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EESSONA

ISO (Rahvusvaheine Standardiorgani-
satsioon) on iilemaailmne rahvuslike
standardiorganite (ISO liikmesorganisat-
sioonide) liit. Rahvusvaheliste standar-
dite ettevalmistust6o tehakse tavaliselt
ISO tehnilistes komiteedes. Igal liikmes-
organisatsioonil, keda huvitab tehnilise
komitee toovaldkond, on digus olla
esindatud selles komitees.  Samuti
osalevad t60s I1SOga koostood tegevad
rahvusvahelised  riiklikud ja mitte-
riiklikud organisaisioonid. 1SO teeb
tihedat koost6od Rahvusvahelise
Elektrotehnika Komisjoniga (IEC) kaiki-
des elektrotehnikaalast standardimist
puudutavates kiisimustes.

Rahvusvahelised standardid kavan-
datakse vastavalt 1SO/IEC direktiivides
antud reeglitele (0osa 2).

Tehniliste komiteede pohiliseks iilesan-
deks on rahvusvaheliste standardite
ettevalmistamine. Tehnilistes komiteedes
heakskiidetud rahvusvaheliste standar-
dite kavandid jagatakse laidi 1SO
litkmesorganisatsioonidele haileta-
miseks. Avaldamiseks rahvusvahelise
standardina peab kavand saama vahemalt
75 % hailetanute heakskiidu.

Tuleb juhtida tdhelepanu voimalusele, et
kdesoleva dokumendi moned elemendid
voivad olla patendidiguse objektiks. ISO
e vota endale vastutust mone voi kdigi
sellelaadsete  juhtude viljaselgitamise
eest.

ISO 10014 vamistas ette tehniline
komitee 1SO/TC 176, Kvaliteedijuhti-
mine ja kvaliteeditagamine, alamkomitee
SC 3, Toetavad tehnol oogiad.

Kéaesolev ISO 10014 esimene versioon
tithistab ja asendab ISO/TR 10014:1998,
mida on tehnilisalt tdiendatud.

FOREWORD

ISO (the International Organization for
Standardization) is aworldwide federation
of national standards bodies (1SO member
bodies). The work of preparing Inter-
national Standards is normally carried out
through 1SO technica 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 organi-
zations, governmental and non-govern-
mental, in liaison with 1SO, aso take part
in the work. 1SO collaborates closely with
the International Electrotechnical Com-
mission (IEC) on all matters of electro-
technical 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 appro-
val by at least 75 % of the member bodies
casting avote.

Attention is drawn to the possibility that
some of the elements of this document
may be the subject of patent rights. 1ISO
shall not be held responsible for
identifying any or all such patent rights.

ISO 10014 was prepared by Technical
Committee ISO/TC 176, Quality manage-
ment and quality assurance, Subcom-
mittee SC 3, Supporting technologies.

This first edition of 1SO 10014 cancels
and replaces 1SO/TR 10014:1998, which
has been technically revised.



Kéesoleva versiooni eesméirgiks on
parendada SO 10014 seoseid 1SO 9000
seeriarahvusvaheliste standarditega ja sh
kvaliteedijuhtimise  printsiipide uue
struktuuriga. Samuti on tdiendatud peal-
Kirja ja kasitlusala, et need peegeldaksid
muudatuss 1ISO 9000 seerias ning
annaksid juhiseid toimimise parenda
miseks ja kiesoleva rahvusvahelise
standardi eesmargi teostamiseks.

SISSEJUHATUS

Kédesolev rahvusvaheline standard on
suunatud  tippjuhtkonnale.  Dokument
annab suunised rahanduslike ja maan-
duslike hiivede saavutamiseks ISO
9000:2005st  pirit  kaheksa  juhtimis-
printsiibi  mojusa kohaldamise kaudu.
Kédesoleva standardi raames viidatakse
nendele printsiipidele kui  “juhtimis-
printsiipidele”. Antud dokumendi eesmérk
on jagada tippjuhtkonnale teavet selle
kohta, kuidas hdlbustada juhtimisprint-
siipide mojusat kohaldamist ja organi-
satsiooni jatkusuutlikku edu voimaldavate
meetodite ning vahendite valikut. Puudu-
jadkide analiiiisi ja prioriteetide médramise
vahendina on lisatud enesehindamine.

See rahvusvaheline standard ragjaneb oma-
vahel seotud organisatsiooni eesmarkide
teostamist hdlbustavatel ning protsesse
arendavatel juhtimisprintsiipidel.

Need juhtimisprintsiibid on jargmised:

a) kliendikesksus,

b) eestvedamine,

c) inimeste' kaasamine,

d) protsessikeskne ldhenemisviis,

€) sSiisteemne ldhenemine juhtimisele,

f) pidev parendamine,

) faktipdhine 1ahenemine otsustamisele
ja

1 NB: Juhtimiskvaliteedi auhinna terminoloogias on

EVS-1SO 10014:2007

The intent of this edition is to improve the
relationship of 1SO 10014 with the 1SO
9000 series of International Standards and
to include a new structure relating to the
quality management principles. Also, the
title and the scope have been revised to
reflect the changes in the ISO 9000 series
and to give guidance for performance
improvement and realization of the aim of
this International Standard.

INTRODUCTION

This International Standard is addressed
to top management. It provides guide-
lines for redizing financia and eco-
nomic benefits through the effective
application of eight quality management
principles derived from SO 9000:2005.
These principles are subsequently
referred to as “management principles”
within the body of this standard. The
intent of this document is to provide top
management with information to faci-
litate effective application of mana-
gement principles and selection of
methods and tools that enable the
sustalnable success of an organization. A
self-assessment is included as a gap
anaysis and prioritization tool (see
Annex A).

This International Standard builds upon

these interrelated management principles

to develop processes that facilitate the

realization of the organization’s objec-

tives.

The management principles are

a) customer focus,

b) leadership,

c) involvement of people,

d) process approach,

€) system approach to management,

f) continual improvement,

g) factua approach to decision making,
and

ingliskeelne mdiste people tdlgitud tootajateks,

mitte inimesteks. Samas on uues | SO 9000 standardi tdlkes kasutatud ‘inimese’ mdistet.
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h) vastastikku kasulikud suhted
tarnijatega.

Nende juhtimisprintsiipide kasutusele-
Vvotmine on tippjuhtkonna strateegiline
otsus. See kinnitab suhet mojusa juhtimise
ning rahaliste ja maanduslike hiivede
vahel. Asakohaste meetodite ja tooriistade
kasutuselevotmine soodustab jarjekindla
Siisteemse ldhenemise arengut rahaliste
ning maanduslike eesmirkide saavuta-
misel.

Magjanduslikku kasu saavutatakse iild-
joontes ressursside mdjusa juhtimise ning
organisatsiooni tldise viartuse ja heaolu
parendamiseks kohaldatavate protsesside
ellurakendamise kaudu. Finantstulu on
organisatsioonilise parenduse rahas viljen-
dunud vorm ning seda realiseeritakse
organisatsioonis kulu-efektiivsate juhti-
mispraktikate abil .

Juhtimisprintsiipide edukas integreerimine
toetub  protsessikeskse  ldhenemisviisi
kohaldamisele ning Planeeri-Tee-
Kontrolli-Parenda (PDCA) metodoloo-
gide. See ldhenemine voimaldab tipp-
juhtkonnal hinnata noudmisi, plancerida
tegevusi, eraldada agakohaseid ressursse,
ellu rakendada pideva parendamise
tegevusi ning moodta mojususe madramise
eesmirgil tulemusi. See voimaldab tipp-
juhtkonnal teha pdhjendatud otsuseid, olgu
need seotud dristrateegiate maératle-
misega, mingi uue toote Vviljaarenda-
misega voi finantskokkulepete elluviimi-

sega.

Rahalised ja magandusikud hiived, mis
tulenevad juhtimisprintsiipide kohalda-
misest, on jargmised:

- paranenud kasumlikkus,

- kasvanud tulud,

- paranenud eelarvelised niitajad,

- vihenenud kulud,
- paranenud rahavood,

VI

h) mutually beneficial supplier relation-
ships.

Adoption of these management prin-
ciples is a strategic top management
decision. It affirms the relationship bet-
ween effective management and reali-
zation of financid and economic
benefits. Deployment of appropriate
methods and tools fosters the develop-
ment of a consistent systematic approach
for addressing financial and economic
objectives.

Economic benefit is generally attained
through effective management of
resources and implementation of appli-
cable processes for improving the
overall worth and health of the
organization. Financia benefit is the
result of organizational improvement
expressed in monetary form, and
realized by cost-effective management
practices within the organization.

Successful integration of the mana-
gement principles relies on the appli-
cation of the process approach and the
Plan-Do-Check-Act (PDCA) methodo-
logy. This approach enables top mana-
gement to assess requirements, plan
activities, allocate appropriate resources,
implement  continual  improvement
actions and measure results in order to
determine effeciiveness. It alows top
management to make informed deci-
sions, whether they relate to the
definition of commercial strategies, the
development of a new product or the
execution of financial agreements.

Financial and economic benefits that can
result from the application of the mana-
gement principlesinclude

- improved profitability,

- improved revenues,

- improved budgetary

mance,
- reduced costs,
- improved cash flow,

perfor-



- suurenenud tulud investeeringutelt,

- suurenenud konkurentsivoime,

- klientide sdilitamise ja lojaalsuse
paranemine,

- otsuste langetamise suurenenud
mJjusus,

- olemasolevate ressursside opti-
maal sem kasutus,

- tootajate  suurenenud
voime,

- suurenenud intellektuaal ne kapital,

- optimeeritud, mojusad ja tohusad
protsessid,

- tarneahela paranenud toimivus,

vastutus-

- lithem turulejoudmise aeg ja

- paranenud organisatsiooniline toi-
mivus, usaldusviairsus ja jatkusuut-
likkus.

Kidesolev rahvusvaheline standard on
tihtemoodi kohaldatav organisatsioonidele,
mille tooted hdlmavad teenuseid, tarkvara,
riistvara ja toodeldud materjale. Standard
kehtib nii avalikus kui ka erasektoris ning
pakub kasulikke juhiseid, sdltumata
tootajate  arvust, pakutavate toodete
valikust, tuludest, protsesside keerukusest
voi asukohtade hulgast. Kédesolev standard
toetab ka valitsus- ja avaikke asutus,
holbustades jatkusuutliku majanduskasvu
ja heaolu saavutamist.

EVS-1SO 10014:2007

- improved return on investment,

- increased competitiveness,

- improved customer retention and
loyalty,

- improved  effectiveness  of
decision making,

- optimized use of available re-
sources,

- heightened employee accounta-
bility,

- improved intellectual capital,

- optimized, effective and efficient
processes,

- improved supply chain perfor-
mance,

- reduced time to market, and

- enhanced organizational perfor-
mance, credibility and sustai-
nability.

This International Standard is applicable
equally to organizations with products
that include services, software, hardware
and processed materials. It is relevant in
both the public and private sector and
can provide useful guidance regardless
of the number of employees, diversity of
product offerings, revenues, complexity
of processes or number of locations. It
also provides support to public and
governmental organizations to facilitate
sustainable economic growth and pros-

perity.

VIl
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KVALITEEDIJUHTIMINE

Juhised rahaliste jamgjanduslike hiivede saavutamiseks

Quality management

Guidelines for realizing financial and economic benefits

1 KASITLUSALA

Kéesolev rahvusvaheline standard annab
suunised finants- ja majanduslike hiivede
saavutamiseks 1SO 9000 kvaliteedi-
juhtimise printsiipide kohal damise kaudu.

MARKUS. Neid printsiipe nimetatakse kiesolevas
standardis “‘juhtimisprintsiipideks”.

See rahvusvaheline standard on suunatud
organisatsiooni  tippjuhtkonnale  ning
tdiendab toimimise parendamise osas
standardit 1SO9004. Ta esitab nditeid
saavutatavatest hiivedest ning maéadrab
kindlaks kasutatavad juhtimismeetodid ja
-vahendid, mis aitavad kaasa nende
hiivede saavutamisele.

See rahvusvaheline standard koosneb
juhistest ja soovitusest ning e ole moeldud
sertifitseerimiseks ega normatiivseks voi
lepinguliseks kasutuseks.

2 NORMATIIVVIITED

Alljargnevad viidatud dokumendid on
kdesoleva  dokumendi  kohaldamiseks
hdadavajalikud. Kuupdevaga varustatud
viidete puhul kohaldub ainult siinviidatud
véljaanne. Mis puutub ilma kuupievata
viidetesse, siis nende puhul kohaldub
viidatud dokumendi ko&ige hilisem vilja-
anne (seal hulgas mistahes lisad).

SO 9000:2005, Kvaliteedijuhtimissiistee-
mid. Alused ja Sonavara

1 SCOPE

This International Standard provides
guidelines for redlizing financia and
economic benefits from the application
of the ISO 9000 quality management
principles.

NOTE These ae herein referred to as

“management principles”.

This International Standard is directed to
top management of an organization and
complements ISO 9004 for performance
improvements. It provides examples of
achievable benefits and identifies mana-
gement methods and tools that are
available to assist with the achievement
of those benefits.

This International Standard consists of
guidelines and recommendations, and is
not intended for certification, regulatory
or contractual use.

2 NORMATIVE REFERENCES

The following referenced documents are
indispensable for the application of this
document. For dated references, only the
edition cited applies. For undaied refe-
rences, the latest edition of the
referenced document (including any
amendments) applies.

SO 9000:2005, Quality management
systems — Fundamentals and vocabulary
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