INTERNATIONAL ISO
STANDARD 92004

Redline version
compares Fourth edition to

Third edition

Quality management — Quality of an
organization — Guidance to achieve
sustained success

Management de la.qualité — Qualité d'un organisme — Lignes
directrices pour-obtenir des performances durables

Reference number
ISO 9004:redline:2018(E)

©1S0 2018


egv~��x!������,J�8�EP�;����ǔe���X#�z��l���q�-O|�g���m��w.3E3������ڏ0�Oe��)��Yi(��	����r�.�u��Qq

ISO 9004:redline:2018(E)

IMPORTANT — PLEASE NOTE

This is a mark-up copy and uses the following colour coding:

Text example 1 — indicates added text (in green)

Fextexampte2 — indicates removed text (in red)
| | — indicates added graphic figure

———— ] — indicates removed graphic figure

1Xx.. — Heading numbers containg modifications are highlighted in yellow in
the Table of Contents

DISCLAIMER

This Redline version provides you withxa-qui¢ck and-easy.way to compare the main changes
between this edition of the standard andxits previous edition. It doesn’t capture all single
changes such as punctuation buthighlights themodifications providing customers with
the most valuable information. Therefore it is important to note that this Redline version is
not the official ISO standard and that the:isers must consult with the clean version of the
standard, which is the official standard; for implementation purposes.

COPYRIGHT PROTECTED DOCUMENT

© 1S0 2018

All rights reserved. Unless otherwise specified, or required in the context of its implementation, no part of this publication may
be reproduced or utilized otherwise in any form or by any means, electronic or mechanical, including photocopying, or posting
on the internet or an intranet, without prior written permission. Permission can be requested from either ISO at the address
below or [SO’s member body in the country of the requester.

ISO copyright office

CP 401 ¢ Ch. de Blandonnet 8
CH-1214 Vernier, Geneva
Phone: +41 22 749 01 11
Fax: +41 22 749 09 47
Email: copyright@iso.org
Website: www.iso.org

Published in Switzerland

ii © ISO 2018 - All rights reserved


���M�A�û�\76��{�R���4�OB�����Aݺ<jP����#�愑z������[�������!��$�:hI�V
�}�b��СK�`�;��_�i�t��'P�

ISO 9004:redline:2018(E)

Contents Page

Foreword vi
Introduction... vii

1

2
3
4

Scope..

Normative references..

_

Terms and definitions

Managingfor-thesustaimed-sueeessQuality of an organization and sustained success ... 2

4 1 [}
T L u\.ll\.l Cu

4 o L | [}
i Y] JUSUAITICTU SUTTTSS =
4 Lanl} L] ")
TeJ I'TIC U1 salllbcll.l\lll S CIIVIT Ulllll\.xll.

! mfd-wmmmm_
4.2 Managing for the sustained success of an organization
su-a'cegrmd-pohey_
5.1  General ) 5

52  Strategy-amdpotrey-formutation
5.3

Identity of an organization. B
N
6.1 General

<V
6.2 Mission, vision, valu\g@an?l culture

>

. 1 ral 1 o
UL acTricrar O
yalia I L | raY
U. PYP PP IeU 4T [ 0 UN B ETL LAV L U § G B O e e R P R P PR 7

E i i i AA ' L 1 Fal
. . l'lallasblllblll. Ul P\'Ul.ll\.z ----- 7
E ii i! yal e l 1 1.0
. . \JUllll.l\.z\-\,ll\'\, vl }l\pul.ll\, ----------------- pav
Valio s 1 e _1 . . L 1
U.J.Jd nIvuiveiliaclit diivu 11iutivalivll Ul P\'Ul‘ll\' --------- pavy
A lal 1. _1 e 4.1
U.'T L)ul.l}lll\.»l O dliu Pﬂl CIICI O L L
4 1 Val 1 4.1
U. T. L uacilicidl.. L L
G42——Selectionevatratioranrdimprovenmentoftirecapabitittesof supphers
| 4 14
allru lJCll | 53 U 4 O G e L L
Pl . L . . 4
U.J 1IIIrrdotrvuciurc B
Ve YAL 1 4 "\
Y.V VVUILIIN CIIVIL Ulllllblll

6772 *emﬂedgmfmmmnd-eedmbgy_

—
4

C\
ik

Ubllblﬂl J.d

—
7

[\ 5]

1z
RITUWICUZSC oy > o)

.C\

© ISO 2018 - All rights reserved iii


\�G����2�I&ө���s��2A�����P��2����TȔ���x�djUR���k���o׍��I����~ďK7����1ea�q�@���w���Or�^�����`-

ISO 9004:redline:2018(E)

iv

o~ =~ h C - 4
U.7.J 1IIIIUIiiialivll 1J
~ 7 A La al ) 1 4
U.7. T 1\,\,1111\.’1\16)’ 1J
7.3 Objectives 15
7.4 NatwrabresoreesCommunication. .15
Process management 16
5'-1-. General 16

#26.2 Provessphmmimg vt Determination of processes. 16
#3088 Processrespomsivitity RESBORSIBH and authority fOR prOcESsEs IS

8.4 Managing processes 18
Resource management 20
9.1 General 20
0.2 People 20
9.21  General 20
9.2.2 Engagement of people 21
9.2.3 Empowerment and motivation of pe g‘rb{ 21
9.2.4 Competence of people '\v&' 21
5 )
93 Organizational knowledge Q,i@ o0 & 22
o LX) 7
9.4  Technology 5 ;)‘1 W 22
) Yol ¥ & ‘}@q@
9.5  Infrastructure and work env1rg§gg§ o &&. & 22
M
9.5.1 General c:L} ‘%Q \“é‘i\’é‘\fi‘b‘b\ 22
S SR
9.5.2 Infrastructure.x‘z? N Q, N 23
N S
9.5.3  Work environment A 23

23

9.6 Externally provided resources .

o2 1 yal ™~
O.0. 1 acTricral zJ
o2 2 A 04 L 12 . Lo Wal
O.0.4 ROy pLriurmidinctIiinuIcdatiurs ypvj
o2 2 h SN 1 1. o~
O.0.9 ITICCTIIAT auuUurt o7
Q2 4 c_1C a7
0. 0.7 JCIT ﬂooboolllbll o7
Qo r n 1 1 ﬂn
O.0.J

DCTICITITIAT 1\1115

E410.3 AmatystsPerformance analysis ... 29

10.4 Performance evaluation 30
10.5 Internal audit 31

10.6 Self-assessment
i W

© IS0 2018 - All rights reserved



C���ap�tS��������'>�1:3�|}��u`��=���3���V#�O.^.��)�m�fW��Yhة�3a���J��k��±�?Dډz�g�w
:�sR<�EG����

ISO 9004:redline:2018(E)

911 Improvement, immovatioramearingléarniig and IRROVAROR |33

9-1-- General 33
9-2- Improvement .33
11.3 Learning... 34
9—3- Innovation 35
9—3—1-- General .35
9:3211.4.2 Application 35
9-4 L\aﬂl ll;lls ------- 36
Annex A (informative) Self-assessment tool 38
AnrexB-finformative)-Quality-managementprinciptes 88
Bibliography . N & 95
g y oS
e &

é . )

Q ‘b\\ ";\t\%

N O

[*) RPN

?i& by 5\%Q a
. (SRS
éQ {é » osb 2
> & S
c:)g \Q \\G}\eqy cb
SE S
$ NG
N
.\\Q‘ <\&
%‘&.‘bﬁb >
)@Qb b?;»
\Y
&
&

© ISO 2018 - All rights reserved v


bJ�� �K愁P�@@�pfš�F�X�f_+����[��1��5�:�tf|c���a�5�
����A+AcnO���̞?�(����3�$��~Uj�zCC���)��ڟ>�

ISO 9004:redline:2018(E)

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.

eastingavote:
b(

Attention is drawn to the possibility that some of the elements of this dociment may be the subject of

patent rig fying any or all'such

hal

www.iso.org/iso/foreword.html & &S

) & A%
was prepared by\‘ﬁcﬁ‘;}lical Committee ISO/TC 176, Quality management and

quality assurance, Subcommittee 5€-2, Qgﬁﬁity systems.
Q

This ¢t

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

This i z ey o Hred

in a complex, demanding

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

Internal and external issues

Identity of an organization
(Clause 6)
A
A
Leadership Confidence
Customer (Clause 7) - in. the. '
and other Strategy ‘ organization’s
1 ability to meet
ereste: ! < customer
mpt:;;it::d - Objectives =™ andother
needs and 1 \ . relevant
expectations Y Y interested
Performarice parties
Process i needs and
analysisand || A | :
management evaluation expectations
(Clause 8) (Clause 10)
Resource Improvement,
mahagement learningand  H-
(Clause 9) innovation
(Clause 11)

Figure 1 — Extended-modelofaprocess-basedquality-mamagement-systemRepresentation of
the structure of this document

© 1S0 2018 - All rights reserved ix


��b��1LE��0i���	E�N�\B�eێ���ʨ`�>d���+OQ�I��nE��_���G�a&�*�UZ����R,��0��98D.�_8b4���E���
�q�eG���



�ZO{������lj����@B������6e��������Mmi�R���[UGq6l�H��O�rYv�nȋ
'f�AU��%��)�7.d�M�}&����;Ū9U����W��"

INTERNATIONAL STANDARD ISO 9004:redline:2018(E)

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.

2 Normative references

The followin

this document. For dated
nces, the latest edition of the referenced

ndaged

references, only the edition cited app
§ Sb §

document (including any amendmen%v
@

ISO 9000- Quality managerrggﬁt s@ms Fmo’igémentals and vocabulary
\@
3 Terms and definitions ‘g\

For the purposes of this documer@} th@ terms and definitions given in ISO 9000- ard—tire
fettowimg-apply. \\5

SISO Ol 57 PIAEAOFAVAIABIRE s/ /v so.0r/ob
B EIGEiFopediaaVAIRBIERY v /vy clectropedia.org/
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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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