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Abstract

ISO 9000:2015 describes fundamentals of quality management systems, which form the subject of the ISO
9000 family, and defines related terms.

It is applicable to the following:

a) Organizations seeking advantage through the implementation of a quality management system;

b) Organizations seeking confidence from their suppliers that their product requirements will be satisfied;

C) Users of the products;

d) Those concerned with a mutual understanding of the terminology used in quality management (e.g.
suppliers, customers, regulators);

e) Those internal or external to the organization who assess the quality management system or audit it for
conformity with the requirements of ISO 9001 (e.g. auditors, regulators, certification/registration bodies);

f) Those internal or external to the organizations who give advice or training on the quality management
system appropriate to that organization;

0)] Developers of related standards.

Keywords

Customer focus, Leadership, process approach, system approach, continual improvement

National foreword

This NAMS 9000:2015 standard is identical with (the third edition of) International Standard ISO 9000:2015
Quality management systems — Fundamentals and vocabulary. The Namibian Standards Institution technical
committee responsible for the adoption of this standard is Technical Committee 2 on quality management
systems standards.

No amendments, omission and additions have been made to the original ISO standard.

This NAMS was published in 2015.



INTERNATIONAL ISO
STANDARD 92000

Fourth edition
2015-09-15

Quality management systems —
Fundamentals and vocabulary

Systémes de management de la qualité — Principes essentiels et
vocabulaire

e Reference number
=A== 1SO 9000:2015(E)

©1S0 2015



IS0 9000:2015(E)

COPYRIGHT PROTECTED DOCUMENT

© IS0 2015, Published in Switzerland

All rights reserved. Unless otherwise specified, no part of this publication may be reproduced or utilized otherwise in any form
or by any means, electronic or mechanical, including photocopying, or posting on the internet or an intranet, without prior
written permission. Permission can be requested from either ISO at the address below or ISO’s member body in the country of
the requester.

ISO copyright office

Ch. de Blandonnet 8 « CP 401
CH-1214 Vernier, Geneva, Switzerland
Tel. +41 22 749 01 11

Fax +41 22 749 09 47
copyright@iso.org

WwWw.iso.org

ii © ISO 2015 - All rights reserved



IS0 9000:2015(E)

Contents Page
FFOT@WOTM ........ooccccceeeesse e85 5588585555555 iv
IIUETOQUICEION........cco s \%
1 S0P .. 1
2 Fundamental concepts and quality management principles..............
2.1 General
2.2 Fundamental concepts
2.2.1
2.2.2
2.2.3  Context of an organization

2.2.4  Interested parties

2.2.5  SUPPOIT e
2.3 Quality management principles ...
2.3.1  CUSEOINIET FOCUS oo
2.3.2 LA ETSIIP et
2.3.3  Engagement of people........cccene
2.3.4  Process approach
2.3.5  Improvement. ...
2.3.6  Evidence-based decision making
2.3.7  Relationship Management. ...
2.4 Developing the QMS using fundamental concepts and principles
241 QMS IMOAEL ...
2.4.2  Development of a QMS
2.4.3 QMS standards, other management systems and excellence models.........c..... 10
3 Terms and defiMitIONIS ...t
3.1 Terms related to person or people
3.2  Terms related to organization
3.3 Terms related to activity................
3.4 Terms Telated t0 PIOCESS ..o
3.5 TEIMS TElAtEA TO SYSTOIML. ..ot
3.6 Terms related to requirement
3.7  Terms related to reSult........,
3.8 Terms related to data, information and document..
39 Terms related to CUSTOMET ...,
3.10 Terms related to characteristic........c....
3.11 Terms related t0 deterTINATION ...
3.12  Terms related t0 ACTIOM ...t
3.13  Terms related t0 QUAIT ...
Annex A (informative) Concept relationships and their graphical representation...............ccccoonee 33
BIDIIOGIAPIIY ... 47
AlPhabetical INAEX OF TEITIIS ...t 49

© 1S0 2015 - All rights reserved iii



IS0 9000:2015(E)

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 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 on the meaning of ISO specific terms and expressions related to conformity
assessment, as well as information about ISO’s adherence to World Trade Organization (WTO) principles
in the Technical Barriers to Trade (TBT) see the following URL: www.iso.org/iso/foreword.html.

The committee responsible for this document is Technical Committee ISO/TC 176, Quality management
and quality assurance, Subcommittee SC 1, Concepts and terminology.

This fourth edition cancels and replaces the third edition (ISO 9000:2005), which has been
technically revised.
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