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Predgovor

ISO (Medunarodna organizacija za standardizaciju) je svetska federacija nacionalnih institucija za
standardizaciju (¢lanica ISO). Rad na pripremanju medunarodnih standarda odvija se kroz tehnicke komitete
ISO. Svaka ¢lanica ISO, kada je zainteresovana za predmet rada nekog od osnovanih tehnickih komiteta ima
pravo da delegira svoje predstavnike u taj komitet. Medunarodne organizacije, vladine i nevladine, koje su u
vezi sa [SO, takode ucestvuju u radu. ISO usko saraduje sa Medunarodnom elektrotehnickom komisijom
(IEC) u vezi sa svim pitanjima standardizacije u oblasti elektrotehnike.

Medunarodni standardi izraduju se u skladu sa pravilima sadrzanim u ISO/IEC Direktivama, Deo 2.
Osnovni zadatak tehnickih komiteta je priprema medunarodnih standarda.

Nacrt medunarodnog standarda koji usvoji tehnicki komitet Salje se Clanicama ISO radi glasanje. Da bi
medunarodni standard bio usvojen, potrebno je da ga glasanjem odobri najmanje 75 % €lanica.

Skre¢e se paznja na moguénost da neki od elemenata ovog medunarodnog standarda mogu biti predmet
prava intelektualne svojine. ISO ne snosi odgovornost za identifikovanje bilo kojeg ili svih takvih prava.

Medunarodni standard ISO 9000 pripremio je Tehnicki komitet ISO/TC 176, Menadzment kvalitetom i
obezbedenje kvaliteta, Potkomitet SC 1, Pojmovi i terminologija.

Ovim tre¢im izdanjem stavlja se van snage i zamenjuje drugo izdanje (ISO 9000:2000). Ono obuhvata i
promene prihvaéene u nacrtu amandmana ISO/DAM 9000:2004.

Prilog A sadrzi dijagrame pojmova, koji graficki predstavljaju odnose termina u specificnim oblastima
pojmova koji se odnose na sisteme menadzmenta kvalitetom.
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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.

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

International 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 9000 was prepared by Technical Committee ISO/TC 176, Quality management and quality assurance,
Subcommittee SC 1, Concepts and terminology.

This third edition cancels and replaces the second edition (ISO 9000:2000). It includes the changes accepted
in the Draft Amendment ISO/DAM 9000:2004.

Annex A includes concept diagrams that provide a graphical representation of the relationships between
terms in specific fields relative to quality management systems.
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Uvod

0.1 OpsSte odredbe

Standardi familije ISO 9000, koji se navode u daljem tekstu, izradeni su da bi se pomoglo organizacijama
svih vrsta i veli¢ina da primenjuju i sprovode efektivne sisteme menadzmenta kvalitetom.

— ISO 9000 opisuje osnove sistema menadzmenta kvalitetom i utvrduje terminologiju za sisteme
menadzmenta kvalitetom.

— IS0 9001 specificira zahteve koji se odnose na sisteme menadzmenta kvalitetom, koji se koriste tamo
gde je potrebno da se prikaze sposobnost organizacije da isporucuje proizvode koji zadovoljavaju
korisnika i ispunjavaju zahteve odgovarajucih propisa i ima za cilj da pove¢a zadovoljenje korisnika.

— IS0 9004 daje uputstvo koje se odnosi i na efektivnost i na efikasnost sistema menadzmenta kvalitetom.
Cilj ovog standarda je unapredivanje performansi organizacije i poboljSavanje zadovoljenja korisnika i
ostalih zainteresovanih strana.

— IS0 19011 daje uputstvo za proveru sistema menadzmenta kvalitetom i sistema menadZmenta zivotnom
sredinom.

Ovi standardi zajedno Cine koherentan skup standarda za sistem menadzmenta kvalitetom koji olakSavaju
uzajamno razumevanje u nacionalnoj i medunarodnoj trgovini.

0.2 Principi menadZmenta kvalitetom

Da bi se ostvarilo uspesno vodenje organizacije i njen uspesan rad, potrebno je da se ona vodi i da se njome
upravlja na sistematican i transparentan nacin. Uspeh moze da rezultira iz primene i odrzavanja sistema
menadzmenta koji je projektovan da stalno poboljSava performanse, obuhvatajué¢i potrebe svih
zainteresovanih strana. MenadZment organizacijom sadrzi menadzment kvalitetom zajedno sa ostalim
disciplinama menadzmenta.

Identifikovano je osam principa menadzmenta kvalitetom koje najviSe rukovodstvo moze da koristi pri
vodenju organizacije u cilju poboljSavanja performansi.
a) Usmerenje na Korisnike

Organizacije zavise od svojih korisnika i, prema tome, one treba da razumeju aktuelne i buduce potrebe
korisnika, treba da ispune zahteve korisnika i da nastoje da pruze i viSe nego Sto korisnici ocekuju.

b) Liderstvo

Lideri uspostavljaju jedinstvo ciljeva i vodenja organizacije. Oni treba da stvaraju i odrzavaju interno
okruzenje u kojem osoblje moze u potpunosti da ucestvuje u ostvarivanju ciljeva organizacije.

¢) UKkljucivanje osoblja

Osoblje na svim nivoima ¢ini suStinski deo jedne organizacije i njihovim punim uklju¢ivanjem
omogucava se da se iskoriste njihove sposobnosti za ostvarivanje dobrobiti organizacije.

d) Procesni pristup

Zeljeni rezultat se moze efikasnije ostvarivati ako se menadzment odgovaraju¢im aktivnostima i
resursima ostvaruje kao proces.

e) Sistemski pristup menadZmentu

Identifikovanje i razumevanje nekog sistema medusobno povezanih procesa i menadzment tim sistemom
doprinose efektivnosti i efikasnosti organizacije u ostvarivanju njenih ciljeva.

f) Stalna poboljSavanja

Stalna poboljsavanja ukupnih performansi organizacije treba da predstavljaju njen stalni cilj.
g) Odlucivanje na osnovu ¢injenica

Efektivne odluke zasnivaju se na analizi podataka i informacija.
h) Uzajamno korisni odnosi sa isporuciocima

Organizacija i njeni isporucioci su nezavisni, pa uzajamno korisni odnosi povecavaju sposobnost i jednih
i drugih da stvaraju vrednost.

Ovih osam principa menadzmenta kvalitetom Cine osnove za standarde sistema menadzmenta kvalitetom u
okviru familije standarda ISO 9000.

6
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Introduction

0.1 General

The ISO 9000 family of standards listed below has been developed to assist organizations, of all types and
sizes, to implement and operate effective quality management systems.

— ISO 9000 describes fundamentals of quality management systems and specifies the terminology for
quality management systems.

— ISO 9001 specifies requirements for a quality management system where an organization needs to
demonstrate its ability to provide products that fulfil customer and applicable regulatory requirements
and aims to enhance customer satisfaction.

— 1SO 9004 provides guidelines that consider both the effectiveness and efficiency of the quality
management system. The aim of this standard is improvement of the performance of the organization
and satisfaction of customers and other interested parties.

— IS0 19011 provides guidance on auditing quality and environmental management systems.

Together they form a coherent set of quality management system standards facilitating mutual understanding
in national and international trade.

0.2 Quality management principles

To lead and operate an organization successfully, it is necessary to direct and control it in a systematic and
transparent manner. Success can result from implementing and maintaining a management system that is
designed to continually improve performance while addressing the needs of all interested parties. Managing
an organization encompasses quality management amongst other management disciplines.

Eight quality management principles have been identified that can be used by top management in order to
lead the organization towards improved performance.

a) Customer focus

Organizations depend on their customers and therefore should understand current and future customer
needs, should meet customer requirements and strive to exceed customer expectations.

b) Leadership

Leaders establish unity of purpose and direction of the organization. They should create and maintain the
internal environment in which people can become fully involved in achieving the organization's
objectives.

¢) Involvement of people

People at all levels are the essence of an organization and their full involvement enables their abilities to
be used for the organization's benefit.

d) Process approach

A desired result is achieved more efficiently when activities and related resources are managed as
aprocess.

e) System approach to management

Identifying, understanding and managing interrelated processes as a system contributes to the
organization's effectiveness and efficiency in achieving its objectives.

f) Continual improvement

Continual improvement of the organization's overall performance should be a permanent objective of the
organization.

g) Factual approach to decision making
Effective decisions are based on the analysis of data and information.
h) Mutually beneficial supplier relationships

An organization and its suppliers are interdependent and a mutually beneficial relationship enhances the
ability of both to create value.

These eight quality management principles form the basis for the quality management system standards
within the ISO 9000 family.
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Sistemi menadzmenta kvalitetom — Osnove i re¢nik

1 Predmet i podrucje primene

Ovaj medunarodni standard opisuje osnove sistema menadzmenta kvalitetom koje ¢ine predmet i podrucje
primene familije standarda ISO 9000 i definiSe odgovarajuce termine.

Ovaj medunarodni standard namenjen je slede¢im korisnicima:
a) organizacijama koje nastoje da ostvare prednost kroz primenu sistema menadzmenta kvalitetom;

b) organizacijama koje nastoje da steknu poverenje u svoje isporucioce da ¢e zahtevi organizacije koji se
odnose na proizvod biti zadovoljeni;

¢) korisnicima proizvoda;

d) onima kojima je potrebno da se razumeju upotrebljavajuci terminologiju koja se koristi u menadzmentu
kvalitetom (na primer, isporuc¢iocima, korisnicima, donosiocima propisa);

e) onima koji interno ili eksterno u organizaciji vrednuju sistem menadzmenta kvalitetom ili ga proveravaju
u pogledu usaglaSenosti sa zahtevima standarda ISO 9001 (na primer, proveravaci, donosioci propisa,
sertifikaciona/registraciona tela);

f) onima koji interno ili eksterno u organizaciji pruzaju savetodavnu ili edukativnu pomo¢ u vezi sa
sistemom menadzmenta kvalitetom koji odgovara toj organizaciji;

g) onima koji izraduju odgovarajuce standarde.

2 Osnove sistema menadZmenta kvalitetom
2.1 ObrazloZenje sistema menadZmenta kvalitetom
Sistemi menadZzmenta kvalitetom mogu pomoci oganizacijama u poboljSavanju zadovoljenja korisnika.

Korisnici zahtevaju proizvode sa karakteristikama koje zadovoljavaju njihove potrebe i ocCekivanja. Te
potrebe i oCekivanja izrazavaju se u specifikacijama za proizvod i one predstavljaju ono §to se zajednicki
naziva zahtevima korisnika. Svoje zahteve korisnik moze specificirati u ugovoru ili ih moze utvrditi sama
organizacija. U oba slucaja korisnik je taj koji na kraju utvrduje prihvatljivost proizvoda. Posto se potrebe i
ocekivanja korisnika menjaju, zbog konkurencije i napretka tehnike, organizacije su primorane da stalno
poboljsavaju svoje proizvode i procese.

Sistem menadzmenta kvalitetom podstice organizacije da analiziraju zahteve korisnika, definiSu procese koji
doprinose ostvarivanju proizvoda koji je prihvatljiv za naru€ioca i da drze te procese pod kontrolom. Sistem
menadzmenta kvalitetom moZe dati okvir za stalna poboljSavanja kojima se povecava verovatnoca da se
postigne povecavanje zadovoljenja korisnika i zadovoljenje ostalih zainteresovanih strana. Time se kod
organizacije i njenih korisnika obezbeduje poverenje da je moguée isporucivati proizvode koji konstantno
ispunjavaju zahteve.
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Quality management systems — Fundamentals and
vocabulary

1 Scope

This International Standard describes fundamentals of quality management systems, which form the subject
of the ISO 9000 family, and defines related terms.

This International Standard 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 organization who give advice or training on the quality management
system appropriate to that organization;

g) developers of related standards.

2 Fundamentals of quality management systems
2.1 Rationale for quality management systems
Quality management systems can assist organizations in enhancing customer satisfaction.

Customers require products with characteristics that satisfy their needs and expectations. These needs and
expectations are expressed in product specifications and collectively referred to as customer requirements.
Customer requirements may be specified contractually by the customer or may be determined by the
organization itself. In either case, the customer ultimately determines the acceptability of the product.
Because customer needs and expectations are changing, and because of competitive pressures and technical
advances, organizations are driven to improve continually their products and processes.

The quality management system approach encourages organizations to analyse customer requirements,
define the processes that contribute to the achievement of a product which is acceptable to the customer, and
keep these processes under control. A quality management system can provide the framework for continual
improvement to increase the probability of enhancing customer satisfaction and the satisfaction of other
interested parties. It provides confidence to the organization and its customers that it is able to provide
products that consistently fulfil requirements.



SRPS ISO 9000:2007 © ISS
2.2 Zahtevi u odnosu na sisteme menadZmenta kvalitetom i zahtevi u odnosu na proizvode

Familija standarda ISO 9000 pravi razliku izmedu zahteva za sisteme menadzmenta kvalitetom i zahteva za
proizvode.

Zahtevi za sisteme menadZzmenta kvalitetom specificirani su u standardu ISO 9001. Zahtevi za sisteme
menadzmenta kvalitetom su genericki i primenljivi su u organizacijama u svakoj industrijskoj i privrednoj
oblasti, nezavisno od kategorije proizvoda. ISO 9001 sam po sebi ne utvrduje zahteve za proizvode.

Zahteve za proizvode mogu specificirati bilo korisnici bilo organizacija koja anticipira zahteve korisnika, a
ovi zahtevi mogu biti specificirani i propisom. Zahteve za proizvode i, u nekim slucajevima, za procese u
vezi sa tim proizvodima, mogu sadrzavati, na primer, tehnicke specifikacije, standardi za proizvode,
standardi za procese, ugovori i propisi.

2.3 Pristup sistemima menadZmenta kvalitetom

Pristup razvoju i primeni sistema menadzmenta kvalitetom sastoji se od vise faza, u koje spadaju i sledece:

a) utvrdivanje potreba i oCekivanja korisnika i ostalih zainteresovanih strana;

b) utvrdivanje politike kvaliteta i ciljeva kvaliteta organizacije;

¢) utvrdivanje procesa i odgovornosti potrebnih za ostvarivanje ciljeva kvaliteta;

d) utvrdivanje i obezbedivanje resursa neophodnih za ostvarivanje ciljeva kvaliteta;

e) utvrdivanje metoda merenja efektivnosti i efikasnosti svakog procesa;

f) primena ovih mera za utvrdivanje efektivnosti i efikasnosti svakog procesa;

g) utvrdivanje nacina za spreCavanje neusaglaSenosti i eliminisanje njihovih uzroka;

h) utvrdivanje i primena procesa za stalna poboljSavanja sistema menadzmenta kvalitetom.

Ovakav pristup moze se primenjivati i za odrzavanje i poboljSavanje postojeceg sistema menadzmenta
kvalitetom.

Organizacija koja usvoji navedeni pristup stvara poverenje u mo¢ svojih procesa i u kvalitet svojih proizvoda
i obezbeduje osnov za stalna poboljSavanja. To moze dovesti do povecanja zadovoljenja korisnika i ostalih
zainteresovanih strana, kao i do uspeha organizacije.

2.4 Procesni pristup

Svaka aktivnost, ili skup aktivnosti, koja prima ulazne elemente i pretvara ih u izlazne elemente moze se
posmatrati kao proces.

Da bi organizacije efektivno funkcionisale, moraju da identifikuju brojne medusobno povezane i medusobno
delujuce procese. Cesto izlazni elementi jednog procesa predstavljaju ulazne elemente sledeéeg procesa.
Sistematska identifikacija procesa koji se koriste u organizaciji i menadzment tim procesima, a narocCito
medusobno delovanje tih procesa, moze se okvalifikovati kao "procesni pristup".

Cilj ovog medunarodnog standarda je da podstice usvajanje procesnog pristupa u menadzmentu nekom
organizacijom.

Slika 1 ilustruje sistem menadZzmenta kvalitetom zasnovan na procesnom pristupu, opisan u familiji
standarda ISO 9000. Ova ilustracija pokazuje da =zainteresovane strane imaju znaCajnu ulogu u
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2.2 Requirements for quality management systems and requirements for products

The ISO 9000 family distinguishes between requirements for quality management systems and requirements
for products.

Requirements for quality management systems are specified in ISO 9001. Requirements for quality
management systems are generic and applicable to organizations in any industry or economic sector
regardless of the offered product category. ISO 9001 itself does not establish requirements for products.
Requirements for products can be specified by customers or by the organization in anticipation of customer
requirements, or by regulation. The requirements for products and in some cases associated processes can be
contained in, for example, technical specifications, product standards, process standards, contractual
agreements and regulatory requirements.

2.3 Quality management systems approach

An approach to developing and implementing a quality management system consists of several steps
including the following:

a) determining the needs and expectations of customers and other interested parties;

b) establishing the quality policy and quality objectives of the organization;

¢) determining the processes and responsibilities necessary to attain the quality objectives;

d) determining and providing the resources necessary to attain the quality objectives;

e) establishing methods to measure the effectiveness and efficiency of each process;

f) applying these measures to determine the effectiveness and efficiency of each process;

g) determining means of preventing nonconformities and eliminating their causes;

h) establishing and applying a process for continual improvement of the quality management system.

Such an approach is also applicable to maintaining and improving an existing quality management system.
An organization that adopts the above approach creates confidence in the capability of its processes and the
quality of its products, and provides a basis for continual improvement. This can lead to increased
satisfaction of customers and other interested parties and to the success of the organization.

2.4 The process approach

Any activity, or set of activities, that uses resources to transform inputs to outputs can be considered as a
process.

For organizations to function effectively, they have to identify and manage numerous interrelated and
interacting processes. Often, the output from one process will directly form the input into the next process.
The systematic identification and management of the processes employed within an organization and
particularly the interactions between such processes is referred to as the "process approach".

The intent of this International Standard is to encourage the adoption of the process approach to manage an
organization.

Figure 1 illustrates the process-based quality management system described in the ISO 900 family of
standards.  This illustration  shows that interested parties play a significant role in
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obezbedivanju ulaznih elemenata organizacije. Pracenje zadovoljenja zainteresovanih strana zahteva
vrednovanje informacija koje se odnose na zapazanja zainteresovanih strana o tome do koje mere su
ispunjene njihove potrebe i ocekivanja. Model prikazan na slici 1 ne prikazuje procese na nivou detalja.

2.5 Politika kvaliteta i ciljevi kvaliteta

Politika kvaliteta i ciljevi kvaliteta utvrduju se da bi se obezbedio pravac u kojem ¢e se voditi organizacija. |
politika i ciljevi kvaliteta odreduju rezultate koje treba dobiti i pomazu organizaciji da koristi svoje resurse
da bi dobila te rezultate. Politika kvaliteta daje okvir za utvrdivanje i preispitivanje ciljeva kvaliteta. Ciljevi
kvaliteta treba da budu uskladeni sa politikom kvaliteta i obavezom stalnih poboljSavanja, a njihovo
ostvarivanje treba da bude merljivo. Ostvarivanje ciljeva kvaliteta moze da ima pozitivan uticaj na kvalitet
proizvoda, radnu efektivnost i finansijske performanse, a time i na zadovoljenje i poverenje zainteresovanih
strana.

Stalna poboljsavanja sistema menadzmenta kvalitetom

Lo
e e
Korisnici
(i ostale zaintere- {°
sovane strane)
Korisnici |7 )
3 ot — e N N v '
(1 ostale zaintere-| Merenje. analize, |- |: 7adovolien;
sovane strane) |7 poboljfavanje £ {7 T T ™ : Zadovoljenje
% A i i
.  Ulaz
Zahtevi
i

Na slici je:
——=  aktivnosti koje stvaraju dodatne vrednosti
———#=| tok informacija

NAPOMENA  Izjave u zagradama ne primenjuju se na ISO 9001.

Slika 1 — Model sistema menadZmenta kvalitetom zasnovanog na procesima
2.6 Uloga najviSeg rukovodstva u sistemu menadZmenta kvalitetom
Kroz liderstvo i akcije, najvise rukovodstvo moze stvarati okruzenje u kojem je osoblje potpuno ukljuceno i
u kojem sistem menadzmenta kvalitetom moze funkcionisati efektivno. Najvise rukovodstvo moze koristiti
principe menadzmenta kvalitetom (videti 0.2) kao osnovu svoje uloge, koja se sastoji u:

a) uspostavljanju i odrzavanju politike kvaliteta i ciljeva kvaliteta organizacije;

b) promociji politike kvaliteta i ciljeva kvaliteta u svim delovima organizacije radi povecavanja svesti,
motivacije i ukljucenosti;

c) obezbedivanju teziSta na zahtevima korisnika, u celoj organizaciji;
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providing inputs to the organization. Monitoring the satisfaction of interested parties requires the evaluation
of information relating to the perception of interested parties as to the extent to which their needs and
expectations have been met. The model shown in Figure 1 does not show processes at a detailed level.

2.5 Quality policy and quality objectives

Quality policy and quality objectives are established to provide a focus to direct the organization. Both
determine the desired results and assist the organization to apply its resources to achieve these results. The
quality policy provides a framework for establishing and reviewing quality objectives. The quality objectives
need to be consistent with the quality policy and the commitment to continual improvement, and their
achievement needs to be measurable. The achievement of quality objectives can have a positive impact on
product quality, operational effectiveness and financial performance and thus on the satisfaction and
confidence of interested parties.

Continual improvement of
the quality management system

* Management
=aiaiatek il S ibili d
2 respansibility 2 Customers
\J/ interested
3 o parties)
Customers <'.::.‘. .:: - e i i p—
(and other | Resource i "3.:_ ——— Satisfaction
interested | management |- T '
parties) | B N
=
i 1 Input
. Requirements P -"==[ Product
o &
Key
— value-adding activites
—_—— information flow

NOTE Statements in parentheses do not apply to ISO 9001.

Figure 1 — Model of a process-based quality management system
2.6 Role of top management within the quality management system
Through leadership and actions, top management can create an environment where people are fully involved
and in which a quality management system can operate effectively. The quality management principles (see
0.2) can be used by top management as the basis of its role, which is as follows:

a) to establish and maintain the quality policy and quality objectives of the organization;

b) to promote the quality policy and quality objectives throughout the organization to increase awareness,
motivation and involvement;

¢) to ensure focus on customer requirements throughout the organization;
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d) osiguravanju da su odgovarajuéi procesi primenjeni da bi se omogucilo da se ispune zahtevi korisnika i
ostalih zainteresovanih strana i da se ostvare ciljevi kvaliteta;

e) osiguravanju da je uspostavljen efektivan i efikasan sistem menadZmenta kvalitetom i da se taj sistem
primenjuje i odrzava kako bi se ostvarili ovi ciljevi;

f) osiguravanju raspolozivosti neophodnih resursa;

g) periodi¢nom preispitivanju sistema menadzmenta kvalitetom;

h) odlu¢ivanju o merama u odnosu na politiku i ciljeve kvaliteta;

i) odlucivanju o merama za poboljSavanje sistema menadzmenta kvalitetom.

2.7 Dokumentacija

2.7.1 Vrednost dokumentacije

Dokumentacija omogucava saopStavanje o namerama i doslednost akcije. Njenim koris¢enjem doprinosi se:
a) ostvarivanju usaglasenosti sa zahtevima korisnika i poboljSavanju kvaliteta;

b) pripremi odgovarajuce obuke;

c) ponovljivosti i sledljivosti;

d) stvaranju objektivnog dokaza i

e) vrednovanju efektivnosti i stalne pogodnosti sistema menadzmenta kvalitetom.

Izrada dokumentacije ne treba da bude sama sebi cilj, nego treba da bude aktivnost koja stvara dodatnu
vrednost.

2.7.2 Tipovi dokumenata koji se koriste u sistemu menadZmenta kvalitetom
U sistemu menadzmenta kvalitetom koriste se sledeci tipovi dokumenata:

a) dokumenti koji daju uskladene informacije, interno i eksterno, o sistemu menadzmenta kvalitetom
organizacije; takvi dokumenti nazivaju se poslovnicima o kvalitetu;

b) dokumenti koji opisuju kako se sistem kvaliteta primenjuje za specifican proizvod, projekat ili ugovor;
takvi dokumenti nazivaju se planovi kvaliteta;

c) dokumenti koji sadrzZe zahteve; takvi dokumenti nazivaju se specifikacije;
d) dokumenti koji sadrze preporuke ili sugestije; takvi dokumenti nazivaju se uputstva;

e) dokumenti koji daju informacije o tome kako se dosledno obavljaju aktivnosti i procesi; takvi dokumenti
mogu da obuhvate dokumentovane procedure, radna uputstva i crteze;

f) dokumenti koji daju objektivne dokaze o izvrSenim aktivnostima ili ostvarenim rezultatima; takvi
dokumenti nazivaju se zapisi.

Svaka organizacija odreduje obim zahtevane dokumentacije i medijume koji ¢e se koristiti. To zavisi od
¢inilaca kao $to su tip i veli¢ina organizacije, sloZzenost i medusobno delovanje procesa, slozenost proizvoda,
zahtevi korisnika, odgovarajuéi propisani zahtevi, prikazane sposobnosti osoblja, kao i stepen do kojeg je
neophodno prikazati ispunjenost zahteva sistema menadzmenta kvalitetom.
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d) to ensure that appropriate processes are implemented to enable requirements of customers and other
interested parties to be fulfilled and quality objectives to be achieved,;

e) to ensure that an effective and efficient quality management system is established, implemented and
maintained to achieve these quality objectives;

f) to ensure the availability of necessary resources;

g) to review the quality management system periodically;

h) to decide on actions regarding the quality policy and quality objectives;

i) to decide on actions for improvement of the quality management system.

2.7 Documentation

2.7.1 Value of documentation

Documentation enables communication of intent and consistency of action. Its use contributes to
a) achievement of conformity to customer requirements and quality improvement,

b) provision of appropriate training,

c) repeatability and traceability,

d) provision of objective evidence, and

e) evaluation of the effectiveness and continuing suitability of the quality management system.

Generation of documentation should not be an end in itself but should be a value-adding activity.
2.7.2 Types of document used in quality management systems

The following types of document are used in quality management systems:

a) documents that provide consistent information, both internally and externally, about the organization's
quality management system; such documents are referred to as quality manuals;

b) documents that describe how the quality management system is applied to a specific product, project or
contract; such documents are referred to as quality plans;

¢) documents stating requirements; such documents are referred to as specifications;
d) documents stating recommendations or suggestions; such documents are referred to as guidelines;

e) documents that provide information about how to perform activities and processes consistently; such
documents can include documented procedures, work instructions and drawings;

f) documents that provide objective evidence of activities performed or results achieved; such documents
are referred to as records.

Each organization determines the extent of documentation required and the media to be used. This depends
on factors such as the type and size of the organization, the complexity and interaction of processes, the
complexity of products, customer requirements, the applicable regulatory requirements, the demonstrated
ability of personnel, and the extent to which it is necessary to demonstrate fulfilment of quality management
system requirements.
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2.8 Vrednovanje sistema menadZmenta kvalitetom
2.8.1 Vrednovanje procesa u okviru sistema menadZmenta kvalitetom

Pri vrednovanju sistema menadzmenta kvalitetom postoje Cetiri osnovna pitanja koja treba postaviti u vezi sa
svakim procesom koji se vrednuje.

a) Dali je proces identifikovan i na odgovarajuéi nacin opisan?

b) Da li su utvrdene odgovornosti?

¢) Dalise procedure primenjuju i odrzavaju?

d) Dalije proces efektivan u postizanju zahtevanih rezultata?

Skup odgovora na prethodna pitanja moze odrediti ishod vrednovanja. Vrednovanje sistema menadzmenta
kvalitetom moze biti razli¢ito, u zavisnosti od predmeta i podrucja primene, i pokrivati niz aktivnosti, kao §to
su provere i preispitivanja sistema menadzmenta kvalitetom i samoocenjivanja.

2.8.2 Provere sistema menadZmenta kvalitetom

Provere se koriste da bi se utvrdio stepen do kojeg su ispunjeni zahtevi sistema menadzmenta kvalitetom.
Rezultati provera koriste se za ocenjivanje efektivnosti sistema menadzmenta kvalitetom i identifikovanje

mogucnosti za poboljSavanje.

Provere preko prve strane obavlja sama organizacija ili neko u njeno ime, za interne svrhe, i one mogu da
¢ine osnove za njeno samodeklarisanje usaglasenosti.

Provere preko druge strane obavljaju korisnici organizacije ili druge osobe u ime korisnika.

Provere preko trece strane obavljaju eksterne nezavisne organizacije. Takve organizacije, koje su obi¢no
akreditovane, obavljaju sertifikaciju ili registraciju usaglaSenosti sa zahtevima kao S$to su oni u standardu
ISO 9001.

ISO 19011 daje uputstvo o proveri.

2.8.3 Preispitivanje sistema menadZmenta kvalitetom

Jedna od uloga najviSeg rukovodstva je da vrSi redovna sistematska vrednovanja pogodnosti, adekvatnosti,
efektivnosti i efikasnosti sistema menadzmenta kvalitetom sa glediSta politike i ciljeva kvaliteta. To
preispitivanje moze da obuhvati razmatranje potrebe za prilagodavanjem politike i ciljeva kvaliteta zbog
prilagodavanja izmenjenim potrebama i ocekivanjima zainteresovanih strana. Preispitivanje ukljucuje i

utvrdivanje potrebe za preduzimanjem odredenih mera.

Medu ostalim izvorima informacija, izvestaji o proverama se koriste za preispitivanje sistema menadzmenta
kvalitetom.

2.8.4 Samoocenjivanje

Samoocenjivanje organizacije je sveobuhvatno i sistematsko preispitivanje aktivnosti organizacije i rezultata
u poredenju sa sistemom menadzmenta kvalitetom ili modelom izvrsnosti.

Samoocenjivanje moze pruziti ukupno sagledavanje performansi organizacije i stepen zrelosti sistema

menadzmenta kvalitetom. Ono takode moze pomoci da se identifikuju oblasti koje zahtevaju poboljsavanja u
organizaciji i da se odrede prioriteti.
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2.8 Evaluating quality management systems
2.8.1 Evaluating processes within the quality management system

When evaluating quality management systems, there are four basic questions that should be asked in relation
to every process being evaluated.

a) Is the process identified and appropriately defined?

b) Are responsibilities assigned?

c) Are the procedures implemented and maintained?

d) Is the process effective in achieving the required results?

The collective answers to the above questions can determine the result of the evaluation. Evaluation of a
quality management system can vary in scope and encompass a range of activities, such as auditing and
reviewing the quality management system, and self-assessments.

2.8.2 Auditing the quality management system

Audits are used to determine the extent to which the quality management system requirements are fulfilled.
Audit findings are used to assess the effectiveness of the quality management system and to identify

opportunities for improvement.

First-party audits are conducted by, or on behalf of, the organization itself for internal purposes and can form
the basis for an organization's self-declaration of conformity.

Second-party audits are conducted by customers of the organization or by other persons on behalf of the
customer.

Third-party audits are conducted by external independent organizations. Such organizations, usually
accredited, provide certification or registration of conformity with requirements such as those of ISO 9001.

ISO 19011 provides guidance on auditing.

2.8.3 Reviewing the quality management system

One role of top management is to carry out regular systematic evaluations of the suitability, adequacy,
effectiveness and efficiency of the quality management system with respect to the quality policy and quality
objectives. This review can include consideration of the need to adapt the quality policy and objectives in
response to changing needs and expectations of interested parties. The review includes determination of the
need for actions.

Amongst other sources of information, audit reports are used for review of the quality management system.

2.8.4 Self-assessment

An organization's self-assessment is a comprehensive and systematic review of the organization's activities
and results referenced against the quality management system or a model of excellence.

Self-assessment can provide an overall view of the performance of the organization and the degree of

maturity of the quality management system. It can also help to identify areas requiring improvement in the
organization and to determine priorities.
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2.9 Stalno poboljSavanje

Cilj stalnog poboljSavanja sistema menadzmenta kvalitetom jeste da se poveca verovatnoca poboljSavanja
zadovoljenja korisnika i ostalih zainteresovanih strana. Akcije poboljSavanja obuhvataju sledece:

a) analiziranje i vrednovanje postojece situacije da bi se identifikovale oblasti za poboljsavanje;
b) utvrdivanje ciljeva poboljsavanja;

¢) iznalazenje mogucih reSenja za ostvarivanje ciljeva;

d) vrednovanje ovih resSenja i njihov izbor;

e) primena izabranog resenja;

f) merenje, verifikaciju, analiziranje i vrednovanje rezultata primene da bi se utvrdilo da su ciljevi
ispunjeni;

g) ozvaniCavanje izmena.

Rezultati se po potrebi preispituju da bi se utvrdile dalje moguénosti za poboljSavanja. Na taj nacin
poboljsavanje predstavlja stalnu aktivnost. Povratna sprega od korisnika i ostalih zainteresovanih strana,
provere i preispitivanje sistema menadzmenta kvalitetom mogu se, takode, koristiti da se identifikuju
mogucnosti za poboljSavanje.

2.10 Uloga statistickih tehnika

Kori$¢enjem statistickih tehnika moZe se pomo¢i razumevanje varijabilnosti i, prema tome, pomoci
organizacijama da reSavaju probleme i da poboljsaju efektivnost i efikasnost. Ove tehnike, takode,
olak$avaju bolje koriséenje raspolozivih podataka i pomazu u donosenju odluka.

Varijabilnost se moze posmatrati u ponasanju i ishodu mnogih aktivnosti, ¢ak i u uslovima vidljive
stabilnosti. Ova varijabilnost se moze posmatrati u merljivim karakteristikama proizvoda i procesa i moze se
zapaziti da postoji u raznim fazama u toku zivotnog ciklusa proizvoda, od istrazivanja trzi§ta do servisiranja
korisnika i konacnog odlaganja.

StatistiCke tehnike mogu pomoc¢i pri merenju, opisivanju, analizi, interpretaciji i modeliranju ovakve
varijabilnosti, ¢ak i sa ograni¢enim obimom podataka. Statisticke analize takvih podataka mogu pomo¢i da
se obezbedi bolje razumevanje prirode, obima i uzroka varijabilnosti i tako doprineti da se reSavaju i ¢ak
sprece problemi koji mogu rezultirati iz ovakvih varijabilnosti i da se promovisu stalna poboljSavanja.

Uputstvo o statistickim tehnikama u sistemu menadZmenta kvalitetom dato je u tehnickom izvestaju
ISO/TR 10017.

2.11 Sistemi menadZmenta kvalitetom i usredsredivanje na ostale sisteme menadZmenta

Sistem menadzmenta kvalitetom je onaj deo sistema menadzmenta organizacije koji se usredsreduje na
ostvarivanje rezultata, u vezi sa ciljevima kvaliteta, da se na odgovarajué¢i nafin zadovolje potrebe,
ocekivanja i zahtevi zainteresovanih strana. Ciljevi kvaliteta upotpunjavaju ciljeve organizacije kao $to su
oni koji se odnose na rast, finansije, profitabilnost, zivotnu sredinu, bezbednost i zastitu na radu. Razni
delovi sistema menadZmenta organizacije mogu se integrisati, zajedno sa sistemom menadzmenta
kvalitetom, u jedinstven sistem menadzmenta, koriste¢i zajednicke elemente. To moZe olaksati planiranje,
rasporedivanje resursa, definisanje komplementarnih ciljeva i ocenjivanje ukupne efektivnosti organizacije.
Sistem menadzmenta organizacije moze se ocenjivati po zahtevima sistema menadZmenta organizacije.
Sistem menadzmenta se moZze takode proveravati po zahtevima medunarodnih standarda kao Sto su
ISO 9001 1 ISO 14001. Ove provere sistema menadzmenta mogu se vrsiti odvojeno ili u kombinaciji.
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2.9 Continual improvement

The aim of continual improvement of a quality management system is to increase the probability of
enhancing the satisfaction of customers and other interested parties. Actions for improvement include the
following:

a) analysing and evaluating the existing situation to identify areas for improvement;
b) establishing the objectives for improvement;

¢) searching for possible solutions to achieve the objectives;

d) evaluating these solutions and making a selection;

e) implementing the selected solution;

f) measuring, verifying, analysing and evaluating results of the implementation to determine that the
objectives have been met;

g) formalizing changes.

Results are reviewed, as necessary, to determine further opportunities for improvement. In this way,
improvement is a continual activity. Feedback from customers and other interested parties, audits and review
of the quality management system can also be used to identify opportunities for improvement.

2.10 Role of statistical techniques

The use of statistical techniques can help in understanding variability, and thereby can help organizations to
solve problems and improve effectiveness and efficiency. These techniques also facilitate better use of
available data to assist in decision making.

Variability can be observed in the behaviour and outcome of many activities, even under conditions of
apparent stability. Such variability can be observed in measurable characteristics of products and processes,
and may be seen to exist at various stages over the life cycle of products from market research to customer
service and final disposal.

Statistical techniques can help to measure, describe, analyse, interpret and model such variability, even with
a relatively limited amount of data. Statistical analysis of such data can help to provide a better
understanding of the nature, extent and causes of variability, thus helping to solve and even prevent problems
that may result from such variability, and to promote continual improvement.

Guidance on statistical techniques in a quality management system is given in ISO/TR 10017.
2.11 Quality management systems and other management system focuses

The quality management system is that part of the organization's management system that focuses on the
achievement of results, in relation to the quality objectives, to satisfy the needs, expectations and
requirements of interested parties, as appropriate. The quality objectives complement other objectives of the
organization such as those related to growth, funding, profitability, the environment and occupational health
and safety. The various parts of an organization's management system might be integrated, together with the
quality management system, into a single management system using common elements. This can facilitate
planning, allocation of resources, definition of complementary objectives and evaluation of the overall
effectiveness of the organization. The organization's management system can be assessed against the
organization's management system requirements. The management system can also be audited against the
requirements of International Standards such as ISO 9001 and ISO 14001. These management system audits
can be carried out separately or in combination.
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2.12 Odnos izmedu sistema menadZmenta kvalitetom i modela izvrsnosti

Pristupi sistema menadZzmenta kvalitetom, koji su dati u familiji standarda ISO 9000 i u modelima
organizacione izvrsnosti, zasnovani su na zajednickim principima. I jedni i drugi:

a) omogucéavaju organizaciji da identifikuje svoje snage i slabosti,

b) sadrze odredbe za vrednovanje prema generickim modelima,

c) daju osnov za stalna poboljSavanja i

d) sadrze odredbe za eksterno priznavanje.

Razlika u pristupu sistemima menadzmenta kvalitetom izmedu familije standarda ISO 9000 i modela
izvrsnosti jeste u njihovom obuhvatu primene. Familija standarda ISO 9000 daje zahteve koji se odnose na
sisteme menadzmenta kvalitetom 1 uputstva za poboljSavanje performansi; vrednovanjem sistema
menadzmenta kvalitetom utvrduje se ispunjenost tih zahteva. Modeli izvrsnosti sadrze kriterijume koji
omogucavaju uporedno vrednovanje organizacionih performansi i to je primenljivo za sve aktivnosti i sve

zainteresovane strane neke organizacije. Kriterijumi za ocenjivanje u modelima izvrsnosti daju organizaciji
osnovu za uporedivanje njenih performansi sa performansama drugih organizacija.

3 Termini i definicije

Termin u definiciji ili u napomeni koji je definisan na drugom mestu u toj tacki odStampan je u boldu, posle
¢ega sledi njegova broj¢ana oznaka u zagradi. Takav termin u boldu moze se zameniti u definiciji njegovom
kompletnom definicijom. Na primer:
proizvod (3.4.2) definiSe se kao "rezultat nekog procesa (3.4.1)";
proces se definiSe kao "skup medusobno povezanih ili medusobno deluju¢ih aktivnosti koji pretvara
ulazne elemente u izlazne elemente".
Ako se termin "proces" zameni svojom definicijom, tada

proizvod postaje "rezultat skupa medusobno povezanih ili medusobno delujucih aktivnosti koji pretvara
ulazne elemente u izlazne elemente".

Pojam koji ima ograni¢eno znacenje, ono koje je specificirano u datom kontekstu, oznacen je navodenjem
predmetne oblasti u ugaonim zagradama, ( ), pre definicije.
PRIMER U kontekstu provere, termin "tehnicki ekspert" unosi se na slede¢i nacin:

3.9.11
tehnicki ekspert
(provera) Osoba koja pruza specificno znanje ili ekspertizu timu proveravaca (3.9.10).

3.1 Termini koji se odnose na kvalitet

3.1.1
kvalitet
Nivo do kojeg skup svojstvenih karakteristika (3.5.1) ispunjava zahteve (3.1.2).

NAPOMENA 1 Termin "kvalitet" moze se korisiti sa pridevima kao §to su nedovoljan, dobar ili izvrstan.
NAPOMENA 2 "Svojstven", za razliku od "pridodat", zna¢i postojanje u ne¢emu, narocito kao trajna karakteristika.
3.1.2

zahtev
Potreba ili o¢ekivanje koji su iskazani, po pravilu podrazumevani ili obavezni.

NAPOMENA 1 "Po pravilu podrazumevani" znaci da je obiCaj ili uobicajena praksa organizacije (3.3.1), njenih
korisnika (3.3.5) i ostalih zainteresovanih strana (3.3.7) da su potrebe ili ocekivanja koja se razmatraju
podrazumevani.

NAPOMENA 2 Moze se koristiti odredeni atribut da oznaci specifi¢an tip zahteva, na primer: zahtev proizvoda,
zahtev sistema kvaliteta, zahtev korisnika.

NAPOMENA 3 Specificiran zahtev je onaj koji je iskazan, na primer, u dokumentu (3.7.2).
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2.12 Relationship between quality management systems and excellence models

The approaches of quality management systems given in the ISO 9000 family of standards and in
organizational excellence models are based on common principles. Both approaches

a) enable an organization to identify its strengths and weaknesses,

b) contain provision for evaluation against generic models,

¢) provide a basis for continual improvement, and

d) contain provision for external recognition.

The difference between the approaches of the quality management systems in the ISO 9000 family and the
excellence models lies in their scope of application. The ISO 9000 family of standards provides requirements
for quality management systems and guidance for performance improvement; evaluation of quality
management systems determines fulfilment of those requirements. The excellence models contain criteria
that enable comparative evaluation of organizational performance and this is applicable to all activities and

all interested parties of an organization. Assessment criteria in excellence models provide a basis for an
organization to compare its performance with the performance of other organizations.

3 Terms and definitions

A term in a definition or note which is defined elsewhere in this clause is indicated by boldface followed by
its entry number in parentheses. Such a boldface term may be replaced in the definition by its complete
definition. For example:

product (3.4.2) is defined as "result of a process (3.4.1)";

process is defined as "set of interrelated or interacting activities which transforms inputs into outputs".
If the term "process" is replaced by its definition, as follows:

product then becomes “result of a set of interrelated or interacting activities which transforms inputs
into outputs".

A concept limited to a special meaning in a particular context is indicated by designating the subject field in
angle brackets, ( ), before the definition.
EXAMPLE In the context of an audit, the term entry for technical expert is:

3.9.11
technical expert
(audit) person who provides specific knowledge or expertise to the audit team (3.9.10)

3.1 Terms relating to quality

3.1.1
quality
degree to which a set of inherent characteristics (3.5.1) fulfils requirements (3.1.2)

NOTE 1 The term "quality" can be used with adjectives such as poor, good or excellent.
NOTE 2 "Inherent", as opposed to "assigned", means existing in something, especially as a permanent characteristic.
3.1.2

requirement
need or expectation that is stated, generally implied or obligatory

NOTE 1 "Generally implied" means that it is custom or common practice for the organization (3.3.1), its customers
(3.3.5) and other interested parties (3.3.7), that the need or expectation under consideration is implied.

NOTE 2 A qualifier can be used to denote a specific type of requirement, e.g. product requirement, quality
management requirement, customer requirement.

NOTE 3 A specified requirement is one that is stated, for example in a document (3.7.2).
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NAPOMENA 4 Zahteve mogu generisati razliCite zainteresovane strane (3.3.7).
NAPOMENA 5 Ova definicija razlikuje se od one navedene u ISO/IEC Direktivama, Deo 2:2004, tacka 3.12.1.

3.12.1

zahtev

izraz u sadrzini nekog dokumenta kojim se saops$tava kriterijum koji treba ispuniti ako se zahteva uskladenost sa
tim dokumentom i od kojeg nije dopusteno nikakvo odstupanje.

3.13

klasa

Kategorija ili rang dati razli¢itim zahtevima kvaliteta koji se odnose na proizvode (3.4.2), procese (3.4.1) ili
sisteme (3.2.1) koji pri koriS¢enju imaju istu funkciju.

PRIMER Klase avionskih karata i kategorije hotela u brosuri o hotelima.

NAPOMENA Kada se utvrduje zahtev kvaliteta, po pravilu se specificira i klasa.

3.14

zadovoljenje korisnika

Misljenje korisnika o stepenu do kojeg su ispunjeni njegovi zahtevi (3.1.2).

NAPOMENA 1 Zalbe korisnika uobi¢ajen su indikator slabog zadovoljenja korisnika, ali odsustvo Zalbi nuzno ne
podrazumeva da se radi o visokom stepenu zadovoljenja korisnika.

NAPOMENA 2 Cak i kada se sa korisnikom postigne dogovor o njegovim zahtevima i kada su ti zahtevi ispunjeni, to
nuzno ne znaci da je osiguran visok stepen zadovoljenja korisnika.

3.1.5

sposobnost

Spremnost organizacije (3.3.1), sistema (3.2.1) ili procesa (3.4.1) da realizuju proizvod (3.4.2) koji
ispunjava zahteve (3.1.2) za taj proizvod.

NAPOMENA Termini za sposobnost procesa u oblasti statistike definisani su u standardu ISO 3534-2.

3.1.6
kompetentnost
Pokazana sposobnost da se primene znanje i vestina.

NAPOMENA U ovom medunarodnom standardu pojam kompetentnost genericki je definisan. Upotreba re¢i moze
biti specifi¢nija u ostalim ISO dokumentima.

3.2 Termini koji se odnose na menadZment

3.2.1
sistem
Skup medusobno povezanih ili medusobno delujucih elemenata.

3.2.2
sistem menadZmenta
Sistem (3.2.1) za uspostavljanje politike i ciljeva i za ostvarivanje tih ciljeva.

NAPOMENA  Sistem menadzmenta organizacije (3.3.1) moze obuhvatati razlicite sisteme menadzmenta, kao $to su
sistem menadZmenta kvalitetom (3.2.3), sistem menadzmenta finansijama ili sistem menadzmenta Zivotnom
sredinom.

3.2.3

sistem menadZmenta kvalitetom

Sistem menadZmenta (3.2.2) kojim se, sa stanovista kvaliteta (3.1.1), vodi organizacija (3.3.1) i njome
upravlja.

3.24

politika kvaliteta

Sveobuhvatne namere i vodenje organizacije (3.3.1), koji se odnose na kvalitet (3.1.1), kako ih zvani¢no
izrazava najviSe rukovodstvo (3.2.7).

NAPOMENA 1 Politika kvaliteta uskladuje se sa opStom politikom organizacije i daje okvir za uspostavljanje ciljeva
kvaliteta (3.2.5).

NAPOMENA 2 Principi menadzmenta kvalitetom dati u ovom medunarodnom standardu mogu predstavljati osnov za
uspostavljanje politike kvaliteta. (Videti 0.2).
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NOTE 4 Requirements can be generated by different interested parties (3.3.7).
NOTE 5 This definition differs from that provided in 3.12.1 of ISO/IEC Directives, Part 2:2004.

3.12.1

requirement

Expression in the content of a document conveying criteria to be fulfilled if compliance with the document is to be
claimed and from which no deviation is permitted.

3.1.3

grade

category or rank given to different quality requirements for products (3.4.2), processes (3.4.1) or systems
(3.2.1) having the same functional use

EXAMPLE  Class of airline ticket and category of hotel in a hotel guide.
NOTE When establishing a quality requirement, the grade is generally specified.

3.14
customer satisfaction
customer's perception of the degree to which the customer's requirements (3.1.2) have been fulfilled.

NOTE 1 Customer complaints are a common indicator of low customer satisfaction but their absence does ot
necessarily imply high customer satisfaction.

NOTE 2 Even when customer requirements have been agreed with the customer and fulfilled, this does not necessarily
ensure high customer satisfaction.

3.1.5

capability

ability of an organization (3.3.1), system (3.2.1) or process (3.4.1) to realize a product (3.4.2) that will
fulfil the requirements (3.1.2) for that product.

NOTE Process capability terms in the field of statistics are defined in ISO 3534-2.

3.1.6
competence
demonstrated ability to apply knowledge and skills.

NOTE The concept of competence is defined in a generic sense in this International Standard. The word usage can be
more specific in other ISO documents.

3.2 Terms relating to management

3.2.1
system
set of interrelated or interacting elements

3.2.2
management system
system (3.2.1) to establish policy and objectives and to achieve those objectives.

NOTE A management system of an organization (3.3.1) can include different management systems, such as a quality
management system (3.2.3), a financial management system or an environmental management system.

3.2.3
quality management system
management system (3.2.2) to direct and control an organization (3.3.1) with regard to quality (3.1.1).

3.24

quality policy

overall intentions and direction of an organization (3.3.1) related to quality (3.1.1) as formally expressed by
top management (3.2.7).

NOTE 1 Generally the quality policy is consistent with the overall policy of the organization and provides a
framework for the setting of quality objectives (3.2.5).

NOTE 2 Quality management principles presented in this International Standard can form a basis for the establishment
of a quality policy. (See 0.2.)
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3.2.5
cilj kvaliteta
Ono $to se trazi ili Zeli posti¢i u vezi sa kvalitetom (3.1.1).

NAPOMENA 1 Ciljevi kvaliteta po pravilu se zasnivaju na politici kvaliteta (3.2.4) date organizacije.

NAPOMENA 2 Ciljevi kvaliteta po pravilu se specificiraju za odgovarajuce funkcije i nivoe organizacije (3.3.1).

3.2.6
menadZment
Koordinisane aktivnosti za vodenje organizacije (3.3.1) i upravljanje njome.

NAPOMENA U engleskom jeziku se termin "management" ponekad odnosi na ljude, tj. na osobu ili grupu ljudi sa
ovlas¢enjem i odgovorno$¢éu za vodenje i upravljanje organizacijom. Kada se "management" upotrebljava u ovom
smislu, treba ga uvek koristiti sa nekim oblikom atributa da bi se izbeglo meSanje sa gore definisanim pojmom
"management". Na primer, "management shall ..." treba izbegavati, a treba reci "top management (3.2.7) shall ...".

3.2.7
najviSe rukovodstvo
Osoba ili grupa ljudi koja na najvisem nivou vodi organizaciju (3.3.1) i njome upravlja.

3.2.8

menadZment kvalitetom

Koordinisane aktivnosti za vodenje organizacije (3.3.1) u odnosu na kvalitet (3.1.1) i upravljanje njome u
tom smislu.

NAPOMENA Vodenje i upravljanje u odnosu na kvalitet po pravilu obuhvataju uspostavljanje politike kvaliteta
(3.2.4) 1 ciljeva kvaliteta (3.2.5), planiranje kvaliteta (3.2.9), upravljanje kvalitetom (3.2.10), obezbedenje
kvaliteta (3.2.11), kao i poboljsanje kvaliteta (3.2.12).

3.29

planiranje kvaliteta

Deo menadZmenta kvalitetom (3.2.8) usredsreden na uspostavljanje ciljeva kvaliteta (3.2.5) i na
utvrdivanje neophodnih operativnih procesa (3.4.1) i odgovarajucih resursa za ispunjavanje ciljeva kvaliteta.

NAPOMENA Uspostavljanje planova kvaliteta (3.7.5) moze predstavljati deo planiranja kvaliteta.

3.2.10
upravljanje kvalitetom
Deo menadZmenta kvalitetom (3.2.8) usredsreden na ispunjavanje zahteva (3.1.2) kvaliteta.

3.2.11

obezbedenje kvaliteta

Deo menadZzmenta kvalitetom (3.2.8) usredsreden na obezbedenje poverenja u to da su ispunjeni zahtevi
kvaliteta.

3.2.12

poboljSavanje kvaliteta

Deo menadZmenta kvalitetom (3.2.8) usredsreden na povecavanje sposobnosti da se ispunjavaju zahtevi
kvaliteta.

NAPOMENA Zahtevi se mogu odnositi na sve aspekte, kao $to su efektivnost (3.2.14), efikasnost (3.2.15) ili
sledljivost (3.5.4)

3.2.13
stalna poboljSavanja
Stalna aktivnost na poveéavanju sposobnosti za ispunjavanje zahteva (3.1.2).

NAPOMENA Proces (3.4.1) uspostavljanja ciljeva i iznalazenja moguénosti za poboljSavanje neprekidan je proces, u
kojem se koriste nalazi provere (3.9.5) i zakljucci provere (3.9.6), analize podataka, preispitivanja (3.8.7) od strane
rukovodstva ili drugi nacini i koji, po pravilu, dovodi do kerektivnih mera (3.6.5) ili preventivnih mera (3.6.4).
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3.2.5
quality objective
something sought, or aimed for, related to quality (3.1.1)

NOTE 1 Quality objectives are generally based on the organization's quality policy (3.2.4).

NOTE 2 Quality objectives are generally specified for relevant functions and levels in the organization (3.3.1).

3.2.6
management
coordinated activities to direct and control an organization (3.3.1)

NOTE In English, the term "management" sometimes refers to people, i.e. a person or group of people with authority
and responsibility for the conduct and control of an organization. When "management" is used in this sense, it should
always be used with some form of qualifier to avoid confusion with the concept "management” defined above. For
example, "management shall..." is deprecated whereas "top management (3.2.7) shall..." is acceptable.

3.2.7
top management
person or group of people who directs and controls an organization (3.3.1) at the highest level

3.2.8
quality management
coordinated activities to direct and control an organization (3.3.1) with regard to quality (3.1.1)

NOTE Direction and control with regard to quality generally includes establishment of the quality policy (3.2.4) and
quality objectives (3.2.5), quality planning (3.2.9), quality control (3.2.10), quality assurance (3.2.11) and quality
improvement (3.2.12).

3.29

quality planning

part of quality management (3.2.8) focused on setting quality objectives (3.2.5) and specifying necessary
operational processes (3.4.1) and related resources to fulfil the quality objectives

NOTE Establishing quality plans (3.7.5) can be part of quality planning.

3.2.10
quality control
part of quality management (3.2.8) focused on fulfilling quality requirements

3.2.11
quality assurance

part of quality management (3.2.8) focused on providing confidence that quality requirements will be
fulfilled

3.2.12
quality improvement
part of quality management (3.2.8) focused on increasing the ability to fulfil quality requirements

NOTE The requirements can be related to any aspect such as effectiveness (3.2.14), efficiency (3.2.15) or traceability
(3.5.4).

3.2.13
continual improvement
recurring activity to increase the ability to fulfil requirements (3.1.2)

NOTE The process (3.4.1) of establishing objectives and finding opportunities for improvement is a continual process
through the use of audit findings (3.9.5) and audit conclusions (3.9.6), analysis of data, management reviews (3.8.7)
or other means and generally leads to corrective action (3.6.5) or preventive action (3.6.4).
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3.2.14
efektivnost
Mera realizacije planiranih aktivnosti i planiranih rezultata.

3.2.15
efikasnost
Odnos ostvarenih rezultata i upotrebljenih resursa.

3.3 Termini koji se odnose na organizaciju

3.3.1
organizacija
Grupa ljudi, objekata i pripadajuce opreme, sa uspostavljenim odgovornostima, ovlaséenjima i odnosima.

PRIMER Kompanija, korporacija, firma, preduzece, institucija, humanitarna organizacija, trgovinska organizacija,
asocijacija ili njihovi delovi, odnosno njihova kombinacija.

NAPOMENA 1 Odgovornosti, ovlaséenja i odnosi izmedu osoblja po pravilu su uredeni.
NAPOMENA 2 Organizacija moze biti javna ili privatna.
NAPOMENA 3 Ova definicija valjana je za potrebe standarda za sistem menadZmenta kvalitetom (3.2.3). Termin

"organizacija" drugacije je definisan u ISO/IEC Guide 2.

3.3.2
organizaciona struktura
Uspostavljene odgovornosti, ovlas¢enja i odnosi izmedu osoblja.

NAPOMENA 1 Odgovornosti, ovlaséenja i odnosi izmedu osoblja po pravilu su uredeni.

NAPOMENA 2 Zvani¢na organizaciona struktura ¢esto se daje u poslovniku o kvalitetu (3.7.4) ili u planu kvaliteta
(3.7.5) za projekat (3.4.3).

NAPOMENA 3 Organizaciona struktura moze da obuhvati i relevantni interfejs sa spoljnim organizacijama (3.3.1).
333

infrastruktura
(organizacija) Sistem (3.2.1) objekata, opreme i usluga neophodnih za rad organizacije (3.3.1).

3.34
radna sredina
Skup uslova u kojima se obavlja rad.

NAPOMENA U uslove spadaju fizicki, socijalni i psiholoski uslovi, kao i faktori Zivotne sredine (kao $to su

temperatura, Seme priznavanja, ergonomski faktori i sastav atmosfere).

3.3.5
Korisnik"
Organizacija (3.3.1) ili osoba koji primaju proizvod (3.4.2).

PRIMER Potrosac, klijent, krajnji korisnik, trgovac na malo, primalac pomo¢i i dobavljac.
NAPOMENA  Za organizaciju korisnik moze biti interni ili eksterni.
3.3.6

isporucilac
Organizacija (3.3.1) ili osoba koji isporucuju proizvod (3.4.2).

PRIMER Proizvodac, distributer, prodavac na malo, ili davalac usluge ili informacije.
NAPOMENA 1 Za organizaciju isporucilac moze biti interni ili eksterni.

NAPOMENA 2 Kada je re¢ o ugovaranju, isporucilac se ponekad naziva i "ugovorna strana".

Nacionalna fusnota
! U ovom standardu, srpski termin "korisnik" ima najopitije znacenje, u skladu sa definicijom pojma.
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3.2.14
effectiveness
extent to which planned activities are realized and planned results achieved

3.2.15
efficiency
relationship between the result achieved and the resources used

3.3 Terms relating to organization

3.3.1
organization
group of people and facilities with an arrangement of responsibilities, authorities and relationships

EXAMPLE Company, corporation, firm, enterprise, institution, charity, sole trader, association, or parts or
combination thereof.

NOTE 1 The arrangement is generally orderly.

NOTE 2 An organization can be public or private.

NOTE 3 This definition is valid for the purposes of quality management system (3.2.3) standards. The term
"organization" is defined differently in ISO/IEC Guide 2.

332
organizational structure
arrangement of responsibilities, authorities and relationships between people

NOTE 1 The arrangement is generally orderly.

NOTE 2 A formal expression of the organizational structure is often provided in a quality manual (3.7.4) or a quality
plan (3.7.5) for a project (3.4.3).

NOTE 3 The scope of an organizational structure can include relevant interfaces to external organizations (3.3.1).
333
infrastructure

(organization) system (3.2.1) of facilities, equipment and services needed for the operation of an
organization (3.3.1)

3.34
work environment
set of conditions under which work is performed

NOTE Conditions include physical, social, psychological and environmental factors (such as temperature, recognition
schemes, ergonomics and atmospheric composition).

3.35
customer
organization (3.3.1) or person that receives a product (3.4.2)

EXAMPLE  Consumer, client, end-user, retailer, beneficiary and purchaser.
NOTE A customer can be internal or external to the organization.
3.3.6

supplier
organization (3.3.1) or person that provides a product (3.4.2)

EXAMPLE  Producer, distributor, retailer or vendor of a product, or provider of a service or information.
NOTE 1 A supplier can be internal or external to the organization.

NOTE 2 In a contractual situation, a supplier is sometimes called "contractor".
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3.3.7
zainteresovana strana
Osoba ili grupa koje imaju interes u performansama ili uspehu organizacije (3.3.1).

PRIMER Korisnici (3.3.5), vlasnici, zaposleni, isporuéioci (3.3.6), bankari, sindikati, partneri ili drustvo.

NAPOMENA Grupa moze podrazumevati organizaciju, deo organizacije ili vie od jedne organizacije.

3.3.8
ugovor
Obavezujuéi sporazum.

NAPOMENA U ovom medunarodnom standardu pojam ugovor genericki je definisan. Upotreba reci moze biti
specifi¢nija u ostalim ISO dokumentima.

3.4 Termini koji se odnose na proces i proizvod

34.1
proces
Skup medusobno povezanih ili medusobno delujucih aktivnosti koji pretvara ulazne elemente u izlazne.

NAPOMENA 1 Ulazni elementi nekog procesa po pravilu su izlazni elementi drugih procesa.

NAPOMENA 2 Procesi u organizaciji (3.3.1) po pravilu se planiraju i sprovode u kontrolisanim uslovima da bi se
dobila dodatna vrednost.

NAPOMENA 3 Proces u kojem usaglaSenost (3.6.1) proizvoda (3.4.2) koji se dobija kao rezultat ne moze lako ili
ekonomicno da se verifikuje esto se naziva "specijalni proces".

3.4.2
proizvod
Rezultat procesa (3.4.1).

NAPOMENA 1 Postoje Cetiri genericke kategorije proizvoda:
— usluge (na primer transport);

— softver (na primer kompjuterski program, re¢nik);

— hardver (na primer mehanicki deo masine);

— procesni materijali (na primer sredstva za podmazivanje).

Mnogi proizvodi sadrze elemente koji pripadaju razliCitim generickim kategorijama proizvoda. Da 1i ¢e se neki
proizvod nazivati usluga, softver, hardver ili procesni materijal, zavisi od dominantnog elementa. Na primer, ponudeni
proizvod "automobil" sastoji se od hardvera (na primer pneumatika), procesnog materijala (na primer goriva, te¢nosti za
hladenje), softvera (na primer upravljackog softvera motora, prirucnika za vozaca) i usluge (na primer objasnjenja o
radu koja daje prodavac).

NAPOMENA 2 Usluga je rezultat bar jedne aktivnosti koja se obavlja u interfejsu izmedu isporucioca (3.3.6) i
korisnika (3.3.5) i po pravilu je nematerijalne prirode. Pruzanje usluge moze obuhvatiti, na primer:

— aktivnost koja se obavlja na materijalnom proizvodu koji je isporucio korisnik (na primer automobil koji treba
popraviti);

— aktivnost koja se obavlja na nematerijalnom proizvodu koji je isporucio korisnik (na primer izjava o prihodu koja je
potrebna za povracaj poreza);

— isporuku nematerijalnog proizvoda (na primer davanje informacija u kontekstu prenosenja znanja);
— stvaranje okruZenja za korisnika (na primer u hotelima i restoranima).

Softver se sastoji od informacija i po pravilu je nematerijalne prirode, a moze biti u obliku koncepcija, transakcija ili
procedure (3.4.5).

Hardver je po pravilu materijalne prirode i karakteristika (3.5.1) njegove koli¢ine je prebrojivost. Procesni materijal je
po pravilu materijalne prirode i karakteristika njegove koli¢ine je kontinualnost. Hardver i procesni materijali cesto se
nazivaju robom.

NAPOMENA 3 Obezbedenje kvaliteta (3.2.11) uglavnom je usredsredeno na planirani proizvod.

28



© ISS SRPS ISO 9000:2007

3.3.7
interested party
person or group having an interest in the performance or success of an organization (3.3.1)

EXAMPLE  Customers (3.3.5), owners, people in an organization, suppliers (3.3.6), bankers, unions, partners or
society.

NOTE A group can comprise an organization, a part thereof, or more than one organization.

3.3.8
contract
binding agreement

NOTE The concept of contract is defined in a generic sense in this International Standard. The word usage can be
more specific in other ISO documents.

3.4 Terms relating to process and product

34.1
process
set of interrelated or interacting activities which transforms inputs into outputs

NOTE 1 Inputs to a process are generally outputs of other processes.

NOTE 2 Processes in an organization (3.3.1) are generally planned and carried out under controlled conditions to add
value.

NOTE 3 A process where the conformity (3.6.1) of the resulting product (3.4.2) cannot be readily or economically
verified is frequently referred to as a "special process".

3.4.2
product
result of a process (3.4.1)

NOTE 1 There are four generic product categories, as follows:
— services (e.g. transport);

— software (e.g. computer program, dictionary);

— hardware (e.g. engine mechanical part);

— processed materials (e.g. lubricant).

Many products comprise elements belonging to different generic product categories. Whether the product is then called
service, software, hardware or processed material depends on the dominant element. For example, the offered product
"automobile" consists of hardware (e.g. tyres), processed materials (e.g. fuel, cooling liquid), software (e.g. engine
control software, driver's manual), and service (e.g. operating explanations given by the salesman).

NOTE 2 Service is the result of at least one activity necessarily performed at the interface between the supplier
(3.3.6) and customer (3.3.5) and is generally intangible. Provision of a service can involve, for example, the following:

— an activity performed on a customer-supplied tangible product (e.g. automobile to be repaired);

— an activity performed on a customer-supplied intangible product (e.g. the income statement needed to prepare a tax
return);

— the delivery of an intangible product (e.g. the delivery of information in the context of knowledge transmission);
— the creation of ambience for the customer (e.g. in hotels and restaurants).

Software consists of information and is generally intangible and can be in the form of approaches, transactions or
procedures (3.4.5).

Hardware is generally tangible and its amount is a countable characteristic (3.5.1). Processed materials are generally
tangible and their amount is a continuous characteristic. Hardware and processed materials often are referred to as
goods.

NOTE 3 Quality assurance (3.2.11) is mainly focused on intended product.
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projekat

Jedinstven proces (3.4.1) koji se sastoji od skupa aktivnosti kojima se koordinira i upravlja, sa datumima
pocetka i zavrSetka, a koji se preduzima da bi se ostvario cilj koji je u skladu sa specificnim zahtevima
(3.1.2), uzimaju¢i u obzir i ograni¢enja u pogledu vremena, troskova i resursa.

NAPOMENA 1 Jedan projekat moze biti deo veée projektne strukture.

NAPOMENA 2 U nekim projektima ciljevi se koriguju, pa se karakteristike (3.5.1) proizvoda definiSu progresivno,
kako projekat napreduje.

NAPOMENA 3 Rezultat projekta moze se sastojati od jedne ili nekoliko jedinica proizvoda (3.4.2).
NAPOMENA 4 Preradeno na osnovu standarda ISO 10006:2003.

344

projektovanje i razvoj”

Skup procesa (3.4.1) koji pretvara zahteve (3.1.2) u specificirane karakteristike (3.5.1) ili u specifikacije
(3.7.3) proizvoda (3.4.2), procesa (3.4.1) ili sistema (3.2.1).

NAPOMENA 1 Termini "projektovanje" i "razvoj" ponekad se koriste kao sinonimi, a ponekad se koriste za
definisanje razlicitih faza ukupnog procesa projektovanja i razvoja.

NAPOMENA 2 Da bi se ukazalo na prirodu onoga $ta se projektuje i razvija, moze se koristiti atribut (na primer:
projektovanje i razvoj proizvoda ili projektovanje i razvoj procesa).

3.4.5

procedura

postupak

Utvrden nacin za obavljanje neke aktivnosti ili procesa (3.4.1).

NAPOMENA 1 Procedura moze biti dokumentovana ili nedokumentovana.
NAPOMENA 2 Kada je procedura dokumentovana, Cesto se koristi termin "pisana procedura” ili "dokumentovana
procedura". Dokumenat (3.7.2) koji sadrzi proceduru moze da se naziva "dokumenat procedure".

3.5 Termini koji se odnose na karakteristike

3.5.1
karakteristika
Osobina na osnovu koje se pravi razlika.

NAPOMENA 1 Karakteristika moze biti svojstvena ili pridodata.

NAPOMENA 2 Karakteristika moze biti kvalitativna ili kvantitativna.

NAPOMENA 3 Postoje razne klase karakteristika, kao Sto su:

— fizicke (na primer: mehanicke, elektri¢ne, hemijske ili bioloske karakteristike);

— Culne (na primer: koje se odnose na miris, dodir, ukus, vid, sluh);

— karakteristike ponasanja (na primer: ljubaznost, postenje, istinitost);

— vremenske (na primer: ta¢nost, pouzdanost, raspolozivost);

— ergonomske (na primer: psiholoske karakteristike, ili one koje se odnose na bezbednost ljudi);

— funkcionalne (na primer: najveca brzina aviona).

3.5.2

karakteristika kvaliteta

Svojstvena karakteristika (3.5.1) proizvoda (3.4.2), procesa (3.4.1) ili sistema (3.2.1) koja se odnosi na
zahteve (3.1.2).

NAPOMENA 1 "Svojstven" znaci da postoji u neéemu, narocito kao trajna karakteristika.

NAPOMENA 2 Karakteristike pridodate proizvodu, procesu ili sistemu (na primer cena proizvoda, vlasnik proizvoda)
nisu karakteristike kvaliteta proizvoda, procesa ili sistema.

Nacionalna fusnota
?) U slu¢ajevima kada se Zeli izbeé¢i meSanje prevoda engleskih termina "project” i "design", moZe se i u srpskom jeziku
za engleski termin "design" koristiti srpski termin "dizajn".
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project

unique process (3.4.1), consisting of a set of coordinated and controlled activities with start and finish dates,
undertaken to achieve an objective conforming to specific requirements (3.1.2), including the constraints of
time, cost and resources

NOTE 1 An individual project can form part of a larger project structure.

NOTE 2 In some projects the objectives are refined and the product characteristics (3.5.1) defined progressively as
the project proceeds.

NOTE 3 The outcome of a project can be one or several units of product (3.4.2).
NOTE 4 Adapted from ISO 10006:2003.

3.4.4

design and development

set of processes (3.4.1) that transforms requirements (3.1.2) into specified characteristics (3.5.1) or into
the specification (3.7.3) of a product (3.4.2), process (3.4.1) or system (3.2.1)

NOTE 1 The terms “design” and “development” are sometimes used synonymously and sometimes used to define
different stages of the overall design and development process.

NOTE 2 A qualifier can be applied to indicate the nature of what is being designed and developed (e.g. product design
and development or process design and development).

3.4.5
procedure
specified way to carry out an activity or a process (3.4.1)

NOTE 1 Procedures can be documented or not.

NOTE 2 When a procedure is documented, the term "written procedure" or "documented procedure" is frequently
used. The document (3.7.2) that contains a procedure can be called a "procedure document".

3.5 Terms relating to characteristics

3.5.1
characteristic
distinguishing feature

NOTE 1 A characteristic can be inherent or assigned.

NOTE 2 A characteristic can be qualitative or quantitative.

NOTE 3 There are various classes of characteristic, such as the following:

— physical (e.g. mechanical, electrical, chemical or biological characteristics);
— sensory (e.g. related to smell, touch, taste, sight, hearing);

— behavioral (e.g. courtesy, honesty, veracity);

— temporal (e.g. punctuality, reliability, availability);

— ergonomic (e.g. physiological characteristic, or related to human safety);

— functional (e.g. maximum speed of an aircraft).

3.5.2

quality characteristic

inherent characteristic (3.5.1) of a product (3.4.2), process (3.4.1) or system (3.2.1) related to a
requirement (3.1.2)

NOTE 1 Inherent means existing in something, especially as a permanent characteristic.

NOTE 2 A characteristic assigned to a product, process or system (e.g. the price of a product, the owner of a product)
is not a quality characteristic of that product, process or system.
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sigurnost funkcionisanja

Skup svojstava koja opisuju raspolozivost i faktore koji na nju uticu: pouzdanost, pogodnost odrzavanja i
logisticka podrska odrzavanju.

NAPOMENA  Sigurnost funkcionisanja koristi se samo za opSte opisivanje i nije kvantitativnog karaktera.

[IEC 60050-191:1990]

3.54
sledljivost
Mogucénost da se slede istorijat, primena ili lokacija onoga $to se razmatra.

NAPOMENA 1 Kada se razmatra proizvod (3.4.2), sledljivost se moZe odnositi na:
— poreklo materijala i delova;

— istorijat procesiranja;

— distribuciju i lokaciju proizvoda posle isporuke.

NAPOMENA 2 U oblasti metrologije prihvata se definicija data u VIM:1993, 6.10.
3.6 Termini koji se odnose na usaglaSenost

3.6.1
usaglaSenost
Ispunjenost zahteva (3.1.2).

NAPOMENA Termin "conformance" je sinonim, ali se ne preporucuje.

3.6.2
neusaglaSenost
Neispunjenost zahteva (3.1.2).

3.6.3

nedostatak

defekt

Neispunjenost zahteva (3.1.2) koji se odnose na predvidenu ili specificiranu upotrebu.

NAPOMENA 1 Razlika izmedu pojmova "nedostatak" i "neusaglasenost" (3.6.2) vazna je jer ima pravno znacenje,
posebno ako se radi o odgovornosti za proizvod. Prema tome, termin "nedostatak" treba veoma pazljivo koristiti.

NAPOMENA 2 Upotreba koju je predvideo korisnik (3.3.5) mozZe zavisiti od prirode informacija, kao $to su, na
primer, one u uputstvima za upotrebu ili odrzavanje, koje daje isporucilac (3.3.6).

3.6.4
preventivna mera
Mera za otklanjanje uzroka moguce neusaglasenosti (3.6.2) ili druge nezeljene moguce situacije.

NAPOMENA 1 Moze postojati viSe od jednog uzroka moguce neusaglasenosti.
NAPOMENA 2 Preventivna mera preduzima se da bi se sprecilo desavanje, a korektivna mera (3.6.5) preduzima se

da bi se sprecilo ponavljanje desavanja.

3.6.5
korektivna mera
Mera za otklanjanje uzroka otkrivene neusaglasenosti (3.6.2) ili druge neZeljene situacije.

NAPOMENA 1 Moze postojati vise od jednog uzroka neusaglasenosti.

NAPOMENA 2 Korektivna mera preduzima se da bi se sprecilo ponavljanje desavanja, dok se preventivha mera
(3.6.4) preduzima da bi se sprecilo desavanje.

NAPOMENA 3 Postoji razlika izmedu ispravke (3.6.6) i korektivne mere.
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dependability

collective term used to describe the availability performance and its influencing factors: reliability
performance, maintainability performance and maintenance support performance

NOTE Dependability is used only for general descriptions in non-quantitative terms.

[IEC 60050-191:1990].

354
traceability
ability to trace the history, application or location of that which is under consideration

NOTE 1 When considering product (3.4.2), traceability can relate to
— the origin of materials and parts,

— the processing history, and

— the distribution and location of the product after delivery.

NOTE 2 In the field of metrology the definition in VIM:1993, 6.10, is the accepted definition.
3.6 Terms relating to conformity

3.6.1
conformity
fulfilment of a requirement (3.1.2)

NOTE The term "conformance" is synonymous but deprecated.

3.6.2
nonconformity
non-fulfilment of a requirement (3.1.2)

3.6.3
defect
non-fulfilment of a requirement (3.1.2) related to an intended or specified use

NOTE 1 The distinction between the concepts defect and monconformity (3.6.2) is important as it has legal
connotations, particularly those associated with product liability issues. Consequently the term “defect” should be used
with extreme caution.

NOTE 2 The intended use as intended by the customer (3.3.5) can be affected by the nature of the information, such
asoperating or maintenance instructions, provided by the supplier (3.3.6).

3.6.4
preventive action
action to eliminate the cause of a potential nonconformity (3.6.2) or other undesirable potential situation

NOTE 1 There can be more than one cause for a potential nonconformity.
NOTE 2 Preventive action is taken to prevent occurrence whereas corrective action (3.6.5) is taken to prevent

recurrence.

3.6.5
corrective action
action to eliminate the cause of a detected nonconformity (3.6.2) or other undesirable situation

NOTE 1 There can be more than one cause for a nonconformity.

NOTE 2 Corrective action is taken to prevent recurrence whereas preventive action (3.6.4) is taken to prevent
occurrence.

NOTE 3 There is a distinction between correction (3.6.6) and corrective action.

33



SRPS ISO 9000:2007 © ISS

3.6.6
ispravka
Mera preduzeta da bi se odstranila otkrivena neusaglasenost (3.6.2).

NAPOMENA 1 Ispravka moze biti izvrSena u vezi sa korektivnom merom (3.6.5).

NAPOMENA 2 Ispravke mogu biti, na primer, dorada (3.6.7) ili preklasiranje (3.6.8).

3.6.7
dorada
Mera preduzeta s namerom da se neusaglasen proizvod (3.4.2) ucini usaglasenim sa zahtevima (3.1.2).

NAPOMENA Za razliku od dorade, popravka (3.6.9) moze uticati na delove neusaglasenog proizvoda ili ih
promeniti.

3.6.8

preklasiranje

Promena klase (3.1.3) neusaglasenog proizvoda (3.4.2) u cilju usaglasavanja sa zahtevima (3.1.2) koji se
razlikuju od pocetnih.

3.6.9

popravka

Mera sprovedena na neusaglaSsenom proizvodu (3.4.2) da bi se on ucinio prihvatljivim za predvidenu
upotrebu.

NAPOMENA 1 Popravka obuhvata i onu meru poboljSanja koja se preduzima na proizvodu koji je ranije bio
usaglasen da bi se povratio za upotrebu, na primer, kao deo odrzavanja.

NAPOMENA 2 Za razliku od dorade (3.6.7), popravka moze uticati na delove neusaglasenog proizvoda ili ih
menjati.

3.6.10
Skartiranje
Mera sprovedena na neusaglaSenom proizvodu (3.4.2) da bi se sprecila njegova predvidena upotreba.

PRIMER Recikliranje, unistavanje.

NAPOMENA U slu¢aju neusaglasene usluge, koris¢enje se spre¢ava njenim prekidanjem.

3.6.11
naknadna dozvola za odstupanje
Dozvola da se koristi ili prihvati proizved (3.4.2) koji nije usaglasen sa specificiranim zahtevima (3.1.2).

NAPOMENA Naknadna dozvola za odstupanje po pravilu je ogranicena na isporuku proizvoda koji ima
neusaglasene karakteristike (3.5.1) u specificiranim granicama, za dogovoreno vreme ili dogovorenu koli¢inu
proizvoda.

3.6.12
prethodna dozvola za odstupanje
Dozvola da se odstupi od prvobitno utvrdenih zahteva (3.1.2) za proizvod (3.4.2) pre realizacije.

NAPOMENA Prethodna dozvola za odstupanje po pravilu se daje za ograni¢enu koli¢inu proizvoda ili za ograni¢en
period, kao i za specifi¢nu upotrebu.

3.6.13
prihvatanje
Dozvola da se prede u slede¢u fazu procesa (3.4.1).

NAPOMENA U engleskom jeziku, u kontekstu kompjuterskog softvera, termin "prihvatanje" Cesto se koristi da se
uputi na neku verziju samog softvera.

3.7 Termini koji se odnose na dokumentaciju
3.7.1

informacija
Podaci od znacaja.
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3.6.6
correction
action to eliminate a detected nonconformity (3.6.2)

NOTE 1 A correction can be made in conjunction with a corrective action (3.6.5).

NOTE 2 A correction can be, for example, rework (3.6.7) or regrade (3.6.8).

3.6.7
rework
action on a nonconforming product (3.4.2) to make it conform to the requirements (3.1.2)

NOTE Unlike rework, repair (3.6.9) can affect or change parts of the nonconforming product.

3.6.8

regrade

alteration of the grade (3.1.3) of a nonconforming product (3.4.2) in order to make it conform to
requirements (3.1.2) differing from the initial ones

3.6.9
repair
action on a nonconforming product (3.4.2) to make it acceptable for the intended use

NOTE 1 Repair includes remedial action taken on a previously conforming product to restore it for use, for example as
part of maintenance.

NOTE 2 Unlike rework (3.6.7), repair can affect or change parts of the nonconforming product.

3.6.10
scrap
action on a nonconforming product (3.4.2) to preclude its originally intended use

EXAMPLE  Recycling, destruction.

NOTE In a nonconforming service situation, use is precluded by discontinuing the service.

3.6.11
concession
permission to use or release a product (3.4.2) that does not conform to specified requirements (3.1.2)

NOTE A concession is generally limited to the delivery of a product that has nonconforming characteristics (3.5.1)
within specified limits for an agreed time or quantity of that product.

3.6.12

deviation permit

permission to depart from the originally specified requirements (3.1.2) of a product (3.4.2) prior to
realization

NOTE A deviation permit is generally given for a limited quantity of product or period of time, and for a specific use.

3.6.13
release
permission to proceed to the next stage of a process (3.4.1)

NOTE In English, in the context of computer software, the term “release” is frequently used to refer to a version of the
software itself.

3.7 Terms relating to documentation

3.7.1
information
meaningful data
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3.7.2
dokumenat
Informacija (3.7.1) i medijum na kojem se ona nalazi.

PRIMER Zapis (3.7.6), specifikacija (3.7.3), dokumenat procedure, crtez, izvestaj, standard.

NAPOMENA 1 Medijum moze biti papirni, magnetni, elektronski ili opticki racunarski disk, fotografska ili
Stamparska matrica, ili njihova kombinacija.

NAPOMENA 2 Skup dokumenata, na primer specifikacije i zapisi, ¢esto se naziva "dokumentacija".

NAPOMENA 3 Neki zahtevi (3.1.2) (na primer zahtev da dokumenat treba da bude ¢itljiv) odnose se na sve tipove
dokumenata, a mogu postojati razliiti zahtevi za specifikacije (na primer, zahtev da revizija bude pod kontrolom) i
zapise (na primer, da se mogu pretrazivati).

3.73
specifikacija
Dokumenat (3.7.2) kojim se iskazuju zahtevi (3.1.2).

NAPOMENA  Specifikacija se moze odnositi na aktivnosti (na primer dokumenat procedure, specifikacija procesa i
specifikacija ispitivanja) ili na proizvode (3.4.2) (na primer specifikacija proizvoda, specifikacija crteza i performansi).

3.74
poslovnik o kvalitetu
Dokumenat (3.7.2) kojim se definiSe sistem menadZmenta kvalitetom (3.2.3) organizacije (3.3.1).

NAPOMENA Poslovnik o kvalitetu moze biti razli¢it u pogledu nivoa detalja koje sadrzi i u pogledu oblika da bi se
zadovoljili veliCina i sloZenost pojedinih organizacija.

3.7.5

plan kvaliteta

Dokumenat (3.7.2) kojim se, za specificni projekat (3.4.3), proizvod (3.4.2), proces (3.4.1) ili ugovor,
utvrduje koje se procedure (3.4.5) i odgovarajuéi resursi moraju primeniti, ko mora da ih primeni i kada.

NAPOMENA 1 Po pravilu, ove procedure obuhvataju one koje se odnose na procese menadzmenta kvalitetom i na
procese realizacije proizvoda.

NAPOMENA 2 Plan kvaliteta ¢esto se poziva na delove poslovnika o kvalitetu (3.7.4) ili na dokumente procedura.
NAPOMENA 3 Po pravilu, plan kvaliteta je jedan od rezultata planiranja kvaliteta (3.2.9).

3.7.6
zapis
Dokumenat (3.7.2) kojim se iskazuju dobijeni rezultati ili daju dokazi o izvrSenim aktivnostima.

NAPOMENA 1 Zapisi se mogu upotrebiti, na primer, za dokumentovanje sledljivosti (3.5.4), kao i da se pruze dokazi
o verifikaciji (3.8.4), preventivnim merama (3.6.4) i korektivnim merama (3.6.5).

NAPOMENA 2 Po pravilu, na zapise ne treba da se odnosi upravljanje revizijom.
3.8 Termini koji se odnose na pregled

3.8.1
objektivni dokaz
Podaci koji potvrduju postojanje ili istinitost necega.

NAPOMENA  Objektivni dokaz moze se dobiti posmatranjem, merenjem, ispitivanjem (3.8.3) ili na drugi nacin.

3.8.2

kontrolisanje

Vrednovanje usaglasenosti posmatranjem i procenjivanjem uz, kada je to pogodno, merenje, ispitivanje ili
procenjivanje primenom $ablona.

[ISO/IEC Guide 2]”

Nacionalna fusnota
) ISO/IEC Guide 2:1996, iz kojeg je preuzeta ova definicija, povuéen je i zamenjen novim izdanjem.
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3.7.2
document
information (3.7.1) and its supporting medium

EXAMPLE Record (3.7.6), specification (3.7.3), procedure document, drawing, report, standard.

NOTE 1 The medium can be paper, magnetic, electronic or optical computer disc, photograph or master sample, or a
combination thereof.

NOTE 2 A set of documents, for example specifications and records, is frequently called "documentation".

NOTE 3 Some requirements (3.1.2) (e.g. the requirement to be readable) relate to all types of documents, however
there can be different requirements for specifications (e.g. the requirement to be revision controlled) and records (e.g.
the requirement to be retrievable).

3.7.3
specification
document (3.7.2) stating requirements (3.1.2)

NOTE A specification can be related to activities (e.g. procedure document, process specification and test
specification), or products (3.4.2) (e.g. product specification, performance specification and drawing).

3.74
quality manual
document (3.7.2) specifying the quality management system (3.2.3) of an organization (3.3.1)

NOTE Quality manuals can vary in detail and format to suit the size and complexity of an individual organization.

3.7.5

quality plan

document (3.7.2) specifying which procedures (3.4.5) and associated resources shall be applied by whom
and when to a specific project (3.4.3), product (3.4.2), process (3.4.1) or contract

NOTE 1 These procedures generally include those referring to quality management processes and to product
realization processes.

NOTE 2 A quality plan often makes reference to parts of the quality manual (3.7.4) or to procedure documents.

NOTE 3 A quality plan is generally one of the results of quality planning (3.2.9).

3.7.6
record
document (3.7.2) stating results achieved or providing evidence of activities performed

NOTE 1 Records can be used, for example, to document traceability (3.5.4) and to provide evidence of verification
(3.8.4), preventive action (3.6.4) and corrective action (3.6.5).

NOTE 2 Generally records need not be under revision control.
3.8 Terms relating to examination

3.8.1
objective evidence
data supporting the existence or verity of something

NOTE Objective evidence may be obtained through observation, measurement, test (3.8.3), or other means.

3.8.2

inspection

conformity evaluation by observation and judgement accompanied as appropriate by measurement, testing or
gauging

[ISO/IEC Guide 2]
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3.8.3

ispitivanje

Utvrdivanje jedne ili viSe karakteristika (3.5.1) prema proceduri (3.4.5).
3.8.4

verifikacija

overavanje
Potvrdivanje pruzanjem objektivnog dokaza (3.8.1) da su ispunjeni specificirani zahtevi (3.1.2).

NAPOMENA 1 Termin "verifikovan" koristi se da oznaci odgovarajuci status.

NAPOMENA 2 Potvrdivanje moze da sadrzi, na primer, sledece aktivnosti:

— obavljanje alternativnih proracuna;

— uporedivanje nove projektne specifikacije (3.7.3) sa slicnom odobrenom projektnom specifikacijom;
— preduzimanje ispitivanja (3.8.3) i prikazivanja;

— preispitivanje dokumenata pre izdavanja.

3.85

validacija

Potvrdivanje pruzanjem objektivnog dokaza (3.8.1) da su ispunjeni zahtevi (3.1.2) za specifi¢nu
predvidenu upotrebu ili primenu.

NAPOMENA 1 Termin "validiran" koristi se za oznac¢avanje odgovarajuéeg statusa.

NAPOMENA 2 Uslovi za validaciju mogu biti stvarni ili simulirani.

3.8.6
kvalifikacioni proces
Proces (3.4.1) kojim se pokazuje sposobnost da se ispune utvrdeni zahtevi (3.1.2).

NAPOMENA 1 Termin "kvalifikovan" koristi se za oznacavanje odgovarajuceg statusa.
NAPOMENA 2 Kvalifikacija se moze odnositi na osobe, proizvode (3.4.2), procese ili sisteme (3.2.1).

PRIMER Proces kvalifikovanja proveravaca, proces kvalifikovanja materijala.

3.8.7

preispitivanje

Aktivnost koja se preduzima da bi se utvrdile pogodnost, adekvatnost i efektivnost (3.2.14) predmetne
materije za postizanje postavljenih ciljeva.

NAPOMENA Preispitivanje moze takode da obuhvati utvrdivanje efikasnosti (3.2.15).

PRIMER Preispitivanje od strane rukovodstva, preispitivanje projekta i razvoja, preispitivanje zahteva korisnika i
preispitivanje neusaglasenosti.

3.9 Termini koji se odnose na proveru

3.9.1

provera

Sistemati¢an, nezavisan i dokumentovan proces (3.4.1) za dobijanje dokaza provere (3.9.4) i njegovo
objektivno vrednovanje da bi se utvrdio stepen do kojeg su ispunjeni kriterijumi provere (3.9.3).

NAPOMENA 1 Interne provere ponekad se nazivaju "provere preko prve strane" i obavlja ih sama organizacija
(3.3.1), ili se obavljaju u njeno ime, u svrhu preispitivanja od strane rukovodstva i za ostale interne potrebe i za
organizaciju one mogu predstavljati osnov za deklarisanje o usaglasenosti (3.6.1). U mnogim slucajevima, narocito u
manjim organizacijama, nezavisnost se pokazuje time $to proveravac nije odgovoran za aktivnost koja se proverava.

NAPOMENA 2 Eksterne provere obuhvataju ono §to se obi¢no naziva "provere preko druge strane" ili "provere preko
trece strane". Provere preko druge strane obavljaju zainteresovane strane u odnosu na organizaciju, kao $to su korisnici
ili druge osobe u njihovo ime. Provere preko trece strane obavljaju eksterne nezavisne organizacije, kao §to su one koje
obavljaju sertifikaciju/registraciju usaglasenosti sa ISO 9001 ili ISO 14001.

NAPOMENA 3 Kada se dva ili viSe sistema menadZmenta (3.2.2) proveravaju zajedno, to se naziva "kombinovana
provera".

NAPOMENA 4 Kada dve ili viSe organizacija za proveru saraduju na proveri iste organizacije koja se proverava
(3.9.8), to se naziva "zajednicka provera".
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3.8.3
test
determination of one or more characteristics (3.5.1) according to a procedure (3.4.5)

3.8.4
verification

confirmation, through the provision of objective evidence (3.8.1), that specified requirements (3.1.2) have
been fulfilled

NOTE 1 The term "verified" is used to designate the corresponding status.

NOTE 2 Confirmation can comprise activities such as

— performing alternative calculations,

— comparing a new design specification (3.7.3) with a similar proven design specification,
— undertaking tests (3.8.3) and demonstrations, and

— reviewing documents prior to issue.

3.85

validation

confirmation, through the provision of objective evidence (3.8.1), that the requirements (3.1.2) for a
specific intended use or application have been fulfilled

NOTE 1 The term "validated" is used to designate the corresponding status.
NOTE 2 The use conditions for validation can be real or simulated.
3.8.6

qualification process
process (3.4.1) to demonstrate the ability to fulfil specified requirements (3.1.2)

NOTE 1 The term "qualified" is used to designate the corresponding status.
NOTE 2 Qualification can concern persons, products (3.4.2), processes or systems (3.2.1).

EXAMPLE  Auditor qualification process, material qualification process.

3.8.7

review

activity undertaken to determine the suitability, adequacy and effectiveness (3.2.14) of the subject matter to
achieve established objectives

NOTE Review can also include the determination of efficiency (3.2.15).

EXAMPLE Management review, design and development review, review of customer requirements and
nonconformity review.

3.9 Terms relating to audit

3.9.1

audit

systematic, independent and documented process (3.4.1) for obtaining audit evidence (3.9.4) and evaluating
it objectively to determine the extent to which audit criteria (3.9.3) are fulfilled

NOTE 1 Internal audits, sometimes called first-party audits, are conducted by, or on behalf of, the organization
(3.3.1) itself for management review and other internal purposes, and may form the basis for an organization’s
declaration of conformity (3.6.1). In many cases, particularly in smaller organizations, independence can be
demonstrated by the freedom from responsibility for the activity being audited.

NOTE 2 External audits include those generally termed second- and third-party audits. Second-party audits are
conducted by parties having an interest in the organization, such as customers (3.3.5), or by other persons on their
behalf. Third-party audits are conducted by external, independent auditing organizations, such as those providing
certification/registration of conformity to ISO 9001 or ISO 14001.

NOTE 3 When two or more management systems (3.2.2) are audited together, this is termed a combined audit.

NOTE 4 When two or more auditing organizations cooperate to audit a single auditee (3.9.8), this is termed a joint
audit.
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3.9.2

program provere

Skup jedne ili vise provera (3.9.1) koje treba obaviti u planiranom periodu, a koje su usmerene ka
specificnom cilju.

NAPOMENA Program provere obuhvata sve aktivnosti neophodne za planiranje, organizovanje i sprovodenje
provera.

3.9.3
Kriterijumi provere
Skup koji ¢ine politika, procedure (3.4.5) ili zahtevi (3.1.2).

NAPOMENA Kriterijumi provere koriste se kao referenca sa kojom se uporeduju dokazi provere (3.9.4).

3.94

dokaz provere

Zapisi (3.7.6), izjave o ¢injenicama ili druge informacije (3.7.1) koje su relevantne za kriterijume provere
(3.9.3) 1 koje se mogu verifikovati.

NAPOMENA Dokaz provere moze biti kvalitativan ili kvantitativan.

3.9.5
nalazi provere
Rezultati vrednovanja prikupljenih dokaza provere (3.9.4) prema kriterijumima provere (3.9.3).

NAPOMENA Nalazi provere mogu ukazati bilo na usaglaSenost (3.6.1) bilo na neusaglasenost (3.6.2) sa
kriterijumima provere, ili na mogucnost za poboljSavanje.

3.9.6

zakljucak provere

Ishod provere (3.9.1) tima proveravaca (3.9.10) posle razmatranja ciljeva provere i svih nalaza provere
(3.9.5).

3.9.7
narucilac provere
Organizacija (3.3.1) ili osoba koje traze proveru (3.9.1).

NAPOMENA Narucilac provere moze biti proveravana organizacija (3.9.8) ili bilo koja druga organizacija (3.3.1)
koja ima propisana ili ugovorena prava da zahteva proveru.

3.9.8
proveravana organizacija
Organizacija (3.3.1) koja se proverava.

3.9.9
proveravac
Osoba sa pokazanim licnim osobinama i kompetentnoséu (3.1.6 1 3.9.14) da obavlja proveru (3.9.1).

NAPOMENA Odgovarajuce li¢ne osobine proveravaca opisane su u ISO 19011.
3.9.10
tim proveravaca

Jedan ili vise proveravaca (3.9.9) koji obavljaju proveru (3.9.1), po potrebi potpomognuti tehni¢kim
ekspertima (3.9.11).

NAPOMENA 1 Jedan proveravaé u timu proveravaca po pravilu se imenuje za vodu tima proveravaca.
NAPOMENA 2 U timu proveravaca mogu biti i proveravaci koji se obucavaju.
3.9.11

tehnicki ekspert
(provera) Osoba koja pruza specificno znanje ili ekspertizu timu proveravaca (3.9.10).

NAPOMENA 1 Specifi¢no znanje ili ekspertiza odnose se na organizaciju (3.3.1), proces (3.4.1) ili aktivnost koji se
proveravaju, ili na jezik ili kulturu.

NAPOMENA 2 Tehnicki ekspert nema ulogu proveravaca (3.9.9) u timu proveravaca.
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3.9.2
audit programme
set of one or more audits (3.9.1) planned for a specific time frame and directed towards a specific purpose

NOTE An audit programme includes all activities necessary for planning, organizing and conducting the audits.

3.9.3
audit criteria
set of policies, procedures (3.4.5) or requirements (3.1.2)

NOTE Audit criteria are used as a reference against which audit evidence (3.9.4) is compared.

394

audit evidence

records (3.7.6), statements of fact or other information (3.7.1) which are relevant to the audit criteria
(3.9.3) and verifiable

NOTE Audit evidence can be qualitative or quantitative.

3.9.5
audit findings
results of the evaluation of the collected audit evidence (3.9.4) against audit criteria (3.9.3)

NOTE Audit findings can indicate either conformity (3.6.1) or nonconformity (3.6.2) with audit criteria or
opportunities for improvement.

3.9.6

audit conclusion

outcome of an audit (3.9.1) provided by the audit team (3.9.10) after consideration of the audit objectives
and all audit findings (3.9.5)

3.9.7
audit client
organization (3.3.1) or person requesting an audit (3.9.1)

NOTE The audit client may be the auditee (3.9.8) or any other organization (3.3.1) that has the regulatory or
contractual right to request an audit.

3.9.8
auditee
organization (3.3.1) being audited

3.9.9

auditor

person with the demonstrated personal attributes and competence (3.1.6 and 3.9.14) to conduct an audit
3.9.1H)

NOTE The relevant personal attributes for an auditor are described in ISO 19011.
3.9.10

audit team
one or more auditors (3.9.9) conducting an audit (3.9.1), supported if needed by technical experts (3.9.11)

NOTE 1 One auditor of the audit team is appointed as the audit team leader.
NOTE 2 The audit team may include auditors-in-training.
3.9.11

technical expert
(audit) person who provides specific knowledge or expertise to the audit team (3.9.10)

NOTE 1 Specific knowledge or expertise relates to the organization (3.3.1), the process (3.4.1) or activity to be
audited, or language or culture.

NOTE 2 A technical expert does not act as an auditor (3.9.9) in the audit team.
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3.9.12
plan provere
Opis aktivnosti i raspored rada tokom provere (3.9.1).

3.9.13
predmet i podrucje primene provere
Obim i granice provere (3.9.1).

NAPOMENA Predmet i podru¢je primene po pravilu obuhvata opis fizicke lokacije, organizacione jedinice,
aktivnosti i procese (3.4.1), kao i potreban vremenski period.

3.9.14
kompetentnost
(provera) Pokazane li¢ne osobine 1 pokazana sposobnost primene znanja i vestina.

3.10 Termini koji se odnose na menadZment kvalitetom za merne procese

3.10.1

sistem menadZmenta merenjem

Skup medusobno povezanih ili medusobno delujuéih elemenata neophodnih za dostizanje metroloskog
potvrdivanja (3.10.3) i neprekidnog upravljanja mernim procesima (3.10.2).

3.10.2
merni proces
Skup operacija za utvrdivanje vrednosti veliCine.

3.10.3

metrolosko potvrdivanje

Skup operacija koje se zahtevaju radi osiguranja usaglasenosti merne opreme (3.10.4) sa zahtevima (3.1.2)
za njenu predvidenu upotrebu.

NAPOMENA 1 Metrolosko potvrdivanje po pravilu obuhvata etaloniranje ili verifikaciju (3.8.4), sva potrebna
podesavanja ili popravke (3.6.9), naknadno ponovno etaloniranje, poredenje sa metroloskim zahtevima za predvidenu
upotrebu merne opreme, kao i sva zahtevana Zigosanja i obelezavanja.

NAPOMENA 2 Metrolosko potvrdivanje nije postignuto sve dok se ne prikaze i ne dokumentuje spremnost merne
opreme za predvidenu upotrebu.

NAPOMENA 3 Zahtevi za predvidenu upotrebu obuhvataju, na primer, opseg, rezoluciju, najvece dopustene greske.

NAPOMENA 4 Metroloski zahtevi obi¢no se razlikuju od zahteva koji se odnose na proizvod i nisu specificirani u
njima.

3.104

merna oprema

Merni instrument (merilo), softver, etalon, referentni materijal ili pomo¢ni aparati, ili njihova kombinacija,
potrebni da se realizuje merni proces (3.10.2).

3.10.5
metroloska karakteristika
Prepoznatljiva osobina koja moze uticati na rezultate merenja.

NAPOMENA 1 Merna oprema (3.10.4) obi¢no poseduje nekoliko metroloskih karakteristika.
NAPOMENA 2 Metroloske karakteristike mogu biti predmet etaloniranja.

3.10.6

metroloska funkcija

Funkcija sa administrativnom i tehnickom odgovornos¢u za definisanje i primenu sistema menadZmenta
merenjem (3.10.1).

NAPOMENA Rec¢ "definisanje" ima znacenje "specificiranje". Nije upotrebljena u terminoloskom smislu "definisanja
pojma" (u nekim jezicima ova razlika nije vidljiva iz samog konteksta).
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3.9.12
audit plan
description of the activities and arrangements for an audit (3.9.1)

3.9.13
audit scope
extent and boundaries of an audit (3.9.1)

NOTE The audit scope generally includes a description of the physical locations, organizational units, activities and
processes (3.4.1), as well as the time period covered.

3.9.14
competence
(audit) demonstrated personal attributes and demonstrated ability to apply knowledge and skills

3.10 Terms related to quality management for measurement processes

3.10.1

measurement management system

set of interrelated and interacting elements necessary to achieve metrological confirmation (3.10.3) and
continual control of measurement processes (3.10.2)

3.10.2
measurement process
set of operations to determine the value of a quantity

3.10.3

metrological confirmation

set of operations required to ensure that measuring equipment (3.10.4) conforms to the requirements
(3.1.2) for its intended use

NOTE 1 Metrological confirmation generally includes calibration or verification (3.8.4), any necessary adjustment or
repair (3.6.9), and subsequent recalibration, comparison with the metrological requirements for the intended use of the
equipment, as well as any required sealing and labelling.

NOTE 2 Metrological confirmation is not achieved until and unless the fitness of the measuring equipment for the
intended use has been demonstrated and documented.

NOTE 3 The requirements for intended use include such considerations as range, resolution and maximum permissible
errors.

NOTE 4 Metrological requirements are usually distinct from, and are not specified in, product requirements.

3.104

measuring equipment

measuring instrument, software, measurement standard, reference material or auxiliary apparatus or
combination thereof necessary to realize a measurement process (3.10.2)

3.10.5
metrological characteristic
distinguishing feature which can influence the results of measurement

NOTE 1 Measuring equipment (3.10.4) usually has several metrological characteristics.
NOTE 2 Metrological characteristics can be the subject of calibration.

3.10.6

metrological function

function with administrative and technical responsibility for defining and implementing the measurement
management system (3.10.1)

NOTE The word "defining" has the meaning of "specifying". It is not used in the terminological sense of "defining a
concept” (in some languages, this distinction is not clear from the context alone).
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Prilog A
(informativan)

Metodologija koriS¢ena u izradi re¢nika

A.1 Uvod

Univerzalnost primene familije standarda ISO 9000 zahteva koris¢enje:
— tehnic¢kog opisa bez upotrebe tehnickog jezika i

— koherentan i harmonizovan re¢nik koji ¢e lako razumeti svi potencijalni korisnici standarda za sistem
menadzmenta kvalitetom.

Pojmovi nisu medusobno nezavisni i analiza odnosa izmedu pojmova u oblasti sistema menadzmenta
kvalitetom i njihovo sredeno grupisanje u sisteme pojmova predstavljaju preduslove za koherentan recnik.
Ovakva analiza kori§¢ena je u izradi re¢nika koji je utvrden u ovom medunarodnom standardu. Posto dija-
grami pojmova, kori§¢eni u toku procesa izrade, mogu biti korisni u smislu informisanja, dati su u tacki A.4.

A.2 Sadrzaj jedne stavke recnika i pravilo supstitucije

Pojam obrazuje jedinicu transfera izmedu jezika (ukljucujuéi i varijante u okviru jednog jezika, na primer
americki engleski i britanski engleski). Za svaki jezik izabran je termin koji najviSe odgovara univerzalnoj
transparentnosti tog pojma u tom jeziku, tj. nije kori$¢en bukvalan prevod.

Definicije opisuju samo one karakteristike koje su bitne za identifikaciju pojma. Informacije koje se odnose
na pojam, koje su vazne, ali nisu bitne za njegov opis, stavljene su u jednu ili viSe napomena uz definiciju.

Kada se termin zamenjuje svojom definicijom, u zavisnosti od manjih sintaksickih izmena, ne sme da dode
do promene znacenja teksta. Ovakva supstitucija pruza jednostavnu metodu za proveru tac¢nosti definicije.
Medutim, kada je definicija slozena, u smislu da sadrzi mnogo termina, najbolje je supstituciju izvrsiti tako
$to se uzmu jedna ili najvisSe dve definicije istovremeno. Potpunu supstituciju svih termina tesko je ostvariti
sintaksicki, jer se onda gubi korist u pogledu prenosenja znacenja.

A.3 Odnosi izmedu pojmova i njihova grafi¢ka prezentacija
A.3.1 Opste odredbe
U terminoloskom radu odnosi izmedu pojmova zasnivaju se na hijerarhijskom formiranju karakteristika

karakteristika koje ga razlikuju od njegovog nadredenog termina ili od njemu srodnih termina.

Postoje tri primarna oblika odnosa pojmova koji se prikazuju u ovom prilogu: genericki (A.3.2), partitivni
(A.3.3) 1 asocijativni (A.3.4) odnos.

A.3.2 Genericki odnos
Podredeni pojmovi u okviru hijerarhije nasleduju sve karakteristike nadredenog pojma i sadrze opis ovih
karakteristika koje ga razlikuju od nadredenog pojma i od koordinirajuéih (srodnih) pojmova; na primer,
odnos proleca, leta, jeseni i zime prema pojmu "godi$nje doba".
Genericki odnosi prikazuju se lepezom stablo-dijagrama, bez strelica (videti sliku A.1).

godidnje doba

T

prolece leto jesen
Slika A.1 — Graficki prikaz generickog odnosa
44



© ISS SRPS ISO 9000:2007

Annex A
(informative)

Methodology used in the development of the vocabulary

A.1 Introduction

The universality of application of the ISO 9000 family of standards requires the use of
— atechnical description but without the use of technical language, and

— a coherent and harmonized vocabulary that is easily understandable by all potential users of quality
management systems standards.

Concepts are not independent of one another, and an analysis of the relationships between concepts within
the field of quality management systems and the arrangement of them into concept systems is a prerequisite
of a coherent vocabulary. Such an analysis was used in the development of the vocabulary specified in this
document. Since the concept diagrams employed during the development process may be helpful in an
informative sense, they are reproduced in A.4.

A.2 Content of a vocabulary entry and the substitution rule

The concept forms the unit of transfer between languages (including variants within one language, for
example American English and British English). For each language, the most appropriate term for the
universal transparency of the concept in that language, i.e. not a literal approach to translation, is chosen.

A definition is formed by describing only those characteristics that are essential to identify the concept.
Information concerning the concept which is important but which is not essential to its description is put in
one or more notes to the definition.

When a term is substituted by its definition, subject to minor syntax changes, there should be no change in
the meaning of the text. Such a substitution provides a simple method for checking the accuracy of a
definition. However, where the definition is complex in the sense that it contains a number of terms,
substitution is best carried out taking one or, at most, two definitions at a time. Complete substitution of the
totality of the terms will become difficult to achieve syntactically and unhelpful in conveying meaning.

A.3 Concept relationships and their graphical representation

A.3.1 General

In terminology work, the relationships between concepts are based on the hierarchical formation of the
characteristics of a species so that the most economical description of a concept is formed by naming its

species and describing the characteristics that distinguish it from its parent or sibling concepts.

There are three primary forms of concept relationships indicated in this annex: generic (A.3.2), partitive
(A.3.3) and associative (A.3.4).

A.3.2 Generic relation
Subordinate concepts within the hierarchy inherit all the characteristics of the superordinate concept and
contain descriptions of these characteristics which distinguish them from the superordinate (parent) and

coordinate (sibling) concepts, e.g. the relation of spring, summer, autumn and winter to season.

Generic relations are depicted by a fan or tree diagram without arrows (see Figure A.1).

season season
spring summer autumn spring summer autumn

Figure A.1 — Graphical representation of a generic relation
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A.3.3 Partitivni odnos

Podredeni pojmovi u okviru hijerarhije obrazuju konstitutivne delove nadredenog pojma, na primer, prolece,
leto, Jesen i zima mogu se definisati kao delovi pojma "godina". U poredenju sa tim, ne bi bilo odgovarajuce
da se suncano vreme (jedna od mogucih karakteristika leta) definise kao deo godine.

Partitivni odnosi prikazuju se u obliku ra¢vastog dijagrama bez strelica (videti sliku A.2). Pojedinac¢ni delovi
prikazani su jednom linijom, a multiplicirani delovi prikazani su duplim linijama.

godina

l 1 I

prolece leto zima

Slika A.2 — Grafi¢ki prikaz partitivnog odnosa
A.3.4 Asocijativni odnos
Asocijativni odnosi ne obezbeduju ekonomicnost u opisu, koja je prisutna u generickim i partitivnim
odnosima, ali su korisni za identifikovanje prirode odnosa izmedu jednog pojma i drugog u okviru sistema
pojmova, na primer, uzrok i posledica, aktivnost i lokacija, aktivnost i rezultat, alat i funkcija, materijal i
proizvod.

Asocijativni odnosi prikazuju se linijom sa strelicama na svakom kraju linije (videti sliku A.3).

sunéano vreme - = leto
Slika A.3 — Graficki prikaz asocijativnog odnosa

A.4 Pojmovni dijagrami

Slike od A.4 do A.13 prikazuju pojmovne dijagrame na kojima se zasnivaju tematska grupisanja iz tacke 3
ovog medunarodnog standarda.

Iako se definicije termina ponavljaju, nema napomena koje se na njih odnose, pa se preporucuje pozivanje na
tacku 3 radi objasnjenja.

zahtev (3.1.2) klasa (3.1.3)

Potreba ili otekivanje Kategorija ili rang dati razli¢itim
koji su iskazani, po zahtevima kvaliteta, koji se
pravilu podrazumevani odnose na proizvode, procese ili

ili obavezni. sisteme ko pr1 koriscenju

imaju istu funkeiju.

kompetentnost (3.1.6)
kvalitet (3.1.1) Pokazana sposobnost da se

Nivo do kojeg sku : SO Y
< 0Jeg skup primene znanje i ve§tina.

SV 0] stvenih karakteristika
ispunjava zahteve.

sposebnost (3.1.5)
Spremnost organizacije, sistema 1l
procesa da realizuju proizvod koji
1spunjava zahteve za taj proizvod.

zadovoljenje korisnika (3.1.4)
Mlbl]bl‘l]b kornisnika o stepenu do
kojeg su ispunjeni njegovi zahtevi.

Slika A.4 — Pojmovi koji se odnose na kvalitet (3.1)
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A.3.3 Partitive relation

Subordinate concepts within the hierarchy form constituent parts of the superordinate concept, e.g. spring,
summer, autumn and winter may be defined as parts of the concept year. In comparison, it is inappropriate to

define sunny weather (one possible characteristic of summer) as part of a year.

Partitive relations are depicted by a rake without arrows (see Figure A.2). Singular parts are depicted by one
line, multiple parts by double lines.

year

I I !

spring summer winter

Figure A.2 — Graphical representation of a partitive relation
A.3.4 Associative relation
Associative relations cannot provide the economies in description that are present in generic and partitive
relations but are helpful in identifying the nature of the relationship between one concept and another within
a concept system, e.g. cause and effect, activity and location, activity and result, tool and function, material
and product.

Associative relations are depicted by a line with arrowheads at each end (see Figure A.3).

sunshine & = summer

Figure A.3 — Graphical representation of an associative relation
A.4 Concept diagrams

Figures A.4 to A.13 show the concept diagrams on which the thematic groupings of Clause 3 are based.

Since the definitions of the terms are repeated without any related notes, it is recommended to refer to
Clause 3 to consult any such notes.

requirement (3.1.2) " grat:: (3.1, 3;) sfforent
jon that category or rank given to differen
ne?sd s:;ti’;pm;w < > quality requirements for products,
implied or abligatory processes or systems having the

same functional use

. competence (3.1.6)
uality (3.1.1)
degge to which a set of demonstrated ability to apply

inherent characteristics fulfils knowledge and skills
requirements

capability (3.1.5)
ability of an organization, system or
pracess to realize a product that will fulfi!
the requirements for that product

customer satisfaction (3.1.4)
customer's perception of the degree to
which the customer's requirements have
been fulfilled

Figure A.4 — Concepts relating to quality (3.1)
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menadZment (3.2.6) _
sistem (3.2.1) Koordinisane najvise rukovodstve (3.2.7)
Skup medusobno povezanih ili aktivnosti za - Osoba ili grupa ljudi koja
medusobno delujuéih elemenata. vodenje organizacije na najvisem nivou vodi
' 1 upravljanje njome. organizaciju i njome upravlja.

politika kvaliteta (3 .2._4)

sistem menadz- Sveobuhvatne namere 1
. menta 322) vodenje organizacije,
Sistem za uspostavljanje koji se odnose na kvalitet,

politike 1 ciljeva 1 za kako ih zvaniéno izrazava
ostvarivanje tih ciljeva. najvise rukovodstvo.

menadiment kvalitetom (3.2.8)

sistem menadZmenta Koordinisane aktivnosti za cilj kvaliteta (3.2.5)
kvalitetom (3.2.3) «f—— Vvodenje organizacije u odnosu Ono §to se trazi ili Zeli
Sistem menad?menta na kvalitet i upravljanje postiéi u vezi sa kvalitetom.

kojim se, sa stanovista njome u tom smislu.

kvaliteta, vodi organizacija stalna poboljsavanja
1 njome upravlja. (3.2.13)
Stalna aktivnost na poveca-
vanju sposobnosti za
1spunjavanje zahteva.

l |

planiranje kvaliteta upravljanje obezbedgnje poboljSavanje kvaliteta
(3.2.9 kvalitetom (3.2.10) kvaliteta (3.2.11) (3.2.12) _
Deo menadymenta Deo menadZmenta Deo menadzmenta Deo menadZmenta kvalitetom

kvalitetom usredsre- usredsreden na povecavanje
den na obezbedenje  sposobnosti da se ispunja-
poverenja u to da su vaju zahtevi kvaliteta.
ispunjeni zahtevi
kvaliteta.

kvalitetom usredsreden  kvalitetom usredsre-
na uspostavljanje ciljeva  den na ispunjavanje
kvaliteta 1 na utvrdivanje  zahteva kvaliteta.
neophodnih operativnih
procesa 1 odgovarajuéih
resursa za ispunjavanje
ciljeva kvaliteta.

efektivnost (3.2.14) efikasnost (3.2.15)
Mera realizacije planiranih Odnos ostvarenih rezultata
aktivnosti 1 planiranih rezultata. 1 upotrebljenih resursa.

Slika A.5 — Pojmovi koji se odnose na menadZment (3.2)
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system (3.2.1) management top management

. L {(3.2.6) (3.2.7)
set of rgleﬁ:l!atedn:; coordinated activities person or group of people
interacting eleme to direct and control who directs and controls an

an crganization

organization at the highest

level

quality policy (3.2.4)
overall intentions and
direction of an
organization related to
policy and objectives quality as formally
and to achieve those expressed by top

objectives management

management

system (3.2.2)
system to establish

quality management
quality management (3.2.8)
system (3.2.3) A . coordinated activities to direct
management system to and control an organization
direct and control an with regard to quality
organization with regard to
quality continual improvement
{3.2.13)
recurring activity to increase
the ability to fulfil
requirements

|

quality planning quality control  quality assurance quality improvement
(3.2.9) (3.2.10) (3.2.11) (3.2.12)

quality objective (3.2.5)
something sought, or aimed
for, related to quality

part of quality part of quality part of quality part of quality management

management focused management focused  management focused focused on increasing
on setting quality on fulfilling quality on providing the ability to fulfit

objectives and requirements confidence that quality quality requirements
specifying necessary requirements will be
operational processes fulfilled
and rasources to fulfil
the quality objectives

effectiveness (3.2.14) efficiency (3.2.15)
extent to which planned relationship between result

aclivities are realized and
planned results achieved

achieved and resources used

Figure A.S — Concepts relating to management (3.2)
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organizacija (3.3.1)
Grupa ljudi, objekata i pripadajuce opreme,
sa uspostavljenim odgovornostima,
ovlaséenjima i odnosima.

/ zainteresovana strana (3.3.7)

organizaciona Osoba ili grupa koje imaju interes
struktura (3.3.2) u performansama 1li uspehu organizacije.
Uspostavljene odgovdmosti,
ovlaséenja 1 odnosi
izmedu osoblja.

korisnik (3.3.5)
Organizacija ili osoba
koji primaju proizvod.

isporuéilac (3.3.6)
Organizacija ili osoba koji
1sporuduju proizvod.

infrastruktura (3.3.3)
<organizacija>
Sistem objekata, oprema radna sredina (3.3.4)
1 usluga neophodnih Skup uslova u kojima se ugovor (3.3.8)
za rad organizacije. obavlja rad. Obavezujuéi sporazum.

Slika A.6 — Pojmovi koji se odnose na organizaciju (3.3)

proces (3.4.1)
Skup medusobno

procedura povezanih ili medusobno . _
postupak (3.4.5) ~<E——— delujucih aktivnosti -3 Proizy od (3.4.2)
Utvrden nadin za koji ulazne elemente Rezultat procesa.
obavljanje neke pretvara u izlazne.

aktivnosti 1li procesa.

projekat (3.4.3)
Jedinstven proces koji se sastoji od skupa
aktivnosti kojima se koordinira 1 upravlja,
sa datumima pocetka 1 zavr3etka, a koji se
preduzima da b1 se ostvario cilj koji je u
skladu sa specifiénim zahtevima, uzimajuéi
u obzir 1 ograniéenja u pogledu vremena,
tro§kova 1 resursa.

projektovanje i razvoj (3.4.4)
Skup procesa koji pretvara zahteve
u specificirane karakteristike ili u
specifikacije proizvoda,
procesa 1li sistema.

Slika A.7 — Pojmovi koji se odnose na proces i proizvod (3.4)

karakteristika (3.5.1)

Osobina na osnovu koje
sigurnost funkcionisanja (3.5.3) / se pravi razlika. \

Skup Sf".(’-!sm‘fa ‘k(')_la opisuju sledljivost (3.5.4)
raspolozivost 1 faktore koji na :
nju utiéu: pouzdanost, pogodnost
odrzavanja 1 logisticka
podrska odrzavanju.

Moguénost da se slede
istorijat, primena ili lokacija
onoga 5to se razmatra.

karakteristika kvaliteta (3.5.2)
Svojstvena karakteristika proizvoda,
procesa 1l1 sistermna koja se
odnosi na zahteve.

Slika A.8 — Pojmovi koji se odnose na karakteristike (3.5)
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organization (3.3.1)
group of people and facilities with an
arrangement of responsibilities, authorities
and relationships

/ interested part}f (3.3.7)

PR erson or group having an
organizational in?erest in th% per:formar?oe or
structure (3.3.2) success of an organization
arrangement of
responsibilities, authorities
and relationships between

people
supplier 3.35) customer (3.3.5)
T (3.3. organization or
organization or person that receives
person that provides a product

infrastrut:_ture ( .3Q\t a product
-forganlzat:onb
system of facllities, work environment \

equipment and services
needed for the operation of (3.3.4) contract (3.3.8)
an organization set of conditions under binding agreement
which work is performed

Figure A.6 — Concepts relating to organization (3.3)

procedure (3.4.5) process (3.4.1)
specified way to carry out €  ctof interrelated or €————3> product (3.4.2)
an activity or a process interacting activities which result of a process
transforms inputs into outputs

N

design and development _ project (3.4.3) _
(3.4.4) unique process, qoq_sushn_g of a set of qoprdmated
set of processes that transforms and controlled activities with start and finish dates,
requirements into specified undertaken to achieve an objective conforming to
characteristics or into the specific raquemants, including the constraints of
specification of a product, process time, cost and resources
or system

Figure A.7 — Concepts relating to process and product (3.4)

characteristic (3.5.1)
dependability (3.5.3) ‘-f"‘-' distinguishing feature

collective term used to describe the

e . traceability (3.5.4)
availability performance and its

ability to trace the history,

influencing factors: reliability application or location of
performance, maintainability that which is under
performance, and maintenance support o consideration
performance quality characteristic (3.5.2)

inherent characteristic of a product,
process or system related to a
requirement

Figure A.8 — Concepts relating to characteristics (3.5)
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zahtev (3.1.2)
Potreba ili o¢ekivanje koji su
iskazani, po pravilu podrazume-
vani 1l1 obavezni.

nedostatak

neusaglasenost (3.6.2)
Neispunjenost zahteva.

usaglaSenost (3.6.1)
Ispunjenost zahteva.

defekt (3.6.3)
Neispunjenost zahteva koji
se odnose na predvidenu
ili specificiranu upotrebu.

prihvatanje (3.6.13)
Dozvola da se prede u
sledeéu fazu procesa.

preventivna
mera (3.6.4)
Mera za otklanjanje
uzroka moguée
neusaglasenosti ili
druge neZeljene

korektivha mera (3.6.5)
Mera za otklanjanje
uzroka otkrivene
neusaglasenosti ili
druge nezeljene
situacije.

naknadna dozvola

za odstupanje prethodna dozvola

za odstupanje (3.6.12)

oée situaciie. (3.6.11) ,
moguce situactje Dozvola da se koristi  Dozvola da se odstupi
ili prihvati proizvod ~ od prvobitno utvrdenih

koji nije usaglasen
sa specificiranim
zahtevima.

zahteva za proizvod
pre realizacije.

ispravka (3.6.6)
Mera preduzeta da bi se
odstranila otkrivena
neusaglaSenost.

skartiranje (3.6.10)
Mera sprovedena na
neusaglasenom proizvodu
da bi se sprecila njegova

I predvidena upotreba.

dorada (3.6.7)
Mera preduzeta s
namerom da se
neusaglasen
proizvod ucini
usaglaSenim sa

e

popravka (3.6.9)
Mera sprovedena na

preklasiranje (3.6.8)
Promena klase neusa-
glasenog proizvoda u
cilju usaglasavanja sa
zahtevima koji se
razlikuju od pocetnih.

neusaglasenom proiz-

zahtevima.

vodu da bi se on uéinio
prihvatljivim za
predvidenu upotrebu.

Slika A.9 — Pojmovi koji se odnose na usaglasenost (3.6)

. o . dokumenat (3.7.2)
informacija 3.7.1) ”"('—‘-'_'*'In['ommcija 1 medijum

Podaci od znadaja. . .
aca)e na kojem se ona nalazi.

dokumenat procedure
(Nije definisano, videti
napomenu za proceduru.)

plan i kvalitet (3.7.5) zapis (3.7.6)
Dokumenat kojim se
1skazuju dobijeni
rezultati ili daju dokazi
o 1zvrienim aktivnostima.

specifikacija (3.7.3) poslovnik o kvalitetu
Dokumenat kojim se (3.74) Dokumenat kojim se,
iskazuju zahtevi. Dokumenat kojim se  za specifi¢ni projekat,
definiSe sistem menadZ- proizvod, proces ili ugo-
menta l\\-alllclom VOr, ul\.-'rdujc l\()]c se
orgamzacyje. procedure 1 odgovarajuéi
resursi moraju primeniti,
ko mora da ih
priment 1 kada.

Slika A.10 — Pojmovi koji se odnose na dokumentaciju (3.7)
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requirement (3.1.2)
need or expectation that is stated,
generally implied or obligatory
nonconformity (3.6.2) :
defect (363 E——p nan-fulﬁlmerﬂtycr:ra <4—» conformity (36.1)
non-fulfilment of a

requirement related to an
intended or specified use

preventive corrective action
action (3.6.4) (3.6.5)
action to eliminate action to eliminate the
the cause of a cause of a detected
potential nonconformity or other
nonconformity or undesirable situation
other undesirable

potential situation

correction (3.6.6)
action to eliminate a
detected nonconformity

requirement fulfiiment of a requirement

release (3.6.13)
pemission to proceed to
the next stage ofa
process
concession

(3.6.11) deviation permit
permission to (36.12)
use or releasea  Ppermission to depart
product that does  from the originally
not conformto  SPecified requirements
specified of a product prior to
requirements realization

scrap (3.6.10)
actionona
nonconforming
product to preciude
its originally intended

rework (3.6.7)

actionon a
/ nonconforming
i product to make it
repair (3.6.9 conform to the

actionon a requirements
nonconforming
product to make it
acceptable forthe
intended use

I use

regrade (3.6.8)
alteration of the
grade of a
nonconforming
product in order to
make it conform to
requirements
differing from the
initial ones

Figure A.9 — Concepts relating to conformity (3.6)

information (3.7.1)
meaningful data

document (3.7.2)

H information and its

supporting medium
procedure document
[not defined, see note to
procedure]

specification (3.7.3)  quality manual (3.7.4)  quality plan (3.7.5) record (3.7.6)
document stating document specifying the document specifying document stating

requirements quality management system  which procedures and results achieved or

of an organization associated resources providing evidence of
shall be applied by activities performed

whom and whento a
specific project,
product, process of
contract

Figure A.10 — Concepts relating to documentation (3.7)
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(odlucivanje)
(Nije definisano.)

\ objektivni dokaz (3.8.1)
Podaci kot potvrduju postojanje
ili istinitost necega.

preispitivanje (3.8.7)
Aktivnost koja se preduzima

da bi se utvrdile pogodnost, o Ti e 3185
adekvatnost 1 efektivnost verifikacija 4t—> Po:\ﬂ(li(ll:trgr pr(umnlz.m
predmetne materije za overavanje (3.8.4) objektivnog dokaza da
postizanje postavlje- Potvrdivanje pruzanjem su ispunjeni zahtevi za
nih ciljeva. Ob{ljilkl:]i]«:;ﬁlgj%l;ﬁm specifi¢nu predvidenu
! SIS . trebu 1li primenu.
kontrolisanje (3.8.2) specificirani zahtevi. HPOTIEDI T pHmEntt

Vrednovanje usaglasenosti
posmatranjem 1 procenji-
vanjem uz, kada je to
pogodno, merenje, ispiti-
vanje 1li procenjivanje
primenom 3ablona.

ispitivanje (3.8.3)
Utvrdivanje jedne ili
vi$e karakteristika
prema proceduri.

Slika A.11 — Pojmovi koji se odnose na ispitivanje (3.8)

program provere (3.9.2)

narudilac provere (3.9.7) Skup jedne ili vise provera proveravana
Organizacija ili osoba koje koje treba obaviti u planiranom organizacija (3.9.8)
traze proveru. : periodu, a koje su usmerene Organizacija koja

ka specificnom cilju. se proverava.

predmet i podrucje nalazi provere (3.9.5)

primene provere (3.9. 13)“\ Rezultati vrednovama
Obim 1 granice provere. provera (3.9, 1)Hpri ;

kupljenih dokaza provere

Sistemati¢an, nezavisan1  prema Kriterijumima provere.
dokumentovan proces za dobijanje
dokaza provere 1 njegovo objektivno
vrednovanje da bi se utvrdio stepen do

plan provere (3.9.12) kojeg su ispunjeni kriterijumi provere.

Opis aktivnosti 1 raspored
rada tokom provere.

tim pm\-'era\-'af:a (39 10) (lokaz provere (394)

Jedan 111 vi$e proveravaca koji Zapisi, izjave o &injenicama ili

.- obavljaju proveru, po potrebi druge informacije koje su rele-

Kriterijumi potpomognuti tehnickim vantne za kriterijume provere
provere (3.9.3) ekspertima. 1 koje se mogu verifikovati.

Skup koji &ine politika,
procedure 1l zahtevi.

zakljuéak provere (3.9.6)

tehnicki ekspert (3.9.11) proveravac (3.9.9)  [shod provere tima proveravada
<provera> Osoba koja pruza «g——=yp ()_ﬁ"bﬂ sa pokazanim posle razmatranja ciljeva provere
specifi¢no znanje ili ekspertizu liénim osobmarma 1 1 svih nalaza provere.
timu proveravagéa. kompetentnoséu da

obavlja proveru.

kompetentnost (3.9.14)
<provera> Pokazane li¢ne
osobine 1 pokazana sposobnost
primene znanja i ve$tina.

Slika A.12 — Pojmovi koji se odnose na proveru (3.9)
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review (3.8.7)
activity undertaken to
determine the suitability,
adequacy and
effectiveness of the
subject matter to
achieve established
objectives

inspection (3.8.2)
conformity evaluation
by observation and
judgement
accompanied as
appropriate by
measurement, testing
or gauging

determination

[Mt GEﬁnedl \

confiration, through the
provision of objective
evidence, that specified
requirements have been
fulfilled

test (3.8.3)

determination of one or
more characteristics
according to a procedure

SRPS ISO 9000:2007

objective evidence (3.8.1)
data supporting the existence or
verity of something

verification (3.8.4) «——— Validation 38.5)

confirmation, through
the provision of
objective evidence, that
the requirements for a
specific intended use or
application have been
fulfilled

Figure A.11 — Concepts relating to examination (3.8)

audit client (3.5.7)
organization or person
requesting an audit

audit scope (3.9.13)

audit programme (3.9.2)
set of one or more audits
planned for a specific time frame
and directed toward a specific
purpose

auditee (3.9.8)
organization being
audited

ries of _ audit findings (3.9.5)
extent a:it:_,l:;}da “\* audit 3.9.1) §——— resuits of the evaluation of

L

audit plan (3.9.12)
description of the activities
and arrangements for an

audit

audit criteria (3.9.3)
set of policies,
procedures or
requirements

technical expert (39.11)
<audit> person who provides
specific knowledge or
expertise to the audit team

systematic, independent and

documented process for

obtalning audit evidence and

evaluating it objectively to

determine the extent to which
the audit criteria are fulfilled

audit teamn (3.9.10)

one or more auditors conducting
an audit, supported il needed by

technicat experts

the collected audit evidence
against audit criteria

audit evidence (3.9.4)
records, statements of fact or
other information which are

relevant to the audit crileria and

verifiable

audit conclusion (3.9.6)

auditor (3.9.9)
person with the
demonstrated personal
attributes and competence
to conduct an audit

competence
(3.9.14)
<audit> demanstrated
personal attributes and
demonstrated

outcome of an audit provided

by the audit team after
consideration of the audit
objectives and all audit
findings

ability to apply knowledge and skills
Figure A.12 — Concepts relating to audit (3.9)
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metroloske potvrdivanje (3.10.3)
Skup operacija koje se zahtevaju radi
osiguranja usaglaSenosti merne
opreme sa zahtevima za njenu
predvidenu upotrebu.

merni proces (3.10.2)
Skup operacija za utvrdi-
vanje vrednosti veli¢ine.

. . metroloska funkeija (3.10.6)
sistem “’{e““d%“llgnl‘a 4—————pFunkcija sa administrativnom
K mc(lj'cnjf)m . - ) hil; 1 tehmickom odgovorno$éu za
Skup medusobno povezanih ili definisanje 1 primenu sistema
medusobno delujuéih elemenata menad¥menta merenjem
neophodnih za dostizanje metrolo- A
skog potvrdivanja 1 neprekidnog
upravljanja mernim procesima.

merna oprema (3.10.4) metroloSka karakteristika (3.10.5)
ST 1S a ATy = g "‘—"—-‘—_" .. . . .
Merni instrument (merilo), softver, Prepoznatljiva osobina koja moze
etalon, referentni materijal ili pomoéni uticati na rezultate meremnja.

aparati, ili njthova kombinacija, potrebni
da se realizuje merni proces.

Slika A.13 — Pojmovi koji se odnose na menadZment kvalitetom za merne procese (3.10)
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measurement process
(3.10.2)
set of operations to determine

metrological confirmation (3.10.3)
the value of a quantity

set of operations required to ensure that
measuring equipment conforms to the
requirements for its intended use

\ measurement

management system
(3.10.1)
set of interrelated and
interacting elements necessary
to achieve metrological
confirmation and continual
controf of measurement
processes

measuring equipment (3.10.4)
measuring instrument, software,
measurement standard, reference malerial
or auxiliary apparatus or a combination
thereof necessary to realize a measurement
process

SRPS ISO 9000:2007

metrological function (3.10.6)
function with administrative and
technical responsibility for defining
and implementing the measurement
management system

4————p metrological characteristic (3.10.5)
distinguishing feature which can influence the

results of measurement

Figure A.13 — Concepts relating to quality management for measurement processes (3.10)
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