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Pfedmluva

ISO (Mezinarodni organizace pro normalizaci) je celosvétovou federaci narodnich normalizaCnich
organizaci (¢lend ISO). Na mezinarodnich normach obvykle pracuji technické komise ISO. Kazdy ¢len
ISO, ktery se zajima o néjaké téma, pro které byla vytvorena technicka komise, ma pravo byt
zastoupen v této technické komisi. Prace se zUc¢astruji i mezindrodni organizace - vladni a nevladni - s
nimiz ISO navdzala pracovni styk. ISO Uzce spolupracuje s Mezinarodni elektrotechnickou komisi (IEC)
ve vSech zdlezZitostech normalizace v elektrotechnice.



Navrhy mezinarodnich norem prijaté technickymi komisemi se rozesilaji ¢lendm ISO k hlasovani.
Zverejnéni mezinarodni normy vyzaduje souhlas alespon 75 % z hlasujicich ¢lend.

Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national
standards bodies (ISO member bodies). The work of preparing International Standards is normally
carried out through 1SO technical committees. Each member body interested in a subject for which a
technical committee has been established has the right to be represented on that committee.
International organizations, governmental and non-governmental, in liaison with ISO, also take part in
the work. I1SO collaborates closely with the International Electrotechnical Commission (IEC) on all
matters of electrotechnical standardization.

Draft International Standards adopted by the technical committees are circulated to the member
bodies for voting. Publication as an International Standard requires approval by at least 75 % of the
member bodies casting a vote.
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Mezinarodni normu I1SO 9004-3 vypracovala technicka komise ISO/TC 176 Management jakosti a
zabezpeclovani jakosti, subkomise SC 2 Systémy jakosti.

ISO 9004 sestava z nasledujicich ¢asti pod spoleCnym ndzvem Management jakosti a prvky systému
jakosti:

- Cast 1: Smérnice

- Cést 2: Smérnice pro sluzby

- C4st 3: Smérnice pro zpracované materiély

- Cast 4: Smérnice pro zlepsovani jakosti

- Cést 5: Smérnice pro pldny jakosti

- Cést 6: Pokyny pro zabezpe&ovani jakosti pfi managementu projektu

- Cést 7: Smérnice pro management konfigurace

Cést 1 je revizi SO 9004:1987.

Priloha A této Casti ISO 9004 je pouze pro informaci.



International Standard 1SO 9004-3 was prepared by Technical Committee ISO/TC 176, Quality
management and quality assurance, Sub-Committee SC 2, Quality systems.

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

- Part 1: Guidelines
- Part 2: Guidelines for services
- Part 3: Guidelines for processed materials

- Part 4: Guidelines for quality improvement

Part 5: Guidelines for quality plans

- Part 6: Guide to quality assurance for project management

Part 7: Guidelines for configuration management

Part 1 is a revision of ISO 9004:1987.

Annex A of this part of ISO 9004 is for information only.

Uvod

0.1 VsSeobecné

Prvoradym zajmem kazdého podniku nebo organizace ma byt jakost jeho vyrobkd a sluzeb.

Aby byl podnik Uspésny, ma nabizet vyrobky nebo sluzby, které:
a) spliuji dobre definované potreby, pouziti nebo Ucel;
b) uspokojuji oc¢ekavani zakaznikd;
¢) jsou v souladu s pfislusnymi normami a specifikacemi;

d) jsou v souladu s pravnimi (a jinymi) pozadavky spole¢nosti;



e) jsou dostupné - pri konkurencnich cenach;

f) jsou poskytovany pri ndkladech, které vedou k zisku.

Introduction

0.1 General

A primary concern of any company or organization should be the quality of its products and services.

In order to be successful, a company should offer products or services that
a) meet a well-defined need, use or purpose;
b) satisfy customers' expectations;
¢) comply with applicable standards and specifications;
d) comply with statutory (and other) requirements of society;
e) are made available - at competitive prices;

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

0.2 Organizacni zaméry
Aby podnik dosahl svych cilli, ma byt organizovan tak, aby technické, administrativni a lidské faktory

ovliviujici jakost jeho vyrobk( a sluzeb byly regulovany. Veskeré fidici ¢innosti se maji zamérit na
sniZzovani, odstranovani a predevsim na prevenci nedostatk{ v jakosti.

U zpracovanych materiall je prvoradym zajmem regulace samotného procesu.

0.2 Organizational goals

In order to meet its objectives, the company should organize itself in such a way that the technical,
administrative and human factors affecting the quality of its products and services will be under
control. All such control should be oriented towards the reduction, elimination and, most importantly,
prevention of quality deficiencies.

With processed materials, control of the process itself is of primary concern.
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Systém jakosti se ma vyvinout a zavést tak, aby naplioval cile ur¢ené politikou jakosti podniku.

Kazdy prvek (nebo pozadavek) systému jakosti méni svoji vyznamnost od jednoho druhu ¢innosti ke
druhému a od jednoho vyrobku nebo sluzby ke druhému.

Pro dosazeni maximalni efektivnosti a pro uspokojeni oCekavani zakaznika je podstatné, aby systém
jakosti byl pfiméfeny danému druhu Cinnosti a nabizenému procesu, vyrobku nebo sluzbé.

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

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

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

0.3 Uspokojovani potireb podniku/zakaznika

Systém jakosti ma dvé vzajemné souvisejici hlediska.

a) Potreby a zajmy podniku

Obchodni nutnosti podniku je dosahovat a udrzovat pozadovanou jakost pfi optimalnich nakladech;
splnéni tohoto hlediska jakosti se vztahuje k planovanému a Uc¢innému vyuziti technologickych,
lidskych a materidlovych zdrojl, které jsou podniku dostupné.

b) Potreby a oCekdvani zakaznika

Pro zakaznika je nutné ziskat ddvéru ve schopnost podniku dodavat pozadovanou jakost a soustavné
ji udrzovat.



Kazdé z vyse uvedenych hledisek systému jakosti vyzaduje objektivni dlikaz ve formé informaci a
Udajd tykajicich se jakosti systému a jakosti vyrobk{ podniku.

0.3 Meeting company/customer needs

A quality system has two inter-related aspects.

a) The company's needs and interests

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

b) The customer's needs and expectations

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

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

0.4 Rizika, naklady a prinosy

Zvazeni rizika, nakladd a prinosl je velmi dlleZité jak pro podnik, tak i pro zakaznika. Tyto Uvahy jsou
podstatnymi hledisky pro vétsinu vyrobkd a sluzeb. Mozné nasledky a ddsledky téchto tvah jsou
uvedeny dale.

a) Uvahy o riziku

Pro podnik: Pozornost se ma vénovat rizikim vztahujicim se k nedostatkim vyrobkd nebo sluzeb,
které vedou ke ztraté dobrého jména nebo dobré povésti, ztraté trhu, ke stiznostem, reklamacim,
ztraté odpovédnosti, bezpecnosti, plytvani lidskymi a financnimi zdroji.

Pro zdkaznika: Pozornost se ma vénovat rizikiim, ktera souviseji se zdravim a bezpecnosti osob,
nespokojenosti se zbozim a sluzbami, dostupnosti, obchodnimi reklamacemi a ztratou ddvéry.



0.4 Risks, costs and benefits

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

a) Risk considerations

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

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

Pro podnik: Pozornost se ma vénovat nakladdim zptsobenym nedostatky marketingu a navrhovani,
vcetné nevyhovujicich material(, nakladl na prepracovani, na opravu, ndhradu, opakované
zpracovani, ztraty ve vyrobé, zarucni opravy a opravy u zakaznika.

Pro zakaznika: Pozornost se ma vénovat bezpecnosti, pofizovacim nakladim, provoznim nakladdm,
nakladlm na GdrZzbu, na dobu nepouZitelného stavu a na opravu a moznym nakladdm na likvidaci.

c) Uvahy o pfinosech

Pro podnik: Pozornost se ma vénovat zvysené rentabilité a zlepSeni postaveni na trhu.

Pro zdkaznika: Pozornost se ma vénovat snizenym nakladdm, zlepsené vhodnosti pro dany ucel,
zvysené spokojenosti a narlstu dlvéry.



b) Cost considerations

For the company: Consideration has to be given to costs due to marketing and design deficiencies,
including unsatisfactory materials, rework, repair, replacement, reprocessing, loss of production,
warranties and field repair.

For the customer:

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

c) Benefit considerations

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

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

0.5 Zavéry

K ochrané zajmd podniku se ma navrhnout efektivni systém jakosti, aby uspokojoval potreby a
ocekavani zakaznika. Systém jakosti se spravnou strukturou je cennym prostfedkem vedeni pro
optimalizaci a fizenf jakosti pri Gvahach tykajicich se rizika, nakladd a prinosd.

0.5 Conclusions

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

1 Predmét normy

Tato ¢ast I1SO 9004 poskytuje navod na aplikaci managementu jakosti na zpracované materialy.

Volba vhodnych prvkd uvedenych v této ¢asti ISO 9004 a rozsah jejich prijeti a uplatnéni v podniku



zavisi na faktorech, jako je uspokojovani trhu, povaha vyrobku, vyrobni procesy a potreby
spotrebitele.

Nepredpoklada se, Ze se tato ¢ast ISO 9004 bude pouZzivat jako kontrolni seznam pro kontrolu souladu
se souborem pozadavkd.

-- Vynechany text --



