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, 

"International ~I~'/ I) · o\:..\ ~3 ~~ L.JS ~ :~ "ISO" -J~'-ll ■

c;u.J:! ~I 0-4 A..JS ~ c.1 •0:l..iiSll ~ LaS Organization for Standardizations" 

~ ~I "ISONOMY" 01.4 w~I ~ 4-la_, .A_JA _,1 !.?-'~ \Ab _, "ISOS" 
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~WI ~4ill w~l__yJI UA :i.e.~~ :"ISO 9000:2000" -31 Ji ~I_JAS JJ---#1 • 

o..'.l ~\ u~ (Yl _;--iJ I~~ ~ ~ Jj-/-11 ~ uc o .J..'.lUI a...l ~\ J A....a ~I 

4-.l ~~ o.JC wAi .l§J '1987 rk. 4-J _)~} J) 0ts (JJ.~ ,1998,, n a 't.?J->-51V 

~ .. ~1 ~ j "ISO 9000:2000" .)~I ~ i..»=--i J 1994 rk. J!.w ~ UA 

.U ail) s Cs ads ,@ Ca lisy <oly,hall sa8 Ce J-as 
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1959 rlc _)JUI "MIL-Q-9858" u-c ~~I ~I 1963 rlc "MIL-Q 9858A" ¼y:11 

~ d968 f'lc ¼y'll ~\_,.JI c)c. ..)We)'~ ~I _jjull ~.J~i _;JI AQAP-1 ~\_,.JI 3 

,"DEF/STAN 05-8" 'a~,a ,.,\ 3 w~l__,..JI i.clt ½,illi;lyll t\Jjj\ o)j--9 w~I 1970 rlc ~ 

"BS ~\_,.JI w.J~ ~ u.c ,"BS 5179" ~3 19774 rlc "BS" Jl~lyJI Ji~~~ 

ISO ~ w~I ye ~) u----o ..i.J fi,o ~ ~ uc o )~ LII.S 3 19 8 7 f'lc .JY. 'l \ w~I ye 

~ ~\y W.oJ i~_j 1994 f'W\ ~ ~\_,.JI ~ly W.oJ ~_j " 9001,9002,9003,9004" 
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9l.1yyll 4.i.....:, \ _,,JI 
BS 5179 
1974 rlc 
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•111 · 

"ISO 9000:2000" )~J ~ 2000 rte ~j c} ~ UA "Family of standards" c::iw1 UA 

514, Lg6 a4 4l_l sis ciao 6@lsll) 8, A35 Uy 5±sl5 Rs.cal say <ls.al gl cuss gill - - 

(6.u,a 
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ISO 9000:2000 ~ J\hjJ u\~\ 2.6 

~ u--a w~l_,.JI u-a ~~~~fol "ISO 9000:2000" 0~~1 ~\_,.JI fa 

J4,.All-9 cJ~I 1.2.6 

uLl ~_j ,4k:, J~ ut.S ~ ~_j-4) ~~~"ISO 9000:2000" Jlhi J 

- L iis sag ulg lo has"is {icalsl 5hi l ,fay Rahs±a s) l @56.» 2e'is las (9.3 

~tw)'l ..b_,h;JI u3j ~ ~l:wl ..b.:.. ~~\_,.JI~ 01..S ~_)~~\~\_,.JI ~ J1..hl1 

"ISO 9000:2000" A±.2134 ii, 9ls liss 3yYl5gs lo Us-esU 76113 s 5I 

I - - 
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"ISO 9000:1994 J ISO 9000:2000" 6:-: J_;il\ 2.7 

.L..;,,.) ~~ "ISO 9000:2000" _j\3 "ISO 9000:1994" _J\j ~Y,..P. wl.§3_) uc t.:.i~ 

_J\j cJl.hl1~ ~LJ ~ ~ :tihA.11 cJ3y)I ~ 3 . w~ _;.JI <) o..:i y--11 r\..b.i ~I y ck-I u-a 

--all is cl 6all4 sls ls L.46hi Sy ft sy «lsl gas "ISO 9000:2000 

(Hoyle, D, 2003, p.4- 6), 
, 

.L..;,,.~ 'i "ISO 9000:2000" <) \jl ·.JY-'i\ 0..:i~ c)c. Jyd\3 ~ .h.\3 .J~ ..:i..P-3 • 

. "ISO 9000·1994" . ~ ·lS ~ o..:i--11 jw <..::.J)LJ · L..u=..\ • r..,r u ~ C l.>:H .J - 

.wl ol:.ioll ~~ 4..9li Ji5.i3 

.b8_y9 +'1iall Cys ill9 ll9 

f.L.+o fa~\ u-a J~ o..:i_p,-31 °)..:i'j ~ ts..:i4-o ~W c)c. jSy "ISO 9000:2000" JY-~\ • 

·lair baa Ls a35 Y 3t 4Sl gall s's ST e) R6ylll as.alls LS 

~ u---o 1 s·f,'"J ui ~.J-4 JSJ ~ 'i w41,b:i.o ~ ~~\ J.);'11 w411:u-o ~ ~ • 
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( 9000: 1994 II 
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9000 .;j-/J\ ~ 6-4 wt • ", ,,)Al\ t g J i1t, ~\ ..u\~\ 2.8 

(Kantner, R, 1994, p. 20) JJ--#1 oJ~ u--k- 

.6_iall Cyasl) c»lilac la--vi 
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j._j 3 ,L..uwi )-JI ~ u~ U:1~1 ~W)' I J liAi .:i ~I . <.J-'='h,.:;.)' I ~ .:iWc ;/ I ~ ■

sc! soy »ls Jell ,ls» gals.$ls >4ls st,ieYI lS Ii\s .e, sY >39by 
, 

w~I ~_jJ Jb ~ cfil.J ,~W)'I y;lyi O_J.:lli...i Jb ~ ~)-JI ~lo:<(,\~ o_».>S 

, 
dell yly±el Cy.coys la 8 cg9yYl 5sleT Clo J;yasll Ally » bah las » cyls z+?95 

.(18.~ ,1997 

.(35.~ ,1999 

.(36.~ ,J:iWV -~.JA w~_,1,uJI J ~ ~~133 ~~ .:i~I t)µ.aWI ~~ ■

/L s 3l) 9000 3390 Kr 45 33-\ sas! 3 l # I y Luft<f Jae 3 • 

. (80-79.~ '1999 ,~I_} 

t--4 J.._..aw.JI '.' 111:,, Agj ,ea _J_j..---NI o.:l~ ~ J..9 .... .,,\\ Ll\_JS ~ (2-3) J..9~\..9 

(International Organization/or Standardization [ISO], 2004).':J. 01;,;0\1 
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.cola Ssl Cle 4yts,st cstals,sl «l gala Tis g I 

J5.,lll;• .J,w, ?'')_,. j,.,,, .. ,; y,iL.J ~ .,; '+ow1 ~~,i, '.ict,.; -c,.JW1 ~, -i-l' . . . 'w..llli J ·• ill ~Li 
: . .. . .... J : . . 

es-'> J-9I 

(77.~ ,1997 ,~/ 'u0 b,ac) ~.l~\ ~.l:i )=~ 2.2.8 
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. ~ wl h 3 o .Jlu.i.::.. ■

(80- 79.% 1997 cs» s/4i .hca.) Jsll @illy 509) ,ii yhalsa 2.2.1.8 
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(62.% 1997 
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, , · •.,LW\ ~\.S :i.s 1....1.a .2 oj ~\ Lj\.ij ~ ~ 'oj ~\ .d)? jil fa~ ~I _;JI .J A..,.;wl _)All r.,r c..J;.U-" .) 

.A A9ls lssl e 

9000 .JJ:~I .J [TQM] ~WJ\ oJ~\ o)Jl ~ cjil.Jlll.J '½Willi bW 1.2.9 

J.aUi.J J-1.S ~ ~j-o.11 ~ w~I ~\j.J oyUS c)c fiy 4.laLli.11 oj~\ o)jj 0i ~ • 

.5959Yl 5lg lo Jes ls±» ss fl gs: ea ! yh gis 5 

. 
l~l .-UaL.1.11 oj~\ o.Jb} w~ 1~3 0~jll YL..aj3 ~I o.:i..P.- JtJ½3 w~I o.:i..P.- ~ 

.JJ--#1 .J ~WJI oJ~\. c)Jl ~ ~~--i1 2.2.9 

~ tll:uS oLliWI ~l ~ ':l ~, ~j-o.11 l .. .i§I ~ <) _yt::w ~ 4.laLli.11 o.:i~I o).:ij 
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Lo.I ,~hJ LA:l~ ul) .... ~.:JI JS~ t~JA -.:i.llj ';13 t..::.u\5 ~ ~ 4=i)..:i).J o..:i_p.JI ~ • 

.~..:is:i3 y~I o~ ~ ~4-a Jil 0-a 4J 

. "BS 575" 

:t.;, ,u;l\ ~.J "ISO 9000:2000" ~I u~I J...dtl ~~I u-a ..:i~ "ISO" JI ~\ya uy • 

- 
.3NT 5±414l 

~i o~~\ ~\ ui, "ISO9000:1994Jl3 ISO 9000:2000" _J\ 0:H L.lij.J..fa\ ~i u-a • 

J3 1 o::-U ~.L...a 1~ JtJ~.J <Y~)\ ~\.....:o.)'j r\.fwi.J\ ~\ "TQM" :U.CL1\\ o..:i_p,JI o)..:ij 

Al2AL .$ll 533 5ll59l]L l A it di LAA y665 399l @4,al 3% l Y! 3 9l 5lg t Cleo 

. Ge~\ ~ ~~ .... "TQM" .. . , .J .. ~ 
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"International Organization for cu s all ' r,~ ~-.9.l.ll 4 ali i JI • 

I , - I.I• ·\j I I · 4..J5. · "1SOS" • ,.1::,,. Y' J f.?Jl..i.ll.lA ~U.LQ J ~ ~ CJ-'-"=I (.)A • 

u --~-11 .!........A --~-11 4........1.JWI ~wil w~I --11 . 4.c :"1SO9000" ..JI ~I a.4 ■~ J ~ - - - y,,, (.)A 9-4o J 

,e's3 el» Ails Uaty 1s Jat ysh55 Jsso s :"TQM" Lail) $23s 5ls] " 

&'4 $y -a 3ls9l3 Jell 5#5 A9$913 <1syls lll 53J9 A453 Al3'3s S.ty, 2lsyh 

I .JJ.J-O J .J~I t--' J--,.aliull u-c ~I J=.,I y ~ts ~\..h.i ~J , ~I wW _; 3 w4,.b 

~ ~\J....oll wl....wi_;.JI c.} ..bii ~ 1~3 4-.a.b.J ~ ~I t:' ~Wll ~J ~I w~ 
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-~~ 3.1 ■

~vU~~I ~~I~ ~~UI a ab·,a ~~, s.1f::? 3.2 • 

ulaaiul sllaill as iaqll @laiall halal 3.3 • 

-(~~, ~~,~~)~~~I ~~~ ~~ ~ 1 9.!f::? 3.4 • 



A a@a 3.1 

~ )y ~.J~\ .J 4-...+ LL.Al l ww:. tbily 0-:uJiSll ulJj\ ~ 3j-/'l I ~I .JA ~ y 

c l L4ass ) A s % sl @ gs sh, lg-shic fa) Al Cy» 

~L-11 ~I Ji§ u.o oJ)_,_JI "product"~~ ~)--9 -~_,.i) ~.ll'.i L?i..JI 

"The result of processes" ~~1.5. <:'.: ~,ioll _9j )'ii w~ ~o~..l.::.J--9 ~fa. 

~) ~j ~I, •Ji,a'i ~ ~--9 .w~I A?/'°' L?i (Goetsch & Davis, 2002, p.15) 

: wLl....::i i 

-~lyJI t ~ "Services" wL....o~I ■

i I a oll .__, • ..._ ....... aa.ii ~1 _,__..J l.5. "Processed Material" ( 
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lL Al ilal] 
~ LL.....:::i.l\ wl o \;; ,,\\ ~ \ .J <..,, ~ oJ ~\ o .Jb} :i.______.,_o =-\; ;i J 

Col u5% sl cot ahiia,_8 95yy yyl6a gs Cle R Lalsll el,ls±all zliaa ©l Cs ° 

(Goetsch & Davis, 2002, p.15). - ~ J~\3 Jl.b.:J\ 1.2.6 ~\:i.l\ ~\ ~\.J 

, 

- ISO 9000:2000 - 3.)-/ll c.J--o 4...-J~\ o..).;) ::,ll .:1 .:., • .,.,U J ~\3 uLS Ll_J 
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.JY-'1I ~ly J ~ ~.J .(Goetsch & Davis, 2002, p.17)wk.\J:;jjl LJA 0...>i=- LJA ~1 

uh - Sei st say3Y; 2by "1Sl, 8 - ISO 9000:2000- .ysl) 

f:!_,_li ~ 0i ~ , u ...>i=- 3 Ula.b. ) i _.)~ ) Le~ 01_..s iy .J-'-'l t lb§ (,?1 ~ 

J3~I ~':! 4-bLlu ~ tL..hl (,?i ~L.n.l.J L...:i.ay::L fol~ <L....4),~111Hill ul-.,lb, acll 

(ibid, p.19) .&-~ ~~ t?Lll ( 3 - 1) 

. 
w~ ~ ~~La.b..1I tL....bill ~ ~ ~t.-:,.3 ~ u-£:1 ~ o~~I ~\_,.JI~ 

. . . 
lf'La..L....::JI t L....bil l ~ ~ I~ I~ I~ , 03_,_.wl 3 lS-'\........=,JI u.J---9-l l li.l _p.-' o fa 

·R alsll sis /l sy05ysl &5.al 3,l <la s @ill A2±4lW 535s1 A5.al 3% 3l y\ya 353 

i.L..;!.l:>.:i ~i ~ts w~ly u-- 15\i_, "' La 0,, <c ~ ~ ~ ~\ ~~\ J)t..:,. 
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ISO 9000 Translation 

Design_ 

Think in terms of inventing or, originating· your services or 

processes (Some servicefirrrts do provide design services. For 
. . ; . . . . 

these no translatio1i is necessary.) 
. ' • < •• 

Development 

qonforming product . • . Services~hat cqnforrnto customer f(;!q4fremehts. -· 

. Think in terms. of iriiproving or maturing your services. 
. . . . ' .. . . . . . . 

: reqµiremenJs _. · 

. May be ·soniething '1s0 .9ff00 ... requires you to .,do (such as 
develop a quality manual), or something customers have 
specified as needed in your services.' 
The service(s) you provide, or knowledge you impart to 
' , .. ' -·-- :-· ;··:: . , -,:.~-: ~ - 

mers· for' 'reniurieraf ,•· .. _:-, 

Everything you do in providing your 
1· •:-::-:! 

customers. The result of your.process-es. 

your 

7:35= - . . ~.- ;·. 
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,~u.11 L.i......JtJ\ r1L...,JI J...9.:i ~) J}il ~WI J...9.:i ~ \y\__.9 •• , tl.____._b.,.,..al\, li__A, 

.J..J---: w.J--'-'l A...-.a .:i.;JI o.:i~ r~:l\ 0µ \~ ~ (Goetsch & Davis, 2002, p.20) 

. 
,y\~ ..b. ~ -\~ fo. .:i.:i.c _J~ . 

A asl et uw'ah Sa J f e 5l a' <syl Jlie] L ±<a X5 li A 

~ r~i ~ i .)~_J L..iLJ ufa o.:i~\ 4\::J 1J;..; ~h....:a . . .. < . , < >. • • r s? 1 -!5 OJ °2 
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. 
61e 4 fats y5Sil Cs CS«Al &a±sll » s col lhais5 l >ls, 1hf503 ell valid s 

, 
.A 15l ,06i9 R a15l/ 525e a_9 l19 Clags 

~.ii.11 oJ..?. 1.1.3.4 

(Goetsch & Davis, 2002, p.22) :~3 ~le o..)..?. wl~ -'L-.i.l:.. _#J 
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• • 1 ~~ - .·~ ,1 - .. ,1 . . ., ,1 •1 . .,__J •.11 \ 61lbJ ~- -1 u~I ~ .2 u ,,... ,., ~ ,4-.a.llA.I .c1,___..a .:i.:::,..i <..JA ~ J u~Y 

~.li.l\ ~~ 2.1.3.4 

(Goetsch & Davis, 2002, p.23) 

.3 a5 , 6i CL S» .6 

.3 6ls.all 9 A ±slieyI @,2Ll] .+ .Sr] , , .J .J (.)-AX .7 
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- 
, s33sll 4ls lla, lat ,B cyS as lf @alls» A5661 Sls la ls_s' s-a3ll Tis @3l,] 

.(26-~ ,1997 ,.LA::..! 

.(.~\. •• ~~;/\ ~y.,i 

,(Yl±lUA ~~ ~ ~.b-11 r,1~ f1:i ~ ~~I ~\j ~ ~I w~I ~ .2 

.4l11all gas"ill_9 5Kill @as_al) .4 
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~ ~ ufo ~ 'c.J;l.?S/1 c)J ~) ~ ~ <.JA t.L..-9:! JAC l.?i ~ wlo~I • 

- ~ .JP J ¼!La wlo.l::>. ) ~ ) wl .J~J 

~ ~~\ Li1ll d,.9 4h-9J ,~~I ti.bi!~ c.J;l__iiSJI u~~ ~ J~'ll ~lyi wh;i.J] ■

4-1:l~ yl.5..aj u.o ~)~ ~~I tLhill ~ ~i _# o..)~ ~WI ~lyJ\ 

~' .;1\ ~~\_,.JI~~~\ "Product" F ~ U 't\.b§ l.?i ~ WJJJ 

. ~lo.'.::.. tcl..b§ c-4 J,.a~l .ili:- "Service" ~~I 

,L...,~I L...,.1:,..)1 o..)_yHj ~Lo.1:,..)1 t~~ f'~'jl o..)L,ij c)l u..)i ~\ ~\ y\.+-ui'll hi ■

.c, ll, llJ39s 3l3 <6ill J3ls le\3 2alls8 8 < Lia3 Sll ; al 

b.'11 c-4 ~u....:i ~~~I_#~ ~LA.b. ~ l.?i ~ o..)fe o)..)J rlhi ~ uJ • 

.<hi JS) @al5l e9sail a? Cs 

.4-Jc. U:!~\ ) ~~)\ ~.J <..S~ i_;-..tl.+-i L..b4:i.J] .h._p_; ~~\ 4-a~\ o..)~ ■
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.04uaidoll El jlilia\]lg @isl] alaaill @ la Jq @aalg G42sa 4.1 • 

-~~I~ ~~~I~~ 4.2 • 

-~~~I ~~ ~~ 4.3 • 



l 4ly R ale e a5y shall s3 ghysi (4- l) U <all A s} - hl 

•0~\.ill c)=,-1~1 ~I ~I~ '?Ll\ (4 - 2) ~\3 'Ll 1b,.,l9 

: ~ o _>--J I.ill ~~ ~I wl .J _t,.:, ,,ll 
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,~, r•.' ,4-.;!.J~l...9 ~.kl\ 4-u,~\ t.J.J ~ts c) r~~l...9 <Y.J:U}~I ~ c.JA ..:iJC. c)j .djl...a)'~ 

< SsU l- is5 95 4Ag sly ,L61 Als %ll cl,\GE<l yl_9l, <l ssJ e,sf±isl 53le ,9 

;.IL-- _II 
I . . , 
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c.,--i'J ~I J:!.:u. J 
cl...:!JJ.11 JLAc. u 

,--l sel du-o 
cr-5-:!_,.;.ll J:!.>A-.u 
,- SS A lg5.ci 
el jg±)) s\ ao .c. 

s- uh)J U >.3 
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539) J:!) yalic 4.3 
J\.+All .1 

o yb 4-,o.iii ~I "A.A.ill\" e,-k- J~. LS?)'\ Jy-aill ~J J:HJ_i ~ o~))I "~"4-JS : ( 1 ). ~~ 
· · · · .wla.l:..11 

els 1.1 

~I wla.L..=..ll o.J--l\..) ~ ~~I o..)y,J\ o)..)j ~ ~WI w~I 4-i.Al_,..JI 0
~ ..)h:j 

~11.2 

~I ~I 1~ ~.l.¼-11 wl.J'Ll:w'/1.J ~I wl.a~I o_)I..) _} ~ ~1_,..JI w~ ~ 

.YT A6.al3% 3 ASTM A5_ya9l A5.al30 c1as 5le 6bay l 24ii ys zziiall ,c.a} 

~4111 ~_;.JI .2 
~JI t-?-_;.JI .JA wl.9:J_yull.J u,u.,il.;I :o~~I o)~l 9000 .JY-i 

• ~.)_;JI ~ <....ha) ~l:'J\ ~ 11 '.> \ b • 0 all rl~I 

-di4l) c \tiayf9 Adil] ca±sl] 59f.2 <4 393l 
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53g 6la] 4ti1 .4 
~WI ~1 :lb; all 1.4 

w~I o~ J,..iL::i ■

els 1.2.4 
:635 5Jf -hi) s 55 -» l : 

-~I .hu.a 2 . . . 

-~lb.JI ..>;i:- ~I~ o~I .4 

- 51 - 



· ~Ll:i.i t.ii .J ~I F-1 

. . 

.A0All l5ls s 3l -a0l g? '# 2 <al3lg all.3 

I 
533) Jls 2.2.4 

-~1_,.JI ~ ~\ ~_,.JI wlyl_»';/1 ■

-~4-k-J J~I ~I_, .lliill\ o b,b.., .. ,I\ ,·,' · . -~:, .,•.. t\ .. ,p. -'\ ■
,,. ..J ,,. u~ ~ -i..Q . ...,, l1110J c_,JUy 
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19l) clew ha 4.2.4 

w~I o.)::i'j ~ylll ~~ .l:ilil:..'jl ~~\ wl) .. iewi'jl..9 ~\ ul.o::i.:J\ o_)l::i ~ 

, ~- . i ~ L.h.i.1 1 :li.lW 4-ii\.hJ\ 1~ ~::i1\ ~::i.ul ~I .l:i.h t1-U .4..Acl::i11..9 ~.JAl..,.;JI ~ U , . ,._.9 (' ,. .J , r..,s-- I ,. 

ii al) ~ ~Jill 2.5 

. 
·sys gas) fiv.all gs 536gll J Y! &«isl ellis, 2\Sy43 
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. 4-:i~ ySi 4.4 w\j ww~ ~~ ~Li.b. ..>.!# ~ ~ • 
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',,,,yea-euoa s. 2000 kiiy 94 Aiu z: as 

d 2000 Versions of ISO 9000 the 1994 an Major Differences between 

. : ·fISO 9000:2000 h rocesses and activities of an Aim and Mission o ent to t ep 
To relate modern quality mant~gemof continual improvement and di the promo wn organization, inclu mg '·faction. 

achievement of customer satis a 

· · the standard · · l QMS Documents comprising , been merged mto a single ISO 9001 9002 and 9003: 1994 ave 
• ' ISO 900 1:2000 

requirements standa
rd 

, 00 1-1994 have been merged into the new • ISO 8402 and part of ISO 90 - . 

standard, ISO 9000:2000. d . t a new ISO 9004:2000 standard • ISO 9004-1: 1994 has been revise m o 
. h d ds upon ISO 9001:2000. 

that tracks wit and expand ed 'th ISO 14010, 14011 • ISO 1001 I (part I' 2, and 3) have been merge wit ,, ' 

and 14012, to form a new auditing guidelines standard, ISO 19011. 

A Single Standard for Registration . . 
[here is no longer a choice of three standards for registration .All registrations 
will be to ISO 9001:2000. Some tailoring for orgamzabon-spec1fic factors is 
possible through exclusion of clause 7 elements that are not applicable to the particular organization. 

Terminology Changes 

ISO uses terminology more familiar to the organization. For example, in the 
1994 version, supplier was the entity seeking registration or registered to ISO 
9000. This was always a point of confusion. The new term is organization .A 
supplier is now the entity that supplies materials to the organization. 

Adoption of the Eight Quality Management Principles 
The year 2000 version of ISO 9000 is based on the following eight quality mnlanagement principles: 

1. Customer Focus Organizat· · b 

10n exist ecause they have customers and "/9!9re should understand current and future cistomer needs, shsfa 
""tomer requirements, and should strive to exceed cuss, expec a 10ns. 

2. Leadership The organizations I d h' 
and direction for the organ· f ea ers 1P must establish unity of purpose 
"@inational air&ll,,," ®is staid create and nil an» 
employees in achieving the P_ ~otes the full Involvement of 

3 "yolvement of poi? ,,,""""@ions object, 
b k' ,up oyee IUVolvem t b . . 
Y ta Ing advantage of the abilities en enefits the organization 4. Process Approach To ma . . of every employee 

Ximize efficie,_. : resources by managing them ncy of activities and related 
@S processes, 

- 1ss _ 



r it jllall L ___:_· :__ ~="t tr butes to the organizations it Conn d 
h to managemen -. . understanding, an managing 5. System Approac f~ . ncy by identifying, 

f tiv ess and efficien • 

effect1ven~ cesses as a system. rmanent objective for the interrelate pro t Becomes aper .hel th 
Continual Improvemen - and is intended to elp e 

6. . t'ons overall performanc~, ds of its customers, and to orgamza I d t the changmg nee organization respon . o 
. ove its competitiveness. ,3n Requires that decisions be 1mpr D 'ion Ma ng . • 

7. Factual Approach'[,,,,j information rather than impressions a»a based on the analysis o a 

intuition. . . r Relationships To enhance the ability of 
8. Mutuatty Beneficial SP",,,,, o benefit from working togcin both the organization an I s su 

cooperatively. 

Process Oriented QMS Structure and Operation 

The QMS is now as a series of processes: 
• Management responsibility 
• Resource management 
• Product realization 
• Measurement, analysis and improvement 

Incorporation of the Deming/Shewhart Plan-Do-Check-Act (PDCA) Cycle 
To be used for the continual improvement of processes and products or services. 

Increased Emphasis on the Role of Top Management 
Makes top management responsible for commitment, customer focus, the quality 
policy, quality objectives, planning, QMS structure, communication, and management review. 

Customer Satisfaction 
The organization is now required t it. · 

o monitor customer satisfaction as a measure 
of QMS performance, 

Required Documentation 
There are fewer explicit requirements for . . 
documenting a Procedure, for ey 1 documentation, although to avoid : @mple, the o».,,,, @@ Operate effectively withor; r,]," S@zation must demonstrate that it d 

· • · at is, the org · • '@@9s cannot occur as a result or,,,, Zation must ensure that 
change _m_ documentation required b th bs~nce of documentation. The net 
to be nummaI. This invites more · ty e !ypicaJ organization is probably going 'lterpretation , h 

y t e organization and registrars. 
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New Requirements Summary . 
ISO 900 I :2000 carries several new requirements for registered organization. 

• Continual improvement of processes and products 
• Increased emphasis on the role of top management 
• Consideration of legal and regulatory requirements 
• Measurable quality objectives 
• Monitoring of customer satisfaction 
• Increased attention to resource availability 
• Determination of training effectiveness 
• Measurements covering the QMS and its processes and products 
• Analysis of collected data on QMS performance 

• 
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~ .J.:.tb. ii~ .J,J;}/ .Jlffj ~ 
Tensile Test on Steel Bars 

44/2004/t u u :ti..)! 
2004/5/18:(l,JJWI 

:rJ#/ .... 4.J/fa I .-J..,/.L./1 

__ 2_'22_8-_'9_ 12_.-=-·rJJi.b-=--· .. .LI _r.J.J:;J_ .. _·_1/_:4..J_J~_·-'rl ---~~L--~'.' b=-=, ~II lii_,.5--=-[;_<:::0__~_~ ~ 
WJfl/ - ,_,,_;,.11 J_;.Ji,.d/ : J..,.._.J/ I u,,,,.-1.;JI :i..b,,I ..J 4..u,..J-'-:'{: J..,..J,..// i""'I 

=t:: + ,.1..., j.,.;Jt :wwi I J_,.,.,, ~,..,,.., '.J/;.Wt J....., 'sGas sis&] 
3 2 / I / specimen No. ~I ~J 

~
12 

012 / 012 / Nominal Diameter mm) '-;,.JI """"'l'I _µ 

"? as ] s [aasen waja,a,s 
933.24 930.0 I 926.45 I Nominal weight ;)_,i.il _;:i.! 1 . • -- --=----- . .L~:--1 - u..JJ 
67.57 L74.08 / 73.291-Maxim~~;d--·-·--·--·--·------ .. --.- .. y..SJI ~ 

· 1 --1 , - (KN) 9
·
57 9

.4
2 LJ Fracture Diamet;;;:------~

1 
1,,1.oe .,,._, ·y,il; 

19.0 14.0 I 15.31 Tota] Elongation·------------------------(%)- ~,~:~~ 

389 407 ~I Yield Strength (MP;;i---------·-------------- t~I ..i~I 

597.53 I 655.04 I 648.05 / Max T .
1 

NLmm2 
· ens1 e Strength (F ) ----------- - ----~11 

1 s (MPa) ~ 'ii .i.;Ji .i~I 

0 16i I f]Jecf.Ji.cation Re_qu . 
trements 0.941-0.852 ] . <lilelf 

J N?rn1nal weight Kg /rn' ... 400 
/ Yield strength in. __ _..l..,W1 fall UJJ 500 [{s sis,, ws&=v 12 
Elongation 3; 'hn "Mar3la,, - Ktij cu 4-llhi..iYI :. .. .. . 

• . {,£,(,I r/iJ/ ~lk:,w ~ .. N 1 mm 2 Palestznzans s ~ 

4-.,JJJ .J'-4.:. • I 
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. d consultation dept. recnntcat ser®®;",,ng tat 
Civil eng . Mixture Report Testing Bituminous Paving 

[Date: 1716/2004 
[Ref : SCT /2004/69 j 
Trustee: 

Address: 

Project: 5 tll csLa» e# 
Order No. and data: 8/6/2004 
Sampling date: 10/6/2004 

Owner: 

This report contains: 2 pages Testing date: 14, 13, 12/6/2004 

Tests Required to Carry Out: 

The following tests were carried out on samples obtained from pavement and 
brought to the lab. According to the following AASHTO standard test methods: 
1-AASHTO T 164 "Quantitative Extraction of Bituminous Paving Mixtures" 
2-AASHTO T 30 "Mechanical Analysis of Extracted Aggregate" 
3-AASHTO T 166 "Bulk Specific Gravity of Compacted Bituminous Mixtures" 
4-AASHTO T230 "Determination of Pavement Compaction Degree of Bituminous Aggregate Mixtures " 

Sampling Method: 
Sampling Methods: 

k@boratory's technicians according to AASHTO T168 ASTM D979 San ,5r bituminous paving mixtures, 

- Sample A,B and C were Prepared for each samples two standard specimen were 
prepared for each samples mounded and compacted 50 bl h c. f 

h ct· · :. lows on eac ,ace o Cach pediment using mechanical compact,, 
- Six pavement specimens were cored d b . . 

1 00mm. Diameter bit. an ° tamed from pavement area usmg 
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TEST RESULTS 

1- Bituminous Content 
Sample No. A B 

Percent of bituminous content by weight of total Mix % 4.81 4.93 
percent of bituminous content by weight of aggregate % 5.1 5.2 

2- Extracted Aggregate Gradation 
- Maximum Nominal Aggregate Size = '%A 

Sieve size ¾ II ½ II ¾ II No.4 No.JO No.20 No.40 No.80 No. 200 
10Passing % A JOO 89 74 54 35 20 14 10 7 B 100 90 79 62 40 22 15 10 8 Specifications limits 100 74-95 60 -86 40- 65 25 -45 16-30 10- 22 6-15 3- 8 

3- Bulk Specific Gravity 
-Standard Specimens 

Sample A B C Specimen No. A - I A-2 B- I B-2 C- J C.2 Specific Gravity 2.292 2.291 2.295 2.307 2.283 2.275 Average 2.292 2.301 2.279 
2.29] 

- Pavement Specimen 

Sample No. 1 2 3 Specific Gravity 4 5 6 2.248 2.218 Pavement Thickness (cm) 2.144 2.196 2.147 2.134 8.0 9.8 Degree of Compaction % 7.6 9.3 6.3 98 97 7.5 94 96 94 93 

Tested hy 

Ahmad shirer Approved by director 

Emad dweil 
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Date: 17/6/2004 
SCT/2004/68 

Technical Services and Consultation Dep. 
Concrete Lab 

Compressive Strength of Concrete 

Contractor: AI- Osaily For Trading And Construction Hebron Address: 
og 

Sub- Contractor: Owner: Jg 

Project: Hebron - Habail El Riah Reservoir 
Sit: a»,_ 

Test Specimens: Cube Molds (10 X IO XlO)Cm 
_No. of Specimens: 3 

Place of Concrete Casting: wall of Reservoir with conplast (P509)* with percent of 0.4 

litres/l00 kg cement 
Concrete Type And Source: N atsheh B3 00/ with conplast, without agg. size _No. _I (F o lyia) 

-- Method of Curing: ASTM CJ I, C 192 
______________ Sampling Date:2/6/2004 -------------------- - Sampling Temp: Testing Date: 9/6/2004 ----- 

Concrete Age: 7 Days 
Slump: 

Spec. [""g;®" Compressive I Failure type I Slump (mm) 
No. 

strength kglcm2 1 364 l 371 _/ 
-{one ----/----------------- .. -.J?._5 

2 351 ! 358 I 3 337 one 165 344 I 
Cone r----------------------------- Ave .. 

-I I 358 i __ T_________________ 15 L_ _ _ 
I 

* 

Test Results 

Tested by 

Ahmad Al- Sharif Approved by 

Emad Dweik 

Note: water reducing admixture 
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University Graduates Union 

Palestine PoJJtechnic University 
(PPlJ) 

No. 25/2003 
Date: 14/12/2001 

'fo: MANFRD GOTTESMANIN 
From: Eng. Emad Dwcik, 
PulcsUnc Polytechnic University-Hebron 
Tel, 02-2257483 
Fnx: 02-2217248 

Dear Sh-,, 

B, Sieve j" (2567 y ',} -··-·---- ~-· lllllJ. 

C Sieve3 h, ·~fOou-.:i-:-).--·--i? -····----··-----·--·------ .. --~· ! D'Sieve38"] @sjl-5 [­ 

1'·-:m~ S~!e~cN N. o .. B_ (236n.un)~--- ·} r.r-···-·--·--··-···-.---._.,_._ 
--- . ' ICVe . 0. I 6 ( 1.18 mm) 2 ·-·- ·-··-·--·-·-----····-----1 "'I ---::------------.~- 

~!eve No. 30 (GOO µm) ----- 2 __ 

1

:.·------·-··------·--· 

8, ,r~~ ~:1------·-·-·-·--···-·--·-·--· ·-··-- 
~!c.v ·;-N. o~so··. c3.!!fµ;f-·-·-<.

1
1_2 __ . ·-··-··--- ... 

3
_1 

SieveNo.60 (2"0µ111) ---·--·--···---- 
, J ' 2 ---·~--. ' _JS.. Sieve No. 80 (180 ~trn). -- - ·-· ·--- .. _ 

L/Sieve NGioo (iso,, [2 4 
., r-<lU --·-··--. .. , _MSievcNo.140 ,~--- 2-...... --- 

M, 0 ~~~er ·---==-- fi;'~·-·--·······--···-- 2 Balloon D .• 3 ··-··-··-·-·--···~--- . cns1ty Appnratuas --·+-. -------- 
(Voluineasure). I . J .596 l ····:--:-:-····-·--- J\STM D-? . , •:1 .,, Wllh 

, , · -167 ? , -Density phte ,[Suro is I-Battoo.' ' ®o cl sna.. ! 
, 4 , Vicat Apparauikj,,,, 10 , 1old. 

I I, ASTi\lf us, scttrng lune ----1· %g [.. 
'--..:___ ' . .J . J' 2 - . ~_IM fnitail Needle. 

--------- . -AS fM Mold. I 

"nan lacy,s,,Th v,,,'±51Miii tccau. ] 
&- ~-=--. crv1ccs au r C ,, -----·-··-···- ' ' . . c onsuJtatiou V 222-19 , · 

J> () . · - '-'1 - 222XIJ I 2 1:. • '""7TV8Tletr 1-r34),®8 2217248 
7uuil zatard@ppi eq,, 
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Jl-w; ~ ~~~ (J) J. =-.u, :::: 

cr- et" 453/31 5391} 313416.41 5 34ylg el,eyl 3ta" cas# < zl±4y ca@ ±i} 

:'4-\:i.~ JJ~\ 0-4 2004/2003 
• ~l J~ ·r J ~.!4J) w~I .ts~ u-4 .;Lt...ui l,jA _p (1 

J.?- J.i!i ·r I ~J4-lli uµ1 -ts~ ~ Jl.t....ii i,jA.fo (2 
" Y::li'i J /Gohcsmmrn 04 Jtt.....,J U:O.;c (3 

4 &6.a8 4h ally sia) gas.l es cal Jdss A Li,g 

A 
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:~ 1-4 cftl ~!! J~"il ~ .l:t..JJ ~ J 

3- ,3-A , •3< ~J .Lltii ~~hi ~\kl\~ j\ft J:.il. ·f" - ~J4-ilJ JyliA)\ ~y!, 6A ~ly!Jl (1 
5511$ =l! ' ,3-C d3 

.$800 ~) ~ 3-C <3-ll ,3-A /3" ~.J #1 ~ Jt....a.:i ·f' ~~ ;i.,syr, 0-- ;-ly!JI (2 

·5 &» (5517 ) = ·Uhl ±e &# log 

-~~ QA (800) "' 
(6317$ ) A\ &s+ 

.JJ ... o',I\ ~ p\_;JJ.l ~ ~J ~i _ _;.ll f,\J.J'J . . . 

... 
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I •'" I 1._;~ •• lJniyor·ir.,· r, .. 

l',llcstil,e l'olylc:chnic Universily 
l.. '•l I'ep·Jrlment - Worchou.se. 'lfli\IlClt, .J ' 

Td 222•197S-22l89l 2 -fox: .22172-18 

J:tWl ~I...,;/ ~~r ~l; 

~-~~•i...1; 
+61waft- 71,112,5L] 

2217248 ""61s-2224.978, 

../2004;01;14 =ev\Ji 

-al ,/45,#S± /o\ 
0-44,a,J! • ./ v ~..)r" 

N.5}3-70514A%9ca/-#l4Dy3l,<=9,lsyfb,, 
_ :J\JI J~I '-,-<-<> L.F" ,.;.,;_, &,-,I .) .;-, }bll ulw, !_,.t I ~ :;.,~·le, ui<J<>I 

r r - .. ~- ..... -rl -:C::-a~t.-,. D_c_sc-ri-pti;:--r----,-------------, 
No. 
79- Sieve frame diameter 
5610 _.ih!~I..;_.. 

Sfovc (l l /2") ( 37.5nun) 

Oty '-;-1.,u.....,;, &' 
1 

l- l o 
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It 5' 20 . · 1 
1 1 ., • 5, lslpeaskgonyj 

Ii 160 /\ l_ ~ / j 

/ ! a/ \ I I 

·--~ Z \J \. -- 
N 5410 - Pan i 

79-''Cover 3 1 X '.~ L 92 q 6 
O 5400 ,. ·--------i-' ---·-···- I[haawe 7r)ls [5nee %% 2 

4520 Apparatus ~-\~.:J-,·---t--~-----·------, 
29- Density Plate · · ····1 3 '7 .1 1 • ''\.. I 41 

f(L_/ :) .,._ ..... T 4560.-cf[-- 
I55. Isassnassr 5 a 

4540 (!<.::..•'·+,. ~:---t--J_l'-- __ .. - 
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__ -;::

2
::-:4:--~·- ···---. r--;;-· JOxJOxtO~ (!J.JJ.> u..J,y ,,..,.,_; 1,-··' I() 700 
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&& 5517 --'---------'------------------___, 

120 

t ..i~ I .J ~JI ..,..U I o ..>,JI J c" J ~y ! c.s4'- ..H .J L.,i? ~,,,i')' J L.J--c ½j...cw 
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'I, ification certificate Machine ven . 

· rrnauu.n 
+''-MG a44AOIIIld sio1 Test Machine ·• . · . ed Canpression • 

1560kN Hand/Motons .. -~--------~ 
Machine type 

Compression load frame 

t block lndentification plate located at Under op 

l560kN Capacity 

Flexural and transverse load frame 

Seria! ro. 

Console 

Power pack 

Load pacer 

EL39 - 092/01 

EL31 - 120/01 

EL33 - 470/01 

Serial no. 

Spherical seating serial no. 

Serial no. 

Serial no. 

Serial no. 

108 - 01 - 0585 

Not applicable 

427 - 01 - 0340 

1056 _ 01 - 0225 

Load indication 

High range load gauge calibrated 160 to 1560 N 
'<"rnge load gauge calibrated 

Digital readout unit calibrated 
to 

to 

Hydraulic pressure at maximum load 62. 84 MPa ( . 

kN 

kN 

Serial no. 

Serial no. 

Serial no. 

9112 

11475622 

Verification 

Date 

[?ins raclire was verified y reterece to ihe proiig device(s) is iisiea overleaf. Before erncad&Ke 
2"9 nachine was loaded three tiines to its maximuin load capacity, and the verification prcceap& eyes , 
Tee series of test loadings. The accuracy and repeatability errors of the machine have been c%ii,Ga j,,,,,, 
avexage Ofthe 11,cee reading, at each applied load. The maximum load l>OU,te, tilted to load gauges was In use 
during test three only, • • / ,., -h 
This certificate is vaha for not more than 12 tnonths. ,,., IJ"" / ' 

27 October 1995 

For ELF; Internauonat Lirrtitect 
- - ----------~ Custorner reference .- - - - ---------- 

Customer's order no. Hebron Polytechic, 
/9 A-Mashreq Trading cop,, 
[anania & haraz c&»&, y, Rac:b.o Street, 
P.0 Box 54125 
Jerusalem, ' Israel 

Signature 

Customer 
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Verification results 
Ambient temperature at the time of verification 18.5 ·C 

True load 
appliedkN Test I 

Indicated load 
Test2 Test3 

Mean indicated E:rror % 
Joad 

Repeatability 
% 

- 

11475622 Serial no. 160 to 1560kN range 

)1052 10 - 1056 & 1052 - 9 - 6067 calibrated with reference to proving device serial number(s' 5. ­ 

160 160 160 160.00 - - 160 

200 200 200 200 200.00 - - 
400 400 400 400 400.00 - J, 

BOO 800 796 I 796 797.33 0.33 0.50 1200 1198 1196 1196 I 1196. 67 0.28 0.17 l 1560 1556 1556 1152 1554.67 0.34 0.26 
! 

' i 

, 

I 
I I - I --., ___ 

_ t_ .. I w, 

I I , I 
I 

I 
I 

ELE International Ltd 
·vsra1 ¥ray, Ig},g 

ore: o+Kij iii ",,,4;;; gr@sore. A, 
196 (911f2) 252474 '£71BE:>.» 

'T telex:825239 '66n · 9ELEiToG LE 
International 
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lL all 
I 

' i..J~I iH.l:il ('-"') J ====-=-===-=-=~=-;;;::-~~~== 
5) Prismatic c.ompt.iss 
6) :Z;} compass '7y Surveying com, 
BJ Plan tapel 
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- .. -· No. Name of equipment 

s4. 

D Ductility &ppart\tus (Dactilorneter) - . ------ r-£L_ __ SayboJt viscosity APP' --.............,. _______ __,_....__,_ . . . . -- . . .3) Multiplex 50­ 

------- .. ---.._ ___ 
: 4_) .Penetration APP 

,gig@gg.gggu,,, 

5) Cleveland open 
. -&_ 

Softening point- ring an@ balf App, --... ___________ 7) 
Loss- on-11eating oven 8J Bench - mounting mixer 9 Manual compactor 

______ .,. ______ :,lQl_ --:--------~------~..._ ________ . -~ Automatic compactor - · 

; 

---------------------- 
j 

_ _!J_)__ Rotary separator 

- ---- ----------- 12) Sieves -- - 

- - - .J})_ Sha Rer 

------ r--•------- - - ---------- 
I 

14) \Vaterbaths -------- 
I 

15) 
Buoyancy balance and WirE basket -- --· 

169 Digital stopwate 1.-UL_ 
g bia. so ,x ors, u 18] Thermometer n 



_,. ,....,,~,,--.a••_..----- 

+.pp,,-,,,,,y.,,e, aeitt nnachie -------- [ I 9) lJni.versal core · · 
02 i\1easuring cylir1<lers -· ··------···-· - ------····-··-· __ 

2 . . ~---------- {2 [ osws ct [iii#@ildii----= 23) Spatubas 

301 Liquid Jimit apparatus 
_.:?JJ_ S.hdnkage limit appar~tus l""'ttls 
32) Un confined compression appa- (, , . ·*--~-~~~--------i, [33) Tri axial testing equipment i 

:-j~- Universal triaxiaf....:c:...:·e:..:.:.l.::..ls;..;,·•--~-----------------1 
35) Direct shear testing .. / 
36) Pore '-Vater and back pressure app ----i• 
37.2 Oil and ,:vater constant pressure app, 38) [Consolidation'app and cell5..,_,,,_,, _ [ 

_ 39)__ __ Pc._rl_l1.':":1Ji!ity app /Constant head appJFulling head app. / 
40) Mumm! compaction equipment. : 

1r--:-:-:-~-:----~-----:-------,--:------~-~- ... -- ... ,_,_-------------,, ; 41) Automatic compaction machine. 
1 [a2) 'ciiiisii iaaay ails cs 

i--±l)__ Balk~ density app. _ _. - - -- 
44) Sand cone app , 
45) Electric ovens · ! 
46). 'fest sieves I 
47)]TAuoaiicsi@e shsae J 
48] Specific gravity bottles. · -----/ 
49) Oenerul balances. ---------------------------~/ 
'so)Tia@ oisia@sonsatkaaaa. f 
g!2 [slsieitiiiiur ± ----l 52) Pocket shEarmeter.- · 

1 53) Rift1~ boxes (sample dividers). 
5d)_ _Multi flow mixer, (o S) ""t"'C . . 
55) ~ _ ·• · 11 

_ apac1ty -- - - 500-KN compression machine.~-- 
, ~6) 1560- KN Compression mac]; f 
57) Slump test. < ine. 
58_2 l Vib1·0 co11sists meter 
59) ' .Air entrainunent met~. ------..----~~--------·w•~ · 

, 60) Cylinder mo I I 1- 
1
• --~---------·------, " . u c , :::> 0 nunct: 3 O{) - ~- 

61 ) Cunng tank,_ x t11.n1 lo11g. ---~------·~-- ----·-· --·, 
62) Cons_istence A11d setti~ .. . . . . - -------~--1 . 
63) Tensile icsiing cement:-· lri\e of cement Vicat nieui ·. l i 
642 Semi- automat· b I t rquettes. oc . 

c ic a ance 20 l'> ~ Sieves "-g x 1 ,()gm -------------- . ----. _ 
..... -~----·------- .......___,..___...___.,.'""- _ ----- -~------......A 
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'so 'aonasr orates Dy las pa, 
./.~6~7--_) F··Ialc·1·11ess· s.·1·e· ve1·.s. - . -- ---------··-------.i ....... ,...,..""' . ••7 - ""-~-........ _,,_ ,. _ ~-L!:~~~~~~=--~· 
;- 68) Determi1rntion of Elongation. . .~.,.., --w✓w - _ 

69) Los Angeles abrasion machine. 
]20), Sharer 
7) , Triple bear balance. [ 
72) [ Sand equivalent AF.,,,--­ 
f_?,3)_ 150 mm cube mould. /I OOn1m cyl~~ !]1(Y~J~.:.....-~.~-------....1 
· 74) .lv1elting Pot ..--~~-· 
7 5) .iVf ortar capping app. 
76) Cylinder capping frame. 
77) Prisn1 mould ,vith inserts. 

f-:-:--:--<--+----------------~-·-------~~"------- 78) Concrete test hAmmer, normal. ........ ~ ... •-If- ........... ,~-~~ 

79) Brick and tile saw. 
80) There- gang mould for 50 mm mortar tnouJd. 18~1 )~-S~' p-a--:-tt-.d...:::as~:::.:.._~~=-=-=--=--=- ...:.:..:: .:..:....:.. :.:.::..:~....:..::. :::::....=.:: ::::.:__~----~-~--~ 
82), Trowels and float 
83) Buckets 1 o·i . 

20L 
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t systems I·t managemen Qua I Y 
1 scope 

I 1 General h 

· . gement system w ere an . fies for a quality mana This international Standard speci 

. • . 1 . · de product that meets organization. ·it ability to consistently provi 
a) needs to demonstrate Its a I y re uirements, and . . 

customer and applicable eulo '",,, the effective application of the satisfaction o 
b) Aims to enhance customer . 1 f the system and the assurance of . 1 d • esses for contmua o 

system, me u mg proc d ; ble regulatory requirements. conformity to customer an app ica 

" d ct "applies only to the product NOTE in this international standard, the term pro u 
intended for, or required by, a customer. 

1.2 Application 

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

Where any requirement(s) of this International Standard cannot be appli ed due to the 
nature of an organization and its product, this can be considered for exclusion. 

Where exclusions are made, claims of conformity to this international standard are not 
acceptable unless these exclusions are limited to requirements within clause 7, and such 
exclusions do not affect the organization ability, or responsibility, to provide product 
that meets customer and applicable regulatory requirements. 

2 Normative reference 

hhefollowing normative document contains provisions whp,,,, 
• • • ;. 21cl rough reference in:his 

XL; constitute provisions of this International Saa,-;{ 
subsequent amendments to or . . f ara. or dated references, 

·'©Visions of ,any ofthe 43» ; !However, parties to agreements based , ,,,, "®€ publications do not apply 
investigate the possibility of applying th International standard are encouraged to 
document indicated below. For undated e :0st recent edition of the nonnative 
docent referred to applies &i"[',,'2"®he latest edition of the nonanve 
valid International Standards. ers o O and ICE maintain registers of currently 

ISO 9000:2000, Quality manageme,, 
n s System -fund 

amentals and vocabulary. 3 Terms and definitions 

For the purposes of this Intern r . 
000 apply' ""®/Standard,,,, 

ms and definitions given in ISO 



a ' a u. 
1 t describe the supply chain, have . his edition of ISO 900 .o 

The following terms, used motcabulary currently used: customer 
been changed to 1eflect the_v orgamzat10n "' 

Supplier "' 

, 1. . ed in ISO 9001: 1994, and refers I th term , supp 1e1 us " 1. " The term "organization "replaces 1e ndard applies. Also, the term supper 'now to the unit to which this International sta 
" replaces the term sub customer . 

" d t" . d rd. wherever the term pro uc occurs, Throughout the text of this International Stan at , 
it can also mean "service". 

4 Quality management system 

. d t · plement and maintain a quality The organization shall establish, acumen , Im . . • h h 
d t. Ily improve its effectiveness in accordance wit t e management system an con mua 

requirements of this International Standard. 

The organization shall 

a) Identify the processes needed for the quality management system and their 
application throughout the organization (see 1.2). 

b) determine the sequence and interaction for these processes, 
c) determine criteria and method needed to ensure that both operation and control 

of these processes are effective, 

d) ensure the availability of resources and information necessary to support the 
operation and monitoring of these processes, 

e) monitor, measure and analyses these processes, and 
f) Implement actions necessary to achieve planned result and continual 

improvement of these processes. 

These processes shall be managed by the organization in accRaa,, 
,, , Ccordance with the reqmrements of this International Standard. 

Where an organization chooses to outsource an 
with requirements, the organization shall ensur[ Process that affect product conformity 
such outsourced processes shall be identified wit~ontrol ove~ such processes. Control of 

ID 
th
e quality management system. NOTE Processes needed for the quart 

include processes for managem',,] """®Bement system refereed to above should 
d1 UVities, provisi> {r 

an measurement. ' ion° resources, product realization 
4.2 Documentation requirements 

4.2.1 General 

The quality management system doc . 
a) documented statement of un;~ntation shall include 
b) a quality manual, a qua ,ty Policy and quaJity b. . 
©) Documented procca,_ '9bjectives, 

""® required by , } 
®/®rational Stana±-, 

arv..,, 
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____ ] 
~ . I 

. --- h ffective planning, L_ ---------- . ·on to ensure t e e 
d b the orgamzatI and 

d) documents neede YI f its processes, d rd (see 4.2.4). 
. and contra o I tional Stan a 

operat10n uired by this Internatt vithin this International 
e) Records ieq d ocedure "appears w1 ted implemented and 

. "documente pr I. hed, doc um en ' NOTE 1 Where the term ,cedure is estab IS . that the pro 
Standard, this means . an differ from 
maintained. tem documentation c 

gement sys f the quality mana NOTE 2 the extent o h due to .. 
one organization to another . & type of activities, nd ) 

the size of organization,_, their interactions, a 
a) <ity of processes an b) the complexity o I 
c) The competence of personne . . 

. n form or type of medium. NOTE 3 the documentation can be in a y 

4.2.2 Quality manual 
rt manual that mcludes The organization shall establish & maintain ~ ;;:a i~~luding details of and justification a) the scope of quality management sys e ' 

for any exclusions (see 1.2 ), bl" h d for the quality management system, or b) the documented procedures esta IS e 

• TI." "R.T" awe. us oaa oore ao management system . 

4.2.3 control of documents 

9cuments required by the quality management system shall be controlled. Records are 
a special type of document and shall be controlled according to the requirements g,v in 4.2.4. 

A documented procedure shall be established to define the control needed 
a) to approve documents for adequacy prior to issue, 
b) to review and update as necessary and re-approve documents, 
c) to ensure that changes and the current revision status of documents are identified, 

d) to ensure that relevant versions of applicable documents are available at points of use, 

e) to ensure that documents remain legible and readily identifiable, 
f) to ensure that documents of external origin are identified and their distribution controlled, and 

g) To prevent the unintended use of obsolete docun-. t d t l itable 
identification i,,,,' "P'S> and to apply suita '®"@@ion to them if they are retained for any pr#,,, 

4.2.4 Control of records 

Records shall be established and maintained t . . 

'9wements and the effective opal? "" @e evidence or contsny , 
""® ®"mm@in /·eible, readily idtir',",," ]"®y management sys&. seas 

"®7evable. A documented procedure shall 
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C====--~~ =:::::::::] / . . . .fi tion storage, protection, - [for the identificat 2, he controls needed o be established to define t d di vosition of records. 
retrieval, retention time an asp 

5 Management responsibility 

5 1 Management commitment 

· . .t ent to the development and . 'd of it commitm · · Top management shall provide evidence t stem and continually improving its 
1 ·t anagemen sy implementation of the qua 1 Y ma 

effectiveness by . . h . ortance of meetmg customer as well a) communicating to the organization t e imp 
as statutory and regulatory requirements, 

b) establishing the quality pol~cy, bl. hed 
c) ensuring that quality objectives are estal lish 1, 
d) conducting management reviews, and 
e) Ensuring the availability of resources. 

5.2 customer focus 

Top management shall ensure that customer requirements are determined and are met 
the aim of enhancing customer satisfaction (see 7.2.1 & 8.2.1) 

5.3 Quality policy 

Top management shall ensure that the quality policy 
a) is appropriate to the purpose of the organization, 
b) includes a commitment to comply with requirements and continually improve 

the effectiveness of the quality management system, 
c) provides a framework for establishing and reviewing quality objectives, 
d) is communicated and understood within the organization, and 
e) is reviewed for continuing suitability 

5.4 Planning 

5.4.1 Quality objectives 

Top management shall ensure that quality ob. ecti v . . 
requirements for product [ see 4.1 a) J ~ b r e, me luding those needed to meet 
within the organization. The quality ;bf e tsta ~hed at relevant function and levels 
the quality policy. Iectives s all be measurable and consistent with 

5.4.2 Quality management system Planning 

Top management shall ensure that 

A) the planning of the quality 
the :. '@nagement. 
e '.equirements given in 4 I system is Carried out in order BTheiniegrtyof, '@5wends,, 
: . 3 

0 
t equality man e qua Jty objectives and 'mntained when cs,, ""&Omentsysen ;% s gestothe ,, 5em are planned an@ii,, "!'y managenc, 

Iented, 
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. nd communication 5.5 Responsibility, authority a 

5.5.1 Responsibility and authority . e defined and 
bility and authority ar Top management shall ensure that responsibility 

communicated within the organization. 

5.5.2 Management representative . 

ent who irrespective of other 1 . t member of managem ' Top management shal appom asr a authority that include 
responsibilities, shall have respo"?_,,,4atty management system are 

a) ensuring that processes neede for 1e q d 

established, implemented and ma~ntam~ ~mance of the quality management b) reporting to top management on t e per o 
t d any need for improvements, and 

system an . f reness of customer requirements throughout the c) Ensurmg the promotion o awa 
organization. 

NOTE The responsibility of a management representative can include liaison with 
external parties on matters relating on the quality management system. 

5.5.3 Internal communication 

Top management shall review the organizations quality management system, at planned 
intervals, to ensure its continuing suitability, adequacy and effectiveness. This review 
shall include assessing opportunities for improvement and the need for changes to the 
quality management system, including the quality policy and quality objectives. 

Record from management reviews shall be maintained ( see 4.2.4), 

5.6.2 Review input 

The input to management review shall include informat; 
a) result of audits, a Ion on 
b) customer feedback 

' ©) process performance and product confor,;) 
d) status ofpreventive and correct%,, "> ) c 11 : actions ©) follow-up action from previous n,, 
f) changes that could affect the ualit nagement reviews, 
g) Recommendations for improvq y management system and 

cement. 9 

5.6.3 review output 

The output from the management . t 
review shall . 1 

o me Ude any d • . 
®) improvement or, lsions and actions related o e effective 

processes, ess of the quality n 
b) improvement of prod @lagement system and its 

uct related to customer . 
'°9uirements, and 
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c) Resource needs. 

Resource management 

6 I Provision of resources d 
· ede . d the resources ne . 

. . h 11 determine and provide ment system and continually The organization s a . . the quality manage 
a) to implement and maintain t 

improve its effectiveness: and. b meeting customer reqmrements. b) To enhance customer satisfaction y 

6.2 Human recourses 

6.2.1 General . d t uality shall be competent on the basis of Personnel performing work affectmg pro uct q 
appropriate education, training, skills and experience. 

6.2.2 Competence, awareness and training 

The organization shall . . 
a) Determine the necessary competence for personnel performing work affectmg 

product quality. 
b) Provide training or take other actions taken, 
c) Evaluate the effectiveness of the actions taken, 
d) Ensure that its personnel are aware of the relevance and importance of their 

activities and how they contribute to the achievement of the quality objectives, and 

e) Maintain appropriate records of education, training, skills and experience (see 4.2.4). 

6. 3 Infrastructure 

The organization shall detennine, provide and maintain the infrastructure needed to 
achieve conformity to product requirements Infrastructur · I d 1 · bl ) b 

·1d· · e me u es, as applicat (e a UI mg, workspace and associated utilities 
b) process equipment ( both hardware and sofuvare) d 
) Supporting services (such as transport or comnkk,,i;,,, 

6.4 Work environment 

The organization shall determine anq 
~ . manage the Work . contormity to product requirements. environment needed to achieve 

7 Product realization 

71 Planning of product real-ar; Th . . on °organization shall plan and a,, 
""@ming of odici aid,,,,"Phepocsssss .3, 
processes of the quality,, "be consistent w;j, 'F product realization. 

"&®ment system (sos 4j, "°{guirements of the other 
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. . . e the following, as . hall determm [zation s . the organ . . duct realization,1 , 
In planning prod ts for the product, . de resources specific to appropnate: . . s and reqmremend ments, and provi ) uality objectives ocesses, docun . . 

a qh ded to establish proce and test activities b) t e nee . -in , inspection . 
the product, . validation, momtm g duct acceptance, . 

) required verification,, the criteria for pro 1 ' tion processes and resulting c specific to the product ~ evidence that the rea rza ' 

@) Records needed©'@-,,, nor he organizations method or product meet res" ",,y e m a form suitable for The output of this plannmg 

operation. rt management system 
. . the processes of the qua I y b lied to a NOTE I A document spec,fymg cesses) and the resources to e app (

including the product realization pro be referred to as a quality plan. 
. t or contract, can specific product, project . 7 3 to the 

I the requirements given m . NOTE 2 The organization may also app y 
development of product realization processes. 

7.2 Customer-related processes 

7.2. I Determination of requirements related to the product 

""soon"" """""",,,,,er, change he requirements for adesey a) requirements specified by 1, 
and post-delivery activities, d • t d d 

b) requirements not stated by the customer but necessary for specifie or Ill en e use, where known, 

c) statutory and regulatory requirements related to the product, and 
d) Any additional requirements detennmed by the organization, 

7.2.2 Review of requirements related to the product 

The organization shall review the requirement related to the product. This review shall 
be conducted prior to the organizations commitment to supply a product to the customer 
(e.g. submission of tenders, acceptance of contracts or orders, acceptance of changes to contracts or order) and shall ensure that 

a) product requirements are defined, 

b) contract or order requirements differing from those previously expressed are resolved, and 

c) The organization has the ability to meet the defined · 

I'equirements, Record of the result of the review and actions aris" f h . 
maintained (see 4.2.4). . mg rom t e review shall be 

Where the customer provides no documented state . 
requirements shall be confirmed ,y the O • ment of requirement, the customer 

'#@ization before acceptance Where product requirements are changed the or . . 

wns are amended and k,,,,," "$F@ion shall ensure hr ->,, 
requirements. Personnel are made aware of the changed 
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1 review is impractical for 1 a forma . . h as internet sa es, . · fi •mation such as NOTE In some situations, suc . elevant product m o1 · can cover r each order. Instead the review . 
• : iaterial catalogues or advertising m · 

7 2 3 Customer communication . ff; ctive arrangements for . . . nd implement e e The organization shall detennme a . 
communicating with customers in relation to 

a) product information, +dlir 5 eluding amendments, and • • t order han mg, m b) enquiries, contrac s or I · ts 
c) Customer feedback, including customer comp am . 

7.3 Design and development 

7 3 1 Design and development planning 
The organization shall plan and control the design and development of product. 
During the design and development planning, the organization shall determme 
a) the design and development stages, . . 
b) the review, verification and validation that are appropriate to each design and 

development stage, and 
c) The responsibilities and authorities for design and development. 

The organization shall manage the interfaces between different groups involved in 
design and development to ensure effective communication and clear assignment of responsibility. 

Planning output shall be updated, as appropriate, as the design and development progresses. 

7.3.2 Design and development inputs 
Input relating to product requirement shall be determi: :d d . . 
4.2.4).These input shall include me an records maintained (see 
a) functional and performance requirements 
b) applicable statutory and regulatory requ· ' ) h . : urements c w ere applicable, information derive q fro '. . . 
d) Other requirements essential fo d . m previous SimI!ar design, and 

F design and development, 
This input shall be reviewed Dor ad 
U b · equacy Req · "@mnbiguous and not in conflict wid,,,' "IOments shall be complete 

eact other, ' 
7.3.3 Design and development out u 

The output of design and devel 'P t 

"atom aaisi.as,,,]"" Be proiad a to» a..,, 
release. eve opment input and h II ai ena es 

s a be approved prior to 
"-sign and development output st,an 

®) meet the input requirements ,,, ,,, 
b) provide appropriate kr,,,'®®®ign and a\, 

provision, {9Imation for purc},,,, pPment, ) ' astng Prod · c contain or reference Prod > Iuction and for service 
"@ceptance criteria, ,,,,, 
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ntial for its safe and proper d t that are esse1 · · f the pro uc d) Specify the characteristics o 
use. 

. d development review . d development shall be performed in 7.3.4 Design anc le ; aaws of design anc le 
itable systematic reviev p 

At suita, te stages, s . ements (see 7.3. · ent to meet 
accordance with planned arl®flt of design and developm 
a) to evaluate the ab1hty of the1 

requirements, and d se necessary act10ns. 
b) To identify any problems and propos 

tatives of functions concerned with Participants in such reviews shall include repr©",p,-ord of the results of the 
t (s) being reviewe.. the design and developments ~ge hall be maintained (see 4.2.4). reviews and any necessary actions s 

7.3.5 Design and development verification 

· · ~ d · rdance with planned arrangements ( see 7 .3. I) to Verification shall be performe in acco . d 1 
ensure that the design and development output have met the design and evetopment 
· · t R ds of the result of the verification and any necessary actions mput reqmremen s ecor 
shall be maintained (see 4.2.4). 

7.3.6 Design and development validation 

Design and development validation shall be performed in accordance with planned 
arrangements ( see 7.3. I) to ensure that the resulting product is capabl e of meeting the 
requirements for the specified application or intended use, where known . Wherever 
practicable, validation shall be completed prior to the delivery or implementation of the 
product .Records of the results of validation and any necessary action shall be maintained (see 4.2.4), 

7.3.7 Control of design and development changes 

Design and development changes shall be identified d . . 
changes shall be reviewed, verified d 1. an records maintained. The 

, n ie an va 1dated as ap] : d • implementation. The review of de • d d > propriate, an approved betore 
evaluation of the effect ofk@,,," ®®"® development changes shall include 
delivered. \ges on constttuent Parts and product already 

Records of the results of the review of h 
maintained (see 4.2.4). Changes and any necessary actions shall be 
7.4 Purchasing 

7.4.1 Purchasing process 

The organization shall ensure th 
'®quirements. The type a»a,, """Prchased prodcr c,, 
product shall be dependent u :ent of control applied to th:onns t? specified purchase 
product realization or the fi pl n the effect of the purcl, supp her and the purchased 

""@! product. 'h@sed prod 
· luet on subsequent 
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I,--===~~. ~==:::::-] L · · . b d on their ability to supply 
Pliers ase 1 . 1 1 ate and select sup ts Criteria for selection, Tl . tion shal, evalu . . quiremen . f I . 

1e orgamza .11 the organizat10ns re ds of the results o evaluations 
oduct iao,,""", if so cstali.shed. """",p's, attained (see 4.2. evaluation an re-eva _u .· . from the evaluation s 
and any necessary act10ns ausmg 

7.4.2 Purchasing information . 

d t to be purchased, includmg where Purchasing information shall describe the pro uc 

appropriate roduct rocedures processes and equipment, 
a) requirements for approval of pro ' " 
b) requirements for qualification of personnel, an 
c) Quality management system requirements. 

· · h II th dequacy of specified purchase requirements prior to The organization s a ensure e a 
their communication to the supplier. 

7.4.3 verification of purchased product 

The organization shall establish the inspection or other activities necessary for ensuring 
that purchased product meets specified purchase requirements. 

Where the organization or its customer intends to perform verification at the supplier's 
premises, the organization shall state the intended verification arrangements and 
method of product release in the purchasing information. 

7.5 Production and service provision 

7.5. I Control of production and service provision 

The organization shall plan and carry out roduct . . . 
controlled conditions. Controlled cond;; ion and service provision under 
@) the availability ofitomanion ta ,,_""®ll include, as applicable 
b) the availability of work instruct1· ibes the charactenstics of the product, ) th · ons, as necessary c e use of suitable equipment , 
d) the availability and use of mo~. t . 
e) the implementation of mon·t _1 onng and measuring devices f) Th . I onng and mea ' e implementation of release d 1 :. surement, and 

' e Ivery and post-delivery activities 
7.5.2 Validation of processes fo d . . 

. . r production and service provision 
The organization shall validate a, 
where the resulting output y processes for product. 
measurement. This include~annot be verified by subseq, ion and use service provision 
after the product is in any processes Where d fi ~ ent momtonng or 

use or the se+:. ficiencies , 
'Ice has been a>j;, 99come apparent only Validation shall demo tr e IVered. 

ns ate the ability of these 
The org · · Processes to h · 
{anzation shal] estabI · h achieve planned results. applicable ""®"@r@ngemens p 

a) d fi d· · or these pr 
e ne cntena for review ocesses including as 

@nd approva] of th , 
° Processes 

' 
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. ent and qualificat10n o 

b) approval of equip, and procedures, 
c) use of specific method 4 2 4 ) and 

fi ecords see · · ' d) requirements or r 
e) Revalidation. 

7 5 3 Identification and traceability . 

· · : ify the product be suitable means . tion shall identi!y Where appropriate, the organza 
throughout product realization. 

t t with respect to monitoring and The organization shall identify the product s a us 
measurement requirements. 

• h nization shall control and record the unique Where traceability is a requirement, t e orga 
identification of the product (see 4.2.4). 

NOTE In some industry sectors, configuration management is a means by which 
identification and traceability are maintained. 

7.5.4 Customer property 

The organization shall exercise care with customer property while it is under the 
organizations control or being used by the organization . The organization shall identify, 
verify, protect and safeguard customer property provided for use or incorporation into 
the product. If any customer property is lost, damaged or otherwise found to be 
unsuitable for use, this shall be reported to the customer and records maintained (see 4.2.4). 

7.5.5 Preservation of product 

The organization shall preserve the confo ·it »f • • • 

and delivery to the intended d f f mtormity Ot product during Internal processmg 
hats. ictasis asc.,,,",",""®Pr·®rvaon shat inctuade idenncarc, 
constituent Parts of a product. p n. Preservation shall also apply to the 

7.6 
Control of monitoring and me . . 

asuring devices 
The organization shall determine th . . 

itc% 3€monitoring. id 
monitoring and measuring devices needed s ®' measurement to be undertaken and f h determ~ed_ requirements (see 7.2.1 ). provide evidence of conformity of product e organization shall establish 
can be carried out and ar .: processes to ensure that . . 
and measurement r . e earned out in a manner th t monitoring and measurement 

cquirements. a is consistent with the monitoring 
Where necessary to ensure Valid 

a) be calibrated o . Iesults, measur, . 

"we"" 3sir,,", "nan sin "twas wi,,,"" ";sis.," "P @e can 
Verification shal] b andards exist th b . r national measurement 
" divsiii or.,j,,"";'; """®®®is sea ior cation or 

as necessary; 
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. . to be determined; 
1 calibration status . I'date the measurement result· ificd t enable the uld invali . ' 

c) be identI 1e 
O 

d'ustments that wo_ d ·ing handling, maintenance and d) be safeguarded from a J and deterioration UI 
e) Be protected from damage 

storage. d th validity of the previous 
d record the va_;, T • ation shall assess an t onform to reqmrements. e I ddition the organiz . found not O c d» ff 

n a . '. It hen the equipment 1s ment and any pro uct a,tected, measuring resu. .s w · ·tionon the eqmp . . d ( 4 2 4) 
. . hall take appropriate ac I . . shall be mamtame see . . . organization s a f l'bration and verification 

Records of the results o ca I . . 

t f Pecified requirement, the ability of · · d measuremen ° s d Th' h II b When used in the momtormg an. 1· t'on shall be confirme . Is s a e 
ti.xfy the mtended app ica I computer software to sa IS Y d firmed as necessary. undertaken prior to initial use an recon 

NOTE See ISO 10012-1 and ISO 10012-2 for guidance. 

8 Measurement, analysis and improvement 

8.1 General 
The organization shall plan and implement the monitoring, measurement, analysis and 
improvement processes needed 

a) to demonstrate conformity of the product 
b) to ensure conformity of the quality management system, and 
c) To continually improve the effectiveness of the quality management system. 

This shall include determination of applicable methods, including statistical techniques, and the extent of their use. 

8.2 Monitoring and measurement 

8.2.1 Customer satisfaction 
As one of the measurements of the performance f h . 
organization shall monitor informat. 1 . 0 t e quality management system, the 
organization has met customer requ ~on re atmg to CUStomer perception as to whether the 
. /:: . irements The method fr 5b • • • th' m,ormal!on shall be determined. · s ,or o tammg and using is 

8.2.2 Internal audit 
The organization shall conduct int I . th
e quality management system ema audits at planned intervals to determine whether 
a) conforms to the planned 

Intemat· I s arrangernents (see 7 I ) 
b . 

10
na tandard and to the q 1. · , to the requirements of this established by the . ua Ity inanagem t 

b) Is eftcc-;- '®B@nization, and 9ht system requirements CtIvely implemented and ,;.,, 
auntained, An audit prograrn shaII be la . 

·eoccsseas ad,,, ,""®;y@@s into consads 
""dit criteria, scope, i,,,,,, "®@ as wen se ,,""®" he status and importance 
®hot of audits siair ,,,, ,"""ethos iii ,2ls 9f previous audiis. Tie 
"all not adit itetr ow» ,, """itoy aiad ,,,,,""®@- seiaction of aiadiiors and 

· lality of the audit process. Auditors 
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l all (9 
/ · d nducting audits, and for - . g an co . d 

'rements for plam1m h 11 be defined in a ocumented The responsibilities and red',,cords (see 4.2.4) sha 
: lt id maintamnin reportmg resu ts an 

procedure. d' d shall ensure that actions are 
being au ite h . onsible for the area onformities and t eir causes. 

The managemen~res~eiay to eliminate detected no~~he actions taken and the reporting taken without un ue . 1 d the verification o Follow-up activities shall me u e 
of verification results (see 8.5.2) 

NOTE See ISO 10011-1, ISO 10011-3 for guidance. 

. . ent of processes . 
8.2.3 Momtormg and measur~mbl th ds for monitoring and, where applicable, 
The organization shall apply suital le z:: system processes. These methods shall 
measurement of the quality manageme y h. lanned results. When planned demonstrate the ability of the processes to aciueve p · 

h. d. ·tion and corrective action shall be taken, as appropriate, results are not aclieve, correc 
to ensure conformity of the product. 

8.2.4 Monitoring and measurement of product 
The organization shall monitor and measure the characteristics of the product to verify 
that product requirements have been met. This shall be carried out at appropriate stages 
of the product realization process in accordance with the planned arrangements (see 7.1. 

Evidence of conformity with the acceptance criteria shall be maintained. Records shall 
indicate the person(s) authorizing release of product ( see 4.2.4), 

P
rod

uct release and service delivery shall not proceed until the planned arrangements 
!7]""®en satisfactorily completed, intess otherwise approved by a reievan au on ana, w ere applicable, by the customer. 

8.3 Control of nonconforming product 
[he organization shall ensure that product %w; 
reqmrements is identified and cont II d which does not conform to product t I d ro e to prevent its · t d d con ro s an related responsibilities and a . . unm en e use or delivery. The 
product shall be defined in a doc uthorities for dealing with nonconforming 

umented procedure, 
The organization shall deal With 
following ways: nonconforming product by ) 

. one or more of the a by taking action to elim; 
b) b th . . lllate the dete t d Y aut orizing its use rele c e nonconformity· 

authority and h , ase or acceptance d ° 
c) By taking ac/ w ere applicable, by the cust un er concession by a relevant 

ion to preclude its . . omer; 
Or1ginal intendeq 

Records of the nature f use or application. c . o nonconfo .. cessions obtained, sisfj,, ""ties and ay,,,, 
3 .a e ma1 t :. Subsequent • 

ltained (see 4.2.4) n actions taken, including When nonconforming Prod . . 
®omstnats coo .(]©eetea sans.,,, 

qu1re.ments. ubJect to re-verification to 
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, . has started, t e 
/ d fter delivery or us~ential effects, of the - . ·oduct is detectec a the effects, or po wen aosoof,,""""so amoriate to organization sha 

nonconformity. . ate data to demonstrate 
I es appropn I . f data 11 ct and ana ys stem and to eva uate .""as pail@g""" 3 %sis, th:suitability and eff ect1 ven~s of the effectiveness o sul t of monitoring and 1 · provemen ted as a re where continual im] 1 de data genera 

can be made. mis sh@,]jyaat sources. 
measurement and form o . to 

. d . formation relatmg . of data shall provide m 
The analysis '3faction (see 8.2.1 ), I ) 

a) customer sails a duct requirements (see 7.2. d t including opportunities for b) conformity to pro d f processes and pro uc s c) characteristics and tren s o 
preventive action, and 

d) Suppliers. 
8.5 Improvement 

8.5.1 Continual improvement . rove the effectiveness of the quality management 
The organization shall contmually_1mp r rty objectives, audit results, analysis system through the use of the quality po icy, quant 
of data, corrective and preventive action and management review. 

8.5.2 Corrective action . . ' der to 
The organization shall take action to eliminate the cause of nonconformities in or 
prevent recurrence. Corrective actions shall be appropriate to the effects of the nonconformities encountered. 

A documented procedure shall be established to define requirements for 
a) reviewing nonconformities ( including customer complaints ), 
b) determining the causes of nonconformities, 
c) evaluating the need for action to ensure that nonconformities do not recur, d) determining and implementing action needed, 
e) records of the results of action taken ( see 4.2.4 ), and 
D) Reviewing corrective action take,, 

8.5.3 Preventive action 

The organization shall determine action to r . 
nonconformities in order to prevent th . e unmate the causes of potential 
"Opriate to the etecis or,,,,"" nrence. Preventive a&ion sai1 5, 

en Ia probierns. 
®mented procedure shall be estu,, 
a) detennmmg potential nonconfonn · r d to define requirements for ? g""luating ihe nesirs+,,,' "®@na their ca,,, 
c) detennining d . Ion to Prevent occurr , 
d) record f anl UUplementing action need d ence of nonconformities, s O) results of action t k ( e ' 
c) Reviewing preventive t· a en See 4,2.4 ), and 

action taken,, 
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