annex B provides a description of the quality management principles that are the basis of the quality
management standards prepared by ISO/TC 176.

Annex C gives a clause by clause correspondence between ISO 9001:2008 and this International
Standard.
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