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EESSONA

ISO (Rahvusvaheline Standardiorganisat-
sioon) on ilemaailmne rahvuslike
standardiorganite (ISO liikmesorganisat-
sioonide) liit. ISO rahvusvaheliste
standardite  ettevalmistust6d  tehakse
tavaliselt ISO tehnilistes komiteedes. Igal
lilkkmesorganisatsioonil, keda huvitab
tehnilise komitee to6valdkond, on digus
olla esindatud selles komitees. Samuti
osalevad t66s ISO-ga koostodd tegevad
rahvusvahelised riiklikud ja  mitte-
riiklikud organisatsioonid. ISO teeb
tihedat koost66d Rahvusvahelise Elektro-
tehnika Komisjoniga (IEC) koigis
elektrotehnika-alastes standardimist puu-
dutavates kiisimustes.

Tehnilistes komiteedes heakskiidetud
rahvusvaheliste  standardite  kavandid
jagatakse laiali ISO liikmesorganisat-
sioonidele héiletamiseks. Avaldamiseks
rahvusvahelise standardina peab kavand
saama vihemalt 75 % hiiletanute heaks-
kiidu.

Standardi ISO 9004-3 valmistas ette
tehnilise komitee ISO/TC 176 “Kvali-
teedijuhtimine ja kvaliteeditagamine”
alamkomitee SC 2 “Kvaliteedisiistee-
mid”.

Standard ISO 9004 koosneb iildpealkirja
“Kvaliteedijuhtimine ja kvaliteedisiistee-
mide elemendid” raames jérgmistest
osadest:

- Osa 1: Juhised'

- Osa 2: Juhised teenindamiseks®

- Osa 3: Juhised téotlusmaterjalidele

FOREWORD

ISO (the International Organization for
Standardization) is a worldwide federa-
tion 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 Com-
mission (IEC) on all matters of
electrotechnical standardization.

Draft International Standards adopted by
the technical committees are circulated to
the member bodies for voting. Publica-
tion as an International Standard requires
approval by at least 75 % of the member
bodies casting a vote.

International Standard ISO 9004-3 was
prepared by Technical Committee
ISO/TC 176, Quality management and
quality assurance, Sub-Committee SC 2,
Quality systems.

ISO 9004 consists of the following parts,
under the general title Quality manage-
ment and quality system elements:

- Part 1: Guidelines

- Part 2: Guidelines for services

- Part 3: Guidelines for processed
materials

! Vilja antud Eesti standardina EVS-EN ISO 9004-1:1996
2 Vilja antud Eesti standardina EVS-EN ISO 9004-2:1997



- Osa 4: Juhised kvaliteediparendamiseks

- Osa 5: Juhised kvaliteediplaanidele

- Osa 6: Juhised kvaliteeditagamiseks
projektijuhtimisel

- Osa 7: Juhised konfiguratsioonijuhti-
miseks

Osa 1 on standardi ISO 9004:1987 uus-
to6tlus.

Standardi ISO 9004 kiesoleva osa lisa A
on vaid teatmeline.

SISSEJUHATUS

0.1 Uldist

Iga ettevOtte vOi organisatsiooni esmane
huvi peab olema oma toodete ja teenuste

kvaliteet.

Et olla edukas, peab ettevite pakkuma
tooteid voi teenuseid, mis

a) rahuldavad selgelt méiratletud vaja-
dusi, kasutust voi eesmirki;

b) rahuldavad klientide ootusi;

c) on kooskdlas rakendavate standardite
ja spetsifikaatidega;

d) on kooskdlas riiklike (ja muude) iihis-
konnanduetega;

e) on saadaval - konkurentsivoimelise
hinnaga;

f) on valmistatud kasumit andvate kulu-
tustega.
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- Part 4: Guidelines for quality
improvement

- Part 5: Guidelines for quality plans

- Part 6: Guide to quality assurance for
project management

- Part 7: Guidelines for configuration
management

Part 1 is a revision of ISO 9004:1987.
Annex A of this part of ISO 9004 is for
information only.

INTRODUCTION

0.1 General

A primary concern of any company or
organization should be the quality of its

products and services.

In order to be successful, a company
should offer products or services that

a) meet a well-defined need, use or
purpose;

b) satisfy customers' expectations;

c) comply with applicable standards and
specifications;

d) comply with statutory (and other)
requirements of society;

e) are made available - at competitive
prices;

f) are provided at a cost which will yield
a profit.
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0.2 Organisatsioonilised eesmiéirgid

Oma eesmirkide saavutamiseks peab
ettevotte toéokorraldus olema selline, mis
tagab tema toodete ja teenuste kvaliteeti
mdjutavate tehniliste, administratiivsete
ja inimtegurite ohjatavuse. See ohje peab
olema suunatud kvaliteedialaste mitte-
vastavuste vihendamisele, korvaldami-
sele ning ennekdike viltimisele.

Tootlusmaterjalide korral on esmajoones
oluline protsessi enda ohje.

Ettevotte kvaliteedipoliitikas fikseeritud
eesmirkide saavutamiseks tuleb vilja
arendada ja teostada kvaliteedisiisteem.

Kvaliteedisiisteemi eri osade (v8i nouete)
tihtsus on erinevate tegevustiilipide ja
erisuguste toodete vdi teenuste jaoks
erinev.

Maksimaalse efektiivsuse saavutamiseks
ja kliendi ootuste rahuldamiseks on
oluline, et kvaliteedisiisteem sobiks
tegevustiiiibiga ja pakutava protsessi,
toote vOi teenusega.

0.3 Ettevotte/kliendi vajaduste rahul-
damine

Kvaliteedisiisteemil on kaks vastastikku
seotud aspekti:

a) Ettevotte vajadused ja huvid

Ettevottel on driline vajadus optimaalsete
kulutustega  saavutada ja  siilitada
soovitud kvaliteeti. Selle kvaliteedi-
aspekti teostamine on seotud ettevotte
tehnoloogiliste,  aineliste ja  inim-
ressursside planeeritud ja tdhusa kasu-
tamisega.

0.2 Organizational goals

In order to meet its objectives, the
company should organize itself in such a
way that the technical, administrative and
human factors affecting the quality of its
products and services will be under

control. All such control should be
oriented towards the  reduction,
elimination and, most importantly,

prevention of quality deficiencies.

With processed materials, control of the
process itself is of primary concern.

A quality system should be developed
and implemented for the purpose of
accomplishing the objectives set out in a
company's quality policies.

Each element (or requirement) in a
quality system will vary in importance
from one type of activity to another and
from one product or service to another.

In order to achieve maximum effective-
ness and to satisfy customer expectations,
it is essential that the quality system be
appropriate to the type of activity and to
the process, product or service being
offered.

0.3 Meeting company/customer needs

A quality system has two inter-related
aspects.

a) The company's needs and interests

For the company, there is a business need
to attain and to maintain the desired
quality at an optimum cost; the fulfilment
of this quality aspect is related to the
planned and efficient utilization of the
technological, human and material
resources available to the company.



b) Kliendi vajadused ja ootused

Kliendil on vaja kindlustunnet, et ettevote
on suuteline tagama soovitud kvaliteeti
ning seda pidevalt hoidma.

Kvaliteedisiisteemi  toodud  aspektid
nduavad objektiivseid tdendeid siisteemi
kvaliteedi ja ettevotte toodete kvaliteedi
kohta kdiva informatsiooni ja andmete
kujul.

0.4 Riskid, kelud ja kasu

Riski-, kulu- ja kasukaalutlustel on suur
tihtsus nii ettevotte kui ka kliendi jaoks.
Need kaalutlused on omased enamikule
toodetele ja teenustele. Nendest kaalut-
lustest tulenevad mdjud ja jarelmSjud on
jérgmised.

a) Riskikaalutlused

Ettevotte jaoks: Tuleb arvestada toodete
voi teenuste puudustega seotud riski, mis
viib imago v0i maine kaotusele, turu
kaotusele, kaebustele, hiivitusnGuetele,
vastutus- voi ohutusprobleemidele, inim-
ja finantsressursside raiskamisele.

Kliendi jaoks: Tuleb arvestada riski, mis
on seotud inimeste tervise ja ohutusega,
rahulolematusega toodete ja teenuste
suhtes, nende kittesaadavusega, rekla-
matsioonidega ning usalduse kaotusega.

b) Kulukaalutlused

Ettevotte jaoks: Tuleb arvestada kulusid,
mis on pohjustatud turunduse ja kavan-
damise puudustest, sealhulgas eba-
rahuldavatest materjalidest, vustootlusest,
parandamisest, limbervahetamisest, iim-
bertegemisest, tootmiskadudest, garantii-
ja vélisremondist.
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b) The customer's needs and expec-
tations

For the customer, there is a need for
confidence in the ability of the company
to deliver the desired quality as well as
the consistent maintenance of that

quality.

Each of the above aspects of a quality
system requires objective evidence in the
form of information and data concerning
the quality of the system and the quality
of the company's products.

0.4 Risks, costs and benefits

Risk, cost and benefit considerations have
great importance for both company and
customer. These considerations are
inherent aspects of most products and
services. The possible effects and
ramifications of these considerations are
given as follows.

a) Risk considerations

For the company: Consideration has to
be given to risks related to deficient
products or services which lead to loss of
image or reputation, loss of market,
complaints, claims, liability, safety, waste
of human and financial resources.

For the customer: Consideration has to
be given to risks such as those pertaining
to the health and safety of people,
dissatisfaction with goods and services,
availability, marketing claims and loss of
confidence.

b) Cost considerations

For the company: Consideration has to
be given to costs due to marketing and
design deficiencies, including unsatis-
factory materials, rework, repair,
replacement, reprocessing, loss of
production, warranties and field repair.
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Kliendi jaoks: Tuleb arvestada ohutuse,
hankimise, kasutamise, hoolduse, tiihi-
seisu ja remondi kuludega ning v8imalike
hévitamiskuludega.

¢) Kasukaalutlused

Ettevotte jaoks: Tuleb arvestada suure-
nenud rentaabluse ja turuosaga.

Kliendi jaoks: Tuleb arvestada viikse-

mate kuludega, paranenud kasutus-
sobivusega, rahuldatuse ja usaldata-
vusega.

0.5 Kokkuvote

Efektiivne kvaliteedisiisteem tuleb kavan-
dada nii, et see rahuldaks kliendi vajadusi
ja ootusi, seejuures kaitstes ettevotte
huvisid. Oigesti iilesehitatud kvaliteedi-
siisteem on viirtuslik juhtimisressurss
kvaliteedi optimeerimiseks ja ohjamiseks
seostuvalt riski-, kulu- ja kasukaalut-
lustega.

1 KASITLUSALA

Standardi ISO 9004 kiesolev osa annab
juhised  kvaliteedijuhtimise = rakenda-
miseks to6tlusmaterjalide kohta.

Standardi ISO 9004 kiéesolevas osas
toodud elementidest sobivate valik ja
nende rakendamise ulatus ettevottes
soltub  sellistest  teguritest  nagu
teenindatav turg, toote olemus, tootmis-
protsessid ja kliendi vajadused.

Standardi ISO 9004 kidesolev osa pole
moeldud kasutamiseks kontrollnimistuna
nduetekogumile vastavuse kindlakstege-
miseks.

For the customer: Consideration has to
be given to safety, acquisition cost,
operating, maintenance, downtime and
repair costs, and possible disposal costs.

¢) Benefit considerations

For the company: Consideration has to
be given to increased profitability and
market share.

For the customer: Consideration has to
be given to reduced costs, improved
fitness for use, increased satisfaction and
growth in confidence.

0.5 Conclusions

An effective quality system should be
designed to satisfy customer needs and
expectations while serving to protect the
company's interests. A well-structured
quality system is a valuable management
resource in the optimization and control
of quality in relation to risk, cost and
benefit considerations.

1 SCOPE

This part of ISO 9004 gives guidance on
the application of quality management to
processed materials.

The selection of appropriate elements
contained in this part of ISO 9004 and
the extent to which these elements are
adopted and applied by a company
depend upon factors such as the market
being served, the nature of the product,
production processes and consumer
needs.

This part of ISO 9004 is not intended to
be used as a checklist for compliance
with a set of requirements.



2 NORMATIIVVIITED

Allpool nimetatud standardid sisaldavad
sétteid, mis tekstiviidete kaudu kujutavad
endast standardi ISO 9004 kiesoleva osa
sdtteid. Publitseerimise ajal kehtisid all-
nimetatud véljaanded. Koik standardid
kuuluvad ldbivaatamisele, ning standardi
ISO 9004 kiesoleval osal pdhinevate
lepete osapooltel soovitatakse uurida
allpool nimetatud standardite virskeimate
viljaannete kasutamise voimalust. IEC ja
ISO liikmed siilitavad praegu kehtivate
standardite registreid.

ISO 8402:1994' Kvaliteedijuhtimine ja
kvaliteeditagamine. Sonavara

ISO 9004:19872 Kvaliteedijuhtimine ja
kvaliteedisiisteemi elemendid. Juhised

3 MAARATLUSED

Standardi ISO 9004 kéesolevas osas
kasutatakse standardites ISO 8402 ja
ISO 9004 toodud méiratlusi ning all-
jérgnevat médratlust.

3.1 Tootlusmaterjal: muunduste kaudu
valmistatavad 16pp- vdi vahetooted, mis
koosnevad tahkistest, vedelikest, gaasi-
dest vdi nende kombinatsioonidest,
sealhulgas teralistest materjalidest, valan-
ditest, kiud- ja lehtmaterjalidest.

MARKUS 1. Toétlusmaterjale teisalda-
takse tavaliselt mahutisiisteemides, nagu
torustikud, trumlid, kotid, paagid, purgid
voi rullid.
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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 encouraged to
investigate the possibility of applying the
most recent editions of the standards
indicated below. Members of IEC and
ISO maintain registers of currently valid
International Standards.

ISO 8402:1994, Quality management
and quality assurance - Vocabulary.

ISO 9004:1987, Quality management
and quality system elements - Guidelines.

3 DEFINITIONS

For the purposes of this part of ISO
9004, the definitions given in ISO 8402
and ISO 9004 and the following
definition apply.

3.1 Processed materials: products (final
or intermediate) prepared by transfor-
mations, consisting of solids, liquids,
gases, or combinations thereof, including
particulate materials, ingots, filaments or
sheet structures.

NOTE 1 Processed materials are
typically delivered in bulk systems, such
as pipelines, drums, bags, tanks, cans or
rolls.

! Vilja antud Eesti standardina EVS-EN ISO 8402:1996
2 Kiesoleval ajal kehtivad EVS-EN ISO 9004-1:1996 ja EVS-ISO 9004-2:1997





