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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 ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

drafted in accordance with the
.iso.org/directivesl.

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

WwWw.iso.org/patent

www.iso.org/iso/foreword.html

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

This Ehrr&- edition cancels and replaces the edition (ISO 9004: , which has
been technically revised.

)
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Introduction

This

provides guidance

in a complex, demanding

and ever-changing environment, by=a

ability to meet the needs and expectations of #s-customers and other interested-partiessovertiretong
birrerrdra] : s e 1 rtepedlrthe—meffeeti e
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Context of an organization (Clause 5)

Internal and external issues

Identity of an organization
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Figure 1 — Extended-modelof aprocess-basedquality mamagementsystemRepresentation of

the structure of this document
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Quality management — Quality of an organization —
Guidance to achieve sustained success

1 Scope

This mm—&m&mﬁmmmgmwmmm

is applicable to any organization,

regardless of .51ze, type and activity.

Ehied ok Stamrdard berhed ieatiomrestd .

2 Normative references

The followin

this document. For dated
references, only the edition cited applies. For undated references, the latest edition of the referenced
document (including any amendments) applies.

ISO 9000-, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO 9000- ard—tire
fottewimg-apply.

SISO Ol 57 PIAEAOFAVAIABIRE s/ /v so.0r/ob

N FGGOPEAAEAVAIRBIERE 1/ clectropedia.ore
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4 Managingfor-thesustained-sueeessQuality of an organization and
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needs and expectations of individual interested parties
in conflict with those of other interested parties, or can change very-quickly.
The means by which the needs and expectatlons of 1nterested arties are expressed and met can take
a wide variety of forms, , negotiation,
outsourcing, or by terminating an activit

Faltet—E tes-ofi : . Felrei tsrard .

W Needs and expectations “—__________.-—-—-"-I

Customers

rmance of products

Owners/shareholders stained profitability

Transparency
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Table 1 (continued)

Interested party Needs and expectations

People in the organization

Suppliers and partners ual benefits and continul

Society Environmental protection
Ethical behaviour

Compliance with statutory and regulatory requirements

Interested
parties

As appropriate
to the sector,
or other
interested
parties

Environment
protection
and social

responsibility

Sustainable
growth and
profitability

Quality of
products and
services

Needs and
expectations

Sustainable
partnership

Quality of
work life

N
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