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EESS6NA

K?iesolev standard sisaldab rahvusvahelise standardi ISO 9004-2:199t "euality
management and quality system elements. Part 2:Guidelines for services" ingliskeelse
teksti ja selle ekvivalentse eestikeelse t6lke.

Standardi tOlkija - Ene T5et6rkin4 Eesti Tdlkijate Liidu liige.

T6lke vaatas liibi ekspertkomisjon koosseisus :

Hanno Sillamaa (komisjoni esimees) - Tallinna Tehnikaiilikooli automaatika ja
stisteemitehnika instituudi professor,

Andres Kiitam - Tallinna Tehnikatilikooli kvaliteeditehnika aseprofessor,
Rein Kull - Eesti Keele Instituudi teadustiititaja.
Ekspertkomisjoni ja Eesti Standardiameti esindajate iihisel koosolekul soovitati
kiiesolev ISO 9004-2 t6lge viilja anda Eesti standardina.

T6lkes on k6ik viited ISO 8402, ISO 9000, ISO 9001, ISO 9002, ISO 9003 ja
ISo 9004 asendatud viidetega EVs-6o 8402, EVS-ISO 9000, EVS-ISO 9001,
EVS-ISO 9002, EVS-ISO 9003 ja EVS-ISO 9004 ning termin "International
Standard" terminiga "standard".

Standard on kinnitatud Eesti Standardiameti kiiskkirj a ga 29.12.1994 nr.36.
Registrisse kantud 29.12.1994 nr. 811.

This standard consists of the English text of the international Standard ISO 9004-2
"Quality management and quality system elements. Part 2: Guidelines for seryices".
The standard contains also an equivalent Estonian translation of the English text.
All references to ISO 8402, ISO 9000, ISO 9001, ISO 9002, ISO 9003 and
ISO 90M within this Estonian translation are replaced with EVS-6O 8402,
EVS-NO 9000, EVS-ISO 9001, EVS-ISO 9002, EVS-ISO 9003 and EVS-ISO 9004
and the term "International Standard" replaced with the term "standard".
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EVS-ISO 9OM-2:1994

SISSEJUHATUS

Kvaliteet ja kliendi rahuldatus on tiihtsad ktisimu-
se{ millele pri<iratakse tilemaailmselt tiha suure-
mat tiihelepanu. EVS-ISO 9004 kiiesolev osa on
reageeringuks selle tiihtsuse teadvustamisele ning
ptitiab organisatsioone ja ettevdtteid ergutada t6-
husamalt juhtima oma teenindustegevuse kvali-
teedi aspekte.
EVS-ISO 9004 k?iesolev osa rajaneb kvaliteedi-
juhtimise p6him6tetel, mis on esitatud standardi-
sarjas EVS-ISO 9000 kuni EVS-ISO 9004 ja
mille kohaselt kvaliteedieesm?irkide mittetiiitmine
v6ib kaasa tuua katrjulikke tagajiirgi nii kliendile,
organisatsioonile kui ka iihiskonnale. Vastutus
selliste vigade viiltimise eest lasub organisat-
siooni juhtkonnal.

Kvaliteedi loomine ja siiilitamine organisatsioonis
s6ltub slistemaatilisest suhtumisest kvatiteedijuh-
timisse, mille sihiks on tagada kliendi vajaduste
m6istmine ja rahuldamine. Kvaliteedi saaw-
tamine n6uab kohustumust kvaliteedip6him6te-
tele organisatsiooni k6igil tasanditel ja loodud
kvaliteedijuhtimisstisteemi pidevat iilevaatusf
ning parendamist. See si.isteem p6hineb tagasisi-
del kliendi ettekujutusest osutatud teenuse kohta.

Kvaliteedijuhtimise edukas rakendamine teenin-
damisel tagab miirkimisviiiirsed vdimalused:

- paremaks teenuse toimivuseks ja kliendi ra-
huldatuseks,

- paranenud tootlikkuseks, t6hususeks ja kulude
viihendamiseks,

- turuosa suurendamiseks.

Nende eeliste saavutamiseks peaks teeninduse
kvaliteedisiisteem reageerima ka teenuse osu-
tamisel kaasnevatele inimlikele aspektidele

- juhtides teeninduses sisalduvaid sotsiaalseid
protsesse,

- arvestades inimsuhteid kui teenuse kvaliteedi
olulist osa.

INTRODUCTION

Quality and customer satisfaction are important
subjects receiving increasing attention worldwide.
This part of ISO 9004 provides a'response to this
awareness and seeks to encourage organizations
and companies to manage the quality aspects of
their service activities in a more effective manner.

This part of ISO 9004 builds on rhe quality man-
agement principles given in the ISO 9000 to ISO
9004 series. It recognizes that a failure to meet
quality objectives can have consequences that
may adversely affect the customer, the organiza-
tion and society. It further recognizes that it is a
management responsibility to ensure that such
failures are prevented.

The creation and maintenance of quatity in an or-
ganization is dependent upon a systematic ap-
proach to quality management aimed at ensuring
that customer needs are understood and met. The
achievement of quality necessitates a commitment
to quality principles at all levels in the organiza-
tion and a continual review and improvement of
the established system of quality management
based on feedback of the customer's perception of
the service provided.

The successful application of quality management
to a service provides significant opportunities for

- improved service performance and customer
satisfaction,

- improved productivity, efficiency and cost re-
duction, and

- improved market share.

To achieve these benefits, a quality system for
services should also respond to the human aspects
involved in the provision of a service by

- managing the social processes involved in a
service,

- regarding human interactions as a crucial part
of service quality,
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- tunnistades tiihtsaks kliendi kujutlust organi-
satsiooni mainest, kultuurist ning tegevusest,

- arendades personali oskustja suutlikkust,

- motiveerides personali parendama kvatiteeti ja
tiiitmaks kliendi ootusi.

KVALITEEDUUHTIMINE JA KVA-
LITEEDISUS TEEMI ELEMENDID
2. osa

JUHISED TEENINDAMISEKS

I IAiSITLUSALA

EVS-ISO 90M k[esolev osa annab juhiseid or-
ganisatsioonisisese kvaliteedisiisteemi loomiseks
ja teostamiseks. See p6hineb standardis EVS-ISO
9044 kirjeldatud ettev6ttesisese kvaliteedduh-
timise 0ldp6him6tetel ja annab igakiilgse tilevaate
just teenindamise kvaliteedisiisteemist.

EVS-ISO 9004 kiiesolev osa on rakendatav kvali
teedististeemi viiljaarendamiseks uuele v6i muu-
detud teenusele. Samuti v6ib seda vahetult raken-
dada olemasoleva teenindamise kvaliteedisiis-
teemi teostamisel. Kvaliteedisiisteem h6lmab
k6iki efektiivse teenuse osutamiseks vajalikke
protsesse turundusest kuni teenuse tiiitmiseni ja
sisaldab klientidele osutatud teenuse analiii.isi.

Kideldatud kontseptsioonid, p6him6tted ja kvali-
teedististeemi elemendid on rakenclatavad k6igile
teenuseliikidele, nii puhtakujulise teenuse konal
kui ka kombineeritult toote valmistamise ja tarni-
misega. Seda saab kirjeldada pideval skaalal,
alates olukorrast, mille puhul teenus on vahetult
seotud tootega, kuni toote v?iikese osatiihtsusega
olukorrani. Joonis I illustreerib seda kont-
septsiooni kolmele teenuseliigile.

Toote suur osatiihtsus Toote viike osatiihtsus

Autom00giteenus Restoraniteenus Juriidiline teenus

Joonis I - Toote osatiihtsus teenuste skaalal

EVS ISO 9AO4-2:t994

- recognizing the importance of a customer,r
perception of the organization,s image, culture
and performance,

- developing the skills and capability of person_
nel, and

- motivating personnel to improve quality and tc
meet customer expectations.

QUALITY MANAGEMENT AND
QUALITY SYSTEM ELEMENTS
Part2:.

GUIDELINES FOR SERVICES

1 SCOPE

This part of ISO 90&1 gives guidance for estab_
lishing and implementing a quality system within
an organization. It is based on the generic princi-
ples of internal quality management described in
ISO 9004:1987 and provides a comprehensive
overview of a quality system specifically for ser-
vices.

This part of ISO 9004 can be applied in rhe con-
text of developing a quality system for a newly
offered or modified service. It can also be apptied
directly when implementing a qualiry sysrem for
an existing service. The quality system embraces
all the processes needed to provide an effective
service, from marketing to delivery, and includes
the analysis of service provided to customers.

The concepts, principles and quality system ele-
ments described are applicable to all forms of
service, whether solely of a service character or in
combination with the manufacture and supply of a
product. This can be shown as a continuum rang-
ing from a situation where the service is directly
related to a product to a situation where there is
little product involved. Figure I illustrares this
concept for three types of service.

Product content (high) product content (low)

Vehiclesalesservice Restaurantservicc Legal service

Figure l-Product content in a service continuun
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Mfukus 1. Seadmed ja sisustus v6ivad samuti olla
vahetult seotud teenuse osutamiseg4 niiiteks miiiigi-
automaatide ja pangaautomaatide puhul.

EVS-ISO 9004 kiiesoleva osa kontseptsioonid ja
p6himStted sobivad nii suurtele kui ka viiikestele
organisatsioonidele. Kuigi viiikesed teenindusor-
ganisatsioonid ei oma ega vaja suurte organisat-
sioonide keerulist struktuuri, rakenduvad samad
p6him6tted. Erinevus on lihtsalt ulatuses.

Organisatsiooniviilise teenuse l6ppsaaja on eel-
k6ige klient. Sageli v6ib klient olla aga organi-
satsioonisisene, seda eriti suuremates organisat-
sioonides, kus klient v6ib paikneda teenuse reali-
seerimise protsessi jiirgmisel sraadiumil. Kuigi
EVS-ISO 9004 k?iesolev osa on kirjutatud,
p6hiliselt pidades silmas organisatsiooniviilist
klienti, v6ib seda kasutada ka siseklientidele, saa-
vutamaks vajalikku tildist kvaliteeti.

Talitluselementide valik ja rakendamise ulatus
sdltuvad sellistest teguritest, nagu teenindatav
turg, organisatsiooni v6imalused, teenuse ise-
loom, teenindusprotsessid ja kliendi vajadused.

Lisa A on ainult teatmeline ja esitab teenuste
niiited, mille puhul EVS-ISO 9004 k?iesolevat osa
v6ib rakendada. Niiited h6lmavad tootvatele
tdostusharudele iseloomulikku teenindustegevust.

2 NORMATIIWIITED

Alljiirgnevad standardid sisaldavad siitteid, mis
k?iesolevas tekstis sisalduvate viidete kaudu
moodustavad EVS-ISO 9004 kiiesoleva osa siit-
ted. Standardi publitseerimise ajal olid viidatud
viiljaanded kehtivad. KOik standardid kuuluvad
llbivaatamisele ja kiiesoleval standardil p6hine-
vate lepingute osapooli soovitatakse rakendada
alltoodud standardite uusimaid viiljaandeid. Het-
kel kehtivate rahvusvaheliste standardite registrit
siiilitavad IEC ja ISO liikmed.

NOTE I Equipment or facilities may also be directlv
involved in providing a service, for example, vendini
machines or automatic banking machines.

The concepts and principles in this part of ISO
9004 are appropriate to large and small organna_
tions. Although the small service organization
will not have, nor need, the complex structure
necessary in the larger enterprise, the same prin_
ciples apply. The difference is simply oni of
scale.

Primarily, the customer will be the ultimate re-
cipient of the service external to the organization.
Frequently though, the customer can be internal
within the organization; this is especially so in
larger organizations where the customer can be at
a subsequent stage in the provisioning process.
While this part of ISO 9004 is writren principally
with respect to external customers, it can also
apply to internal customers for overall achieve_
ment of the required quality.

The selection of operational elements and the ex-
tent to which they are applied depends on such
factors as the market being served, the options of
the organization, the nature of the service, the
service processes and the customer needs.

Annex A is for information only, and gives ex_
amples of services to which this part of ISO 9004
may be applied. The examples include service ac_
tivities inherently performed in product manufac-
turing industries.

2 NORMATIVE REFERENCES

The following standards contain provisions
which, through reference in this text, constitute
provisions of this part of ISO 9004. At the time of
publication, the editions indicated were valid. All
standards are subject to revision, and parties to
agreements based on this part of ISO 9004 are en-
couraged to investigate the possibility of applying
the most recent editions of the standards indicated
below. Members of IEC and ISO maintain regis-
ters of currently valid International Standards.
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