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ISO (Mezinarodni organizace pro normalizaci)
je celo-

svétova federace narodnich normalizacnich
organu (¢lent ISO). Mezinarodni normy
obvykle vypracovavaji technické komise ISO.
Kazdy ¢len ISO, ktery se zajima o predmét, pro
ktery byla vytvorena technickd komise, ma
pravo byt v této technické komisi zastoupen.
Préace se zucastnuji také vladni i nevladni
mezinarodni orga-

nizace, s nimiz ISO navéazala pracovni styk. ISO
uzce spolupracuje s Mezinarodni
elektrotechnickou komisi (IEC) ve vsech
zalezitostech normalizace v elektro-

technice.

Postupy pouzité pri tvorbé tohoto dokumentu
a po-stupy urcené pro jeho dalsi udrzovani jsou
popsany ve smérnicich ISO/IEC, Cast 1.
Zejména se ma vénovat pozornost rozdilnym
schvalovacim kritériim potrebnym pro ruzné
druhy dokumentt ISO. Tento dokument byl
vypracovan v souladu s redakénimi pravidly
uvede-

nymi ve smérnicich ISO/IEC, ¢ast 2

(viz www.iso.org/directives).

Upozornuje se na moznost, Ze nékteré prvky
tohoto dokumentu mohou byt predmétem
patentovych prav. ISO nelze Cinit odpovédnou
za identifikaci jakéhokoliv nebo vSech
patentovych prav. Podrobnosti o jakych-

koliv patentovych pravech identifikovanych
béhem pripravy tohoto dokumentu budou
uvedeny v uvodu a/nebo v seznamu
patentovych prohlaseni obdrze-

nych ISO (viz www.iso.org/patents).

Jakykoliv obchodni nazev pouzity v tomto
dokumentu se uvadi jako informace pro
usnadnéni prace uzivateli a neznamena
schvaleni.

Vysvétleni nezévazného charakteru technickych
norem, vyznamu specifickych termint a vyrazu
ISO, které se vztahuji k posuzovani shody,
jakoz i informace o tom, jak ISO dodrzuje
principy Svétové obchodni organi-

zace (WTO) tykajici se technickych prekazek
obchodu (TBT), jsou uvedeny na tomto odkazu:
URL:

Wwww.iso.org/iso/foreword.

Tento dokument vypracovala technicka komise
ISO/TC 176 Management kvality a prokazovani
kvality, subkomise SC 3 Podptirné technologie.

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 ISO
technical committees. Each member body
interested in a subject for which a technical
committee has been established has the right
to be represented on that committee.
International organizations, governmental and
non-governmental, in liaison with ISO, also
take part in the work. ISO collaborates closely
with the International Electrotechnical
Commission (IEC) on all matters of
electrotechnical standardization.

The procedures used to develop this document
and those intended for its further maintenance
are described in the ISO/IEC Directives, Part 1.
In particular, the different approval criteria
needed for the different types of ISO
documents should be noted. This document
was drafted in accordance with the editorial
rules of the ISO/IEC Directives, Part 2

(see www.iso.org/directives).

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. Details of any patent rights
identified during the development of the
document will be in the Introduction and/or on
the ISO list of patent declarations received
(see www.iso.org/patents).

Any trade name used in this document is
information given for the convenience of users
and does not constitute an endorsement.

For an explanation of the voluntary nature of
standards, the meaning of ISO specific terms
and expressions related to conformity
assessment, as well as information about ISO,s
adherence to the World Trade Organization
(WTO) principles in the Technical Barriers to
Trade (TBT), see
www.iso.org/iso/foreword.html.

This document was prepared by Technical
Committee ISO/TC 176, Quality management
and quality assurance, Subcommittee SC 3,
Supporting technologies.
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Toto druhé vydani zruSuje a nahrazuje prvni
vydani (ISO 10014:2006), které bylo technicky
revidovano. Zahrnuje také technickou

opravu

ISO 10014:2006/Opr. 1:2007.

Hlavni zmény oproti predchozimu vydani jsou
nasle-

dujici:

- zahrnuje zmény v zasadach managementu
kvality, logickych zakladech a konceptech
ISO 9001:2015;

- bylo sladéno s ISO 9001:2015 a doplnuje
ISO 9004:2018;

- obsah dokumentu byl zjednodusSen, zejména
s ohle-

dem na terminologii a strukturu, aby byl
snadnéji pochopitelny a pouzitelny
zainteresovanymi stra-

nami, predevsim vrcholovym vedenim.
Jakakoli zpétna vazba nebo otazky tykajici se
tohoto dokumentu maji byt adresovany
narodnimu normali-

za¢nimu organu uzivatele. Uplny seznam téchto
organt lze nalézt na
WwWw.iso.org/members.html.

Uvod

Tento dokument ma byt pouzivan vrcholovym
vede-

nim. Poskytuje smérnice pro dosahovani
finan¢nich a ekonomickych prinosu pouzitim
strukturovaného pri-

stupu vedouciho shora doll. Lze ho také pouzit
pro podporu dalSich typta systémi
managementu, jako je napriklad
environmentalni nebo bezpecCnosti a ochrany
zdravi pri praci. Strukturovany pristup
monitoruje a ridi klicové metriky fungovani
organizace a managementu kvality. Pouzitim
validovanych metrik jako ukazateld vykonnosti
fungovani organizace lze realizovat opa-

treni ke zlepSovani prostrednictvim pouZziti
zasad mana-

gementu kvality popsanych v ISO 9000:2015

a systému managementu kvality podle

ISO 9001:2015. Smérnice obsazené v tomto
dokumentu muze organizace pouzit pred i po
implementaci ISO 9001:2015.

Zasady managementu kvality jsou:

a) zamereni na zakaznika;

b) vedeni (leadership);

¢) angazovanost lidi;

d) procesni pristup;

e) zlepSovani;

f) rozhodovani zalozené na faktech;

g) management vztahu.

This second edition cancels and replaces the first
edition (ISO 10014:2006), which has been
technically revised. It also incorporates the
Technical Corrigendum

ISO 10014:2006/Cor 1:2007.

The main changes compared with the previous
edition are as follows:

- it incorporates changes in ISO 9001:2015
quality management principles, rationale and
concepts;

- it has been aligned with ISO 9001:2015 and
complements ISO 9004:2018;

- the content of the document has been
simplified, notably with respect to terminology
and structure, to make it more readily
understood and applied by the interested
parties, primarily top management.

Any feedback or questions on this document
should be directed to the user,s national
standards body. A complete listing of these
bodies can be found at
WWWw.iso.org/members.html.

Introduction

This document is intended to be used by top
management. It provides guidelines for
realizing financial and economic benefits by
applying a top-down structured approach.
These can also be used

to support other types of management systems
such as environmental, or occupational health
and safety. The structured approach monitors
and manages key business and quality
management metrics. Using validated metrics
as indicators of business performance,
improvement actions are taken by applying the
quality management principles described in
ISO 9000:2015 and the quality management
system of ISO 9001:2015. The guidelines in
this document can be applied to an
organization before or after implementing ISO
9001:2015.

The quality management principles are:
a) customer focus;

b) leadership;

c) engagement of people;

d) process approach;

e) improvement;

f) evidence-based decision making;

g) relationship management.
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Pouziti téchto zasad napri¢ organizaci je
strategickym rozhodnutim vrcholového vedeni.

Financ¢nich prinosu je v organizaci dosahovano
imple-

mentovanim a vyuzivanim nakladove
efektivnich postupl systému managementu
zaloZenych na sedmi zdsadach managementu
kvality. Vysledna organizacni a finan¢ni
zlepSeni jsou vyjadrena v monetarni podobé.
Ekonomickych prinost je dosahovano:

- pouzivanim sedmi zasad managementu
kvality, které tvori a umoznuji propojeni
efektivniho mana-

gementu a dosahovéni finan¢nich prinost,
ekono-

mickych prinosu a cild organizace (viz priloha
A);

- pouzivanim strukturovaného cyklu
neustalého zlep-

Sovani Planuj-Délej-Kontroluj-Jednej (PDCA),
ktery identifikuje ak¢ni plany zaloZené na
datech a infor-

macich vyplyvajicich z implementace
procesniho pristupu;

- prijetim zasad managementu kvality do
kazdodenni provozni praxe, a to
prostrednictvim:

- efektivniho managementu zdroju;

- implementace a monitorovani procesu
systému managementu s cilem zlepsit celkovou
efektiv-

nost a ucinnost organizace.

Finan¢ni, ekonomické a organizacni prinosy
vyplyva-

jici z pouzivani zésad mimo jiné zahrnuji:

- zvySeni Cistych vynosu;

- zlepSeni vykonnosti tykajici se rozpocCtu;

- snizeni naklad{;

- snizeni rizik ¢innosti organizace;

- zlepSeni cash flow;

- zlepSeni navratnosti investic;

- zvySeni nerozdéleného zisku;

- zlepSeni konkurenceschopnosti (podil na
trhu);

- zlepSeni udrZeni a loajality zakaznika;

- optimalizaci pouzivani dostupnych zdroju;
- zvySeni zapojeni zaméstnancu;

- zlepSeni dusevniho kapitalu;

- optimalizované, efektivni a €inné procesy;
- zlepSeni vykonnosti dodavatelského retézce;
- omezeni nepredvidatelnych vysledka
¢innosti orga-

nizace.

1 Predmet normy

Applying these principles throughout the
organization is a strategic top management
decision.

Financial benefits are realized within the
organization by implementing and utilizing cost-
effective management system practices based
on the seven quality management principles.
The resulting organizational and financial
improvements are expressed in monetary form.

Economic benefits are achieved by:

- application of the seven quality management
principles, which establish and enable

a linkage between effective management and
the realization of financial benefits, economic
benefits and organizational goals (see Annex
A);

- use of a structured Plan-Do-Check-Act
(PDCA) continual improvement cycle, which
identifies action plans based on data and
information resulting from implementation of
the process approach;

- adoption of the quality management
principles in daily operating practice, through:

- effective management of resources;

- implementation and monitoring of
management system processes to improve the
overall effectiveness and efficiency of the
organization.

Financial, economic and organizational benefits
resulting from the application of the principles
include, but are not limited to:

- improved net revenues;

- improved budgetary performance;

- reduced costs;

- reduced business risks;

- improved cash flow;

- improved return on investment;

- improved retained earnings;

- increased competitiveness (market share);

- improved customer retention and loyalty;

- optimized use of available resources;

- enhanced employee engagement;

- improved intellectual capital;

- optimized, effective and efficient processes;
- improved supply chain performance;

- reduction of unpredictable business results.

1 Scope



Tento dokument poskytuje smérnice pro
dosahovani financ¢nich a ekonomickych prinost
pouzitim shora dolu strukturovaného pristupu
k dosahovani financ-

nich a ekonomickych prinost. Strukturovany
pristup pouziva zasady managementu kvality
a systém mana-

gementu kvality popsany v radé norem
systéml mana-

gementu ISO 9000 s cilem:

a) monitorovat a ridit trendy klicovych metrik
vykon-

nosti;

b) provadét opatreni ke zlepSovani zalozena
na sle-

dovanych metrikach.

Tento dokument je specificky zaméren na
vrcholové vedeni organizace.

Tento dokument je pouZitelny v jakékoli
organizaci, at plisobi ve verejném, soukromém
nebo neziskovém sektoru, bez ohledu na model
fungovani, vynosy, pocet pracovniki, diverzitu
nabizenych produktu a slu-

zeb, kulturu organizace, sloZitost procesu,
umisténi a pocet provozu.

Tento dokument dopliiuje ISO 9001:2015

a ISO 9004:2018 ohledné zvySovani vykonnosti
a poskytuje priklady dosazitelnych prinosu
pouzivani konceptl obsazenych v téchto
normach. Tento doku-

ment identifikuje souvisejici praktické metody

a nastroje managementu pomahajici
dosahovani téchto prinost.

This document gives guidelines for realizing
financial and economic benefits by applying

a top-down structured approach to achieving
financial and economic benefits. The
structured approach uses the quality
management principles and quality
management system described in the ISO 9000
family of management system standards to:

a) monitor and manage trends in key
performance metrics;

b) take improvement action based on the
observed metrics.

This document is directed specifically to the
top management of an organization.

This document is applicable to any
organization, whether from the public, private
or not-for-profit sector, regardless of its
business model, revenue, number of
employees, diversity of product and service
offerings, organizational culture, complexity of
processes, place or number of locations.

This document complements ISO 9001:2015
and ISO 9004:2018 for performance
improvements and provides examples of
achievable benefits from the application of
concepts in those standards. This document
identifies associated practical management
methods and tools to assist in realizing the
benefits.

Konec nahledu - text dale pokracuje v placené verzi CSN.



