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Predmluva

Foreword

Text mezinarodni normy ISO 9004:2000 byl
vypracovan technickou komisi ISO/TC 176
»~Management jakosti a prokazovani jakosti“,
subkomisi 2, Systémy jakosti” ve spolupraci s
Ridicim centrem CEN (CMC).

The text of the International Standard 1ISO
9004:2000 has been prepared by Technical
Committee ISO/TC 176 "Quality management
and quality assurance", Subcommittee 2,
“Quality systems", in collaboration with the
CEN Management Centre (CMC).

Tato evropska norma nahrazuje
EN 1SO 9004-1:1994.

This European Standard supersedes EN 1SO
9004-1:1994.

Této evropské normé je nutno nejpozdéji do
Cervna 2001 dat status narodni normy a to
bud’ vydanim identického textu, nebo
schvalenim k pfimému pouzivani a narodni
normy, které jsou s ni v rozporu, je nutno zrusit
nejpozdéji do Cervna 2001.

This European Standard shall be given the
status of a national standard, either by
publication of an identical text or by
endorsement, at the latest by June 2001, and
conflicting national standards shall be
withdrawn at the latest by June 2001.

Podle Vnitrnich predpist CEN/CENELEC jsou
tuto evropskou normu povinny zavést narodni
normaliza¢ni organizace nasledujicich zemi:
Belgie, Ceské republiky, Dénska, Finska,
Francie, Irska, Islandu, Itdlie, Lucemburska,
Némecka, Nizozemska, Norska, Portugalska,
Rakouska, Recka, Spojeného kréalovstvi,
©panélska, ©védska a ©Ovycarska.

According to the CEN/CENELEC Internal
Regulations, the national standards
organizations of the following countries are
bound to implement this European Standard:
Austria, Belgium, Czech Republic, Denmark,
Finland, France, Germany, Greece, Iceland,
Ireland, Italy, Luxembourg, Netherlands,
Norway, Portugal, Spain, Sweden, Switzerland
and the United Kingdom.

Oznameni o schvaleni

Endorsement notice

Text mezinarodni normy ISO 9004:2000 byl
schvalen CEN jako evropska norma bez
jakychkoli modifikaci.

The text of the International Standard 1SO
9004:2000 has been approved by CEN as a
European Standard without any
modifications.

POZNAMKA Normativni odkazy na mezinarodni normy jsou
uvedeny v pfiloze ZA (normativni).

NOTE Normative references to International Standards are
listed in annex ZA (normative).

ISO (Mezinarodni organizace pro normalizaci)
je celosveétovou federaci narodnich
normalizac¢nich organd (¢len( 1SO).
Mezinarodni normy obvykle pfipravuji
technické komise 1SO. Kazdy Clen 1SO, ktery
se zajima o predmét, pro ktery byla vytvorena
technicka komise, ma pravo byt v této
technické komisi zastoupen. Prace se
zUcCastnuji také vladni i nevladni mezinarodni
organizace, s nimiz ISO navazala pracovni
styk. ISO Uzce spolupracuje s Mezinarodni
elektrotechnickou komisi (IEC) ve vSech
zalezitostech normalizace v elektrotechnice.

(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 1SO,
also take part in the work. ISO collaborates
closely with the International Electrotechnical
Commission (IEC) on all matters of
electrotechnical standardization.

Mezinarodni normy se navrhuji v souladu s
pravidly uvedenymi v ¢asti 3 smérnic ISO/IEC.

International Standards are drafted in
accordance with the rules given in the
ISO/IEC Directives, Part 3.




Navrhy mezinarodnich norem pfrijaté
technickymi komisemi se rozesilaji ¢lenskym
organdim k hlasovani. Zverejnéni mezinarodni
normy vyzaduje schvaleni alespon 75 %
hlasujicich ¢len(.

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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Upozoriuje se na to, ze nékteré prvky této
mezinarodni normy mohou byt predmétem
patentovych prav. ISO neni odpovédna za
identifikovani

jakychkoli nebo vsech téchto patentovych
prav.

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

Mezinarodni norma I1SO 9004 byla
vypracovana technickou komisi ISO/TC 176
Management

jakosti a prokazovani jakosti, subkomisi SC 2
Systémy jakosti.

International Standard I1SO 9004 was
prepared by Technical Committee ISO/TC
176, Quality mana-gement and quality
assurance, Subcommittee SC 2, Quality
systems.

Toto druhé vydani normy 1SO 9004 rusi a
nahrazuje normu ISO 9004-1:1994, kterd byla
technicky revidovana. Nazev normy byl
upraven tak, aby odrazel obsahlost systému
managementu jakosti. Mnoho soucasné
platnych mezinarodnich norem souboru ISO
9000 se rovnéz prezkoumava s cilem jejich
zruSeni nebo nového vydani ve formé
technickych zprav, ponévadz mnoho z jejich
ustanoveni je zahrnuto do této mezinarodni
normy.

This second edition of ISO 9004 cancels and
replaces 1ISO 9004-1:1994, which has been
technically

revised. The title has been modified to reflect
the comprehensiveness of the quality
management system. Many of the existing
International Standards within the ISO 9000
family will be reviewed for withdrawal, or for
re-issue as Technical Reports, as many of
their provisions are incorporated into this
International Standard.

Ve srovnani s predchozimi vydanimi je nyni
ISO 9001 a ISO 9004 konzistentni dvojici
norem managementu jakosti. Cilem 1SO 9001
je prokazat jakost produktu a zvysit
spokojenost zakaznika, zatimco norma ISO
9004 pouziva Sirsi pohled na management
jakosti s cilem poskytnout navod na
zlepSovani vykonnosti.

In comparison to previous editions, 1ISO 9001
and ISO 9004 now form a consistent pair of
standards on quality management. ISO 9001
aims to give quality assurance of product and
to enhance customer satisfaction, while 1ISO
9004 uses a broader perspective of quality
management to give guidance for
performance improvement.

Prilohy A a B této mezinarodni normy jsou
pouze pro informaci.

Annex A and B of this International Standard
are for information only.
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Uvod

Introduction

0.1 VSeobecné

0.1 General




Zavedeni systému managementu jakosti ma
byt strategickym rozhodnutim vrcholového
vedeni

organizace. Navrh a uplatnéni systému
managementu jakosti organizace jsou
ovliviovany ménicimi se potfebami,
konkrétnimi cili, poskytovanymi produkty,
pouzivanymi procesy a velikosti i strukturou
organizace. Tato mezinarodni norma je
zalozena na osmi zasadach managementu
jakosti. Zdmérem této mezinarodni normy
vSak neni, aby z ni nutné vyplyvala
jednotnost struktury systémd managementu
jakosti ani jednotnost dokumentace.

The adoption of a quality management
system should be a strategic decision by the
top management of an organization. The
design and implementation of an
organization's quality management system is
influenced by varying needs, particular
objectives, the products provided, the
processes employed and the size and
structure of the organization. This
International Standard is based on eight
quality management principles. However, it is
not the intent of this International Standard
to imply uniformity in the structure of quality
management systems or uniformity of
documentation.

Zameérem organizace je

The purpose of an organization is

- efektivnim a Ucinnym zpldsobem
identifikovat a plInit potfeby a ocekavani
zakaznikl a jinych zainteresovanych stran
(zaméstnancd v organizaci, dodavateld,
vlastnik{, spole¢nosti), aby se

dosahlo konkurencnich vyhod a

- toidentify and meet the needs and
expectations of its customers and other
interested parties (people in the organization,
suppliers, owners, society), to achieve
competitive

advantage, and to do this in an effective and
efficient manner, and

- dosahovat, udrzovat a zlepSovat
celkovou
vykonnost a zpUlsobilost organizace.

- to achieve, maintain, and improve
overall
organizational performance and capabilities.

Aplikace zdsad managementu jakosti nejen
poskytuje pfimy prospéch, ale také vyznamné
prispiva k fizeni nakladd a rizik. Pro organizaci,
jeji zakazniky a jiné zainteresované strany je
dilezité zvazeni prospéchu, nakladl a
managementu rizik. Zahrnuti Uvah o celkové
vykonnosti organizace mlze mit dopad na

The application of quality management
principles not only provides direct benefits
but also makes an important contribution to
managing costs and risks. Benefit, cost and
risk management considerations are
important for the organization, its customers
and other interested parties. These
considerations on overall performance of the
organization may impact

- loajalitu zékaznika,

- customer loyalty,

- opakované obchodovani a reference,

- repeat business and referral,

- provozni vysledky, napf. trzby a podil na
trhu,

- operational results such as revenue and
market share,

- pruzné a rychlé reakce na pfilezitosti na
trhu,

- flexible and fast responses to market
opportunities,

- naklady a doby cyklu prostrednictvim
efektivniho a Uc¢inného vyuzivani zdrojQ,

- costs and cycle times through effective
and efficient use of resources,

- zaméreni procesut, kterymi se nejlépe
dosadhne pozadovanych vysledkd,

- alignment of processes which will best
achieve desired results,

- konkurencni vyhody prostrednictvim
zlepSenych zpUsobilosti organizace,

- competitive advantage through
improved organizational capabilities,

- chapani a motivaci zaméstnanc( ohledné
zémeérl a cild organizace, stejné jako na jejich
GcCast na neustalém zlepSovani,

- understanding and motivation of people
towards the organization's goals and
objectives, as well as participation in
continual improvement,




- d@véru zainteresovanych stran v
efektivnost a U¢innost organizace,
prokazovanou finan¢nim a socidlnim
prospéchem vyplyvajicim z vykonnosti
organizace, zivotnim cyklem produktu a dobrym
jménem organizace,

- confidence of interested parties in the
effectiveness and efficiency of the
organization, as demonstrated by the
financial and social benefits from the
organization's performance, product life
cycle, and reputation,
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- schopnost vytvorit hodnotu jak pro
organizaci, tak pro jeji dodavatele a to
optimalizaci nakladd a zdrojU, stejné jako
pruznosti a rychlosti spole¢nych reakci na
ménici se trhy.

- ability to create value for both the
organization and its suppliers by optimization
of costs and resources as well as flexibility
and speed of joint responses to changing
markets.

0.2 Procesni pristup

0.2 Process approach

Tato mezinarodni norma podporuje pfijimani
procesniho pristupu pri vyvoji, uplathovani a
zlepSovani efektivnosti a Uc¢innosti systému
managementu jakosti s cilem zvysit
spokojenost zainteresované strany plnénim
jejich pozadavka.

This International Standard promotes the
adoption of a process approach when
developing, implementing and improving the
effectiveness and efficiency of a quality
management system to enhance interested
party satisfaction by meeting interested party
requirements.

Aby organizace fungovala efektivné a ucinné,
musi identifikovat a fidit mnoho vzajemné
propojenych ¢innosti. Cinnost, kterd vyuziva
zdroje a je fizena za Ucelem premény vstupl
na vystupy, je povazovana za proces. Vystup
z jednoho procesu Casto pfimo tvori vstup pro
dalsi proces.

For an organization to function effectively
and efficiently, it has to identify and manage
numerous linked activities. An activity using
resources, and managed in order to enable
the transformation of inputs into outputs, is
considered as a process. Often the output
from one process directly forms the input to
the next.

Aplikace systému procest v ramci organizace
spolu s identifikaci téchto procesu, jejich
vzajemnym plsobenim a fizenim Ize nazyvat
~procesni pristup“.

The application of a system of processes
within an organization, together with the
identification and interactions and managing
of these processes can be referred to as the
"process approach".

Vyhodou procesniho pristupu je nepretrzité
fizeni vazeb mezi jednotlivymi procesy v
ramci systému procesU, jakoZ i jejich
kombinovani a vzajemné pUsobeni.

An advantage of the process approach is the
ongoing control that it provides over the
linkage between the individual processes
within the system of processes, as well as
their combination and interaction.

Takovy pfistup, je-li pouzit v ramci systému
managementu jakosti, zdlraznuje ddlezitost

When used within a quality management
system, such an approach emphasizes the
importance of

a) pochopeni pozadavkl a jejich pInéni,

a) understanding and fulfilling the
requirements,

b) potreby zvaZzovat procesy z hlediska
prfidané hodnoty,

b) the need to consider processes in terms
of added value,

c) dosahovani zvySeni vykonnosti a
efektivnosti procest a

c) obtaining results of process performance
and effectiveness, and

d) neustélého zlepsovani procesl na
zakladé objektivniho méreni.

d) continual improvement of processes
based on objective measurement.




Na obrazku 1 je znazornén systém procesné
orientovaného managementu jakosti, ktery je
popisovan v normach souboru ISO 9000. Z této
ilustrace je zfejmé, ze zainteresované strany
(zakaznici) hraji

vyznamnou roli pfi stanoveni poZzadavk{ jako
vstupl pro organizaci. Monitorovani spokojenosti
zainteresovanych stran vyzaduje vyhodnocovani
informaci, které se tykaji vnimani
zainteresovanych stran,

pokud jde o miru, jakou jejich potreby a
ocCekavani byly organizaci spinény. Model
uvedeny na obrazku 1 pokryva vsechny
pozadavky této mezinarodni normy, avsak
procesy neznazornuje na podrobné Grovni.

The model of a process-based quality
management system shown in Figure 1
illustrates the process linkages presented in
clauses 4 to 8. This illustration shows that
interested parties play a significant role in
defining requirements as inputs. Monitoring
the satisfaction of interested parties requires
the evaluation of information relating to the
perception of interested parties as to whether
the organization has met their requirements.
The model shown in Figure 1 does not show
processes at a detailed level.
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[ Neustalé zlepSovani systému managementu jakosti ]
Zaintereso- A n?adr? ;;Sr?ngﬁh Zaintereso-
vané strany cb vané strany
Management Méfeni, analyza eyl Spokoje-
zdroji a zlepsovani nost
vstup Realizace Vystup
Posa- produktu
davky
Legenda

P Sinnosti pridévajici hodnotu

.......... p Informacni tok

Obrazek 1 - Model procesné orientovaného systému managementu jakosti



[ Continual improvement of the quality management ]

system
Interested |- Management
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Measurement, analy- ]
Resource , ; e P | u| Satis-
sis and improvement > faction
Require- Input Qﬁ Qutput
:'gﬂtr: Product Product
realization
Kay
—l

e

Information flow

Value-adding activities

Figure 1 - Model of a process-based quality management system
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0.3 Vztah k ISO 9001

0.3 Relationship with ISO 9001

Soucasna vydani 1ISO 9001 a ISO 9004 byla
vypracovana jako konzistentni dvojice norem
pro systém managementu jakosti; obé normy
jsou

navrzeny tak, aby se navzajem doplfiovaly,
mohou se vSak pouZzivat i nezavisle. Ackoli
uvedené

mezindrodni normy maiji rozdilné oblasti
pouziti, maji podobnou strukturu, aby je bylo
mozné

aplikovat jako konzistentni dvojici.

The present editions of ISO 9001 and ISO
9004 have been developed as a consistent
pair of quality management system
standards which have been designed to
complement each other, but can also be used
independently. Although the two International
Standards have different scopes, they have
similar structures in order to assist their
application as a consistent pair.

VIS0 9001 jsou specifikovany pozadavky na
systém managementu jakosti, ktery mohou
organizace pouzivat pro interni aplikaci,
certifikaci nebo pro smluvni tUcely. Tato norma
je zamérena na efektivnost systému
managementu jakosti pfi pinéni pozadavkd
zakaznika.

ISO 9001 specifies requirements for a quality
management system that can be used for
internal application by organizations, or for
certification, or for contractual purposes. It
focuses on the effectiveness of the quality
management system in meeting customer
requirements.




V ISO 9004 je uveden navod na SirSi rozsah
cild systému managementu jakosti, nez
poskytuje 1SO 9001, zejména pri neustalém
zlepSovani celkové vykonnosti a G¢innosti
organizace, stejné jako jeji efektivnosti. ISO
9004 se doporucuje jako navod pro organizace,
jejichz vrcholové vedeni chce smérovat nad
ramec pozadavkd 1SO 9001 ve snaze
neustale zlepSovat vykonnost. Norma vsak
neni uréena pro UcCely certifikace ani pro
smluvni Gcely.

ISO 9004 gives guidance on a wider range of
objectives of a quality management system
than does ISO 9001, particularly for the
continual improvement of an organization’s
overall performance and efficiency, as well as
its effectiveness. ISO 9004 is recommended
as a guide for organizations whose top
management wishes to move beyond the
requirements of ISO 9001, in pursuit of
continual improvement of performance.
However, it is not intended for certification or
for contractual purposes.

Dalsi vyhodou pro uZivatele je zahrnuti
zakladnich pozadavkd 1SO 9001 do
nasledujiciho textu. Tyto pozadavky jsou
uvedeny v ramecku za srovnatelnym ¢lankem
této mezinarodni normy. Informace s
oznacenim ,,POZNAMKA“ slouZi jako nvod
pro pochopeni nebo objasnéni.

For further benefit to the user, the basic
content of the ISO 9001 requirements are
included in boxed text following the
comparable clause in this International
Standard. Information marked "NOTE" is for
guidance in understanding or clarification.

0.4 Kompatibilita s jinymi systémy
managementu

0.4 Compatibility with other
management systems

Tato mezindrodni norma neobsahuje navod
specificky pro jiné systémy managementu,
jako je napfiklad navod, ktery je viastni
environmentalnimu managementu,
managementu bezpecnosti a ochrany zdravi
pri praci, managementu financi nebo
managementu rizik. Nicméné tato
mezinarodni norma umozfuje organizaci
sladit svlj vlastni systém managementu jakosti
s prislusnymi systémy managementu nebo jej
do ného zaclenit. Je mozné, aby organizace
prizpdsobila svij existujici systém
managementu tak, aby vytvofila systém
managementu jakosti, ktery vyhovuje
smérnicim uvedenym v této mezinarodni
norme.

This International Standard does not include
guidance specific to other management
systems, such as those particular to
environmental management, occupational
health and safety management, financial
management, or risk management. However,
this International Standard enables an
organization to align or integrate its own
quality management system with related
management systems. It is possible for an
organization to adapt its existing
management system(s) in order to establish
a quality management system that follows
the guidelines of this International Standard.
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