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Formali

ISO (International Organization for Standardization — Al-
pjodlegu stadlasamtokin) eru alpjédleg samtok stadla-
stofnana einstakra landa (ISO medlima). Vinna vid samn-
ingu alpjodastadla fer venjulega fram i taekninefndum
ISO. Sérhver medlimur, sem hefur dhuga 4 pvi efnissvioi,
sem teekninefnd hefur verid stofnud um, 4 rétt 4 ad eiga
fulltrda i nefndinni. Alpjodlegar stofnanir, baedi rikis-
stofnanir og adrar stofnanir, taka einnig patt i starfinu i
samvinnu vio ISO. ISO hefur einnig ndido samstarf vio
Alpjédarafteekniradio (International Electrotechnical Com-
mission, IEC) i 6llum pattum er varda stodlun & svidi raf-
teekni.

Alpjédastadlar eru samdir i samraemi vid vinnureglur
ISO/IEC, hluta 2.

Meginverkefni teekninefnda er ad undirbua alpjédastadla.
Frumvorpum ad alpjodastodlum, sem taekninefndirnar
hafa komid sér saman um, er dreift til medlima sam-
takanna til atkveedagreidslu. Alpjodastadall er ekki gef-
inn Ut nema ad minnsta kosti 75% peirra medlima sem
greida atkvaedi hafi sampykkt stadalinn.

Athygli er vakin & pvi ad sum atridi i pessu skjali gaetu
fallid undir einkaleyfi. ISO ber ekki dbyrgd a pvi ad til-
greina einstok eda 6ll slik einkaleyfi.

ISO 9004 stadallinn var saminn af teekninefndinni 1ISO/
TC 176, Quality management and quality assurance,
undirnefnd SC 2, Quality systems.

Pessi pridja utgafa fellir ur gildi og kemur i stadinn fyrir
aora utgafu (ISO 9004:2000), sem hefur hlotid teeknilega
endurskodun.

Stjérnun, sem midar ad viovarandi arangri fyrirteekis, er
meiri hattar aherslubreyting i ISO 9004 stadlinum og
leiddi til verulegra breytinga & uppbyggingu hans og
innhihaldi.

Foreword

ISO (the International Organization for Standardization)
is a worldwide federation of national standards bodies
(ISO member bodies). The work of preparing Interna-
tional Standards is normally carried out through ISO
technical committees. Each member body interested in
a subject for which a technical committee has been
established has the right to be represented on that
committee. International organizations, governmental
and non-governmental, in liaison with I1SO, also take
part in the work. ISO collaborates closely with the
International Electrotechnical Commission (IEC) on all
matters of electrotechnical standardization.

International Standards are drafted in accordance with
the rules given in the ISO/IEC Directives, Part 2.

The main task of technical committees is to prepare
International Standards. Draft International Standards
adopted by the technical committees are circulated to
the member bodies for voting. Publication as an Inter-
national Standard requires approval by at least 75 % of
the member bodies casting a vote.

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

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

This third edition cancels and replaces the second
edition (ISO 9004:2000), which has been technically
revised.

Managing for the sustained success of an organization
is a major change in focus for ISO 9004, leading to
substantial changes to its structure and contents.



Inngangur

Alpjodastadall pessi veitir leidbeiningar, sem mida ad
pvi ad na fram vidvarandi drangri hja hverju pvi fyrirtaeki
sem starfar i floknu, krefjandi og sibreytilegu umhverfi,
med pvi ad beita gaedastjornunarnalgun.

Vidvarandi drangur fyrirteekis neest fram 4 grundvelli
getu pess til pess ad meeta pérfum og veentingum viod-
skiptavina og annarra hagsmunaadila til langs tima med
skynsamlegum heetti. Vidovarandi drangri ma nd meod
virkri stjéornun fyrirteekisins, med vitund um umbhverfi
fyrirteekisins, med pvi ad draga leerddbma og med vio-
eigandi notkun umbdéta eda nyskdpunar eda hvoru tveggja.

i pessum alpjodastadli er hvatt til notkunar & sjalfsmati
sem mikilveegu teeki til pess ad ryna proskastig fyrir-
teekisins og fara yfir forystumal pess, heildaraaetlun,
stjornunarkerfi, audlindir og ferli i pvi skyni ad leida i ljos
styrkleika og veikleika og teekifaeri til umbdta eda ny-
skopunar, eda hvort tveggja.

Alpjodastadall pessi veitir breidari yfirsyn yfir geeda-
stjérnun en 1ISO 9001; hann tekur & p6rfum og veentingum
allra viokomandi hagsmunaadila og veitir leidbeiningar
um kerfisbundnar og stédugar umbaetur & heildarframmi-
stédu fyrirtaekisins. A mynd 1 ma sja utvikkad likan af
gaedastjornunarkerfi, sem byggir a ferlisndlgun og par
sem felldir eru inn peettir ur ISO 9001 og ISO 9004.

Pessi alpjodastadall var préoadur med pad fyrir augum
a0 vidhalda samraemi vid ISO 9001 og samheefi vid adra
stadla um gaedastjornunarkerfi. Stadlar af pessu tagi
baeta hver annan upp, en peim ma einnig beita sjalfsteett.

{ vidauka A er ad finna teeki fyrir fyrirtaeki til pess ad
leggja sjalf mat & eigin styrkleika og veikleika, ad greina
proskastig sitt og leida i ljos teekifeeri til umbdta og ny-
skopunar.

i vidauka B er lyst peim meginreglum geedastjérnunar
sem eru grunnurinn ad peim geedastjornunarstodlum
sem teekninefndin ISO/TC 176 hefur tekid saman.

{ vidauka C er lyst tengslunum milli ISO 9001:2008 og
pessa alpjodastadals, grein fyrir grein.
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Introduction

This International Standard provides guidance to sup-
port the achievement of sustained success for any
organization in a complex, demanding, and everchang-
ing environment, by a quality management approach.

The sustained success of an organization is achieved by
its ability to meet the needs and expectations of its
customers and other interested parties, over the long
term and in a balanced way. Sustained success can be
achieved by the effective management of the organ-
ization, through awareness of the organization’s envi-
ronment, by learning, and by the appropriate application
of either improvements, or innovations, or both.

This International Standard promotes self-assessment
as an important tool for the review of the maturity level
of the organization, covering its leadership, strategy,
management system, resources and processes, to iden-
tify areas of strength and weakness and opportunities
for either improvements, or innovations, or both.

This International Standard provides a wider focus on
quality management than ISO 9001; it addresses the
needs and expectations of all relevant interested parties
and provides guidance for the systematic and continual
improvement of the organization’s overall performance.
An extended model of a process-based quality manage-
ment system incorporating the elements of ISO 9001
and ISO 9004 is given in Figure 1.

This International Standard has been developed to
maintain consistency with 1ISO 9001 and be compatible
with other management system standards. Such stan-
dards complement each other, but can also be used
independently.

Annex A provides a tool for organizations to self-assess
their own strengths and weaknesses, to determine their
level of maturity, and to identify opportunities for
improvement and innovation.

Annex B provides a description of the quality manage-
ment principles that are the basis of the quality
management standards prepared by ISO/TC 176.

Annex C gives a clause by clause correspondence
between ISO 9001:2008 and this International Standard.
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( ) Stodugar umbeaetur & gaedastjérnunarkerfinu leida til vidvarandi arangurs
Umhverfi Continual improvement of the quality management
fyrirtaekis system leading to sustained success

Organization’s
Environment

———————————

Hagsmuna-
adilar
Interested
Parties 1SO 9004 Grein 5
Parfir og Heildz:aéﬁtalun og
V’(laeer:(ljr;g;r oo 1SO 9004 Clause 5
expectations Straptsﬁzyand

1ISO 9004 Grein 4
Stjérnun fyrirteekis
med vidvarandi
arangur ad markmidi

ISO 9004 Clause 4
Managing for the
sustained success of
an organization

1S0 9001 Grein 5
Abyrgd stjérnenda

ISO 9001 Clause 5
Management

responsability

ISO 9004 Grein 9
nysképun og
leerdomur
ISO 9004 Clause 9
Improvement,
innovation and
learning

1SO 9004 Grein 6
Aubdlindastjérnun
(aukin)

ISO 9004 Clause 6
Resource management
(extended)
)

Vidskiptavinir

Customers

Parfir og

1SO 9001 Grein 6
Audlindastjérnun
ISO 9001 Clause 6
Resource
management

veentingar

Needs &
expectations

1ISO 9001 Grein 8
Meeling, greining

ISO 9004 Grein 8
Véktun, meeling,

Umbhverfi
fyrirtaekis

Organization’s
Environment

5
Hagsmuna-
adilar

Interested
Parties

Parfir og
veentingar
Needs &
expectations

greining og ryni

og umbaetur " -
Anagja

1SO 9001 Clause 8 o[
ISO 9004 Clause 8 Satisfaction
MaiZT“g.eS";iT;' Monitoring,
R ys! measurement analysis
improvement N
and review —
Vidskiptavinir
Customers
1SO 9001 Grein 7
Framkéllun véru Vara
1ISO 9001 Clause 7 [re— Product al
Product realization
-

1SO 9004 Grein 7
Stjornun ferla

1SO 9004 Clause 7
Process
management

Foundation: Meginreglur geedastjérnunar (ISO 9000)
Foundation: Quality management principles (ISO 9000)

Skyringartexti:
« -« «pp Upplysingaflaedi
=3 \/irdisaukandi starfsemi

Mynd 1 — Utvikkad likan af geedastjornunarkerfi sem

byggist a ferlisnalgun.

Key
« « « «pp Information flow
=3 \/alue-adding activities

Figure 1 — Extended model of a process-based quality
management system



Stjérnun sem midar ad vidvarandi
arangri fyrirteekis -
Gaedastjéornunarnalgun

1 Umfang

Pessi alpjédastadall veitir fyrirtaekjum leidbeiningar til
studnings peirri vidleitni ad na fram vidvarandi arangri
med gaedastjérnunarndlgun. Hann gildir um oll fyrirtaeki,
hvad sem lidur steerd, gerd og starfsemi.

Alpjodastadall pessi er ekki setladur til nota vid vottun,
opinbert eftirlit eda samningsgerd.

2 Tilvisanir i stadla

Eftirfarandi tilvitnud skjol varda notkun & pessu skjali.
Pegar um er a0 raeda dagsettar tilvitnarnir gildir adeins
su utgafa sem vitnad er til. Ef tilvitnanir eru ddagsetttar
gildir nyjasta utgafa skjalsins sem visad er til (dsamt breyt-
ingum).

ISO 9000, Gaedastjérnunarkerfi — Grunnatridi og idorda-
safn.

3 Hugtok og skilgreiningar

i skjali pessu gilda hugtdk og skilgreiningar i 1ISO 9000
asamt eftirfarandi skilgreiningum:

3.1

vidvarandi arangur

<fyrirtaeki> arangur af getu fyrirtaekis til pess ad né og
vidohalda markmidum sinum til langs tima

3.2

umbhverfi fyrirteekis

samsetning innri og ytri patta og skilyrda sem geta haft
ahrif &4 pad hvort markmio fyrirteekis naist og 4 hegdun
pbess gagnvart hagsmunaadilum sinum

4 Stjérnun fyrirtaekis med viovarandi arangur
a0 markmioi

4.1 Almennt

Til pess ad na fram vidvarandi drangri settu aedstu stjorn-
endur ad taka upp geedastjérnunarndlgun. Gaedastjérn-
unarkerfi fyrirteekis aetti ad byggja a peim meginreglum
sem lyst er i vidauka B. Pessar meginreglur lysa hug-
myndum sem mynda grunninn ad virku gaedastjérnunar-
kerfi. Til pess ad na fram vidvarandi arangri aettu sedstu
stjornendur ad beita pessum meginreglum vid gaeda-
stjornunarkerfi fyrirtaekisins.
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Managing for the sustained success of
an organization - A quality management
approach

1 Scope

This International Standard provides guidance to organ-
izations to support the achievement of sustained success
by a quality management approach. It is applicable to any
organization, regardless of size, type and activity.

This International Standard is not intended for certi-
fication, regulatory or contractual use.

2 Normative references

The following referenced documents relate to the ap-
plication of this document. For dated references, only
the edition cited applies. For undated references, the
latest edition of the referenced document (including any
amendments) applies.

ISO 9000, Quality management systems — Fundamentals
and vocabulary

3 Terms and definitions

For the purposes of this document, the terms and
definitions given in ISO 9000 and the following apply.

3.1

sustained success

<organization> result of the ability of an organization to
achieve and maintain its objectives in the long term

3.2

organization’s environment

combination of internal and external factors and con-
ditions that can affect the achievement of an organization’s
objectives and its behaviour towards its interested parties

4 Managing for the sustained success of an
organization

4.1 General

To achieve sustained success, top management should
adopt a quality management approach. The organi-
zation’s quality management system should be based
on the principles described in Annex B. These principles
describe concepts that are the foundation of an effective
quality management system. To achieve sustained suc-
cess, top management should apply these principles to
the organization’s quality management system.
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Fyrirtaekid eetti ad proa geedastjornunarkerfi sitt med

pad ad markmioi ad tryggja

— hagkveema nytingu audlinda,

— dakvardanatoku sem byggir & stadreyndum, og

— &herslu & anaegju vioskiptavina, svo og & parfir og
veentingar annarra viokomandi hagsmunaadila.

ATHUGASEMD | alpjodastadli pessum visar hugtakid , adstu
stjérnendur” til sedsta stigs valda til akvardanatoku innan
fyrirtaekis og hugtakid ,fyrirteeki” neer til alls félks innan fyrir-
teekis. Petta er i samraemi vio skilgreiningu pessara hugtaka i
1ISO 9000.

4.2 \Vidvarandi arangur

Fyrirtaekid getur nad vidvarandi arangri med pvi ad meeta
avallt porfum og vaentingum hagsmunaadila sinna, med
skynsamlegum heaetti, til lengri tima.

Umbhverfi fyrirtaekis er sibreytilegt og had dvissu og til
pess ad na fram vidvarandi arangri eettu aedstu stjorn-
endur pess ad

- byggja adaetlanagerd a langtimasjonarmidum,

— vakta stodugt og greina umhverfi fyrirteekisins med
reglubundnum heetti,

— bera kennsl a alla viokomandi hagsmunaadila, meta
hugsanleg ahrif hvers og eins peirra & frammistodu
fyrirteekisins og akvarda hvernig unnt sé ad meeta
porfum peirra og vaentingum & skynsamlegan hatt,

— halda uppi stodugum samskiptum vid hagsmunaadila
og halda peim upplystum um starfsemi og azetlanir
fyrirtaekisins,

— koma & tengslum vid birgja, samstarfsadila og adra
hagsmunaadila sem fela i sér gagnkvaeman hag,

- beita fjolbreyttum nalgunum, p.m.t. samningavioraed-
um og sattarumleitunum, til pess ad leita jafnveegis
milli parfa hagsmunaadila, sem oft stangast &,

— greina tengda ahaettu til langs og skamms tima og
marka heildardaetlun fyrirteekisins til ad draga ur henni,

— sja fyrir framtidarporf &4 audlindum (p.m.t. porf a
heefni félks innan fyrirtaekisins),

— koma upp ferlum sem videigandi eru til pess ad heild-
araeetlun fyrirteekisins ndi fram ad ganga, og tryggja
a0 pau dugi til pess ad bregdast skjott vid breyttum
adsteedum,

- leggja reglulega mat 4 samraemi vid gildandi dzetlanir
og verkferla og gera videigandi urbaetur og gripa til
videigandi forvarna,

— tryggja a0 folk innan fyrirteekisins hafi teekifeeri til
pess ad leera, baedi i eigin pagu og til pess ad vidhalda
lifsprotti fyrirtaeksins, og

— koma upp og vidhalda ferlum til nyskdépunar og st60-
ugra umbdta.

10

The organization should develop the organization’s

quality management system to ensure

— the efficient use of resources,

— decision making based on factual evidence, and

— focus on customer satisfaction, as well as on the
needs and expectations of other relevant interested
parties.

NOTE In this International Standard, the term “top manage-
ment” refers to the highest level of decision making authority
in an organization and the term “the organization” covers all
people in an organization. This is consistent with the defini-
tions of these terms given in ISO 9000.

4.2 Sustained success

The organization can achieve sustained success by
consistently meeting the needs and expectations of its
interested parties, in a balanced way, over the long term.

An organization’s environment is ever-changing and
uncertain, and to achieve sustained success its top
management should

— have a long-term planning perspective,

— constantly monitor and regularly analyse the organ-
ization’s environment,

— identify all its relevant interested parties, assess their
individual potential impacts on the organization’s
performance, as well as determining how to meet their

needs and expectations in a balanced way,

— continually engage interested parties and keep them
informed of the organization’s activities and plans,

— establish mutually beneficial relationships with sup-
pliers, partners and other interested parties,

— make use of a wide variety of approaches, including
negotiation and mediation, to balance the often
competing needs and expectations of interested
parties,

— identify associated short and long-term risks and
deploy an overall strategy for the organization to
mitigate them,

— anticipate future resource needs (including the com-
petences required of its people),

— establish processes appropriate to achieving the
organization’s strategy, ensuring that they are capable
of responding quickly to changing circumstances,

— regularly assess compliance with current plans and

procedures, and take appropriate corrective and

preventive actions,

ensure that people in the organization have oppor-

tunities for learning for their own benefit, as well as

for maintaining the vitality of the organization, and
establish and maintain processes for innovation and
continual improvement.



