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Introduction

0.1 General

The adoption of a quality management
system is a strategic decision for an
organization that can help to improve its
overall performance and provide a sound
basis for sustainable development initiatives.
The potential benefits to an organization of
implementing a quality management system
based on this International Standard are:

a) the ability to consistently provide products
and services that meet customer and
applicable

statutory and regulatory requirements;

b) facilitating opportunities to enhance
customer satisfaction;

Cc) addressing risks and opportunities
associated with its context and objectives;

d) the ability to demonstrate conformity to
specified quality ~management system
requirements.

This International Standard can be used by
internal and external parties.

It is not the intent of this
Standard to imply the need for:
— uniformity in the structure of different
quality management systems;

— alignment of documentation to the clause
structure of this International Standard;

— the use of the specific terminology of this
International Standard within the organization.

The quality management system
requirements specified in this International
Standard are complementary to requirements
for products and services.

This International Standard employs the
process approach, which incorporates the
Plan-Do-Check-Act (PDCA) cycle and risk-
based thinking.

The process approach enables an
organization to plan its processes and their
interactions.

The PDCA cycle enables an organization to
ensure that its processes are adequately
resourced and managed, and that
opportunities for improvement are determined
and acted on.

Risk-based thinking enables an organization
to determine the factors that could cause its
processes and its quality management
system to deviate from the planned results, to
put in place preventive controls to minimize
negative effects and to make maximum use of
opportunities as they arise (see Clause A.4).

International
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Consistently meeting requirements and
addressing future needs and expectations
poses a challenge for organizations in an
increasingly dynamic and complex
environment. To achieve this objective, the
organization might find it necessary to adopt
various forms of improvement in addition to
correction and continual improvement, such
as breakthrough change, innovation and re-
organization.

In this International Standard, the following
verbal forms are used:

— “shall” indicates a requirement;

— “should” indicates a recommendation;

— “may” indicates a permission;

— “can” indicates a possibility or a capability.

Information marked as “NOTE” is for guidance
in understanding or clarifying the associated
requirement.

0.2 Quality management principles

This International Standard is based on the
quality management principles described in
ISO 9000. The descriptions include a
statement of each principle, a rationale of why
the principle is important for the organization,
some examples of benefits associated with
the principle and examples of typical actions
to improve the organization’s performance
when applying the principle.

The quality management principles are:

— customer focus;

— leadership;

— engagement of people;

— process approach;

— improvement;

— evidence-based decision making;

— relationship management.

0.3 Process approach
0.3.1 General

This International Standard promotes the
adoption of a process approach when
developing, implementing and improving the
effectiveness of a quality management
system, to enhance customer satisfaction by
meeting customer requirements. Specific
requirements considered essential to the
adoption of a process approach are included
in4.4.
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Understanding and managing interrelated
processes as a system contributes to the
organization’s effectiveness and efficiency in
achieving its intended results. This approach
enables the organization to control the
interrelationships  and interdependencies
among the processes of the system, so that
the overall performance of the organization
can be enhanced.

The process approach involves the
systematic definition and management of
processes, and their interactions, so as to
achieve the intended results in accordance
with the quality policy and strategic direction
of the organization. Management of the
processes and the system as a whole can be
achieved using the PDCA cycle (see 0.3.2)
with an overall focus on risk-based thinking
(see 0.3.3) aimed at taking advantage of
opportunities and preventing undesirable
results.

The application of the process approach in a
quality management system enables:

a) understanding and consistency in meeting
requirements;

b) the consideration of processes in terms of
added value;

c¢) the achievement of effective process
performance;

d) improvement of processes based on
evaluation of data and information.

Figure 1 gives a schematic representation of
any process and shows the interaction of its
elements. The monitoring and measuring
check points, which are necessary for control,
are specific to each process and will vary
depending on the related risks.
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Figure 1 — Schematic representation of the elements of a single process
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0.3.2 Plan-Do-Check-Act cycle

The PDCA cycle can be applied to all
processes and to the quality management
system as a whole.

Figure 2 illustrates how Clauses 4 to 10 can
be grouped in relation to the PDCA cycle.
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NOTE Numbers in brackets refer to the clauses in this International Standard.

Figure 2 — Representation of the structure of this International Standard in the PDCA cycle
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The PDCA cycle can be briefly described as

follows:

— Plan: establish the objectives of the
system and its processes, and the
resources needed to deliver results in
accordance with customers’ requirements
and the organization’s policies, and identify
and address risks and opportunities;

— Do: implement what was planned;

— Check: monitor and (where applicable)
measure processes and the resulting
products and services against policies,
objectives, requirements and planned
activities, and report the results;

— Act: take actions to improve performance,
as necessary.

0.3.3 Risk-based thinking

Risk-based thinking (see Clause A.4) is
essential for achieving an effective quality
management system.

The concept of risk-based thinking has been
implicit in  previous editions of this
International Standard including, for example,
carrying out preventive action to eliminate
potential nonconformities, analyzing any
nonconformities that do occur, and taking
action to prevent recurrence that is
appropriate  for the effects of the
nonconformity.

To conform to the requirements of this
International Standard, an organization needs
to plan and implement actions to address
risks and opportunities. Addressing both risks
and opportunities establishes a basis for
increasing the effectiveness of the quality
management system, achieving improved
results and preventing negative effects.
Opportunities can arise as a result of a
situation favourable to achieving an intended
result, for example, a set of circumstances

that allow the organization to attract
customers, develop new products and
services, reduce waste or improve

productivity. Actions to address opportunities
can also include consideration of associated
risks. Risk is the effect of uncertainty and any
such uncertainty can have positive or
negative effects. A positive deviation arising
from a risk can provide an opportunity, but not
all positive effects of risk result in
opportunities.
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0.4 Compatibility with
management system standards
This International Standard applies the
framework developed by ISO to improve
alignment among its International Standards
for management systems (see Clause A.1).
This International Standard enables an
organization to use the process approach,
coupled with the PDCA cycle and risk-based
thinking, to align or integrate its quality
management system with the requirements of
other management system standards.

This International Standard relates to ISO
9000 and ISO 9004 as follows:

— ISO 9000 Quality management systems
Fundamentals and vocabulary provides
essential background for the proper
understanding and implementation of this
International Standard;

ISO 9004 Managing for the sustained
success of an organization — A quality
management approach provides guidance
for organizations that choose to progress
beyond the requirements of this
International Standard.

other

Annex B provides details of other International
Standards on quality management and quality
management systems that have been
developed by ISO/TC 176.

This International Standard does not include
requirements specific to other management
systems, such as those for environmental
management, occupational health and safety
management, or financial management.
Sector-specific quality management system
standards based on the requirements of this
International Standard have been developed
for a number of sectors. Some of these
standards specify additional quality
management system requirements, while
others are limited to providing guidance to the
application of this International Standard
within the particular sector.

A matrix showing the correlation between the
clauses of this edition of this International
Standard and the previous edition (ISO
9001:2008) can be found on the ISO/TC
176/SC 2 open access web site at:
www.iso.org/tc176/sc02/public.
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Quality management systems
— Requirements

1 Scope

This International  Standard  specifies
requirements for a quality management
system when an organization:

a) needs to demonstrate its ability to consistently
provide product or service that meets customer
and applicable statutory and regulatory
requirements, and

b) aims to enhance customer satisfaction through
the effective application of the system, including
processes for continual improvement of the
system and the assurance of conformity to
customer and applicable statutory and regulatory
requirements.

All requirements of this International Standard are
generic and are intended to be applicable to all
organizations, regardless of type, size and product
provided.

NOTE 1
In_this_International Standard, the terms “product” or

“service” only apply to products and services intended
for, or required by, a customer.

NOTE 2
Statutory and requlatory requirements can be expressed
as leqgal requirements.

2 Normative references

The following documents, in whole or in part,
are normatively referenced in this document
and are indispensable for its application. For
dated references, only the edition cited
applies. For undated references, the latest
edition of the referenced document (including
any amendments) applies.

ISO 9000:2015, Quality management systems
— Fundamentals and vocabulary

3 Terms and definitions

For the purposes of this document, the terms and
definitions given in ISO 9000:2015 apply.
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4 Context of the organization

4.1 Understanding the organization and its

context

The organization shall determine external and
internal issues that are relevant to its purpose
and its strategic direction and that affect its
ability to achieve the intended result(s) of its
quality management system.

The organization shall monitor and review the
information about these external and internal
issues.

NOTE 1:

Issues can include positive and negative
factors or conditions for consideration.

NOTE 2:

Understanding the external context can be
facilitated by considering issues _arising from
legal, _technological, competitive, _market,
cultural, social, and economic environments,

Ldlewy dolaid| @b
a3 adslully 2oyl Slegungll sums of 2aaill e
e Ay @l mslia Lilzsiy Laslely a8l
L Bagd! Byla] alaid 5o guadll milidl Gudms o Lgyad

Js> cleglall (ayaind / a2lyy ey ol saidl e
s 1l By Ll Sole gingll el

): Mo

decladly dolas YT Jolot)] Joiid o Ko Slegpdad) ol
leieY] § by cums S9ubs of

1 dbasMe

Slad! (5 il gkt o 3 Kas 2yl Glewd] b
cdewdlitlly de>gleiSily duigild)] olicd) e didl/
cslaidYly dcleinYly AL Slicd) 2UiSy Gaudly

whether _international, national, regional or
local.

NOTE 3:

Understanding the internal context can be
facilitated by considering issues related to
values, culture knowledge and performance of
the organization.

dcdzd) of deaild¥lof aSs ) ¢ oo

:F abisMe
O3 blad) (GBI ity G ($Kas (AS IS Gl pfd
daliil! o)y Iy lrog A5LiGy puds A5/
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4.2 Understanding the needs and
expectations of interested parties
Due to their impact or potential impact on the
organisation’s ability to consistently provide
products and services that meet customer and
applicable statutory and regulatory
requirements, the organization shall determine:
a) the interested parties that are relevant to
the quality management system;
b) the requirements of these interested
parties that are relevant to the quality

management system.

The organization shall monitor and review the

information about these interested parties and

their relevant requirements.

4.3 Determining the scope of the quality

management system
The organization shall determine the
boundaries and applicability of the quality
management system to establish its scope.
When  determining this  scope, the
organization shall consider:

Aard! BllY ciladgiy cla sl o Y-£
e Rkl b e Jaiall of g3l patl caan
Sllate g 381355 W1 Lolassy Lolatie mus lyeial
lole uais @1 Aeesbiially Agalill lllaakly sSloal
ohle sy Aalaill e comy
Bagall Byla] allat; 28Mall I3 Aaxdl SLY i
pllaty 285l o3 Lardl Y sda ol
Bagall 3,15
Sloslall Aazle / paloaialy duoy Aeill e
ABMadl 13 plillateg A dl B0 dalal
Bagtl 8yls] allas Glas / Jlome dgusms Y-¢
Byla) pllas Bedad A0laly sgus wpums ALebadll o oy
Ikl aingd Bagaell
Hlae¥! § s of Aadaill e Jlall wyuas wie
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a) the external and internal issues referred
toin4.1;

b) the requirements of relevant interested
parties referred to in 4.2;

the products and services of the
organization.

The organization shall apply all the
requirements of this International
Standard if they are applicable within the

c)
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determined scope of its
management system.

quality

The scope of the organization’s quality
management system shall be available
and be maintained as documented
information. The scope shall state the
types of products and services covered,
and provide justification for any
requirement of this International
Standard that the organization
determines is not applicable to the scope
of its quality management system.
Conformity to this International Standard
may only be claimed if the requirements
determined as not being applicable do
not affect the organization’s ability or
responsibility to ensure the conformity of
its products and services and the
enhancement of customer satisfaction.
Quality management system and its
processes

441

The organization shall establish,
implement, maintain and continually
improve a quality management system,
including the processes needed and
their interactions, in accordance with the
requirements of this International
Standard.

The organization shall determine the

processes needed for the quality management

system and their application throughout the
organization and shall:

a) determine the inputs required and the
outputs expected from these processes;

b) determine the sequence and interaction of
these processes;

c) determine and apply the criteria and
methods, (including monitoring,
measurements and related performance
indicators) needed to ensure the effective
operation, and control of these processes;

d) determine the resources needed and ensure
their availability;

e) assign the responsibilities and authorities for
these processes;

f) address the risks and opportunities in
accordance with the requirements of 6.1,

g) evaluate these processes and implement
any changes needed to ensure that these
processes achieve their intended results;

h) improve the processes and the quality
management system.

4.4
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4.4.2 X6
To the extent necessary, the organization
shall: f oo IS il ALl ddaill e com

a) maintain documented information to ped aPU Lually (Bls) Aise oleglas Wlue -
support the operation of its processes;

b) retain documented information to have Sleledll Jeais
confidence that the processes are being & adl! udll (cilxw) Adige Sloglasy blasYl -
carried out as planned. Ld blss g L 389 dan oldeatl oL
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5 Leadership salill -0
5.1 Leadership and commitment alAYly BaleallN-o
5.1.1 General ple V-1-0

Top management shall demonstrate leadership
and commitment with respect to the quality
management system by:

a) taking accountability of the effectiveness of
the quality management system;

b) ensuring that the quality policy and quality
objectives are established for the quality
management system and are compatible
with the strategic direction and the context
of the organization;

c) ensuring that the quality policy is
communicated, understood and applied
within the organization;

d) ensuring the integration of the quality
management system requirements into the
organization’s business processes;

e) promoting the use of the process
approach and risk-based thinking;

f) ensuring that the resources needed for the
quality management system are available;

g) communicating the importance of effective
quality management and of conforming to
the quality management system
requirements;

h) engaging, directing and supporting persons
to contribute to the effectiveness of the
quality management system;

j) promoting continual improvement;

k) supporting other relevant management roles
to demonstrate their leadership as it applies
to their areas of responsibility.

NOTE:

Reference to “business” in this International
Standard can be interpreted broadly to mean
those activities that are core to the purposes of
the organization’s existence; whether the
organization is public, private, for profit or not

for profit.

5.1.2 Customer focus

Top management shall demonstrate leadership
and commitment with respect to customer
focus by ensuring that:

a) customer requirements and applicable
statutory and regulatory requirements are
determined, understood and
consistently met;

b) the risks and opportunities that can affect
conformity of products and services and the
ability to enhance customer satisfaction are
determined and addressed;

c) the focus on enhancing
satisfaction is maintained.

customer
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5.2 Policy

5.2.1 Establishing the quality policy

Top management shall establish, implement

and maintain a quality policy that:

a) is appropriate to the purpose and context
of the organization and supports its
strategic direction;

b) provides a framework for setting quality
objectives;

c) includes a commitment to
applicable requirements;

d) includes a commitment to continual
improvement of the quality management
system.

5.2.2 Communicating the quality policy

The quality policy shall:

a) be available and be maintained as
documented information;

b) be communicated, understood and applied
within the organization;

c) be available to relevant interested parties,
as appropriate.

satisfy

5.3 Organizational roles, responsibilities
and authorities

Top management shall ensure that the

responsibilities and authorities for relevant

roles are assigned, communicated and
understood within the organization.

Top management shall assign

responsibility and authority for:

a) ensuring that the quality management
system conforms to the requirements of
this International Standard;

b) ensuring that the processes are delivering
their intended outputs;

c) reporting on the performance of the quality
management system and on opportunities
for improvement (see 10.1), in particular
to top;

d) ensuring the promotion of customer focus
throughout the organization;

e) ensuring that the integrity of the quality
management system is maintained when
changes to the quality management
system are planned and implemented.

the
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6 Planning Ldazill -1
6.1 Actions to address risks and . :
| =34 i | A V-1
opportunities warills oLl e Syl Slsly2]
6.1.1 When planning for the quality 8 Rl a5 Sspml Byl alad Ladasall wie )-)-1

management system, the organization shall . N o L
consider the issues referred to in 4.1 and the & kel SLadl bdladlly 1-2 iy 3 Ll HLALT dibud]

requirements referred to in 4.2 and determine 0555 o J zlims @1 poyally solll suxig Y-£ diy
the risks and opportunities that need to be

_ idl 2o

addressed to: ) X X . o

a) give assurance that the quality ey Bagall Bylaf pllas ol o 2laSl s
management system can achieve its Boguadl| mlid! Gedzes

intended result(s); 5 el Ll BY B -

b) enhance desirable effects; L Lmﬁ,'jf)lblf‘fﬁ )

c) prevent, or reduce, undesired effects; bed gyl e 5B delds ol pis -

d) achieve improvement. Ouzid| Gdzms -z

6.1.2 The organization shall plan: labess o ada N\
a) actions to address these risks and ' of Asdail) e e " -1
opportunities; wesdlly yolell an dalaill Silslp| -
b) how to:
1) integrate and implement the actions
into its quality management system <bkdes @ Slel2¥ ol daisy zleo) ()

o podiu iuS -

processes (see 4.4); (¢-¢ Jasl) sagztl 3yla allas
2) evaluate the effectiveness of these . ) 52) il i
actions. Sl el Adlad oo opds (Y

Actions taken to address risks and i Cxy o,alls blall ao Jolall szl &lel 2y
opportunities shall be proportionate to the

potential impact on the conformity of products alaull 2alas e alaimll BY g Auline 0585
and services. oleustly

NOTE 1 ) ilsaMo
Options to _address risks and opportunities -

can include: avoiding risk, taking risk in order :wesills sblll e Jolail ohyls Jaid HI 1Ka

to pursue an opportunity, eliminating the risk o Jo ol Uoi po Jblil) Jomi of blill iz
source, changing the likelihood or . o L, s .
consequences. sharing the risk, or retaining 2/-=¥lix¥ skl ol shit)] jisas (e eLiadl] 51 o]

risk by informed decision. o syes yleds il Jomi of Jblall auwlii of —idlaet!

NOTE 2 ¥ ibisde
Opportunities can lead to the adoption of
new practices, launching new products, i - o
opening _new_markets, addressing new e <fxatlss sbut> (§lowl mids Sopt> Slzmiio SMby
customers, building partnerships, USING suwu> Loe)oisG aliiiwls SEld)) clig s> cMoc
new technology and other desirable and ., e . .

; T Sl L/ o gebill bl & | oLl )
viable _possibilities to _address _the el 2 S 2 o =
organization’s or its customers’ needs. LiMas o) dabiil]

6.2 ngllty objectives and planning to laduiird agazeally 53gadl cilual Y-
achieve them
6.2.1 The organization shall establish quality ALl st o Bagmll Llaal Zaidl agas )-Y-1
objectives at relevant functions, levels and i i e o
processes needed for the quality Bagmll Byl pliadd 2l cledeally Sligiully
management system. 0955 o Bagadl Slual e o
The quality objectives shall: " | febliss ae Aadleze -0
a) be consistent with the quality policy, Pasnll Aulpe ge w"“
b) be measurable; Lesoled Sy -0
c) take into account applicable requirements; Gedatll Aty bt jlaeY § Jsl z

d) be relevant to conformity of products and el Loy 5 oolaaelly clmiid] gallazs 285e L -
services and the enhancement of o

bebiz)! Slaylell slaze! J o055 of K Lordll

Lh-\.qa) p-'i-). -
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customer satisfaction; e Cnwall hupad @3 - 9
e) be monitored;

f) be communicated;
g) be updated as appropriate.

The organization shall maintain documented _ajuai e daige Ciloglaey Lelaill ladims of com
information on the quality objectives. 5392l

Sagll Ldlual dedmi sy dobaill blass e Y-Y-1

doladl e L ok -3

6.2.2 When planning how to achieve its quality

objectives, the organization shall determine: oy
tauees Ol ey

Jads dgw I3 -
Lolbll pylsll L Lo -0
Jsiudl 98 0 -z
(JoiSin) i o -3
B! ol ooy S -2
6.3 Planning of changes Sl Indageztl V-1

Where the organization determines the need  jc s olo¥ dxls ollia of delaidl suxs Ledie
for change to the quality management system

the change shall be carried out in a planned ke &k min O iz 25 Old Bagall 5)ls] pllas

a) what will be done;

b) what resources will be required;
¢) who will be responsible;

d) when it will be completed;

e) how the results will be evaluated.

manner. (see 4.4) (8¢ iy lash)
The organization shall consider: . sy L
a) the purpose of the change and any of its lae¥! @ Aelaall pas Of
potential consequences; oims dlge Alg wddl oo ooyt -
b) the integrity of the quality management " ailsl allas L5 -
system; 529l Bla] pllad Ja §
c) the availability of resources; 3l y8lg -7

d) the allocation or reallocation of

3 olodally oldgial wg salel of i -
responsibilities and authorities. = 0= Lop el sipoy o2
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7 Support dsludl -y
7.1 Resources aledl V-V
7.1.1 General ale VA=Y

The organization shall determine and provide )
the resources needed for the establishment, ¢LaiM APl 55ledl yog59 sums o debaidl de o

implementation, maintenance and continual [ 5ulsl sl waieddf - o Zilaalls godal]
improvement of the quality management Basmll Bl e ) 0 AT ol

system. baeYl § aas of welaill e
The organization shall consider: s ludl sylell e A gpall sgudlly lyudll -
a) the capabilities of, and constraints on, )
existing internal resources; Ll
b) what needs to be obtained from external sl pude (0 e Jguaxdl ISP
providers.
‘}).-g-ﬁ)w‘
7.1.2 People 351) -\-
The organization shall determine and provide L (ébﬁ?‘.) Atll It T
the persons necessary for the effective Jeaddll el 31,891 58939 sums O Aelarll (e
implementation of its quality management Sldead! lagaly Jeaddlly Sagztl Byla) allaid Jlasll
system and for the operation and control of its Le
processes. I

71.3 Infrastruct_ure_ . . sl 2! Yo N-Y
The organization shall determine, provide ) o
and maintain the infrastructure for the #w=dl &idl Liluoy adgiy i Lbaidl e com

operatio_n of its processes to achieve olemll dalbe gim Lo Ll liad) dapll
conformity of products and services. ¢
oledstly
absMe
s Jadid oI 1Koy deimid) Al
L dlall 55/ut)s Gild) -]
S5y cilemord) dlold Slied!  -o
‘E"‘/ZJL;A.‘: z
SYai ¥ L>gleiSTy Sloglel] - o
7.1.4 Environment for the operation of cldead! Jeiddd 2acdl £-1-Y
processes - - -
The organization shall determine, provide Ul dudl &iluoy adgiy wisi ddaidl e com

and maintain the environment necessary for coleily bl Adslas 3am Lo Lol il
the operation of its processes and to achieve ) TRt oTR T R .

conformity of products and services.

NOTE
Infrastructure can include:

a) buildings and associated utilities;

b) equipment including hardware and software;

c¢) transportation resources;

d) information and communication technology.

NOTE adasdle
A suitable environment can be a combination o . .

of human and physical factors, such as: dalgadl o Jads 095 O oSer Awld! Al
a) social (e.g. non-discriminatory, calm, non- sdie deadally AgludYl

confrontational); . L .
b) psychological (e.g. stress-reducing, f - ol - Amaiall pus i) Lslazl (1

burnout prevention, emotionally protective); (oleabiailly olealgd!
c) physical (e.g. temperature, heat, humidity, . .. T

light, airflow, hygiene, noise). — bll pie - Jeadl bais Julis Ji) Lwds (o
(Aewaid! dles!

These factors can differ substantially . .. . . . ) Al
depending on the products and services Lsblly gkadly Bloall Azys o) Al (g

provided. (s Lo gually a8Uaidly ool 38059 B:Lis¥1 g
ailmiiall las 1S Tdis ! calizes of oSey Julgall o
dondll olensdly
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7.1.5 Monitoring and measuring resources

7.1.5.1 General

319l (ulidy o, 0-3-V

‘aLc. V-0-)-Y

The organization shall determine and

provide the resources needed to ensure

valid and reliable results when
monitoring or measuring is used to verify
the conformity of products and services
to requirements.

The organization shall
resources provided:

a) are suitable for the specific type of
monitoring and measurement activities
being undertaken;

b) are maintained to ensure their continuing
fithess for their purpose.

The organization shall retain appropriate
documented information as evidence of
fitness for purpose of monitoring and
measurement resources.

ensure that the

7.1.5.2 Measurement traceability
When measurement traceability is a
requirement, or is considered by the
organization to be an essential
part of providing confidence
validity of  measurement
measuring equipment shall be:
LiLiverified or calibrated at specified intervals
or prior to use against measurement
standards traceable to international or
national measurement standards. Where
no such standards exist, the basis used
for calibration or verification shall be
retained as documented information;
- identified in order to determine their
calibration status;
safeguarded from  adjustments,
damage or deterioration that would
invalidate the calibration status and
subsequent measurement results.
The organization shall determine if the
validity of previous measurement results has
been adversely affected when measuring
equipment is found to be unfit for its intended
purpose, and shall take appropriate action as
necessary.

in the
results,

7.1.6 Organizational knowledge

The organization shall determine the
knowledge necessary for the operation of its
processes and to achieve conformity of
products and services.

This knowledge shall be maintained, and
made available to the extent necessary.
When addressing changing needs and
trends, the organization shall consider its
current knowledge and determine how to
acquire or access the necessary additional
knowledge and required updates.

ST Al 51kl adgiy woums Aelaill le e
woledll gl ol alasiul wie bl slaicly dxie
Sldbidll oleasdly oleiidl ddilae sloiey

997l l 5,19kt ol cpe ST Aalaill e comy
G wlidly o Il Al &dl oo Sdoee goid Lwlio -1
ke pleddl oz
Gudmid Lela€ Aylpainl plend laglue i -0
Aol oo el g1 2yl

ool s Y-0-1-Y
ls 32 Aalaill oprad ol cllate (ledll auds 098y Lodic
Slgal ol Leluall plo slaae¥ Juds adsd Lol

10l s uledl!
ol Boume OlAd e Lanlae ol Lo gamill oty -
shere ) dads @3 (obid sl Lids Laludeia! i
Sleall el yog5 aue > § . doma ol J9o ulid
oA (D) Aiige Solagaey BLALY cumy 4ils
izl of Bylall s dele ol gl Loluit
Byl Wl> spen) Ldupad o1y -
Sl sgauddl gi Gl of Japall oo Aeze 095 -
Slwldll mlo Wby splall Ul Jag
ool @l dmie oS 13) L Aol sams of oo
e oelud Blal e Hsiall wie Ll ol a3 aalll
Ammiatd] Sl 3lisly sgmaill (ol dallo

Aol s Aslit

Aty Zuoladl ciylall T-)-Y

Jeddl aygpall Bylall wams Al e com
coslonidly bl gslas Geamly Leleles

Sl Aslie Llamy Lole aladlell comy odylall sia
Sl
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NOTE 1

Organizational _knowledge is knowledge
specific_to the organization; it _is _generally
gained by experience. It is information that is
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used _and shared to _achieve _the
organization’s objectives.

NOTE 2
Organizational knowledge can be based on.:
a) Internal sources (e.q. intellectual property:
knowledge gained from experience;
lessons learned from failures and
successful projects; capturing and sharing
undocumented knowledge and
experience; the results of improvements in
processes, products and services)
b) external sources (e.q. standards, academia,
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conferences, gathering knowledge from
customers or rexternal providers).

7.2 Competence

The organization shall:

a) determine the necessary competence of
person(s) doing work under its control that
affects the performance and
effectiveness of the quality
management system;

b) ensure that these persons are competent
on the basis of appropriate education,
training, or experience;

c) where applicable, take actions to acquire
the necessary competence, and evaluate
the effectiveness of the actions taken;

d) retain appropriate documented information
as evidence of competence.

NOTE Applicable actions can _include, for
example, the provision of training to, the
mentoring of, or the reassignment of currently
employed persons; _or _the hiring _or
contracting of competent persons.

7.3 Awareness

The organization shall ensure that persons
doing work under the organization’s control
shall be aware of:

a) the quality policy;

b) relevant quality objectives;

c) their contribution to the effectiveness of the
quality management system, including the
benefits of improved quality performance;

d) the implications of not conforming with the
quality management system
requirements.
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7.4 Communication

The organization shall determine the internal
and external communications relevant to the
quality management system including:

a) on what it will communicate;

b) when to communicate;

¢) with whom to communicate;

d) how to communicate.

e) who communicates

7.5 Documented information

7.5.1 General

The organization’s

system shall include

a) documented information required by this
International Standard;

b) documented information determined by the
organization as being necessary for the
effectiveness of the quality management
system.

quality management
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from one organization to another due to: ’ o
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interactions;

c) the competence of persons. cthola)) 5:LiS” -7

7.5.2 Creating and updating

When creating and updating documented

information the organization shall ensure

appropriate:

a) identification and description (e.g. a title,
date, author, or reference number);

b) format (e.g. language, software version,

graphics) and media (e.g. paper,
electronic);

c) review and approval for suitability and
adequacy.

7.5.3 Control of documented Information

7.5.3.1 Documented information required by the

quality management system and by this

International Standard shall be controlled to

ensure:

a) it is available and suitable for use, where
and when it is needed;

b) it is adequately protected (e.g. from loss
of confidentiality, improper use, or loss
of integrity).
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7.5.3.2 For the control of documented information,

the organization shall address the following

activities, as applicable:

a) distribution, access, retrieval and use;

b) storage and preservation, including
preservation of legibility;

c) control of changes (e.g. version control);

d) retention and disposition.

Documented information of external origin
determined by the organization to be
necessary for the planning and operation of
the quality management system shall be
identified as appropriate, and controlled.
Documented information retained as
evidence of conformity shall be protected
from unintended alterations.

NOTE

Access can imply a decision regarding the
permission to view the documented information
only, or the permission and authority to view and
change the documented information.
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8 Operation

8.1 Operational planning and control

The organization shall plan, implement and
control the processes, as outlined in 4.4,
needed to meet requirements for the provision
of products and services and to implement the
actions determined in 6.1, by:

a) determining requirements for the product
and services;

b) establishing criteria for:

1) the processes
2) the acceptance of products and services;

c) determining the resources needed to
achieve conformity to product and service
requirements;

d) implementing control of the processes in
accordance with the criteria;

e) determining, maintaining and retaining
documented information to the extent
necessary:

1) to have confidence that the processes
have been carried out as planned;

2) to demonstrate the conformity of
products and services to their
requirements..

The output of this planning shall be suitable
for the organization's operations.

The organization shall control planned
changes and review the consequences of
unintended changes, taking action to mitigate
any adverse effects, as necessary.

The organization shall ensure that
outsourced processes are controlled (see
8.4).
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8.2 Requirements for and
services

8.2.1 Customer communication
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Communication with customers shall include:

a) providing information relating to
products and services;

b) handling enquiries, contracts or orders,
including changes;

c) obtaining customer feedback relating to
products and services, including customer

complaints; sMaall golSd U3 & Loy wleuslly
d) the handling or controlling customer e ey .
property: Jiead! &lies Jags of & Joladdl -

e) establishing specific requirements for
contingency actions, when relevant.
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8.2.2 Determination of requirements for
products and services.

When determining the requirements for the
products and services to be offered to

customers, the organization shall ensure that:

a) the requirements for the products and
services are defined, including:

1) any applicable statutory and regulatory
requirements;

2) those considered necessary by the
organization;

b) the organization can meet the claims
for the products and services it offers.

8.2.3 Review of requirements for products and

services

8.2.3.1 The organization shall ensure that it
has the ability to meet the requirements
for products and services to be offered
to customers. The organization shall
conduct a review before committing to
supply products and services to a
customer, to include:

a) requirements specified by the customer,
including the requirements for delivery
and post-delivery activities;

b) requirements not stated by the customer,
but necessary for specified or intended
use, when known;

¢) requirements specified by the organization;

d) statutory and regulatory requirements
applicable to the products and services;

d) contract or order requirements differing
from those previously expressed.

The organization shall ensure that
contract or order requirements differing
from those previously defined are
resolved.

The customer’s requirements shall be
confirmed by the organization before
acceptance, when the customer does
not provide a documented statement of

their requirements.

NOTE

In some situations, such as internet sales, a formal
review is_impractical for each order. Instead, the
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review can _cover relevant product information,
such as catalogues.

8.2.3.2 The organization shall retain
documented information, as applicable:
a) on the results of the review;
b)on any new requirements for
products and services.
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8.2.4 Changes to requirements for products and Slouddly lmiiall cllhaill il €-Y-A
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and services are changed.
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subsequent provision of products and
services.
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c) statutory and regulatory requirements;

d) standards or codes of practice that the
organization has committed to implement;

e) the potential consequences of failure due
to the nature of the products and services.

Inputs shall be adequate for design and
development purposes, complete, and
unambiguous.

Conflicts among inputs shall be resolved.

The organization shall retain documented
information on design and development
inputs.

8.3.4 Design and development controls

The organization shall apply controls to
the design and development process to
ensure that:

a) the results to be achieved are defined;

b) reviews are conducted to evaluate the
ability of the results of design and
development to meet requirements;

c) verification activities are conducted to
ensure that the design and development
outputs meet the input requirements;

d) validation activities are conducted to
ensure that the resulting products and
services meet the requirements for
the specified application or intended
use.

8.3.5 Design and development outputs

The organization shall ensure that design and

development outputs:

a) meet the input requirements for design and
development;

b) are adequate for the subsequent
processes for the provision of products
and services;

c) include or reference monitoring and
measuring requirements, and acceptance
criteria, as applicable;

d) ensure products to be produced, or
services to be provided, are fit for
intended purpose and their safe and
proper use;

e) any necessary actions are taken on
problems determined during the
reviews, or verification and validation
activities;

f) documented information of these activities
is retained.

NOTE Design and development reviews,

verification and validation have distinct

purposes. They can be conducted separately
or in any combination, as is suitable for the
products and services of the organization.
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8.3.6 Design and development changes

The organization shall identify, review

and control changes made during, or

subsequent to, the design and

development of products and services,

to the extent necessary to ensure that

there is no adverse impact on conformity

to requirements

The organization shall retain

documented information on:

a) design and development changes;

b) the results of reviews;

c) the authorization of the changes;

d) the actions taken to prevent adverse
impacts.

8.4 Control of externally provided products

and services

8.4.1 General

The organization shall ensure that externally
provided processes, products, and services
conform to requirements.

The organization shall determine the

controls to be applied to externally

provided processes, products

and services when:

a) products and services are provided by
external providers for incorporation into
the organization’s own products and
services;

b) products and services are provided directly
to the customer(s) by external providers
on behalf of the organization;

c) a process or part of a process is provided
by an external provider as a result of a
decision by the organization.

The organization shall determine and apply
criteria for the evaluation, selection,
monitoring of performance, and re-evaluation
of external providers, based on their ability to
provide processes or products and services
in accordance with requirements.

The organization shall retain documented
information of these activities and any
necessary actions arising from the
evaluations.

8.4.2 Type and extent of control

The organization shall ensure that externally

provided processes, products and services

do not adversely affect the organization’s

ability to consistently deliver conforming

products and services to its customers.

The organization shall:

a) ensure that externally provided

processes remain within the control of

).:}h.’i."j sl Sl 1-Y-A

L Sl gty aalyig sums of Al e oo
cd @I gl Sleasdly alxidl pshiy presas ddede
de alw i1 Gl 92 pue ey A1 umdl Jf LasY

Sldbail | ae GsUadll

e ddige Ologlaey Blatay dalaill e ey
sobadlly prasatdl Slpdd -

Sl gl -

Sl Sleode -z

IR JCL L QO PR RE U B

Ol o deddll cleasdly olzid! s € -A

L?JB

ale V-£-A

clatddly olmidl of oo WS 2l e cem

oldlazall 2aylhs Amyls Sl o dadall

laiill e Ldar] dalyis dyns Relaill e umy

: Latie Ayl il (e 8ol Clenlly

Ly Sl oo il oleasdly oleidl 0S5 -
Aol aleusg olxiie § e

Aoyl ol o Aeddl] Slenslly alzid! $455 -0
Adail] el Jeoald 5pdilis Rouda

Aaulss oz dcdes oo e52 ol Adkes Al 055
Al e sk emyls Sl

DYy pudil] lae Gedaty woums delaidl e com
Ayl Slosill ol euatll Balely 151 o9
Slousy alziie ol aldes pdes e ppud ulal e

ldhie ‘,LE el

Al Aiige ologlaey BLmsY bl e com
clendtll (e oLl &y gpo Slelya] dly Aadiy!

ball guag pei Y-£-A

alzidly aldeall of o ST dall e oo
e Lo 180 Lt ot bl (e Bassll wlensdly
dl s clausy olz=tie Lylpeiul e Leus
Ledes

0l el e com

sl @ ! oo Basell cldeall oy (e oSl -

01 (e YAdziw

usamatgm@gmail.com — e tuezd! dee dew dalwl.s slasly ooy




Yoro: .Y opY adlall daslgll

its quality management system;

b) define both the controls that it intends to
apply to an external provider and those it
intends to apply to the resulting output;

c) take into consideration:

1) the potential impact of the externally
provided processes, products and
services on the organization’s ability
to consistently meet customer and
applicable statutory and regulatory
requirements;

2) the effectiveness of the controls
applied by the external provider.

d) Determine verification or other activities
necessary to ensure the externally
provided processes, products and
services meet requirements.

8.4.3 Information for external providers

The organization shall ensure the
adequacy of requirements prior to their
communication to the external provider.
The organization shall communicate to
external providers its requirements for:

a) the process, products and services to be
provided;

b) approval of:

1) products and services;
2) methods, processes and equipment;
3) the release of products and services;

c) competence, including any required
qualification of persons;

d) the external providers’ interactions with the
organization;

e) control and monitoring of the external
providers’ performance to be applied
by the organization;

f) verification or validation activities that
the organization, or its customer,
intends to perform at the external
providers’ premises.
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8.5 Production and service provision Sless audig z Yl 0 -A

8.5.1 Control of production and service ol cuudie » iyl Lo Y-0-A
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production and service provision under

controlled conditions.

Controlled conditions

applicable:

a) the availability of documented information
that defines:

1) the characteristics of the products
to be produced, the services to be
provided, or the activities to be
performed;

2) the results to be achieved;

b) the availability and use of suitable
monitoring and measuring resources;;

shall include, as
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c) the implementation of monitoring and
measurement activiies at appropriate
stages to verify that criteria for control of
processes or outputs, and acceptance
criteria for products and services, have
been met;

d) the use of suitable infrastructure and
environment for the operation of

processes;
e) the appointment of competent
persons, including any required
qualification;

f) the validation, and periodic revalidation, of
the ability to achieve planned results of
the processes for production and service
provision, where the resulting output
cannot be verified by subsequent
monitoring or measurement;

g) the implementation of actions to
prevent human error;

h) the implementation of release, delivery
and post-delivery activities.

8.5.2 Identification and traceability

The organization shall use suitable
means to identify outputs when it is
necessary to ensure the conformity of
products and services.

The organization shall identify the status of
outputs with respect to monitoring and
measurement  requirements  throughout
production and service provision.

the organization shall control the unique
identification of the outputs, when traceability
is a requirement, and shall retain the
documented information necessary to enable
traceability.

8.5.3 Property belonging to customers or

external providers

The organization shall exercise care with
property belonging to the customer or
external providers while it is under the
organization's control or being used by the
organization.

The organization shall identify, verify, protect
and safeguard the customer’s or external
provider's property provided for use or
incorporation into the products and services.
When property of the customer or external
provider is lost, damaged or otherwise found
to be unsuitable for use, the organization
shall report this to the customer or external
provider and retain documented
information on what has occurred.

NOTE

Customer property can _include material,
components, tools and equipment, customer
premises, intellectual property and personal
data.
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8.5.4 Preservation

The organization shall preserve the outputs
during production and service provision, to
the extent necessary to maintain conformity
to requirements.

NOTE

Preservation _can __include _identification,
handling, contamination control, packaging,
storage, transmission or transportation, and

protection.

8.5.5 Post-delivery activities

the organization shall meet requirements for

post-delivery activities associated with the

products and services.

In determining the extent of post-delivery

activities that are required, the organisation

shall consider:

a) statutory and regulatory requirements

b) the potential undesired consequences
associated with its products and
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recycling or final disposal.

8.5.6 Control of changes

The organization shall review and control
changes for production or service provision to
the extent necessary to ensure continuing
conformity with requirements.

The organization shall retain documented
information describing the results of the
review of changes, the personnel authorizing
the change, and any necessary actions
arising from the review.

8.6 Release of products and services

The organization shall implement the planned
arrangements at appropriate stages to verify
that product and service requirements have
been met.

The release of products and services to the
customer shall not proceed until the planned
arrangements have been satisfactorily
completed, unless otherwise approved by a
relevant authority and, as applicable, by the
customer.

The organization shall retain
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documented information on the release

of products and services. The

documented information shall include:

a) evidence of conformity with the
acceptance criteria;

b) traceability to the
authorizing the release.

person(s)
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8.7 Control of nonconforming outputs
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The organization shall ensure that outputs,
that not conform to requirements are
identified and controlled to prevent their
unintended use or delivery.

The organization shall take appropriate
corrective action based on the nature of the
nonconformity and its effect on the conformity
of products and services. This applies also
apply to nonconforming products and
services detected after delivery of the
productsm, during or after the provision of the
service.

The organization shall deal with

nonconforming outputs, in one or more of the

following ways:

a) correction;

b) segregation, containment, return or
suspension of provision of products and
services;

c¢) informing the customer;

d) obtaining authorization for acceptance
under concession.

Conformity to the requirements shall be

verified when nonconforming outputs are

corrected.

8.7.2

The organization shall retain documented
information that;

a) describes the nonconformity;

b) describes the actions taken;

c) describes any concessions obtained;

d) identifies the authority deciding the
action in respect of the
nonconformity..
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9 Performance Evaluation

9.1 Monitoring,

Measurement, Analysis

And Evaluation

9.1.1 General

9.1

The organization shall determine:

a) what needs to be monitored and measured,;

b) the methods for monitoring, measurement,
analysis and evaluation, needed to ensure
valid results;

¢) when the monitoring and measuring shall be
performed;

d) when the results from monitoring and

measurement shall be analysed and
evaluated.
The organization shall evaluate the

performance and the effectiveness of the
quality management system.

The organization shall retain appropriate
documented information as evidence of
the results.

.2 Customer satisfaction

The organization shall monitor customers’
perceptions of the degree to which their
needs and expectations have been
fulfilled.

The organization shall determine the
methods for obtaining, monitoring and
reviewing this information.

NOTE

Examples of monitoring customer perceptions
can include customer surveys, customer
feedback on delivered products and services,
meetings with customers, market-share
analysis, compliments, warranty claims and
dealer reports.

9.1.3 Analysis and evaluation

The organization shall analyse and evaluate

appropriate data and information arising from

monitoring and measurement.

The output of analysis and evaluation shall be

used to evaluate:

a) conformity of products and services;

b) the degree of customer satisfaction;

c) the performance and effectiveness of the

quality management system;
If planning has been

effectively;

e) the effectiveness of actions taken to address

risks and opportunities;

assess the performance of external

provider(s);

g) the need for improvements to the quality

management system.
NOTE
Methods to analyse data can include statistical

techniques.

d) implemented
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9.2 Internal Audit

9.2.1 The organization shall conduct internal
audits at planned intervals to provide
infformation on  whether the quality
management system;

a) conforms to:

1) the organization’s own requirements for
its quality management system;

2) the requirements of this International
Standard;

b) is effectively implemented and maintained.

9.2.2 The organization shall:

a) plan, establish, implement and maintain an
audit programme(s) including the
frequency, methods, responsibilities,
planning requirements and reporting, which
shall take into consideration the importance
of the processes concerned, changes
affecting the organisation, and the results of
previous audits;

b) define the audit criteria and scope for each
audit;

c) select auditors and conduct audits to ensure
objectivity and the impartiality of the audit
process;

d) ensure that the results of the audits are
reported to relevant management;

e) take necessary correction and corrective
actions without undue delay;

f) retain documented information as evidence
of the implementation of the audit
programme and the audit results.

NOTE

See ISO 19011 for guidance.

9.3 Management review

9.31 Top management shall review the
organization's quality management system,
at planned intervals, to ensure its continuing
suitability, adequacy, and effectiveness and
alignment with the strategic direction of the
organization.

9.3.2 Management Review Inputs

The management review shall be planned

and carried out taking into consideration:

a) the status of actions from previous
management reviews;

b) changes in external and internal issues
that are relevant to the quality
management system;

c) information on the performance and
effectiveness of the quality management
system, including trends in:

1) customer satisfaction and feedback
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from relevant interested parties;

2) the extent to which quality
objectives have been met

3) process performance
conformity of  products
services;

4) nonconformities and corrective actions;

5) monitoring and measurement results;

6) audit results;

7) the performance of external providers;;

5) issues concerning external providers
and other relevant interested parties;

d) adequacy of resources;

e) the effectiveness of actions taken to
address risks and opportunities (see
clause 6.1);

f) opportunities for improvement.

and
and

9.3.3 Management review outputs

The outputs of the management review shall

include decisions and actions related to:

a) opportunities for improvement;

b) any need for changes to the quality
management system;

c) resources needed

The organization shall retain documented
information as evidence of the results of
management reviews.

Aol B1LY! o Byl Bdadlly eSeadl Lo, (M
A8l 3

5agxtl dlual gam=i e (Y
aleasddly ol Glasy olleadl s (¥
Bumamiail] SlelpaYls Alall pac (¢
ooledlly asayll mil (o
Slasldl @l (1
Cnea el cpadl g lsl (VY

3ylekl 2LSs

g Jeball Bimll @bl adlad- s
01 i LlasT) eyall

i) o yall -

Solatl

Byla¥ danl e clopiee Y-Y-4

to dalaie Silelyaly Slyly8 e Ggims of e
.M‘ Qa)é -i
Bagadl Byls) allas e lpiad als &l -0
.a.éjm‘ A)‘)-U -G

- s

BylaYl wlas s &‘aU.J

Judus

01 (e Y0 dzbo

usamatgm@gmail.com — e tuezd! dee dew dalwl.s slasly ooy




Yoo q. o) g5 adlall daplgl

10 Improvement nwd! -

10.1 General ?Lc. V-,

The organization shall determine and select iy qiumill (0,8 jlissy sams of bl Je oo
opportunities for improvement and implement

necessary actions to meet customer Jiaddsy sdeadl cldhie ae @815l ey Slelya| i
requirements and enhance customer

satisfaction. oeall L,
Thgse shalll include: . s OF s 1
a) improving products and services to ) .
meet requirements as well as to Sldball ae @8l oleaslly alaull ppuss -l
address future needs and Aadgilly duldtadl Glalas¥ e sdle
expectations; ) ' L
b) correcting, preventing or reducing Led eyl a8 LUY Jelds of aie of mumsal -0
undesired effects; Bagll Syls] pllas Alladg elsl s -z
c) improving the performance and
effectiveness of the quality
management system.
NOTE iLisMo
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correction, corrective action, continual o i
improvement, breakthrough change, = Gt olsht)] — paiud] G Lozl
innovation and re-organization. diidl ale) — 50y
10.2 Nonconformity and corrective action il Slelp2Yly Gladdl aue V-9 .

10.2.1 When a nonconformity occurs, including .o aesldl ol Lo Loy dalae pue Sz Ladie )-Y-).
any arising from complaints, the organization Al e o 4ild ggal

shall: .
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applicable: Lemoiaig Al Jagnd ol o] 330 (M
1) take action to control and correct it; alass ae Jalazl) (Y

2) deal with the consequences; L. . e "
b) evaluate the need for action to eliminate el ez pands Al w}s ‘f! Lo padi 2
the cause(s) of the nonconformity, in order S puad A&lall aue oluwl ol cuw o0
that it does not recur or occur elsewhere, i3ub oo g3 (SW @ Lggus of Lggus
by: 2alall e 2l Julasy Zanlya ()
1) reviewing andanalyzing the
nonconformity;
2) determining the causes of the 9 #elie c¥l chus ud G 13) Lo g (¥
nonconformity; Lo Joiza
3) determining if similar nonconformities
exist, or could potentially occur;
c¢) implement any action needed;
d) review the effectiveness of any corrective Jadasall (Ll ssumll joyally Jbolell tyaxs -a
action taken; (Lygp i3 oS 13))
e) update risks and opportunities uardl 13) Bagadl Bylal alla e S3uad bos -
determined during planning, if .
REIARIPYS-A |
necessary;
f) make changes to the quality management
system, if necessary.

Corrective actions shall be appropriate to the SUY e Awline Ammpadd] Slely2Yl 0983 ol e
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10.2.2 The organization shall retain documented
information as evidence of:
a) the nature of the nonconformities and any
subsequent actions taken;

b) the results of any corrective action.

10.3 Continual improvement

The organization shall continually improve
the suitability, adequacy, and effectiveness of
the quality management system.

The organization shall consider the outputs of
analysis and evaluation, and the outputs from
management review, to dtermine if there are
needs or opportunities that shall be
addressed as part of continual improvement.
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Annex A
(informative)
Clarification of new structure,
terminology and concepts

A.1 Structure and terminology

The clause structure and some of the
terminology of this International Standard, in
comparison with 1ISO 9001:2008, have been
changed to improve alignment with other
management systems standards.

The consequent changes in the structure and
terminology do not need to be reflected in the
documentation of an organization’s quality
management system.

The structure of clauses is intended to
provide a coherent presentation of
requirements rather than a model for
documenting an organization’s policies,
objectives and processes. There is no
requirement for the structure of an

organization's quality management system
documentation to mirror that of this
International Standard.

There is no requirement for the terms used
by an organization to be replaced by the
terms used in this International Standard to
specify  quality = management  system
requirements. Organizations can choose to
use terms which suit their operations (for
example: using 'records’, 'documentation’,
'protocols’, etc. rather than “documented
information’; or 'supplier’, 'partner’, vendor
etc. rather than 'external provider’ ).

Table B.1 — Major differences in terminology
between ISO 9001:2008 and ISO 9001:2015
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A.2 Products and services

ISO 9001:2008 used the term “product’ to
include all output categories. This International
Standard uses “products and services”. The
term “products and services” includes all
output  categories (hardware,  services,
software and processed materials).

The specific inclusion of “services” is intended
to highlight the differences between products
and services in the application of some
requirements. The characteristic of services is
that at least part of the output is realised at the
interface with the customer. This means, for
example, that conformity to requirements
cannot necessarily be confirmed before service
delivery.

In most cases, the terms “products” and
“services” are used together. Most outputs that
organizations provide to customers, or are
supplied to them by external providers, include
both products and services. The organization
needs to take into account where, for example,
a tangible product has some associated
intangible service or an intangible service has
some associated tangible product.

A.3 Context of the organization

There are two new clauses relating to the
context of the organization, 4.1 Understanding
the organization and its context and 4.2
Understanding the needs and expectations of
interested parties. Together these clauses
require the organization to determine the
issues and requirements that can impact on
the planning of the quality management
system.

The titles of clauses 4.1 and 4.2 provide for
alignment with other management system
standards. They do not imply extension of

quality management system requirements
beyond the Scope (Clause 1) of this
International Standard.

The Scope states, in part, that this

International Standard is applicable where an
organization needs to demonstrate its ability to
consistently provide products and services that
meet customer and applicable statutory and
regulatory requirements and aims to enhance
customer satisfaction. No requirement of this
International Standard can be interpreted as
extending that applicability without the
agreement of the organization.
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There is no requirement in this International
Standard for the organization to consider
interested parties which have been determined
by the organization not to be relevant to its
quality management system. Similarly, there is
no requirement to address a particular
requirement of a relevant interested party if the
organization considers that the requirement is
not relevant. Determining what is relevant or
not relevant is dependent on whether or not it
has an impact on the organization’s ability to
consistently provide products and services that
meet customer and applicable statutory and
regulatory requirements or the organization’s
aim to enhance customer satisfaction.

The organization can decide to determine
additional needs and expectations that will
assist it to meet its quality objectives. However,
it is at the organization’s discretion whether or
not to accept additional requirements to satisfy
interested parties beyond what is required by
this International Standard.

A.4 Risk-based approach

This International Standard requires the
organization to understand its context (see
clause 4.1) and determine the risks and
opportunities that need to be addressed (see
clause 6.1).

One of the key purposes of a quality
management system is to act as a preventive
tool. Consequently, this International Standard
does not have a separate clause or sub-clause
titted 'Preventive action’. The concept of
preventive action is expressed through a risk-

based approach to formulating quality
management system requirements.
The risk-based approach to drafting this

International Standard has facilitated some
reduction in prescriptive requirements and their
replacement by performance-based
requirements.

Although risks and opportunities have to be
determined and addressed, there is no
requirement for formal risk management or a
documented risk management process.

A.5 Applicability

This International Standard no longer makes
specific reference to 'exclusions’ when
determining the applicability of its requirements
to the organization’s quality management
system. However, it is recognised that an
organization might need to review the
applicability of requirements due to the size of
the organization, the management model it
adopts, the range of the organization’s
activities, and the nature of the risks and
opportunities it encounters.
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Where a requirement can be applied within the
scope of its quality management system, the
organization cannot decide that it is not
applicable. Where a requirement cannot be
applied (for example where the relevant
process is not carried out) the organization can
determine that the requirement is not
applicable. However, this non-applicability
cannot be allowed to result in failure to achieve
conformity of products and services or to meet
the organization’s aim to enhance customer
satisfaction.

A.6 Documented information

As part of the alignment with other
management system standards a common
clause on 'Documented Information' has been
adopted without significant change or addition
(see 7.5). Where appropriate, text elsewhere in
this International Standard has been aligned
with its requirements. Consequently, the terms
“‘documented procedure” and “record” have

both  been replaced throughout the
requirements text by “documented
information”.

Where ISO 9001:2008 would have referred to
documented procedures (e.g. to define, control
or support a process) this is now expressed as
a requirement to maintain documented
information.

Where 1ISO 9001:2008 would have referred to
records this is now expressed as a
requirement to retain documented information.

A.7 Organisational knowledge

Clause  7.1.5 Organisational knowledge
addresses the need to determine and maintain
the knowledge obtained by the organization,
including by its personnel, to ensure that it can
achieve conformity of products and services.
The process for considering and controlling
past, existing and additional knowledge needs
to take account of the organization’s context,
including its size and complexity, the risks and
opportunities it needs to address, and the need
for accessibility of knowledge. The balance
between knowledge held by competent people
and knowledge made available by other means
is at the discretion of the organization,
provided that conformity of products and
services can be achieved.

A.8 Control of externally provided products

and services

Clause 8.4 Control of externally provided
products and services addresses all forms of
external provision, whether it is by purchasing
from a supplier, through an arrangement with
an associate company, through the
outsourcing of processes and functions of the
organization or by any other means.
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The organization is required to take a risk- shlall e aoldll azeall plal J) adaitl gzl
based approach to determine the type and . .

extent of controls appropriate to particular oLl gl il Jaslgnall (ke oi by
external providers and externally provided Lol 80,9l wleusdly wlaziadly dols
products and services.
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Annex B () 3oy
(informative) ((aaglacdl)
Quality management principles Bagatl 8yls) tsalee
B.1 Introduction Lende Vo

This document introduces the seven quality 3851 I Aapadl Bagadl 8yls] goles puds dadgll sl
management principles on which the ISO . . sy e g . e
portfolio of quality management system Bagadl Byla) pllas wlasslge § 950% Lele
standards are based.

The principles were developed and updated J gadoudl slpkl gold! sdd Eauzsg g pld il
by international experts of ISO/TC 176. AV e G/ ol

This annex provides a “statement” describing  atitl Lol Leoge T JSI ol 39,00 1da A
each principle and a “rationale” explaining

why an organization should address the Lele pSA Alaill e s 13U L
principle.
B.2 QMP 1 - Customer Focus feaadl e 2SN — \ Bagatl Bylsl Tae Y — o
a) Statement fad! o A

The primary focus of quality management is . Sall cildiaze Ak ga 59zl 5yls¥ wdisdl yamell
to meet customer requirements and to Aades tolo]
strive to exceed customer expectations. ladsd doletd dly

b) Rationale (cadt) Akl ol -
Sustained success is achieved when an (| Cix Lewe debaied peidl rl=dl 3amn

organization attracts and retains the . . r
confidence of customers and other =i owll Rerdl Ly deall Aty Lasiaiy

interested parties on whom it depends. ,ig5 eeall o Jeladl g o il> S peele
Every aspect of customer interaction . . ot et efete
provides an opportunity to create more e Of ol L oy GV el o sl Bl 2oy
value for the customer. Understanding #ddiudly adlell dand! Blb¥ly Jeaadl olelos!
current and future needs of customers and il e T
other interested parties contributes to ’ Il @ pal
sustained success of an organization.

B.3 QMP 2 — Leadership Balall — ¥ Bagtl yla) uwY — o
a) Statement k! pas A
Leaders at all levels establish unity of Lol susg Osiup clstudl calies e 3alall

purpose and direction and create conditions . C o v . .
in which people are engaged in achieving @& orbladl delud QI B )all Oy olmi¥ly

the quality objectives of the organization. Aalaiel) Bagadl Slaal Gudss § AS,Ladl
b) Rationale (cuaadl) Al ol -0

Creation of unity of purpose, direction and S cualadl aS)Ling slas¥ly dudl Busy 3ls
engagement enable an organization to align i . .
its strategies, policies, processes and 2%!:s Lildess Lamsliunl Aeclge oo delaill

resources to achieve its objectives. Ldlaal guimt
B.4 QMP 3 — Engagement of People Ooreladl 3S5Lie — ¥ Bagzl Bylaf T £ —
a) Statement Tod! pai -

It is essential for the organization that all L, calelall aeer O3S of Helaiell Gopall ol
people are competent, empowered and e e s e .
engaged in delivering value. Aegd pids § AS)Liy (iSleng <LaST

Com;lz)etent,h emhpoweredh and engaged e e oLl nSelly lSY cleladl o
people throughout the  organization e . e e e
enhance its capability to create value. Al Gl o Balaill 5y 055 bisiud
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b) Rationale (cuud!) Al ol -

ch;l rlnarglageltanl organiz?tiotn ;affeptiv?ly an?I e 4S5l bl (e LD BelaSy Aullady Aalaill 3053
efficiently, it is important to involve a ) o . .

people at all levels and to respect them as »<&dl 312 pelixly absiud) pezr @ orlalall
individuals. Recognition, empowerment and  culelall &yl juwns Bylalls iyl u5ads cnsaills
enhancement of skills and knowledge
facilitate the engagement of people in
achieving the objectives of the organization.

B.5S QMP 4 - Process Approach Slleadl Aia — £ Bagadl Byls) fu 60—
a) Statement fad! o A

el Blual Gz §

Consistent and predictable results are 8:LaSy adlad jiSTy Aadgiag dddlgie Bl Gdxs oy

achieved more effectively and efficiently N e e L i oy it .
when activities are understood and LS dead Amlie SlideaS Liloly Aadi¥l b wic

managed as interrelated processes that lulaia
function as a coherent system.
b) Rationale (cuud!) aboill ole! -0

The quality management system s S o 85 aaslie Sldes (po Bagall §y1) pllas ¢Sy
composed of interrelated processes. )
Understanding how results are produced by a2 <lld § Loy pladl lda oo mlidl e Jgsazl!

this system, including all its processes, s . .
resources, controls and interactions, allows T Lo Deladlly Lulgally olslly wle

the  organization to  optimize its Lelsl palaany dadaioll
performance.

B.6 QMP 5 — Improvement il — 0 Bagadl Bylsl fue 1 — o
a) Statement k! o A
Successful organizations have an ongoing il e slaiwbig Lails 3855 Ao Lidl cilolaid

focus on improvement. )
b) Rationale (cuaad!) Alaill ol -0

Improvement  is  essential  for = an (slgiuae e dadleell Aadaiell Lewbal crucid! aiag

organization to maintain current levels of L L .
performance, to react to changes in its Llsls Baaall Bglall e Jelawd ol Zdlall
internal and external conditions and to Bsda oy cality Loyl

create new opportunities.
B.7 QMP 6 - Evidence-based Decision (o sdf 4!l pwo — 1 Bagll Byls) fuw V-
Making Slastly Astl
a) Statement fudl pas -
Decisions based on the analysis and j| g5 LLe bl iy Jeles e 2l &yl pal!

evaluation of data and information are more o b sl
likely to produce desired results. B2l

b) Rationale () Akl olad -
Decision-making can be a complex ol ggims Lo Lailsg Budas ddes 098 A3 ,l,all o
process, and it always involves some e o ) . .
uncertainty. It often involves multiple types &'% ¢9=5 Leils Ll caddlll e 5ud e Belaall
and sources of inputs, as well as their i (Se &I Lalawds 5o)e cMsul jolas oo Badaia

interpretation, which can be subjective. It is o - . o e e e e
important to understand cause and effect oy el 3Be od ol O a] Apdds 095

relationships and potential unintended @Elixll o) Bagadll ae alaiz=ll Cdlgall cUiSy

consequences. Facts, evidence and data . Soll - 1B 1 esss abldl TR
analysis lead to greater objectivity and teegidsll oo 8158 I o35 Slildl delats 1My

confidence in decisions made. sl At @ aailly
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B.8 QMP 7 — Relationship Management

a) Statement

For sustained success, organizations
manage their relationships with interested
parties, such as suppliers.

b) Rationale

Interested parties influence the
performance of an organization. Sustained
success is more likely to be achieved when
an organization manages relationships with
its interested parties to optimize their impact
on its performance. Relationship
management with its supplier and partner
network is often of particular importance.

SEMatl Bylal — ¥ Bagal Byla) Tae A —
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Annex C
(informative)
The ISO 10000 portfolio of quality
management standards

The International Standards (and other 1SO

deliverables) described in this annex have been

produced as part of the ISO 10000 portfolio of
quality management standards by ISO's Technical

Committee ISO/TC 176. These International

Standards can provide assistance to organizations

when they are establishing or seeking to improve

their quality management systems, their processes
or their activities.

Table C.1 shows the relationship between these

standards and the pertinent clauses of this

International Standard.

ISO 10001 Customer satisfaction — Guidelines for
codes of conduct provides guidance to an
organization in determining that its
customer satisfaction provisions meet
customer needs and expectations. Its
use can enhance customer confidence in
an organization and improve customer
understanding of what to expect from an
organization, thereby reducing the
likelihood of misunderstandings and
complaints.

ISO 10002 Customer satisfaction — Guidelines for
handling complaints provides guidance on
the process of handling complaints by
recognizing and addressing the needs
and expectations of complainants and
resolving any complaints received. It
provides an open, effective and easy-to-
use complaints process including
personnel training. It also provides
guidance for small businesses.

ISO 10003 Customer satisfaction — Guidelines for
external dispute resolution provides
guidance for effective and efficient
external dispute resolution for product-
related complaints. Dispute resolution
gives an avenue of redress when
organizations do not remedy a complaint
internally. Most complaints can be

resolved  successfully  within  the
organization, without adversarial
procedures.

ISO 10004 Guidelines for monitoring and measuring
customer satisfaction provides guidelines
for actions to enhance customer
satisfaction and to identify opportunities
for improvement of products, processes
and attributes that are valued by
customers. Such actions can strengthen
customer loyalty and help retain
customers.
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ISO 10005 Guidelines for quality plans provides — csls,| Jds ga saextl Jalait galdy| Jds V...0 533
guidance on establishing and using
quality plans as a means of relating #wsS Bagzll ks alusiwly apgd

requirements of the process, product, . . _ - T
project or contract, to work methods and ~ =U=els! Skebeadly @8l Sl ldaiel

practices that support product pes clighiy Joo cglulS aleg,adlyl
realization. Benefits of establishing a
quality plan are increased confidence khs apy wilgs o .gull ddlkhe Gedxs
that requirements will be met, that _ = . ... .. . -
processes are in control, and the <! =i @ Aal Bl 3 eSS Basll
motivation that this can give to those SyLad) pams cldeall § oSl
involved.

ISO 10006 Guidelines for quality management in Ry oleoyadl 3 Ssgadl Byla¥ claliyl V.. gn¥
rojects are applicable to projects from ]
{[JheJ small topplarge, fron? Jsimple o E elgw clegdd] Jo gdan abildy)
complex, from an individual project t0 ¢j> of &syd . Sudas ol Anrus « 5 S 9l Bpiso
being part of a portfolio of projects. They
are to be used by personnel managing
projects and who need to ensure that ogabimss wlegydd! oy cuddl ol
their organization is applying the . s 1 R .
practices contained in the I1SO portfolio Brlos Slindas Lo palaio of 0o STl
of quality management system Bls) alaid 93¥ Cliwlse dogame § Al
standards. Bagll

Q‘JL&;}" <L {a.\.ﬂ-.i.u:\ .QLij.f«.n dcgomo (o

ISO 10007 Guidelines for configuration management 3 1::t| iclus L9 3laeYle die@l 5y0a) clsldy) VooV 95y
is to assist organizations applying

configuration management for the @&l sl=i¥l § slue¥ly L@l 8y)ls) Gadadd

technical and administrative direction A,
over the life cycle of a product f=5d o gl Bl B2 sl do @)ls¥ly

Configuration management can be used a3, 0gll il adis jues wldlaie ae 38lsll
to meet the product identification and ! st ) & )
traceability requirements specified in ISO ERRNTO
9001.

ISO 10008 Customer satisfaction — Guidelines for Byletdl cdlabagy dalaie cilaldy) — oDeadl Loy Vo v oA g3
business-to-consumer electronic commerce L.
transactions gives guidance on how Ry Jeeall ao dletl Jloe¥ (3 a0 AT

organizations can implement an effective v aill aedel Aad .
and efficient business pll |Gl A Js> bl

to-consumer electronic commerce 5elaSy Jraall e 29 ASIYT Auylmtll c3lolal
transaction (B2C ECT) system and .
thereby provide a basis forconsumers to  paas 8sL3 eMeall Lulul 4945 Jlily adlady
have increased confidence in B2C ECTs; . ettt e x e et e s
enhance the ability of organizations to bl e Belaidl 5)u8 ypady pliaddl e
satisfy consumers; and help reduce calejlidly golsadl Jelas § Bueludls Ledles
complaints and disputes.

ISO 10012 Guidance for the management of |1, 929 Slleall Wlid By00¥ gala Ldudl V.V Y 93¢
measurement processes provides guidance .
for the management of measurement x>l Sluld wShy Slideall Wl 5ls¥

processes and metrological confirmation .. . VOO .
of measuring equipment used to support & Alall oldly pedd 4 bl

and demonstratg compliance y\{ith Byla) oldlate Cipogy ¢d ebdll oldhie
metrological requirements. It specifies

quality management requirements of a ae &8sl Slasad ulddl 3yla] allaid 5592l
measurement management system to e e
ensure metrological requirements are Shaldll alilaze
met.

ISO/TR 10013 Guidelines for quality management ,,)| 3,0s| allas Gied eala Y LIl VoY1 G/ oY
system documentation provides guidelines ' ] .
for the development and maintenance of alad &,9,all Flgll &iluoy Lad¥ Juds ga9
the documentation necessary for a .. .. ot (e o "
quality management system. This f5e by &Il npadll lay Sasall 3l
Technical Report may be used to
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ISO 10015 Guidelines for

ISO 10017

Yoro: .Y opY adlall daslgll

document management systems other
than that of ISO portfolio of quality

management system standards, for
example environmental management
systems and safety management
systems.

ISO 10014 Guidelines for realizing financial and

economic benefits is addressed to top
management. It provides guidelines for
realizing financial and economic benefits
through the application of quality
management principles. It facilitates
application of management principles
and selection of methods and tools that
enable the sustainable success of an
organization.

training provides
guidelines to assist organizations and
addressing issues related to training. It
may be applied whenever guidance is
required to interpret references to
"education" and "training" within the I1ISO
portfolio of quality management system
standards. Any reference to "training"
includes all types of education and
training.

Guidance on statistical techniques
explains statistical techniques which
follow from the variability that can be
observed in the behaviour and outcome
of processes, even under conditions of
apparent stability. Statistical techniques
allow better use of available data to
assist in decision making, and thereby
help to continually improve the quality of
products and processes to achieve
customer satisfaction.

ISO 10018 Guidelines on people involvement and

competence provides guidelines which
influence people involvement and
competence. A quality management
system depends on the involvement of
competent people and that they are
introduced and integrated into the
organization. It is critical to identify,
develop and evaluate the knowledge,
skills, behaviour and work environment
required.

ISO 10019 Guidelines for the selection of quality

management system consultants provides
guidance for the selection of quality
management system consultants and the
use of their services. It gives guidance
on the process for evaluating the
competence of a quality management
system  consultant and  provides
confidence that the organization's needs
and expectations for the consultant's
services will be met.
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ISO 19011 Guidelines for auditing management |1, 929 daslll Byls) Alladd galayl LIl V4. VY g3¥
systems provides guidance on the . oo . j
management of an audit programme, on iy &zl maliy 8)la¥ wlaldy] pudy
the planning and conducting of an audit 5.S Ae 5dle aanlyll 5yls) allas duaiatly
of the management system, as well as . . L. .
on the competence and evaluation of an & “+* =% Azl Buds el puedis
auditor and an audit team. It is intended ek Gdas (S wlalailly (naslpdl e Gedadd!
to apply to auditors, organizations oyl dedia! 2ol 2a & clalailly 53|
implementing management systems, and ’ . T R
organizations needing to conduct audits Byla¥l plai e
of management systems.
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Table C.1 — The relationship of other ISO quality management and quality management system
standards (and other deliverables) to the clauses of ISO 9001

e, | 4 5 6 7 8 9 10
ISO 9000 All All All All All All All
ISO 9004 All All All All All All All
8.2.4

ISO 10001 85 1 9.1.2
ISO 10002 8.24 | 9.1.2
ISO 10003 9.1.2
ISO 10004 9.1.1
ISO 10005 53 |6.1,6.2| All All 9.1 10.2
ISO 10006 All All All All All All All
ISO 10007 8.4.4
ISO 10008 All All All All All All All
ISO 10012 7.1.4
ISO 10013 7.1.5
ISO 10014 All All All All All All All
ISO 10015 7.2
ISO 10017 6.1 7.1.5 91
ISO 10017 All All All All All All All
ISO 10019 8.4

ISO 19011 9.2
NOTE Where specific sub-clauses have not been cited, and instead "All" has been
shown, then this indicates that all the sub-clauses to that particular ISO 9001 clause
are related to the cross referenced standard..
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ISO 9001:2008 to ISO/DIS 9001

Correlation Matrix

1ISO 9001:2008 ISO/DIS 9001 (2015)
4 Quality management system 4 Quality management system
4.1 General requirements 4.4 Quality management system and its processes
4.2 Documentation requirements 7.5 Documented information
4.21 General 7.5.1 General
4.3 Determining the scope of the quality
management system
4.2.2 Quality manual 7.5.1 General
4.4 Quality management system and its
Processes
7.5.2 Creating and updating
4.2.3 Control of documents
7.5.3 Control of documented Information
7.5.2 Creating and updating
4.2.4 Control of records
7.5.3 Control of documented Information
5 Management responsibility 5 Leadership
5.1 Leadership and commitment
5.1 Management commitment 5.1.1 Leadership and commitment for the quality
management system
5.2  Customer focus 5.1.2 Customer focus
5.3  Quality policy 5.2 Quality policy
5.4  Planning 6 Planning for the quality management system
5.4.1 Quality objectives 6.2 Quality objectives and planning to achieve them
6 Planning for the quality management system
5.4.2 Quality management system planning 6.1  Actions to address risks and opportunities
6.3 Planning of changes
5.5  Responsibility, authority and communication 5 Leadership
5.51 Responsibility and authority 5.3 gsghaolliifiztsional roles, responsibilities and
Title removed
9.5.2 Management representative 5.3 Organizational roles, responsibilities and
authorities
5.5.3 Internal communication 7.4  Communication
5.6  Management review 9.3 Management review
5.6.1 General 9.3.1 Management review
5.6.2 Review input 9.3.1 Management review
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1ISO 9001:2008

ISO/DIS 9001 (2015)

5.6.3 Review output 9.3.2 Management review
6 Resource management 7.1 Resources
7.1.1 General
6.1 Provision of resources
7.1.2 People
Title removed
6.2  Human resources
7.2 Competence
6.2.1 General 7.2 Competence
7.2  Competence
6.2.2 Competence, training and awareness
7.3  Awareness
6.3 Infrastructure 7.1.3 Infrastructure
6.4  Work environment 7.1.4 Environment for the operation of processes
7 Product realization 8 Operation
71 Planning of product realization 8.1 Operational planning and control
7.2 Customer-related processes 8.2 Det(.ermlnatlon of requirements for products and
services
7.2.1 Determination of requirements related to the 8.2.2 Determination of requirements related to
product products and services
7.2.2 Review of requirements related to the product 8.2.3 Review O.f requirements related to the products
and services
7.2.3 Customer communication 8.2.1 Customer communication
7.3  Design and development 8.5  Production and service provision
8.3  Design and development of products and
services
7.3.1 Design and development planning 831 General
8.3.2 Design and development planning
7.3.2 Design and development inputs 8.3.3 Design and development Inputs
7.3.3 Design and development outputs 8.3.5 Design and development outputs
7.3.4 Design and development review 8.3.4 Design and development controls
7.3.5 Design and development verification 8.3.4 Design and development controls
7.3.6 Design and development validation 8.3.4 Design and development controls
7.3.7 Control of design and development changes 8.3.6 Design and development changes
74 Purchasing 8.4 Con_trol of externally provided products and
services
8.4.1 General
7.4.1 Purchasing process
8.4.2 Type and extent of control of external provision
7.4.2 Purchasing information 8.4.3 Information for external providers
7.4.3 Verification of purchased product 8.6  Release of products and services
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1ISO 9001:2008

ISO/DIS 9001 (2015)

7.5  Production and service provision 8.5  Production and service provision
8.5.1 Control of production and service provision
7.5.1 Control of production and service provision
8.5.5 Post-delivery activities
7.5.2 Validation of processes for production and
. p P 8.5.1 Control of production and service provision
service provision
7.5.3 ldentification and traceability 8.5.2 |dentification and traceability
7.5.4 Customer property 8.5.3 Progerty belonging to customers or external
providers
7.5.5 Preservation of product 8.5.4 Preservation
7.6  Control of monitoring and measuring equipment | 7.1.5 Monitoring and measuring resources
8.0  Measurement, analysis and improvement 9.1 Momto.rlng, measurement, analysis and
evaluation
8.1 General 9.1.1 General
8.2 Monitoring and measurement 9.1 Monlto.rlng, measurement, analysis and
evaluation
8.2.1 Customer satisfaction 9.1.2 Customer satisfaction
8.2.2 Internal audit 9.2 Internal audit
8.2.3 Monitoring and measurement of processes 9.1.1 General
8.2.4 Monitoring and measurement of product 8.6  Release of products and services
8.3  Control of nonconforming product 8.7  Control of nonconfprmlng process outputs,
products and services
8.4  Analysis of data 9.1.3 Analysis and evaluation
8.5 Improvement 10 Improvement
10.1 General
8.5.1 Continual improvement
10.3 Continual Improvement
8.5.2 Corrective action 10.2 Nonconformity and corrective action
Clause removed
8.5.3 Preventive action 6.1  Actions to address risks and opportunities (see

6.1.1,6.1.2)
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