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L&i néi dau

TCVN 1SO 9000:2015 (ISO 9000:2015) thay thé cho TCVN ISO
9000:2007 (ISO 9000:2005);

TCVN ISO 90(_)0:2015 hoan toan trong dwong véi 1ISO 9000:2015;

TCVN ISO 9000:2015 do Ban ki thuat Tieu chudn Quéc gia
TCVNITC 176 Quén ly chét luvong va ddm bao chét lwong bign soan,
Téng cuc Tiéu chudn Do lwdng Chét lvgng d& nghi, Bd Khoa hoc va
Céng nghé cong bb.
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L&i gidi thiéu

Tiéu chudn ndy dwa ra cac khéi niém, nguyén tac
va tlr ving co ban cho hé théng quan ly chét
legng va dwa ra co s& cho cac tiéu chudn khac
vé h¢ théng quan Iy chét lwgng. Tidu chudn nay
nhédm gilp ngudi st dung hidu cac khai niém,
nguyén tc va tlr vieng co' ban trong quan Iy chét
lugng dé cb thé ap dung mét cach hidu lyc va
hiéu qua hé théng quan Iy chit legng va thu duoc
gi4 trj tir c4c tidu chuln khac v& hé théng quan Iy
chét lgng.

Tiéu chudn nady d& xuit mét hé théng quan Iy chét
lugng dugc xac dinh rd, trén khudn khd tich hop
céc khai niém, nguyén tic, qua trinh cor ban va
céc ngudn lyc lién quan dén chét lwong, nham
giap t& chirc thyc hién cac muc tiéu cda minh.
Tiéu chuén ndy c6 thé 4p dung cho tht ca cac td

chirc, khong phan bigt quy mé, mirc do-phire tap

hay mé hinh hoat ddng. Muc dich cla tiéu chudn
1a 1am ting nhan thirc cla td chirc v& céc nghia
vy va cam két ciia minh trong viéc dap (rng nhu
cau va mong dgi clia khach hang va c4c bén quan
tam clia t6 chirc va trong viéc dat dwoc sy thoa
man véi san phdm va dich vy clia tb chirc.

Tiéu chuén nay bao gdm bay nguyén tic quan Iy
chét lrgng hé tre cho cac khai niém co ban néu &
2.2. O 2.3, voi tieng nguyén tic quan Iy chét
lugng c6 phdn “néi dung” mb ta tirng nguyén téc,
phan “ly giai" dién gidi vi sao 18 chirc cin giai
quyét nguyén tic dé, phan “lgi ich chinh” gén voi
nguyén tic d6 va phan “hanh déng cé thé thue
hién” 13 hanh ddng td chire ¢6 thd thue hign khi ap
dung nguyén téc. '

Tiéu chudn nay bao gdm céc thuét nglr va dinh
nghia ap dung cho tét ca cac tiéu chudn vé& quan
Iy chét lwgng va hé théng quan ly chét lvgng do

Introduction

This the

fundamental concepts, principles and vocabulary

International Standard- provides
for quality management systems (QMS) and
provides the foundation for other QMS standards.
This International Standard is intended to help the
user to understand the fundamental concepts,
principles and vocabulary of quality management,
in order to be able to effectively and efficiently
implement a QMS and realize value from other
QMS standards.

This International Standard proposes a well-
defined QMS, based on a framework that
integrates established fundamental concepts,
principles, processes and resources related to
quality, in order to help organizations realize their
objectives. It is applicable to all organizations,
regardless of size, complexity or business model.
Its aim is to increase an organization’s awareness
of its duties and commitment in fulfilling the needs
and expectations of its customers and interested
parties, and in achieving satisfaction with its
products and services.

This International Standard contains seven quality
supporting the
fundamental concepts described in 2.2. In 2.3, for

management - principles
each quality management principle, there is a
“statement” describing each principle, a “rationale”
explaining why the organization would address
the principle, "key benefits” that are attributed to
the principles, and “possible actions” that an
organization can take in applying the principle.

This International Standard contains the terms
that apply to all quality
management and QMS standards developed by

and definitions



ban k¥ thuét tiéu chuidn TCVN/TC 176 xay dyng,
cling nhr cac tiéu chun khac vé hé théng quan Iy
chét lwgng cho linh vire cy thd dia trén nhing
tiéu chudn nay. C4c thuat ngtr va dinh nghfa dugc
sép xép theo trat ty khai niém va dua ra mét phy

luc theo bang chir c4i & cubi tiéu chuén. Phy lyc A-

bao gdm tap hgp cac so db v& hé théng khai niém
hinh thanh nén th bac khai nigm.

CHU THICH: Huwémng din v& mét s tir bd sung thwdmg
duoc str dyng trong tiéu chudn vé& hé thong quan Iy
chét lwgng do ban k§ thuat tiéu chudn TCVN/TC 176
x8y dung dwoc néu day 4o tai hitpliwww.iso.
orgliso/03 terminology used in iso 9000 family.pdf

TCVN 1SO 9000:2015
ISO/TC 176, and other sector-specific QMS

standards based on those standards, at the time
of publication. The terms and definitions are
arranged in conceptual order, with an alphabetical
index provided at the end of the document. Annex
A includes a set of diagrams of the concept
systems that form the concept ordering.

NOTE Guidance on scme additional frequently-used
words in the QMS standards developed by ISO/TC
176, and which have an identified dictionary meaning,
is provided in a glossary available at: hitp://www.iso.
orafiso/03 terminology used in jso 9000 family.pdf
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Hé thdong quan ly chat lwong - Co s& va tir virng

Quality management system - Fundamental and vocabulary

1 Pham vi ap dung 1 Scope

Tiéu chudn nay mé ta khai niém va nguyén tic co
bén trong quan ly chét lvgng duoc ap dung rong
rai cho:

This International Standard describes the
fundamental concepts and principles of quality

management which are universally applicable to

cac td chirc muén dat dwoc thanh céng bén
virng théng qua viéc 4p dung mot hé théng
quan ly chét lweong;

khach hang muén c6 dugc sy tin cay vao kha
nang clia td chirc trong viéc cung clp mét

cach &n dinh san phdm va dich vy phi hop

véi cac yéu ciu clia minh;

cac td chirc mubn c6 dwoc sy tin cdy vao
chudi cung rng clia minh trong @6 cac yéu
céu déi véi san pham va dich vy sé duoc dap
rng;

td chirc va cac bén quan tam muén cai tién
viéc trao ddi thong tin thdng qua cach hidu
chung v& tr vigng dugc sir dung trong quan ly
chét lvong;

td chirc thyc hién danh gia sw phu hop theo
céc yéu ciu ctia TCVN 1SO 9001;

nha cung cép dao tao, danh gia hosc tw vén
vé quan ly chét lugng;

ngudi xay dung tiéu chudn lién quan.

the following:

organizations seeking sustained success
through the implementation of a quality
management system,

customers seeking confidence in an
organization's ability to consistently provide
products and services conforming to their

requirements;

organizations seeking confidence in their
supply chain that product and service

requirements will be met;

organizations and interested parties seeking

to improve communication through a
common understanding of the vocabulary

used in quality management;

organizations
assessments against the requirements of |ISO
9001;

performing . conformity

providers of training, assessment or advice in
quality management;

developers of related standards.
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Tiéu chudn nay quy dinh cac thuat nglr va dinh
nghia 4p dyng cho tAt ca c4c tiéu chuan vé quan
ly chét lwgng va hé théng quan Iy chét lgng do
ban ki thuét tiéu chudn TCVN/TC 176 xay dyng.

2 Cac khai niém co ban va nguyén tic
quan Iy chit lwgng

2.1 Khai quat.

Céc khai niém va nguyén tic quan ly chét lwong
néu trong tidu chudn ndy mang lai cho td chirc
khd ning dap (ng nhirtng thach thirc cla moi
trirdmg hoan toan khéc trong nhng thép nién gan
day. Ngay nay, bdi canh trong d6 t& chirc thie
hién cdng viéc dwroc d3c treng bdi nhirng thay dbi
sau rong, toan cAu héa thi tredng va sy ndi 1en
clia tri thirc nhur mdt ngudn lyc chinh yéu. Anh
hudng clia chét lvgng wegt xa hon ¢a sy thoa
man cla khach hang: né cling cb thé ¢6 énh
huwdng tryce tiép t6i uy tin clia td chire,

Xa hoi ¢6 sy gido duc tdt hon va doi hdi nhiéu
hon, lam cho cac bén quan tdm ngay cang gia
téng anh hwdng. Bing viéc dua ra cac khai niém
va nguyén téc co ban dugc sir dung khi xdy dyng
hé théng quan ly chét lwong (HTQLCL), tiéu
chuan ndy dwa ra c4ch thire tw duy réng hon v& td
chire,

T4t ca khai niém, nguyén tc va mébi quan hé gira
ching ¢An dwee nhin nhan mét cach tdng thé va
khéng tach rdi tirng khai niém, nguyén tic. Khéng
c6 mdt khai niém hay nguyén tic riéng nao quan
trong hon khai niém hay nguyén téc khac. O moi
thoi didm, thdy dwoc sy can bang that s trong
viéc ap dung 1a didu then chét. '

10

This International Standard specifies the terms
and definitions that apply ‘quality
management and quality management system
standards developed by ISO/TC 176.

to all

2 Fundamental
management principles

concepts and quality

2.1 General
The quality management concepts and
principles described in this International

Standard give the organization the capacity to
meet challenges presented by an environment
that is profoundly different from recent decades.
The context in which an organization works
today is characterized by accelerated change,
globalization of markets and the emergence of
knowledge as a principal resource. The impact
_ extends
satisfaction: it can also have a direct impact on

of  quality beyond  customer

the organization’s reputation.

Society has become better educated and more

demanding, making interested parties

increasingly more influential. By providing
fundamental concepts and principles to be used
in the development of
system (QMS), this

providles a way of

a quality management
Standard
the

International
thinking about
organization more broadly.

All concepts, principles and their interrelationships
should be seen as a whole and not in isolation of
each other. No individual concept or principle is
more important than another. At any one time,
finding the right balance in application is critical.



2.2 Cac khai niém co ban
2.2.1 Chét luong

Mot t& chirc dinh hwéng vao chét lugng sé thic
day van hoa gitp dén d@én hanh vi, thai do, hoat
dong va qua trinh mang lai gia trj thong qua viéc
dép tng nhu cdu va mong dgi clia khach hang va
cac bén guan tam khac ¢t lién quan.

Chét lweng san phdm va dich vu ctia td chie
dwgc xac dinh bng khd ning thda man khach
hang va anh huwéng mong muén va khéng mong
mudn 1&i cac bén quan tam lién quan.

Chét lvgng cla san phdm va dich vy khéng chi
bao gdm chirc nang va céng dung dy kién ma con
bao gdm ca gia trj va Igi ich dwgc cam nhan ddi
v&i khach hang.

2.2.2 Hé théng quan ly chét lweng

Mét hé thdng quan Iy chét lwong bao gdbm cac
hoat dang theo d6 td chirc nhan biét cac myc tiéu
clia minh va xac dinh cac qua trinh va ngudn lyc
can thiét d& dat dwoc két qua mong mubn.

Hé thdng quén Iy chat lvgng quan Iy cac qua frinh
tirong tac va cac ngudn lyc cin thiét @& mang lai
gia tri va thu dugc cac két qua cho cac bén quan
téam lién quan.

Hé théng quan Iy chét legng gilp lanh dao cao
nhat t&i wu viéc st dung ngudn lwc cé tinh dén
cac hé qua dai han va ngén han clia cac quyét

dinh ctta minh.

H& thong quan Iy chét lwgng dwa ra phwong thire
nhén biét cac hanh déng nhdm giai quyét cac hé
qua du kién, ngoai dy kién khi cung cip san
pham va dich wy.

2.2.3 Bbi canh cia td chirc

Viéc hiéu bdi canh clia td chirc 1a mét qua trinh.

TCVN ISO 9000:2015
2.2 Fundamental concepts

2.2.1 Quality

An organization focused on quality promotes a
culture that results in the bebaviour, attitudes,
activities and processes that deliver value
through fuffilling the needs and expectations of

customers and other relevant interested parties.

The quality of an organization’s products and
services is determined by the ability to satisfy
customers and the intended and unintended
impact on relevant interested parties.

The quality of products and services includes not
only their intended function and performance, but
also their perceived value and benefit to the
customer,

2.2.2 Quality management system

A QMS comprises activities by which the

organization identifies its objectives and
determines the processes and resources required

to achieve desired results.

The QMS manages the interacting processes
and resources required to provide value and
realize results for relevant interested parties.

The QMS enables top management to optimize
the use of resources considering the long and
short term consequences of their decision.

A QMS provides the means to identify actions to
address intended and unintended consequences
in providing products and services.

2.2.3 Context of an organization

Understanding the context of the organization is

11



TCVN ISO 9000:2015

Qus4 trinh nay x4c dinh cac yéu t6 anh hwdng toi
muyc dich, muc tidu va sir bdn virng cla td chire.
Qua trinh ndy xem xét cac yéu t& ndi bd nhu gia
tr, van hoa, tri thirc va két qua thuc hién cda t6
chire. Qua trinh ndy clng xem xét cAc yéu té bén
ngoai nhw méi tredng phép ly, céng nghé, canh
tranh, thj tredng, van héa, xa hdi va kinh té.

Vi du v& cach thirc ¢6 thé thé hién muc dich cila
td chirc bao gdm tidm nhin, s ménh, chinh sach
va muc tiéu ca tb chire.

2.2.4 Bén quan tdm

Khéi niém v& bén quan tdm mé& rdng hon so véi
chl hwdng vao khach hang. Quan trong 1a phai
xem xét tit ca cac bén quan tam cb lign quan.

MGt phén trong quéa trinh hiéu bdi canh cla tb
chirc 14 nhén biét cac bén quan tam cla td chirc.
Cac bén quan tam lién quan la cac bén mang lai
rGi ro dang k& dbi véi s bén vimg cla 18 chire
néu nhu cdu va mong dgi ctia hg khéng dwgc dap
(rng. T chirc x4c dinh két qua ndo cin mang lai
cho cac bén quan t4m lién quan nay d& gidm rti
ro do.

T chirc thu hat, nédm bét va duy tri sy hd tre cla
cac bén quan tam lién quan ma td chirc phu thude
vi sy thanh céng ctia minh.

2.2.5 H3 tror
2.2.5.1 Khai quéat

Hb try clia lanh dao cao nhét trong hé théng quan
Iy chét lugng va sy tham gia clia moi nguwdi giap:

- cung clp diy a0 ngudn nhan luc va cac
ngudn lyc khac;

- theo doi cac qué trinh va két qua;

- xac dinh va dinh mi¥c rdi ro va co héi;

12

a process. This process determines factors
which influence the organization’s purpose,
objectives and sustainability. If considers internal
factors such as values, culture, knowledge and

performance of the organization. It also
considers external factors such as legal,
technological, competitive, market, cultural,

social and economic environments,

Examples of the ways in which an organization’s
purpose can be expressed include its vision,
mission, policies and objectives.

2.2.4 Interested parties

The concept of interested parties extends beyond
a focus solely on the customer. It is important to
consider all relevant interested parties.

Part of the process for understanding the context
of the organization is to identify its interested
parties. The relevant interested paﬁies are those
that provide significant risk to organizational
sustainability if their needs and expectations are
not met. Organizations define what results are
necessary to deliver to those relevant interested
parties to reduce that risk.

Organizations attract, capture and retain the
support of the relevant interested parties they
depend upon for their success.

2.2.5 Support
2.2.5.1 General

Top management support of the QMS and

engagement of people enables:

- provision of adequate human and other

resources;
- monitoring processes and results;

- determining and evaluating of risks and



- thie hign cac hanh dgng thich hep.

Viéc dat dwere, trién khai, duy tri, nang cao va xir
Iy c6 trach nhigm cac ngudn Iyc sé hd trg t6 chirc
trong viéc dat dugc cac myc tiéu cia minh.

2.2.5.2 Con ngu&i

Con ngwdi 1a ngudn lye quan trong trong td chirc.
Két qua thyc hign cia td chirc phy thudc vao
cach thirc con ngudi hanh x(r trong hé théng ho
lam viéc.

Trong mdt td chirc, con ngudi tré nén gén bé va
hda hgp théng qua cach hidu chung vé& chinh
sach chét lwgng va két qud mong muén cha tb
chire.

2.2.5.3 Néng lyc

Hé théng quan Iy chat lwgng ¢é hiéu lwe nhét khi
tAt ca nhan vién hidu va 4p dung cac ky nang,
d3o tao, gido duc va kinh nghiém cin thiét gé
thyc hién vai trd va trach nhiém cia minh. Trach
nhiém clia lanh dao cao nhét 14 mang lai cac co
héi cho moi nguei phét trién nhirng nang lyc cin
thiét nay.

2.2.5.4 Nhén thirc

Nhan thire thu dwgce khi moi ngudi hidu trach
nhiém clia minh va cach thirc hanh ddng cla ho
g6p phén vao viéc dat duge cac myc tidu clia t6
chirc.

2.2.5.5 Trao dbi théng tin

Viéc trao @i thdng tin ndi bd (nghia |4 trong toan
td chirc) va bén ngoai (nghfa 1a véi cac bén quan
tam lién quan) theo ké hoach va cé hiéu lwc sé
thic ddy sy tham gia clia moi ngwdi va gia tang
hiéu biét vé:

“understand and apply the skills,

TCVN ISO 9000:2015
opportunities;

implementing appropriate actions.

Responsible acquisition, deployment,

maintenance, enhancement and disposal of
resources support the organization in achieving its

objectives.

2.2.5.2 People
People are essential resources within the
organization. The performance of the

organization is dependent upon how people
behave within the system in which they work.

Within an organization, people become engaged
and aligned through a common understanding of
the quality policy and the organization's desired
results.

2.2.5.3 Competence

A QMS is most effective when all employees
training,
education and experience needed to perform
their the
responsibility of top management to provide
opportunities for people to develop these

roles and responsibilities. 1t is

necessary competencies.
2.2.5.4 Awareness

Awareness is attained when beople understand
their responsibilities and how their actions
the the
organization’s objectives,

contribute to achievement of

2.2.5.5 Communication

Planned and effective internal (i.e. throughout
the organization) and external (i.e. with relevant
interested parties) communication enhances
and increased

people’s engagement

understanding of:

13
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- béi canh cla td chirc:

- nhu cdu va mong doi cia khach hang va cac
bén quan tam lién quan khac;

- hé théng quan Iy chét lueong.

2.3 Cac nguyén tic quan Iy chét lwgng
2.3.1 Hwéng vao khach hang

2.3.1.1 N§i dung

Trong t&m chinh clia quan Iy chét lwgng 1a dap
rng cac yéu clu clia khach hang va phan déu
vurgt xa hon mong dgi clla khdch hang.

2.3.1.2 Ly gia

Thanh cdng b&n virng dat dwoc khi mot td chirc
thu hat va gite dwgre 10ng tin clia khach hang va
cac bén quan tam lién quan khac. Mei khia canh
trong viéc twrong tac vél khach hang déu mang lai
co hdi tao ra nhidu gia tri hon cho khach hang.
Viéc hidu dwoc nhu chu va mong doi hién tai va
trong lai cha khach hang va céc bén quan tdm
khéc déng gép cho sy thanh cdng bén ving cla
td chire.

2.3.1.3 Lgi ich chinh

Mbt sé lgi ich chinh tidm A&n [a:

- t&ng gia trj cho khach hang;

- néng cao sir thda mén cla khach hang;
-~ néng cao s gén bé clia khéch hang;
- t&ng cwéng kinh doanh 13p lai;

- nang cao uy tin clia td chirc;

- m& réng co s& khéch hang;

- téing doanh thu v thj phin.

2.3.1.4 Hanh ddng c6 thé thye hién
Hanh dgng c6 thé thyc hign bao gdm:
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- the context of the organization;

- the needs and expectations of customers and
other relevant interested parties;

- the QMS.

2.3 Quality management principles
2.3.1 Customer focus

2.3.1.1 Statement

The primary focus of quality management is to
meet customer requirements and to strive to
exceed customer expectations.

2.3.1.2 Rationale

is achieved when an
organization attracts and retains the confidence

Sustained success

of customers and other relevant interested
parties. Every aspect of customer interaction

~ provides an opportunity to createé more value for

the customer. Understanding current and future
needs of customers and other interested parties
contributes to the sustained success of the
organization.

2.3.1.3 Key benefits

Some potential key benefits are:

- increased customer value;

- increased .customer satisfaction;

- improved customer loyalty;

- enhanced repeat business;

- enhanced reputation of the organization;
- expanded customer base;

- increased revenue and market share.
2.3.1.4 Possible actions

Possible actions include:



. thira nhan khach hang tnec tiép va gian tiép 1a
ngwdi tiép nhan gia tri tir t& chire;

- hidu nhu cAu va mong doi hién tai va tvong
lai clia khach hang;

- lién ké&t myc tiéu cia td chire véi nhu cdu va
mong dgi cia khach hang;

- trao ddi thdng tin v& nhu cAu va mong dgi clia
khach hang trong toan t chirc;

- hoach dinh, thiét ké, phat trién, tao ra, chuyén
giao va hd trg cac san phdm va dich vy dap
{rng nhu ciu va mong dgi clia khach hang;

- do lwéng va theo ddi sy thda man clia khach
hang va thye hién cac hanh dong thich hop;

- xéac dinh va thyc hién hanh dong d6i v&i nhu
cAu va mong dgi thich hgp clia cac bén quan
tam lién quan c6 thé anh hwdng dén s thoa
man cda khach hang;

- quan ly mét cach chl dng quan hé vé&i khach -

hang dé dat dugc thanh cong bén vikng.
2.3.2 Sy lanh dao
2.3.2.1 N&i dung

Ngwéi lanh dao & tat c3 cac cép thiét 1ap s
théng nhét trong myc Gich va dinh hwéng va tao
ra cac didu kién theo d6 moi ngudi cling tham gia
vio viéc dat dwgc myc tiéu chét lwgng cla td
chire.

2.3.2.2 Ly giai

Viéc tao duoce sy théng nhét trong myc dich va
dinh hwéng va sy tham gia clla mQi ngudi gitp
& chie hai hda chién lwge, chinh sach, qué
trinh va ngudn liyc dé dat dwgc cac myc tiéu cla
minh.
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- recognize direct and indirect customers as
those who receive value from the organization;

- understand customers' current and future
needs and expectations;

- link the organization's objectives to customer.
needs and expectations;

- communicate needs and

expectations throughout the organization;

customer

- plan, design, develop, produce, deliver and
support products and services to ' meet
customer needs and expectations;

- measure and monitor customer satisfaction
and take appropriate actions;

- determine and take action on relevant
interested parties’ needs and appropriate

expectations that can affect customer
satisfaction;
- actively manage relationships  with

customers to achieve sustained success.
2.3.2 Leadership
2.3.2.1 Statement

Leaders at all levels establish unity of purpose
and direction and create conditions in which
people
organization's quality objectives.

are engaged in achieving the

2.3.2.2 Rationale

Creation of unity of purpose and the direction
and engagement of people enable an
organization to align its strategies, policies,
processes and resources to achieve its

objectives.
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2.3.2.3 L¢iich chinh

Mét s6 lgi ich chinh tidm &n la:

tang hiéu lyc va hiéu qua cla viéc thye hién
muyc tiéu chét lrong cla td chirc;

diéu phéi tét hon cac qua trinh ciia td chire;

thic ddy trao @di théng tin gira cac cip va
cac bd phan chirc ning trong td chirc;
xay dirng va nang cao nang lwc cla td chire

va nhan sy cla td chirc trong viéc dem lai céc
két qua mong mudn.

2.3.2.4 Hanh ddng ¢6é thé thwe hién

Hanh ddng c6 thé thure hign bao gdm:
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trao ddi thong tin v& ste ménh, tAm nhin, chién
lwgre, chinh séch va cac qué trinh cia td chire
frong toan b t& chirc

tao dyng va duy tri cac gia trj chung, sy cdng
bang va cac mé hinh dao dirc trong hanh vi &
tAt ca céc cép trong td chiec;

thiét 1ap van héa vé long tin va sy chinh truec;

khuyén khich sw cam két réng rai trong t&
chire dbi véi chét lgng;

dam bao nhirng ngudi lanh dao & tat ca cac
cép 13 nhitng tdm guong tich cwc cho moi
ngudi trong td chirc;

cung cAp cho moi nguwdi nhirng ngudn lyc, sy
dao tao va quyén han can thiét d& hanh dong
c6 trach nhigém;

truydn cam hirng, khuyén khich va ghi nhan
s déng gop clia moi nguwdi.

2.3.2.3 Key benefits

Some potential key benefits are:

increased effectiveness and efficiency in
meeting the organization’s quality objectives;

better

processes;

coordination of the organization's

improved communication between levels and
functions of the organization;

the
and its

development and improvement of

capability of the organization

people to deliver desired results.

2.3.2.4 Possible actions

Possible actions include;

communicate the organization's mission,

vision, strategy, policies and processes

throughout the organization; -

create and sustain shared values, fairness
and ethical models for behaviour at all
levels of the organization;

establish a culture of trust and integrity;

encourage an organization-wide commitment
to quality;

ensure tha_t leaders at all levels are positive
examples to people in the organization;

provide people with the required resources,

training and authorty to act with
accountability;
inspire, encourage and recognize the

contribution of people,



2.3.3 Sy tham gia ciia moi ngudi
2.3.3.1 Nl dung

Nhan sy c6 nang lyc, quyén han va dwgc tham
gia & tAt ca cac cAp trong td chirc 12 didu thiét yéu
dé nang cao nang lyc clia td chirc trong viée tao
dng va chuyén giao gia tri.

2.3.3.2 Ly giai

Dé quén ly td chirc mdt cach hidu lyc va hidu
qua, digu quan trong 1a phai tdn trong va 16i kéo
moi ngudri & tit ca cac cép. Viéc thira nhén, trao
quyén va phat huy ning lyc giup thic ddy sy
tham gia cla mei nguwdi vao viéc dat dugc cac
myc tiéu chét rgng clia td chirc.

2.3.3.3 Lod ich chinh

Mbt sé lgi ich chinh tiém 4n 13:

- thic ddy moi ngudi trong t& chire hidu muc
tiéu chét lvong cla td chirc va gia tang ddng
e cho viée dat duwgc muyc tigu;

- thuc @dy sy tham gia clia moi ngudi vao hoat
dodng cai tién;

- tang cwdng sy phat trién, sang kién va sang
tao ¢a nhén;

- néng cao sy thda man clia moi ngudi;

- néng cao ldng tin va s hep tac trong toan té
churc;

- tang sy tap trung vao cac gia trj va van hoda
dugc chia sé trong toan té chic.

2.3.3.4 Hanh ddng cé thé thwee hién

Hanh dong c6 thé thiec hién bao gém:

- trao dbi théng tin v&i moi ngudi dé thuc day
viéc hiéu tAm quan trong clia nhi¥ng déng gop
riéng ctia ho;
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2.3.3 Engagement of people

2.3.3.1 Statement

Competent, empowered and engaged people at
all levels throughout the organization are
the
capability to create and deliver value.

essential to enhance organization's

2.3.3.2 Rationale

In order to manage an organization effectively
and efficiently, it is important to respect and
involve all people at all levels. Recognition,
empowerment and enhancement of competence
facilitate the engagement of people in achieving
the organization’s quality objectives.

2.3.3.3 Key benefits
Some potential key benefits are:

- improved understanding of the organization's

quality objectives by people in the
organization and increased motivation to

achieve them;

- enhanced involvement of people in

improvement activities;

- enhanced personal development, initiatives
and creativity;

- enhanced people satisfaction;

- enhanced trust and collaboration throughout
the organization;

- increased attention to shared  values and
culture throughout the organization.

2.3.3.4 Possible actions

Possible actions include:

with
understanding of the importance of their
individual contribution;

- communicate people to promote

17
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- thdc dy sy hop tac trong toan tb chirc;

- tao thuan Igi cho viéc thdo ludn va chia sé mét
cach céi mé tri thirc va kinh nghiém;

- trao quyén cho moi ngudi trong viéc xac dinh
céc trd ngai dbi voi két qua thire hién va thye
hién cac sang kién ma khéng lo léng;

- thtra nhén va ghi nhan déng gdp, viéc hoe hoi
va cdi tién clia moi ngudi;

- gidp tw danh gia két qua thire hién theo cac
myc tigu cé nhéan;

- tién hanh cac khao sat d& danh gia sy thda
man clia moi ngwdi, trao ddi théng tin vé két
qua va thre hién hanh ddng thich hep.

2.3.4 Céch tiép can theo qua trinh
2.3.4.1 Néi dung

Céc két qua dn dinh va ¢ thé dy béo dat duoc
mdt cach hidu lwc va hiéu qua hon khi cac hoat
ddng dwoc hiéu va quan ly theo c&c qua trinh cb
lién quan dén nhau, van hanh trong mét hé théng
gén két.

2.3.4.2 Ly giai

Hé théng quédn Iy chét legng bao gdm cac qua
trinh ¢6 lién quan dén nhau. Hiéu dwgc cach thirc
hé théng nay tao ra cac két qua gilp t& chirc toi
wu hda hé théng va két qua thye hign hé théng.

2.3.4.3 Lo ich chinh
Mét s6 lgi ich chinh ti&m &n 1a:

- nang cao kha nang tap trung nd lyc vao céc
qué trinh chinh va co’ hdi cai tién;

- két qua diu ra én dinh va dy bo dwoc thong
qua hé théng gdm cac qua trinh gén két voi
nhay;
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- promote  collaboration  throughout the

organization;

- facilitate open discussion and sharing of
knowledge and experience;

- empower people to determine constraints to
performance and to take initiatives without
fear;

- recognize and acknowledge people’s

contribution, learning and improvement;

- enable self-evaluation of performance against
personal objectives;

- conduct surveys to assess people’s
satisfaction, communicate the results and

take appropriate actions.
2.3.4 Process approach
2.3.4.1 Statement

Consistent and predictable results are achieved
more effectively and efficiently when activities are
understood

and managed as interrelated

processes that function as a coherent system.

2.3.4.2 Rationale

The QMS consists of interrelated processes.
Understanding how results are produced by this
system enables an organization to optimize the
system and its performance.

2.3.4.3 Key benefits
Some potential key benefits are:

- enhanced ability to focus effort on key
processes and opportunities for improvement;

- consistent and predictable outcomes through a
system of aligned processes,



két qua thyc hign dugc t6i wu héa thong qua
viéc quan ly hidu lirc qua trinh, st dung higu
qué ngudn lgc va gidm céc rdo can gira cac
chirc nang;

gitp 1 chirc mang lai Idng tin cho cac bén
quan tAm vé tinh én dinh, hiéu lyc va hidu qua
ctia tb chire.

2.3.4.4 Hanh ddng c6 thé thiec hién

Hanh ddng cé thé thire hién bao gdm:

xac dinh cac myc tidu clia hé théng va cac
quaé trinh can thiét dé dat dwoc muyc tiu:

thiét I3p quyén han, nhiém vy va trach nhiém
ddi véi viéc quan ly qua trinh;

hiéu dwgc ning lyc cla td chirc va xac dinh
cac giéi han vé& ngudn lyc treéc khi hanh
adng;

xac dinh sir phy thudc 1&n nhau cta qua trinh

va phan tich anh hwdng tir viéc didu chinh cac

qué trinh riéng I& t&i tdng thé hé théng;

quan 1Y cac qué trinh va sy lién hé 1an nhau
gitra cAc qua trinh trong hé théng dé dat duoc
céc myc tiéu chét lvgng clia td chirc mot cach
hiéu lye va hiéu qua;

dam bdo thdng tin cin thiét sdn c6 cho vige
thye hién va cai tién qua trinh va viéc theo
ddi, phan tich va danh gia két qua thiec hign
clia tdng thé hé thdng;

quan ly i ro ¢6 thé anh huwdng dén déu ra
clia qua trinh va két qua d4u ra tdng thé cua
hé théng quan Iy chét lvong.
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optimized performance through effective

process management, efficient use of

resources and reduced cross-functional

barriers;

enabling the organization to provide
confidence to interested parties related to its

consistency, effectiveness and efficiency.

2.3.4.4 Possible actions

Possible actions include;

. determine

define objectives of the system and processes
necessary to achieve them;

establish  authority,
accountability for managing processes;

responsibility and

understand the organization’s capabilities and
resource constraints prior to
action;

determine process interdependencies and
analyse the effect of modifications to individual

processes on the system as a whole;

manage processes and their interrelations as
a system to achieve the organization's quality
objectives effectively and efficiently;

ensure the necessary information is available
to operate and improve the processes and to
monitor, and the
performance of the overall system;

analyse evaluate

manage risks which can affect outputs of the
processes and overali outcomes of the QMS.
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2.3.5 Cai tién

2.3.5.1 N&i dung

Céc t6 chirc thanh cong déu tap trung lién tuc vao
viéc cai tién,

2.3.5.2 Ly gial

Cai tidn 12 vige thiét yéu dbi voi td chive dé duy trl
cac mlrc két qua thyec hién hign tai, @& Gng pho
v6i nhikng thay dbi trong diéu kién ndi bd va bén
ngoai va dé tao ra cac co héi méi.

2.3.5.3 Lgiich chinh
Mot s6 loi ich chinh tiém &n [a:

- cai tién két qua thwe hién clia qud trinh, ndng
lyc cha 18 chirc va sy thda man cua khach
hang;

- thic ddy viéc tap trung vao didu tra va xac
dinh nguyén nhan gbc ré va sau dé Ia cac
hanh ddng khic phyc, phong ngilea;

- néng cao kha nang dy bao va (ng phd véi
cac rdi ro va co hoi ndi bd va bén ngoai;

- dAy manh viéc xem xét ca cai tién tirng bude
va cdi tién dot phé;

- thie day viéc hoc hoi dé cai tién;
- ting cudrng dong lyrc ddi mai.
2.3.5.4 Hanh dong c6 thé thywe hién
Hanh déng c6 thé thire hién bao gdm:

- thae d4y viéc thiét lap cac myc tidu cai tién &
tAt ca cac cép trong th chirc;

- gido duc va dao tao moi ngudi & tat ca cac
cap v& cach thirc &p dung cac cdng cy va
phwrong phap co ban dé& dat dugc cac myc
tidu cai tién;

- dam bao moi ngurdi c6 nang luc dé thiac day
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2.3.5 Improvement
2.3.5.1 Statement

Successful organizations have an ongoing focus
on improvement.

2.3.5.2 Rationale

Improvement is essential for an organization to
maintain current levels of performance, to react
to changes in its internal and external conditions
and to create new opportunities,

2.3.5.3 Key benefits
Some potential key benefits are:

- improved process performance, organizational
capability and customer satisfaction;

- enhanced focus on root cause investigation
and determination, followed by prevention and
corrective actions,

- enhanced ability to anticipate and react to
internal and external risks and opportunities;

- enhanced consideration of both incremental
and breakthrough improvement;

- improved use of learning for improvement,
- enhanced drive for innovation.
2.3.5.4 Possible actions
Possible actions include:
establishment  of

- promote improvement

objectives at all levels of the organization;

- educate and train people at all levels on how
to apply basic tools and methodologies to
achieve improvement objectives;

- ensure people are competent to successfully



va thire hién thanh ¢dng céc dy an cai tién;

- Xxay d¢ng va ‘trién khai cac qua trinh thye hién
dy &n cdi tién trong toan té chirc;

- theo ddi, xem xét va danh gia viéc hoach djnh,

thigc hign, hoan thanh va cac két qua clia cac

dr 4n cai tién;
- dwa viéc xem xét cai tién vao phat trién san

phém, dich vy, qua trinh méi hoac didu chinh
san phdm, dich vu va qua trinh;

thira nhén va ghi nhan viéc cai tién.
2.3.6 Ra quyét dinh dwa trén béng chirng
2.3.6.1 N§i dung

Cac quyét dinh dia trén phan tich va danh gia dce
lieu va thong tin s& c6 kha ning cao hon trong
viéc tao ra cac két qua dy kién.

2.3.6.2 Ly giai

Ra quyét dinh c6 thé 1a mét qua trinh phirc tap va
luén ¢6 sy khong chéc chin nhét dinh. Qué trinh
ndy thuéng bao gdm nhidu loai hinh va ngudn
d&u vao cling nhv viéc dién gidi ching va cb thé
mang tinh cht quan. Quan trong 13 phai hiéu cac
mdi quan hé nguyén nhan va két qua va cac hé
qud tiém &n ngoai dy kién. Phan tich sy kién,
b&ng chirng va dir ligu mang lai tinh khach quan
cao hon va s tw tin trong viéc ra quyét dinh.

2.3.6.3 Lgi ich chinh
Mat s6 lgi ich chinh tiém 4n la:
- caitién qué trinh ra quyét dinh;

- cai tién viéc danh gia két qua thyc hién cia
qua trinh va kha nang dat dwgc cac myc tiéu;

- cditién hiéu lyc va hiéu qua thiee hién;
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promote and complete improvement projects;

- develop and deploy processes to implement

improvement  projects  throughout the
arganization;
- ftrack, review and audit the planning,

implementation, completion and results of
improvement projects;

- integrate improvement consideration into
development of new or modified products

and services and processes;
- recognize and acknowledge improvement.
2.3.6 Evidence-based decision making

2.3.6.1 Statement

Decisions based on the analysis and evaluation
of data and information are more likely to
produce desired results.

2.3.6.2 Rationale

Decision-making can be a complex process and
it always involves some uncertainty. It often
involves multiple types and sources of inputs, as
well as their interpretation, which can be
subjective. It is important to understand cause
and effect relationships and potential unintended
Facts,
to greater

consequences. evidence and data

analysis lead objectivity and

confidence in decision making.

2.3.6.3 Key benefits

Some potential key benefits are:

- improved dec'ision making processes;

- improved assessment of process performance
and ability to achieve objectives;

- improved operational effectiveness and

efficiency;
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- tang kha n3ng xem xét, dwong diu va thay
@i quan diém va quyét dinh;

- tang kha nang ching toé hiéu lyc cla cac
quyét dinh tredc day.

2.3.6.4 Hanh ddng cé thé thye hién
Hanh déng c6 thé thirc hién bao gom:

- xac dinh, do lwdng va theo d&i cac chi sb
chinh @& chieng to két qua thye hién cla té
chtrc;

- tao sy sén c6 tat ca cAc dir liéu can thiét cho
nhing nguwedi lién quan;

- dam bdo dir lidu va thdng tin dd chinh xac, tin
cy va an toan;

- phéan tich va& danh gia dir ligu va théng tin
b&ng phwong phép thich hop;

- dam bao mei ngudi cé néng lyc phén tich va -

danh gia di¥ liéu can thiét;

- ra quyét dinh va thyec hién hanh dong trén co
s& béng chirng, can béng véi kinh nghiém va
trurc giac.

2.3.7 Quan Iy mbi quan hé
2.3.7.1 Ngi dung

Dé thanh cong bén virng, td chirc quan Iy cac mbi
quan hé cia minh v&i cac bén quan tam lién
quan, vi dy nhw nha cung cép.

23.7.2 Ly giai

Cé4c bén quan t4m lién quan anh hudng dén két
qua thye hién cla td chirc. Thanh cong bén virng
c6 kha ning dat dwgc cao hon néu td chirc quan
ly cac méi quan hé voi tat ca cac bén quan tam
cGia minh dé téi wu tac ddng clia ho t&i két qua
thyec hién ctia td chirc. Viéc quan Iy méi quan hé
véi mang lwéi nha cung cdp va dbi tac cla td
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increased ability to review, challenge and
change opinions and decisions;

- increased abilty to demonstrate the
effectiveness of past decisions.

2.3.6.4 Possible actions

Possible actions include:

- determine, measure and monitor key

indicators to demonstrate the organization's
performance;

- make all data needed available to the relevant
people;

that
sufficiently accurate, reliable and secure;

- ensure data and information are

- analyse and evaluate data and information
using suitable methods;

ensure people are competent to analyse and
evaluate data as needed,

- make decisions and take actions based on
evidence, balanced with experience and
intuition.

2.3.7 Relationship management
2.3.7.1 Statement

For sustained success, organizations manage
their relationships with relevant interested parties,
such as providers.

2.3.7.2 Rationale
Relevant interested parties influence the
performance of an organization. Sustained

success is more likely to be achieved when the
organization manages relationships with all of its
interested parties to optimize their impact on its
performance. Relationship management with its
provider and partner networks is of particular



chirc la d3c biét quan trong.

2.3.7.3 L¢ii ich chinh

M0t sé lgi ich chinh tidm 4n Ia:

nang cao két qua thye hién cla tdé chirc va
cac bén quan tam lién quan cla té chirc théng
qua viéc dap rng cac co hi va rang budc lién
quan dén tirng bén quan tam;

c6 cach hiéu chung v& myc tiéu va gia tr gitra
cac bén quan tém,;

néng cao kha nang tao dyng gia trj dbi v&i cac
bén quan tdm thdng qua viéc chia sé ngudn
lwc va nang lwc va quan Iy chét lwong lién
quan dén i ro;

chudi cung &ng duwgc quan ly tét mang lai
dong san phdm va dich vy én dinh.

2.3.7.4 Hanh ddng ¢6 thé thie hién

Hanh dong cé thé thirc hign bao gdm:

xac dinh cic bén quan tam lién quan (nhw nha

cung cép, dbi tac, khach hang, nha diu tuv,
nhén vién ho3c tdng thé xa hoi) va méi quan
hé clia ho v&i tb chire;

xac dinh va 18p thir ty wu tién méi quan hé véi
bén quan tam cén dugc quan ly;

thiét 1ap méi quan hé can bing gitra 1gi ich
ngén han vé&i cac xem xét dai han;

thu thap va chia sé théng tin, chuyén mon va
ngudn lyc véi cac bén quan tam lién quan;

do lwdng két qua thuc hién va cung cép thdng
tin phan h&i v& két qua thie hién cho cac bén
quan tam khi thich hgp nhdm thic day cac
séng kién cai tién;

thiét 1ap cac hoat dong phét trién hop tac va
cai tién v6i nha cung cip, di tac va cac bén
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importance.

2.3.7.3 Key benefits

Some potential key benefits are:

enhanced performance of the organization and
its relevant interested parties
the

constraints related to each interested party,

through

responding to opportunities  and

common understanding of objectives and
values among interested parties;

increased capability to create value for
interested parties by sharing resources and
competence and managing quality related
risks;

a well-managed supply chain that provides a
stable flow of products and services.

2.3.7.4 Possible actions

Possible actions include:

determine relevant interested parties (such as
providers,
employees or society as a whole) and their

partners, customers, investors,

relationship with the organization;

determine and prioritize interested party

relationships that need to be managed;

establish relationships that balance short-term
gains with long-term considerations;

gather and share information, expertise and
resources with relevant interested parties;

measure  performance and  provide
performance feedback to interested parties,
as appropriate, to enhance improvement
initiatives;

establish collaborative development and
activities  with

improvement providers,
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quan tadm khéac;

- khuyén khich va thira nhan céc cai tién va
thanh qua clia nha cung cap va ddi tac.

2.4 Xay ding hé théng quan Iy chét lwgng st
dung cac khai niém va nguyén tic co ban

2.4.1 Md hinh hé théng quan ly chit lwgng
2.4.1.1 Khai quét

Céc td chire cb nhidu d3c tinh gidng con ngwdi, 13
mét thire thé mang tinh x& hai sdng va hoc hdi.

Cé hai d8u c6 kha nang thich nghi va bao gbm
cac hé théng, qua trinh va hoat dfng twong tac
1&n nhau. Nhdm thich nghi v&i bdi canh thay dbi
cda chung, tivng d6i twong déu can cb kha ning
thay ddi. Td chirc thwong dbi moi d& dat dwoc
céc cai tién @dt pha. Mot mé hinh hé théng quan
ly chét lwgng cia td chirc thira nhan ring khéng
phai tat ca cac hé théng, qué trinh va hoat déng
ddu c6 thé dwee xac dinh trudc, vi viy né can
linh hoat va ¢ kha ning thich (rng trong béi canh
phirc tap cla td chirc.

2.4.1.2 Hé théng

TS chiec cb géng hiu bdi canh ndi bd va bén
ngoai d& nhan biét nhu cAu va mong dgi clia céc
bén quan tam lién quan. Thong tin ndy dwgc st
dung khi xay dieng hé théng quan |y chét legng
nhdm dat dwoe sy bén virng cho té chirc. DAu ra
tlr m6t qua trinh c6 thé 12 ddu vao cho qua trinh
khac va dugc két ndi vao mang luéi tdng thé.
Mic di thuwéng thy ¢ cac qua trinh twong ty
nhau, nhwng tieng t6 chirc va hé théng quan Iy
chét lvgng clia td chirc [ai 1a duy nhét.

2.4.1.3 Qua trinh

Té chirc c6 cac qua trinh ¢6 thd dugce xac dinh,
do hedng va c3i tién. Nhitng qué trinh nay twong
tac 48 mang lai k&t qua nhat quan véi myc tigu
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partners and other interested parties;

- encourage and recognize improvements and

achievements by providers and partners.

2.4 Developing the QMS using fundamental
concepts and principles

2.4.1 QMS model
2.4.1.1 General

Organizations share many characteristics with
humans as a living and learning social organism.

Both are adaptive and comprise interacting
systems, processes and activities. In order to
adapt to their varying context, each needs the
ability to change. Organizations often innovate to
An
organization’s QMS model recognizes that not all

achieve  breakthrough improvements.

systems, processes and activities can be

predetermined; therefore it needs to be flexible

and adaptable within the complexities of the
organizational context.

2.4.1.2 System

Organizations seek to understand the internal and
external context to identify the needs and
expectations of relevant interested parties. This
information is used in the development of the
QMS to achieve organizational sustainability. The
outputs from one process can be the inputs into
other processes and are intedinked into the
overall network. Although often appearing to be
comprised of similar processes, each organization

and its QMS is unique.
2.4.1.3 Processes

The organization has processes that can be
defined,

processes interact to deliver results consistent

measured and improved. These



clia tb chirc va xuyén subt cac ranh gidi gilva céac
chirc nang. Mt sé qua trinh c6 thé 1a chinh yéu,
trong khi cac qua trinh khac thi khdng. Cac qua
trinh c6 cac hoat ddng lién quan Ian nhau véi dau
vao d& mang lai d4u ra.

2.4.1.4 Hoat déng

Con ngwdi hop tac trong mét qua trinh dé thie
hién cdc hoat dong hing ngay clia minh. Mét s
hoat ddng dwgc quy dinh va phy thudc vao vigc
hidu myc tiéu ctia td chirc, trong khi cac hoat
dong khac thl khéng va phan (ng véi cac kich
thich bén ngoai dé xac dinh tinh chét va viéc thyc
thi chdng.

2.4.2 Xay dwng h@ théng quan Iy chat lwong
Hé théng quén Iy chit lvgng 12 moét hé théng
dong, phét trién theo thei gian théng qua céc giai

doan cai tién. Moi td chire déu cb céc hoat ddng
quan Iy chat lwgng, cho du ching cé dwoc hoach

dinh mt cach chinh thére hay khéng. Tiéu chuén -

nay dwa ra huéng din vé& cach thirc xdy dung
mdt hé théng chinh thirc 68 quén Iy cac hoat
ddng nay. Cln x4c dinh cac hoat ddng hién co
trong t& chtrc va sy phi hgp clia ching véi béi
canh cia tb chirc. Tiéu chuéin ndy clng véi TCVN
I1SO 9004, TCVN 1SO 8001 c6 thé dwoc sir dung
dé hd tro td chirc trong viéc xdy dwng hé théng
quan Iy chét lwong gén két.,

Mét hé théng quan Iy chét lwong chinh thire dua
ra khuén khé cho vidc hoach dinh, trién khai, theo
d&i va cdi tién két qua thye hién cla hoat dong
quan Iy chét legng. Hé théng quan Iy chét legng
khong can phirc tap, ma cén phéan anh chinh xac
nhu clu clia td chirc. Khi x3y dyng hé théng quan
ly chét lvong, cac khai niém va nguyén tac co
ban néu trong tiéu chudn nay cé thé dua ra
huwéng dan cé ¥ nghia.
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with the organization’s objectives and cross
functional boundaries. Some processes can be
critical while others are not. Processes have
interrelated activities with

inputs to deliver

outputs.
2.4.1.4 Activity

People collaborate within a process to camy out
their
prescribed and depend on an understanding of

daily activities, Some activities are
the objectives of the organization, while others are
not and react to external stimuli to determine their

nature and execution.

2.4.2 Development of a QMS

A QMS is a dynamic system that evolves over
time through periods of improvement. Every
organization has quality managemem.activilies,
whethe; they have been formally planned or not.
This Intefnational Standard provides guidance on
how to develop a formal system to manage these
activities. It is necessary to determine activities
which already exist in the organization and their
the
organization. This International Standard, along
with ISO 9004 and ISO 9001, can then be used to
assist the organization to develop a cohesive
QMS,

suitability regarding the context of

A formal QMS provides a framework for planning,
the

performance of quality management activities.

executing, monitoring and improving
The QMS does not need to be complicated; rather
it needs to accurately reflect the needs of the
organization. the QMS, the

fundamental concepts and principles given in this

In developing

International Standard can provide valuable

guidance.
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Viéc hoach dinh hé théng quan Iy chét lvong
khéng phai 13 mét sy kién don 1é ma 1a mét qua
trinh lién tyc. Cac ké hoach phét trién vi t chirc
hoc hdi va hoan canh thay d8i. Mdt ké hoach tinh
dén tat ca c4c hoat déng chét lwgng clia 6 chirc
va dam bao ring né bao trim mgi hwéng dén clia
tiéu chuln nay va cac yéu clu clia TCVN ISO
9001. Ké hoach dwgc thye hién ngay khi phé
duyét.

Didu quan trong déi v&i td chirc 1a theo ddi va
danh gid mot cach thwdng xuyén ca viéc thye
hién ké hoach va két qua thirc hién cla hé théng
quan ly chét lwgng. Céac chi sb dugc xem xét mdt
cach thédn trong sé tao thuén l¢i cho céc hoat
dong theo ddi va danh gia nay.

Panh gia |a mét phwong thlrc xem xét danh gia
hiéu Iyc clia hg théng quan Iy chét lwgng, nhdm
nhan dién cac mii ro va xac dinh viéc thyc hién
cac yéu clu. Pé cac cudc danh gid cé iiiéu Iwe,
céc bang chirng htru hinh va v8 hinh cin dugc

thu thap. Cac hanh ddng dugc thye hign Gé khic.

phuyc va cii tién trén co s& phan tich bang chieng
thu dwec. Tri thiec c6 dwgce b thé din dén adi
mé&i, dura két qua thye higén hé théng quan Iy chét
lwgng 1én mlec cao hon.

2.4.3 Céc tiéu chuln vé hé théng quan Iy chét
lwong, cic hé théng quan ly khdc va md hinh
hoan hao

Céch tiép can hé thdng quan Iy chét lvgng dugc
néu trong cAc tiéu chuén v& hé thdng quan ly chét
lwgng do Ban ky thust TCVN/TC 176 xay duwng,
trong cac tiéu chuln khéac v& hé théng quan Iy va
cac md hinh hoan hao clia td chic ddu dya trén
nhirng nguyén tic chung. Nhirng nguyén tic nay
gitp t& chéc nhan dién rdi ro va co' hdi va bao
gdm hwéng dén cdi tién. Trong bbi canh hién nay,
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QMS planning is not a singular event, rather it is
an ongoing process. Plans evolve as the
organization learns and circumstances change. A
plan takes into account all quality activities of the
organization and ensures that it covers all
guidance of this International Standard and
ISO 8001. The plan is

implemented upon approval.

requirements  of

It is important for an organization to regularly
monitor and evaluate both the implementation of
the plan and the performance of the QMS.
Carefully considered indicators facilitate these
monitoring and evaluation activities.

Auditing is a means of the
effectiveness of the QMS, in order to identify risks

evaluating

_and to determine the fulfilment of requirements. In

order for audits to be effective, tangible and
intangible evidence needs to be collected. Actions
are taken for correction and improvement based
upon analysis of the evidence gathered. The
knowledge gained could lead to innovation, taking
QMS performance to higher levels.

243 QMS standards, other management
systems and excellence models

The approaches to a QMS described in QMS
standards developed by ISO/TC 176, in other
management system standards and in
organizational excellence models are based on
principles. They all
organization to identify risks and opportunities

and contain guidance for improvement. In the

common enable an

current context, many issues such as innovation,



nhidu vén @& nhu ddi méi, dao dlrc, 1dng tin va uy
tin c6 thd duec coi 12 cac thdng sé trong hé thdng
quan 1y chit legng. Cac tiéu chudn lign quan dén
quan ly chét lvgng (vi dy TCVN ISO 9001), quan
ly méi trwedrng (vi dy TCVN ISO 14001) va quan ly
nang lwgng (vi dy TCVN ISO 50001), clng nhw
céc tiéu chudn quan Iy khéc va cac md hinh hoan
hdo ddu gidi quydt didu nay.

Cac tiéu chuln v& ha thdng quan ly chét Ivgng do
Ban ky thudt TCVN/TC 176 xdy dyng dwa ra tap
hep toan dién cac yéu chu va huéng dan dbi véi
mot hé thdng quan ly chat lwgng. TCVN 1SO 9001
quy dinh cac yéu cAu dbi véi hé théng quan Iy
chét legng. TCVN ISO 9004 dwa ra hwéng dén
cho mdt pham vi rdng cac muyc tiéu cla hé théng
quan Iy chét lwgng vi sy thanh cong bén vibng va
két qua thyc hién dwoc cdi tién, Hueéng dan vé
céc yéu té cha hé théng quan Iy chit lwgng bao
gdm TCVN ISO 10001, TCVN ISO 10002, TCVN
ISO 10003, TCVN
10008, TCVN ISO 10012 va TCVN IS0
19011. Céc tidu chuén v& ndi dung ky thust hd tro
h& théng quan Iy chét lugng bao gdm TCVN ISO
10005, TCVN ISO 100086, TCVN ISO 10007, TCVN
ISOMR 10013, TCVN ISO 10014, TCVN ISO
10015, TCVN ISO/TR 10017, TCVN ISO 10018 va
TCVN ISO 10019. Cac yéu clu ddi véi hé théng
quan ly chét lwong ciing dwoe néu trong cac tidu
chudn cho finh wvirc cu thé nhuy TCVN ISO/TS
16949,

Céc phan khéc nhau trong hé théng quén Iy cia t6
chire, k& ca hé théng quan ly chét lwgng, déu c6 thé
dugrc tich hgp thanh mdt hé théng quan ly. Cac muc
tidu, qua trinh va ngudn lyc lién quan dén chét
iwgng, tang tredng, ngan quy, loi nhudn, moi
tnrdng, an toan va stc khde nghd nghigp, nang
lwgng, an ninh va c4c khia canh khéac clia td chire

ISO 10004, TCVN ISO"
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ethics, trust and reputation could be regarded as

parameters within the QMS. Standards related to
(e.g. I1SO  9001),
environmental management (e.g. ISO 14001) and

quality management
energy management (e.g. 1ISO 50001), as well as
other management standards and organizational
excellence models, have addressed this.

The QMS standards developed by ISO/TC 176
provide a comprehensive set of requirements and
guidelines for a QMS. I1SO 9001 specifies
requirements for a QMS. ISO 9004 provides
guidance on a wide range of objectives of a QMS
for sustainable success and improved
performance. Guidelines for components of a
QMS include ISO 10001, ISC 10002, 1SO
10003, 1SO 10004, 1SO 10008, ISO 10012 and
ISO 19011. Guidelines for technical subjects in
support of a QMS include ISO 10005, ISO 10006,
IS0 1006?, ISO 10014, ISO 10015, 1ISO 10018 and
ISC 10018. Technical reports in support of a QMS
ISO/TR 10013 and ISOTR 10017.
Requirements for a QMS are also provided in

sector-specific standards, such as ISO/TS 16949.

include

The organization's

management system, including its QMS, can be

various parts of an
integrated as a single management system. The
objectives, processes and resources related to
quality, growth, funding, profitability, environment,
occupational health and safety, energy, security

and other aspects of the organization can be
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c6 thé dat duoce va st dyng mdt cach hidu hyc va
hiéu qua hon khi hé thdng quan ly chét lvgng duwec
tich hgp voi cac hé théng quan ly khac. Ta chire co
thé thyre hién cude danh gié tich hop hé théng quan
ly cia minh theo c4c yéu cAu clia nhidu tidu chudn
nhr TCVN 1SO 9001, TCVN ISO 14001, TCVN
ISO/IEC 27001 va TCVN ISO 50001.

CHU THICH: S tay clia ISO “Sir dung tich hop c4c tiéu
chudn hé théng quan Iy” c6 thé mang lai huéng dan hiru
ich.

3 Thuét ngi® va djnh nghia

3.1 Thudt ngi® lién quan dén ¢4 nhan hodc con
ngwei

3.4

Lanh dao cao nhit

Ngudi hodic nhém ngudi dinh hwdng va kiém soét
t6 chire (3.2.1) & clp cao nhét.

CHU THICH 1: Lanh dao cao nhét ¢6 quyén (y quyén
va cung cdp ngudn lc frong pham vi td chirc.

CHU THICH 2: Néu pham vi clia hé théng quan Iy
(3.5.3) chl bao gdm mgt phén ciia tb chirc, thi lanh dao
cao nhét chi nhing ngudi dinh huedng va kiém soét
phén d6 clia td chirc,

CHU THICH 3: Thuat ngr nay |a mét trong nhirng thuat
ng(¥ chung va dinh nghta cbt I6i déi véi cac tiéu chudn
hé théng quéan Iy cla ISO Gwgc néu trong Phy lyc SL
clia Tai fidu bd sung hgp nhét, Phdn 1, Chi thj cia
ISO/IEC.
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Tw van hé théng quan Iy chét lvgng

Nguwdri hd tr t6 chae (3.2.1) trong viée thuc hign
hé thbng quén Iy chét lvpng (3.4.3), théng qua
vigc dwa ra chi dn hodc théng tin (3.8.2).
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mare effectively and efficiently achieved and used
the QMS s
management systems. The organization can

when integrated with, other
perform an integrated audit of its management
system against the requirements of multiple
International Standards, such as I1SO 9G01, ISO
14001, ISO/AEC 27001 and 1SO $0001.

NOTE The ISO handbook “The integrated use of
management system standards” can provide useful
guidance.

3 Terms and definitions

3.1 Terms related to person or people

3.141
top management

person or group of people who directs and
controls an organization (3.2.1) at the highest
level

Note 1 to entry: Top management has the power
to delegate authority and provide resources within
the organization.

Note 2 to entry: If the scope of the management
system (3.5.3) covers only part of an organization, then
top management refers to those who direct and control
that part of the organization.

Note 3 to entry: 'i‘his constitutes one of the comman
terms and core definitions for ISO management system
standards given in Annex SL of the Consclidated ISO
Supplement to the ISO/IEC Directives, Part 1.

3.1.2

quality management system consultant

person who assists the organization (3.2.1) on
quality management system realization (3.4.3},
giving advice or information (3.8.2)



CHU THICH 1: Tw vén hé théng quan ly chét lwgng
ciing c6 thé hb trg trong viéc thirc hién cac phén clia
hé théng quan Iy chét lwgng (3.5.4).

CHU THICH 2: TCVN ISO 10019:2011 dwa ra hwéng
din v& cach thirc phan bigt tr vén hé théng quan Iy
chét lrgng c6 nang lye voi khdng cb ning hyc.

[NGUON: TCVN ISO 10019:2011, 3.2, dugc sira
adi]

3.4.3

Sy tham dw

Tham dw vao mét hoat ddng, sw kién hodc tinh
hudng.
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S tham gia

Sir tham dir (3.1.3) vao va déng gép cho cac hoat
ddng dé dat dugc cac myc tidu (3.7.1) dugc chia
sé,

3.1.5
B& phén c6 thim quyén déi véi cdu hinh
Ban kiém soét cdu hinh

ngudi hodc nhdm ngwdi c6 cac trach nhiém va
quy&n han duoc phan cdng dé ra quyét dinh vé
céu hinh (3.10.6).

CHU THICH 1: Cac bén quan tém (3.2.3) lién quan
trong va ngoai t8 chire (3.2.1) cin cb dai dién trong bd
phén ¢c6 thim quyén @i véi cdu hinh.

[INGUON: TCVN ISO 10007:2008, 3.8, dwoc stra
adi]

3.1.6

Ngui gidi quyét tranh chép

<sir thoa man cla khach hang> ca nhan duec
nha cung c4p DRP (3.2.7) chi dinh @é h trg cac
bén trong viéc gidi quyét tranh chép (3.9.6).

TCVN ISO 9000:2015

Note 1 to entry: The quality management system
consultant can also assist in realizing parts of a quality
management system (3.5.4).

Note 2 to entry: ISO 10019:2005 provides guidance on
how to distinguish a competent quality management
system consultant from one who is not competent.

[SOURCE: 1SO 10019:20085, 3.2, modified]
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involvement

taking part in an activity, event or situation

3.1.4
engagement

involvement (3.1.3) in, and contribution to,
activities to achieve shared objectives (3.7.1)

31.5

configuration authority
configuration control board
dispositioning authority

person or a group of persons with assigned
responsibility and authority to make decisions
on the configuration (3.10.6)

Note 1 to entry: Relevant interested parties (3.2.3)
within and outside the organization (3.2.1} should
be represented on the configuration authority.

[SOURCE: ISO 10007:2003, 3.8, modified]
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dispute resolver

<customer  satisfaction> individual person
assigned by a DRP-provider (3.2.7) to assist the

parties in resolving a dispute (3.9.6)

29



TCVN I1SO 9000:2015

VIDY: Nhan vién, tinh nguyén vién, nhan sy theo hop
dbng (3.4.7).

[NGUON: TCVN ISO 10003:2011, 3.7, duwgc slra
abi)

3.2 Thuét ngir lién quan dén té chirc

3.241
Té chirc

Ngtedi hodc nhém ngudi véi chike néng riéng clia
minh ¢6 trach nhiém, quyén han va méi quan hé
d& dat dwoc cac myc tigu (3.7.1) clia minh.

CHU THICH 1: Khai niém t& chirc bao gdm nhung
khéng gi¢i han & thwong nhan d6c quyén, ¢dng ty, tap
doan, hdng, xi nghiép, ce quan quan ly, cu lac bg,
hiép hoi (3.2.8), hdi tir thién hay vién, hay mét phan
hodc sy két hgp cla nhivng loai hinh trén di c6 duwgc
hgp nhét hay khong v 13 t8 chirc cdng hay tu.

CHU THICH 2: Pay Ia mat trong nhieng thuat ngir

chung va dinh nghta cét 13i cho céc tiéu chudn vé hé:

théng quan Iy clia ISO dugc néu trong Phy lyc SL clia
Tai liéu bd sung hep nhét ctia ISO cho Phén 1, Chi thj
clia 1SO/IEC. Bjnh nghta géc da dugc sira dbi théng
qua viéc stra dbi Chu thich 1.

3.2.2
Béi canh cuia td chirc

Sy két hop céc van d& ndi b va bén ngoai cb thé
¢6 anh hudng toi cach tiép can cla té chirc
(3.2.1) trong viéc xay duwng va dat dwgc cac muc
tiéu (3.7.1) clia minh.

CHU THICH 1: Cac muc tiéu ciia td chirc ¢6 thé lién
quan dén san phdm (3.7.6) va dich vy (3.7.7), viéc dau
tw va cach (rng xr cla td chirc v&i cac bén quan t&m
(3.2.3).

CHU THICH 2: Khai nigm béi canh cla t& chire duge
&p dyng nhw nhau v&i ca t& chire phi lgi nhuan hoac td
chirc dich vy cbng va cac td chire Vi l¢i nhudn.
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EXAMPLE Staff, volunteer, confract (3.4.7) personnel.

[SOURCE: TCVN ISO 10003:2007, 3.7, modified]

3.2 Terms related to organization

3.21

organization

person or group of people that has its own
functions with responsibilities, authorities and
relationships to achieve its objectives (3.7.1)

Note 1 to entry: The concept of organization includes,
but is not limited to, sole-trader, company, corporation,
firn, enterprise, authority, partnership, association
(3.2.8), charity or institution, or part or combination
thereof, whether incorporated or not, public or private.

Note 2 to entry: This constitutes one of the common
terms and core definitions for ISO management
in Annex SL of the
ISO Supplement to the ISO/NEC
Directives, Part 1. The original definition has been

system standards given
Consolidated

madified by modifying Note 1 to entry.
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context of the organization

combination of internal and external issues that
can have an effect on an organization’s (3.2.1)
approach to developing and achieving its
objectives (3.7.1)

Note 1 to entry: The organization’s objectives can be
related to its products (3.7.6) and services (3.7.7),
investments and behaviour towards its interested
parties (3.2.3).

Note 2 to entry: The concept of context of the
organization is equally applicable to not-for-profit or
public service organizations as it is to those seeking
profits.



CHU THICH 3: Khai niém ndy thwéng dwoc 38 cap
aén thong qua cac thudt ngir khac nhwe “mdi trudng
kinh doanh”, “méi Itrué-ng cla t& chirc” hay *hé sinh
thai clia t6 chire”.

CHU THICH 4: Hidu dugc co sé ha ting (3.5.2) c6 thé
gitip x4¢ dinh bdi canh cla td chirc.

3.23
Bén quan tam
Bén lién quan

C4 nhan hoac 4 chire (3.2.1) ¢6 thé anh hwéng,
chju anh hwdng hodc tw cam thdy bj anh hudng
b&i mét quyét dinh hay hoat déng.

VI DY: Khéch hang (3.2.4), chii s& hiry, nhan sy clia
t chirc, nha cung cdp (3.2.5), ngan hang, co quan
quan ly, lign minh, @éi tac ho3ic xa hoi, ¢6 thé bao gbm
¢& d6i thii canh tranh ho3ic cac nhém abi lap gy ap
e,

CHU THICH 1: Pay a4 mot trong nhitng thuat ngt

chung va dinh nghta ¢bt I6i cho cac tiéu chudn v& hé

théng quan Iy clia ISO duge néu trong Phy luc SL ciia
Tai lieu bd sung hep nhét clia ISO cho Phan 1, Chi thj
clia ISO/IEC. Binh nghia géc d& dwoc sira ddi thong
qua viéc bd sung thém vi dy.

3.24

Khach hang

C4 nhan hodc & chirc (3.2.1) c6 thé dwoc nhan
hay tiép nhan sdn phdm (3.7.6) hodc djch vu
(3.7.7) nhdm cho minh hoac theo yéu cau clia cé
nhén hay t chirc dé.

VI DY: Nguwoi tidu dung, khach hang, nguoi sir dyng
cudi cling, ngwdi ban 18, ngwdi nhan san phdm hodc
dich vy tlr mdt qua trinh (3.4.1) ndi bd, nguwdi hirdng
lgi va ngudi mua.

CHU THICH 1: Khach hang cb thé 13 ndi bd hoac bén
ngoai t& chirc.

TCVN ISO 9000:2015

Note 3 to entry: In English, this concept is often
referred to by other terms such as ‘“business

envircnment’,  “organizational  environment” or

“ecosystem of an organization™.

Note 4 to entry: Understanding the infrastructure
(3.5.2) can help to define the context of the
organization.

3.2.3
interested party
stakeholder

person or organization (3.2.1) that can affect, be
affected by, or perceive itself to be affected by a
decision or activity

EXAMPLE Customers (3.2.4), owners, people in an
organization, providers (3.2.5), bankers, regulators,
unions, partners or society that can include competitors
or Opposing pressure groups.

Note 1 to entry: This constitutes one of the common
terms and \core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been modified by adding the
Example.

3.24
customer

person or organization (3.2.1) that could or does
receive a product (3.7.6) or a service (3.7.7) that
is intended for or required by this person or
organization

EXAMPLE Consumer, client, end-user,
receiver of product or service from an intemal process

(3.4.1), beneficiary and purchaser.

retailer,

Note 1 o entry: A customer can be internal or external
to the organization.

31



TCVN ISO 9000:2015
3.2.5

Nha cung cép

Nha cung &ng

T6 chic (3.2.1) cung cap mot sén phdm (3.7.6)
hodc dich vu (3.7.7).

Vi DY: Nha sdn xuét, nha phan phéi, nha ban 1& hoac
ngudi ban san pham hay dich vy.

CHU THICH 1: Nha cung cép c6 thé 12 ndi bo hozc
bén ngoai t& chirc.

CHU TRICH 2: Trong tredng hop ky két hop déng,
nha cung cép ddi khi dugc ggi [a “nha thiu".

3.2.6
Nha cung cép bén ngoal
Nha cung (rng bén ngoai

Nha cung cép (3.2.5) kh6ng phai 12 mdt phan clia
t6 chire (3.2.1).

VI DY: Nha san xuét, nha phan phéi, nha ban 1& hogc

ngwdi ban sén phdm (3.7.8) hodc dich vy (3.2.7).

3.2.7
Nha cung cép DRP
Nha cung cép qua trinh giai quyét tranh chép

C4 nhan hogc t6 chire (3.2.1) cung (rng va vén
hanh qué trinh (3.4.1) gidi quyét tranh chép
(3.9.6) bén ngoai.

CHU THICH 1: Nha cung cdp DRP thudng 1a mét
phap nhén tach bigt véi th chirc hodc ¢4 nhan 1a bén
khiéu nai. Theo cach nay, tinh ddc 1ap va cbng béng
dugc nhdn manh. Trong mét sé treérng hep, don vi
tach biét dwrge thanh I4p trong td chire @& xir Iy khidu
nai (3.9.3) chwra dugc gidi quyét.

CHU THICH 2: Nha cung c4p DRP ky hop ddng (3.4.7)
vOi cac bén @& cung cAp gidi quyét tranh chép va chiu
trach nhiém dbi véi két qua thyre hién (3.7.8). Nha cung
cap DRP cung cép nguwoi gidi quyét tranh chép (3.1.6).
Nha cung cdp DRP ciing s dyng cac nhan vién hé
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3.2,5
provider
supplier

organization (3.2.1) that provides a product (3.7.6)
or a service (3.7.7).

EXAMPLE Producer, distributor, retailer or vendor of
a product or a service.

Note 1 to entry: A provider can be internal or extemal
to the organization.

Note 2 to entry: In a contractual situation, a provider is
sometimes called “contractor”.

3.2.6
external provider
external supplier

provider (3.2.5) that is not part of the organization
3.2.1)

EXAMPLE Producer, distributor, retailer or vendor of a
product (3.7.6) or a service (3.7.7)

3.27
DRP-provider
dispute resolution process provider

person or organization (3.2.1) that supplies and
operates an external dispute (3.9.6)

process (3.4.1)

Note 1 to entry: Generally, a DRP-provider is a legal

resolution

entity, separate from the organization or person as an
individual and the complainant. In this way, the
attributes  of
emphasized. In some situations, a separate unit is
established within the organization tfo handle
unresolved complaints (3.9.3).

independence and faimess are

Note 2 to entry: The DRP-provider confracts (3.4.7)
with the parties to provide dispute resolution, and is
accountable for performance (3.7.8). The DRP-
provider supplies dispute resolvers (3.1.6). The DRP-
provider also’ utilizes support, executive and other



tre, didu hanh va quan Iy d& cung (rng cac ngudn lyc
13i chinh, hd trg v& vin phang, I4p lich trinh, dao tao,
phdng hop, chirc ning gidm sat va cac chire ning
twong .

CHU THICH 3: Nha cung cdp DRP ¢ thé c6 nhidu loai
hinh nhi & chirc phi Igi nhudn, Igi nhuén va t& chire
cdng. Mot higp héi (3.2.8) cling ¢6 thé 13 mot nha cung
chp DRP.

CHU THICH 4: TCVN 1SO 10003:2011 sl dung thut
ng(r “nha cung cAp® thay ¢cho nha cung cdp DRP.

[NGUON: TCVN ISO 10003:2011, 3.9, dwgc sira
aédi]

328
Hiép hdi

<si théa man clia khach hang> 6 chie (3.2.1)
gdm c6 céc 1 chirc va c& nhén thanh vién.

[NGUON: TCVN ISO 10003:2011, 3.1]

3.29
Chtrc néng do wéong

Bon vi chirc n3ng ¢6 cac trach nhiém vé quan tri
va k¥ thuat dé xac dinh va 4p dung hé thbng quan
ly do lvdng (3.5.6).

[NGUON: TCVN ISO 10012:2007, 3.6, duoc stra
adi}

3.3 Thuét ngi® lién quan dén hoat ddng
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Cai tién

Hoat ddng d& nang cao két qua thuc hién (3.7.8).

CHU THICH 1: Hoat ddng c6 thé I3p lai hozc don 1&.

3.3.2
Cai tién lién tyc

Hoat dgng I3p lai d& nang cao két qua thye hién
(3.7.8).

TCVN ISO 9000:2015
managerial staff to supply financial resources, clerical
support,
rooms, supervision and similar functions.

scheduling assistance, training, meeting

Note 3 to entry: DRP-providers can take many forms

- including not-for-profit, for-profit and public entities. An

assoclation (3.2.8) can also be a DRP-provider.

Note 4 to entry: In ISO 10003:2007 instead of the term
DRP-provider, the term “provider” is used.

[SOURCE: ISO 10003:2007, 3.9, modified]

3.28
association
<customer satisfaction> organization (3.2.1)

consisting of member organizations or persons
[SOURCE: ISO 10003:2007, 3.1]
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. metrological function

functional unit with administrative and technical
responsibility for defining and implementing the
measurement management system (3.5.6)

[SOURCE: ISO 10012:2003, 3.6, modified]

3.3 Terms related to activity

3.31
improvement

activity to enhance performance (3.7.8)

Note 1 to entry: The activity can be recurring or
singular,

332
continual improvement

recurring activity to enhance performance (3.7.8)
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CHU THICH 1: Qué trinh (3.4.1) thiét 1ap cac muc tiéu
(3.7.1) va phét hién cac co hdi cai tién (3.3.1) 1a mdt
qua trinh lién tuc théng qua viéc str dung cac phét hién
dénh gid (3.13.9) va két judn danh gid (3.13.10), phan
tich dt¥ figu (3.8.1), xem xét (3.11.2) cla /anh dao
{3.3.3) hodic cac phuong thiee khac va thiréng dén dén
hénh déng khéc phuc (3.12.2) hodic hanh déng phong
ngira (3.12.1).

CHU THICH 2: Thuat ngtr nay 12 mdt frong nhiing
thuat ng chung va dinh nghta cét I6i déi v&i céc tigu
chuén v& hé théng quan Iy cia ISO dwgc néu trong
Phy lyc SL cdia Tai li8u bd sung hep nhat, Phin 1, Chi
thj cia ISO/IEC. Binh nghfa géc da dwoc sira ddi bing
viéc bd sung chu thich 1.

333
Quan ly

Cac hoat ddng cé phédi hop dé& dinh hwéng va
kidm soat mét té chire (3.2.1).

CHU THICH 1: Quan Iy co thé bao gbm viée thiét 1ap
chinh séch (3.5.8) muc tiéu (3.7.1) va cac qua trinh
(3.4.1} 48 dat duwge nhirng myc tidu nay,

CHU THICH 2: Thuat nglr nay ddi khi d& cap dén
nguwdi quan ly, nghfa 1a ngudi hodc nhédm ngudi co
quyén han va trach nhigm ddi v&i viéc didu hanh va
kiém soat mét th chirc. Khi dwge sir dung véi nghfa
nay, né thwrerng dwge st dung v&i dang tir chi tinh chét
nhét dinh nham tranh nham 13n véi khai niém “quén Iy
12 tAp hgp céc hoat ddng néu trén. VI dy, ding “quéan
Iy phdi...” 14 khdng Gwgc, con “Hnh dao cao nhéf
(3.1.1) phéi...” dwge chép nhan, Néu khong, nhirng tir
khac nén dwrge chdp nhan dé bidu thi khai niem nay
khi li8n quan &én con ngwdi, vi dy nha quan Iy hodc
nguedri quén ly,

334
Quan ly chit lwgng

Viéc quan ly (3.3.3) lién quan dén chét lwong
3.6.2).

CHU THICH 1: Quan Iy chét legng c6 thd bao gém
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Note 1 to entry: The process (3.4.1}) of establishing
B.2.1)
improvement {3.3.1) is a continual process through the
use of audit findings (3.13.9) and audit conclusions
(3.13.10), analysis of data {3.8.1), management (3.3.3)
reviews (3.11.2) or other means and generally leads to

objectives and finding opportunities for

corrective action (3.12.2) or preventive action (3.12.1).

Note 2 to entry: This constitutes one of the common
terms and core definitiens for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been modified by adding Note 1
to entry.

3.33
management

coordinated activities to direct and control an
organization (3.2.1)

Note 1 to entry: Management can include establishing
poficies (3.5.8) and objecfives (3.7.1),
{3.4.1) to achieve these objectives.

and processes

Note 2 to entry: The word *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 of
“‘management” ds a set of activities defined above. For
shall..." is
(3.1.1) shall...," is
acceptable. Otherwise different words should be

example, “management deprecated

whereas “fop management

adopted to convey the concept when related to people,
€.g. managerial or managers.

3.3.4
quality management

management (3.3.3) with regard to qualify (3.6.2).

Note 1 to entry: Quality management can include



thiét 1ap chinh séch chét lwvong (3.5.8), muc tiéu chét
frong (3.7.2) va cac qud trinh (3.4.1) dé dat dugc
nhirng muyc tiéu chit lvgng nay théng qua hoach dinh
chét lvong (3.3.5), dam bdo chét lvong (3.3.6), kiém
so&t chét leong (3.3.7) va céi tién chét lvpng (3.3.8).
3.35

Hoach djnh chét lwgng

Mét phan cGa quan Iy chét long (3.3.4) tap trung
vao viéc 1ap myc tiéu chét lvong (3.7.2) va quy
dinh cac qud trinh (3.4.1) tac nghiép cin thiét va
cac ngudn lue lién quan dé dat dwgc cac myc tiéu
chét lvong.

CHU THICH 1: Viéc 1ap cac ké hoach chét long
(3.8.9) co thé 13 mot phin cita hoach dinh ¢hat lwgng.
3.36

Dam bao chét lwong

Mét phan clia quén ly chét luvong (3.3.4) tap trung
vao viéc mang lai 1dng tin riing cac yéu cdu chét
lugng (3.6.5) s€ dwerc thye hign,

3.3.7
Kiém soat chét lwgng

M&t phan cla quan Iy chét lugng (3.3.4) tap trung
vao viéc thuc hién cac yéu cdu chét luvong (3.6.5)

3.3.8
Cai tién chat lwong

Mét phan cla quén ly chét lrong (3.3.4) tép trung
va0 viéc n&ng cao kha nang thiyc hién cac yéu
cédu chét luvong (3.6.5).

CHU THICH 1: Céc yéu clu chét leong c6 thé lién
quan dén khia canh bét ky nhw higu ipe (3.7.11), hidu
quéd (3.7.10) hosic khd nang truy xuét ngudn gbc
(3.6.13).

TCVN IS0 9000:2015
establishing quality policies (3.5.9) and qualily
objectives (3.7.2), and processes (3.4.1) to achieve
these quality objectives through quality planning
(3.3.5), quality assurance (3.3.6), quality conirol
(3.3.7), and quality improvement (3.3.8).

335
quality planning

part of quality management (3.3.4) focused on
setting guality objectives (3.7.2) and specifying
necessary operational processes (3.4.1), and
related resources to achieve the quality objectives

Note 1 to entry: Establishing quality plans (3.8.9) can
be part of quality planning.

3.3.6

quality assurance

pért of quality management (3.3.4) focused on
providing confidence that gquality requirements

(3.6.5) will be fulfilled

3.3.7
quality control

part of quality management (3.3.4) focused on
fulfilling quality requirements (3.6.5)

3.3.8
quality improvement

part of quality management (3.3.4) focused on
increasing the ability to fulfil qualify requirements
(3.6.5)

Note 1 to entry: The quality requirements can be

related to any aspect such as effectiveness (3.7.11),
efficiency (3.7.10) or traceability (3.6.13).
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3.3.9
Quan Iy cdu hinh

Hoat déng c6 phdi hop d& dinh hwéng va kiém
so&t c4u hinh (3.10.8).

CHU THICH 1: Quan Iy cau hinh thwdng tip trung
vao cac hoat dgng k¥ thuat va 1 chirc, thiét 18p va
duy tri viéc kidm soat san pham (3.7.6) hodc djch vy
(3.7.7) va théng tin vé cdu hinh s3n phém (3.6.8)
trong toan bd vong ddi clia san pham.

[NGUON: TCVN ISO 10007:2008, 3.6, duwgc stra
dbi, Chu thich 1 dwoc stra déi)

3.3.10
Kiém soét thay dbi

<quan ly cAu hinh> hoat dong dé kiém soat dau
ra (3.7.5) sau khi théng tin vé c4u hinh sén pham
(3.6.8) dugc phé duyét chinh thirc.

[NGUON: TCVN ISO 10007:2008, 3.1, dugc stra
ddi)

3.3.1

Hoat ddng

<quén ly dy 4n> dbi twvong nhd nhét dwgc nhan
biét chia céng viéc trong mot dir &n (3.4.2).
[NGUON: TCVN 1SO 10006:2007, 3.1, duwgc sira
aéi)

3.3.12

Quan ly dw an

Viéc hoach dinh, td chirc, theo d6i (3.11.3), kiém
soat va béo c4o tat ca cac khia canh cla dir én
(3.4.2) va tao dong lyc cho tat cd nhirtng ngudi
tham gia §é dat dwoc cac myc tiéu cGa di én.

[NGUON: TCVN ISO 10006:2007, 3.6]

36

3.39
configuration management

coordinated activities to direct and control

configuration (3.10.6)

Note 1 to entry: Configuration management generally

concentrates on technical and organizational

activities that establish and maintain confrol of a
product (3.7.6) or service (3.7.7) and its product
configuration information (3.6.8) throughout the life
cycle of the product.

[SOURCE: I1SO 10007:2003, 3.6, modified —
Note 1 to entry has been modified]

3.3.10

change control

<configuration management> activities for control
of the output (3.7.5) after formal approval of its
product configuration information (3.6.8)

[SOURCE: ISO 10007:2003, 3.1, modified]

3.3.11

activity

<project management> smallest identified object
of work in a project (3.4.2)

[SOURCE: ISO 10006:2003, 3.1, modified]

3.3.12

project management

planning, organizing, monitoring {3.11.3),
controlling and reporting of all aspects of a project
(3.4.2), and the motivation of all those involved in

it to achieve the project objectives

[SOURCE: ISO 10006:2003, 3.6]



3.3.13
Péi trgng ciu hinh

Péi twrong (3.6.1) trong céu hinh (3.10.6) thoa
man chirc ning st dung cudi cling.

[NGUON: TCVN ISQO 10007:2008, 3.5, dwgc slra
adi]

3.4 Thuat ngir lién quan dén qua trinh

341
Qua trinh

Téap hgp cac hoat dgng cb lién quan hodc twong
tac 1&n nhau, st dung d4u vao d& cho ra két qua
d kién.

CHU THICH 1: "Két qua dy kién" clia mdt qua trinh
duwoc goi 1a ddu ra (3.7.5), sén phém (3.7.6) hay dich
v (3.7.7) phy thudc vao bbi canh duoc dé cap.

CHU THICH 2: DAu vao clia mot qué trinh thwéng 13

d4u ra clia cac qua trinh khac va dau ra clia mét qua

trinh thurérng 1 GAu vao cho cac qua trinh khic.

CHU THICH 3: Hai hay nhiéu qué trinh ¢6 méi quan hé
va twong tac 1An nhau trong chudi qua trinh c6 thé
cling dwgc coi la mdt qua trinh,

CHU THICH 4: Céc qua trinh trong & chire (3.2.1)
thedng duwgce hoach dinh va thyc hign dudi nhirng
didu kidn dugc kidm soat nhdm gia ting gis tri.

CHU THICH 5: M&t qua trinh trong d6 s phtr hop
(3.6.11) cuia két qua dau ra khdng thé x&c nhan gia tri
sir dyng mat cach d& dang hodic mot cach kinh té thi
thurdrng dwrgre coi [a “qua trinh déc biét",

CHU THICH 6: Thuat ngir nay la mét trong nhirng
thuat ngtr chung va dinh nghia cét Iai déi véi cac tisu
chuén hé théng quén Iy clia ISO duge ndu trong Phy
lyc SL cia tai lidu bd sung hop nhét clia ISO cho Phan
1, Chi thj clia ISO/IEC. Bjnh nghTa géc duwgc siva ddi
nham ngin ngira sy quay vong gilra qué trinh va dau
ra, chii thich 1 va 5 dwgc bd sung.

TCVN ISO 9000:2015
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configuration object

object (3.6.1) within a configuration (3.10.6) that
satisfies an end-use function

[SOURCE: ISO 10007:2003, 3.5, modified]

3.4 Terms related to process

3.4.1
process

set of interrelated or interacting activities that use
inputs to deliver an intended result

Note 1 to entry: Whether the “intended result” of a
process is called oufput (3.7.5), product (3.7.6) or
service (3.7.7) depends on the context of the
reference.

Note 2 to entry: Inputs to a process are generally the
outputs "of other processes and outputs of a process
are generally the inputs to other processes.

Note 3 to entry: Two or more Interrelated and
interacting processes in series can also be referred to
as a process.

Note 4 to entry: Processes in an organization (3.2.1)
are generally planned and carried out under controlled
conditions to add value,

Note 5 to entry: A process where the conformity
(3.6.11) of the resulting output cannot be readily or
economically validated is frequently referred to as a
“special process”.

Note 6 to entry: This constitutes one of the common
terms and core definitions for 1ISO management
system standards given in Annex SL of the
ISC Supplement to the ISOAEC
Directives, Part 1. The original definition has been

Consolidated

modified to prevent circularity between process and
output, and Notes 1to 5 to entry have been added.
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34.2
Dy an

Qué trinh (3.4.1) duy nhét bao gdm tap hop cac
hoat déng dugc didu phdi va kiém soat cé thoi
gian bat dau va két thuc, dwoc thyc hién dé dat
dwgc myc tisu (3.7.1) phti hop v&i cac yéu céu
(3.6.4) cy thé, bao gdm ca nhirng rang budc vé
thei gian, chiphf va ngudn lyc.

CHU THICH 1; M6t dy an riéng 18 ¢6 thé |1a mot phdn
clia cor cdu diy an 1&n hon va thuwéng co théi gian bét
diu va két thac xac dinh,

CHU THICH 2: Trong mét s6 d &n, muc tiéu va pham
vi du¢re cép nhat va cac déc tinh (3.10.1) cba sdn
pham (3.7.6) hay djch vy (3.7.7) dvgc xac dinh din
theo tién trinh cla dy 4n,

CHU THICH 3: D4u ra (3.7.5) clia mdt di 4n cb thé 13
mét hay nhigu don vj san phdm hodc dich vu.

CHU THICH 4: 76 chirc (3.2.1) clia mét die an thudng

mang tinh tam théri va dugc thidt 1ap trong thei gian
thirG hién diy an.

CHU THICH 5: M&rc d8 phirc tap cila sy fuong tac
gitra c4c hoat ding clia dy an khdng nhéat thiét lign
guan dén quy mé cla dy an.

[NGUON: TCVN ISO 10006:2007, 3.5, dvoc slra
d6i — Cha thich 1 dén 3 dugc sira déi]

343
Thye hién hé théng quan ly chét lwgng

Qué trinh (3.4.1) thiét 1ap, 18p thanh van ban, ap
dung, duy tri va cai tién lién tyc hé thdng quén Iy
chét lugng (3.5.4).

[NGUON: TCVN I1SO 10019:2011, 3.1, dugce sira
@i — Cac chu thich dwee bd)

344
Tich lily ndng lwe

Qua trinh (3.4.1) dat dwgc ndng Jye (3.10.4).
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342
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

(3.7.1)

(3.6.4), including the constraints of time, cost and

conforming to specific requirements

resources

Note 1 to entry: An individual project can form part of a
larger project structure and generally has a defined
start and finish date.

Note 2 to entry: In some projects the objectives and
scope are updated and the product (3.7.6) or service
(3.7.7) characteristics (3,10.1) defined progressively as
the project proceeds.

Note 3 to entry: The output (3.7.5) of a project can be
one or several units of product or service.

_Note 4 to entry: The project's organization (3.2.1) is

normally temporary and established for the lifetime of
the project.

Note 5 to entry: The complexity of the interactions
among project activities is not necessarily related to
the project size.

[SOURCE: ISQ 10006:2003, 3.5, moadified —
Notes 1 to 3 have been modified]

343
quality management system realization

process (3.4.1) of establishing, documenting,

implementing, maintaining and continually

improving a quality management system (3.5.4)
[SOURCE: 1SO 10019:2005, 3.1, modified —
Notes have been deleted])

344

competence acquisition

process (3.4.1) of attaining competence (3.10.4)



[NGUON: TCVN ISO 10018:2013, 3.2, duoc sira
adi]

345
Tha tuc/quy trinh

Cach thirc xac dinh dé& thyc hién mdt hoat ddng
hay qua trinh (3.4.1).

CHU THICH 1; Thix tyuc c6 thé dugc 14p thanh van ban
hoéc khdng.

346
Thué ngoai (ddng tir)

Tao ra sy sép dit trong dé modt 4 chire (3.2.1)
bé&n ngoai thire hién mdt phan chirc nang hodc
qué trinh (3.4.1) cia té chirc.

CHU THICH 1: M8t t& chivc b&n ngoai ndm ngoai
pham vi clia hé thdng quén ly (3.5.3), mic dU chirc
ndng hodc qua trinh duwgc thud ngoai Jai thugc pham vi
clia hé théng qudn ly.

CHU THICH 2: Thuat nglr nay 1a& mét trong nhirng

thuat nglr chung va dinh nghta oot 18 ddi voi cac tidu
chudn hé thong quan Iy clia ISO dugc néu trong Phy
lyc SL cla tai liéu bd sung hop nhit clia IS0 cho Phan
1, Chi thj clia ISO/IEC.

3.4.7
Hop déng

Théa thuén rang budc.

34.8
Thiét ké va phat trién

Tép hop cac qué trinh (3.4.1) chuyén cac yéu céu
(3.6.4) dbi v6i mdt dbi tuong (3.6.1) thanh cac
y&u cdu chi tiét hon ddi véi déi tegng dé.

CHU THICH 1: Cac yéu chu tao thanh diu vao cho
thiét ké va phat tridn thwdrng 12 két qua clia nghién ciru
va co thé duoc thé hién mdt cach rng hon, khéi quat
hon cac yéu cdu tao thanh dau ra (3.7.5) cla thiét ké
va phat trién. Cac yéu cdu thedng dugc xac dinh 13

TCVN ISO 9000:2015
[SOURCE: ISO 10018:2012, 3.2, modified]

3.45

procedure

specified way to carry out an activity or a process
34.1)

Note 1 to entry: Procedures can be documented or not.

346

outsource (verb)

make an arrangement where an external
(3.2.1) performs part of an
organization's function or process (3.4.1}

organization

Note 1 to entry: An external organization is outside the
scope of the management system (3.5.3), although the
outsourced function or process is within the scope.

Note 2 to_entry: This constitutes one of the common
terms and core définitions for ISO management system
standards given in Annex SL of the Consclidated ISO
Supplement to the 1ISO/IEC Directives, Part 1.

3.4.7
contract

binding agreement

348
design and development
set of processes (3.4.1) that transform

requirements (3.6.4) for an object (3.6.1) into
more detailed requirements for that object

Note 1 to entry: The requirements forming input to
design and development are often the result of
research and can be expressed in a broader, more
general sense than the requirements forming the
output (3.7.5) of design and development. The
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cac ddc tinh (3.10.1). Trong mét di &n (3.4.2), c6 thé
c6 nhiéu giai doan thiét ké va phat tridn.

CHU THICH 2: Tir “thiét ké&" va “phat trién” va thuat
ngtr “thiét k& va phat trién" d6i khi dugc st dyng ddng
nghia va ddi khi dwgc si» dung dé xac dinh cac giai
doan khéc nhau cia tdng thé qua trinh thiét ké va phat
trién.

CHU THICH 3: C6 thé kém theo mét dinh ngir d& chi
tinh chét ciia 6i twgng duwoc thiét ké va phat trién (vi
dy, thiét ké va phat tridn sdn phdm (3.2.6), thiét ké va
phét trién djch vy (3.7.7), thiét ké va phat tridn qua
trinh).

3.5 Thudt ngf? lién quan dén hé théng

3.5.1
Hé théng

Téap hop cac yéu td o lién quan hodc twong tac
I&n nhau.

352
Co s& hating

<td chiec> hé théng (3.5.1) cac phurong tién, thiét
bi va djch vy (3.7.7) cAn thiét cho hoat d6ng tac
nghiép clia t6 chire (3.2.1).

353
Hé théng quan Iy

Téap hop cac yéu té c6 lién quan hodc twong tac
Ian nhau clia t§ chirc (3.2.1) @& thiét lap chinh
sach (3.5.8), muc tidu (3.7.1) va cac qué trinh
(3.4.1) d& Gat dugc cac muc tiéu déb.

CHU THICH 1: M6t hé théng quan Iy c6 thd giai quyét
mdt hay nhidu Iinh vye, vi du quan Iy chét lwong
(3.3.4), quan ly tai chinh hodc quan Iy méi tredng.
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requirements are generally defined in terms of
characieristics (3.10.1). In a project (3.4.2) there can
be several design and development stages.

Note 2 to entry: In English the words “design” and
“development” and the term “design and development”
are sometimes used synonymously and sometimes
used to define different stages of the overall design and
development. In French the words “conception® and
the

développement™ are sometimes used synonymously

“développement”™ and term “conception et
and sometimes used to define different stages of the

overall design and development.

Note 3 to entry: A qualifier can be applied to indicate
the nature of what is being designed and developed
{e.g. product (3.7.6) design and development, service
(3.7.7) design and development or process design and
development).

3.5 Terms related to system

3.541

' system

set of interrelated or interacting elements

3.5.2
infrastructure

<organization> system (3.5.1) of facilities,
equipment and services (3.7.7) needed for the

operation of an organization (3.2.1)

353
management system

set of interrelated or interacting elements of an
organization (3.2.1) to establish poficies (3.5.8)
and objectives (3.7.1), and processes (3.4.1) to
achieve those objectives

Note 1 to entry: A management system can address a
single discipline or several disciplines, e.g. quality

(3.3.4),

environmental management.

management financial management or



CHU THICH 2: Cac yéu té clia hé théng quan ly chét
lwgng thiét 1ap co cdu, vai trd va trach nhiém, viéc
hoach dinh, van hanh, chinh sach, thire hanh, quyltéc,
niém tin, myc tidu ctia td chirc va cac qua trinh gé dat
dwgc nhirng myc tigu dé.

CHU THICH 3: Pham vi clia hé théng quan ly c6 thé
bao gdm toan b td chirc, cac chirc ndng cy thé dugc
nhan biét trong td chirc, cac bd phan cy thé dwgc nhan
biét clia t& chirc, ho#c mdt hay nhigu chirc nang xuyén
suét mét nhém 4 chire.

CHU THICH 4: Thuat ngC ndy la mdt trong nhing
thuat ngl chung va dinh nghia cét 16i déi voi céc tiéu
chudin hé théng quan Iy cla ISO dugc néu trong Phy
Iyc SL clia tai lidu bd sung hep nhét clia 1SO cho Phén
1, Chi thi clia ISO/IEC. Pinh nghta gdc dugc sira ddi
béing vigc sira ddi chi thich tir 1 dén 3.

354
Hé théng quan ly chit lwong

Phan cla hé théng quan Iy (3.5.3) lién quan dén
chét leong (3.6.2).

355
Méi trwdrng lam viée

Tép hop cac didu kign dé thyre hién cong viec.
CHU THICH 1: Céc didu kién co thé bac gdm cac yéu
16 vat chét, xa hoi, tam Iy va mai tredng (nhw nhiét d9,

anh sang, phuong thirc thira nhén, &p Iwc nghé
nghiép, ec-gd-nd-mi va thanh phan khong khi).

356
Xéac nhén do lwdng

Tap hop cac thao tac cn thiét @& dam bao thiét
bi do (3.11.6) phit hp v&i cac yéu cdu (3.6.4) clia
viéc str dung da dinh.

CHU THICH 1: X&c nhan do lwdng thudng bao gdm
vide hidu chudn ho#c kiém tra x4c nhén (3.8.12), cac
hidu chinh hay sira chira (3.12.9) cAn thit va vidc hidu
chudn lai sau d6, so sanh v&i cac yéu clu do lwdmng

TCVN IS0 9000:2015

Note 2 to entry: The management system elements
establish the organization's structure, roles and
responsibilities, planning, operation, policies, practices,
rules, beliefs, objectives and processes o achieve

those objectives.

Note 3 to entry: The scope of a management system
can include the whole of the organization, specific and
identified functions of the organization, specific and
identified sections of the organization, or one or more
functions across a group of organizations.

Note 4 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been modified by modifying
Notes 1 to 3 to entry.

354

quality management system

part of a management sysfem (3.5.3) with regard
to quality (3.6.2)

3.5.5
work environment

set of conditions under which work is performed

Note 1 to entry: Conditions can include physical,
factors
(such as temperature, lighting, recognition schemes,

social, psychological and environmental

occupational stress, ergonomics and atmospheric
composition).

3.5.6

metrological confirmation

set of operations required to ensure that
measuring equipment (3.11.6) conforms to the
requirements (3.6.4) for its intended use

Note 1 to entry: Metrological confirmation generally
(3.8.12), any

{(3.12.9),  and
with  the

includes calibration or verification
necessary adjustment or repair

subsequent recalibration, comparison
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clia vigc sir dung da dinh cda thiét bi, cling nhuw vige
niém phong va ghi nhan cin thiét.

CHU THICH 2: Xac nhan do lwdrng khang dat dwoc
néu nhw chwa chieng t va Jap thanh van ban vé sy
phi hgp cla thiét bj do d6i v&i viée st dung da dinh.

CHU THICH 3: Y&u cAu dbi v&i viéc st dyng da djnh
bao g8m cac xem xét nhw pham vi, 85 phan gidi va sai
6 cho phép I&¢n nhit.

CHU THICH 4: Cac y&u ciu vé do lwdng thuong khac
vGi va khéng dugc quy dinh trong cac yéu clu vé sdn
phém (3.7.6).

[NGUON: ISO 10012:2007, 3.5, dugc sira d6i —
Cha thich 1 dwoc stra ddi]

3.5.7
Hé thdng quan ly do Iedng

Tap hop cac yéu td cb lién quan hodc twong tac
1an nhau cn thiét d& dat duoc suw xdc-nhén do
lwdng (3.5.6) va vigc kiém soat cac qué trinh do
luong (3.11.5).

[NGUON: TCVN ISO 10012:2007, 3.1, dugc sira
déi)

358
Chinh séch

<t8 chire> ¥ 38 va dinh hwéng clia t6 chire (3.2.1)
dugc 1anh dao cao nhét (3.1.1) cla td chirc cong
bé mét cach chinh thire,

CHU THICH 1: Thust ng* nay 1d mdt trong nhirng
thust ngl chung va dinh nghta cbt 16i @8l véi cac tidu
chudn ha théng quan ly cia ISO dwgc néu trong Phy
luc SL cia tai lidu bd sung hgp nhét clia 1ISO cho Phin
1, Chi thj clia ISG/IEC.
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metrological requirements for the intended use of the
equipment, as well as any required sealing and
labelling.

Note 2 to entry: Metrological confirmation is not
achieved until and unless the fitness of the measuring
the
demonstrated and documented.

equipment for intended use has been

Note 3 fo entry: The requirements for intended

use include such considerations as range,

resolution and maximum permissible errors.
Note 4 to entry: Metrological requirements are usually

distinct from, and are not specified in, product (3.7.6)

requirements.

[SOURCE: I1SO 10012:2003, 3.5, modified —
Note 1 to entry has been modified]

3.5.7
measurement management system

set of interrelated or interacting elements

necessary to achieve mefrological confirmation

(3.5.6) and control of measurement processes

(3.11.5)
[SOURCE: ISO 10012:2003, 3.1, modified]

358
policy

<organization> - intentions and direction of an
organization (3.2.1) as formally expressed by its
top management (3.1.1)

Note 1 to entry: This conslitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISOAEC Directives, Part 1.



359
Chinh sach chét lwgng

Chinh séch (3.5.8) lién quan @é&n chét luong
(3.6.2).

CHU THICH 1: Chinh sach chét lwgng thudng nhit
quén voi chinh sach chung clia 1§ chire (3.2.1), ¢6 thé
théng nhét véi tdm nhin (3.5.10) va s ménh (3.5.11)
clia td chirc va dwa ra khudn khd cho viéc 1ap cac myc
tiéu chét hrong (3.7.2).

CHU THICH 2: Céc nguyén tic quan Iy chét lvgng
néu trong tiéu chudn nay c6 thé hinh thanh co s& cho
viéc thiét [ap chinh sach chét lwvgng.

3.5.10

Tam nhin

<té chize> mong muén vé nhitng gi 6 chire
(3.2.1) muén tr& thanh dwgc /anh dao cao nhét
(3.1.1) cdng bé.

3.5.11

Sir ménh

<td chiec> muc dich tdn tai cla t& chdc (3.2.1)
dwoc /anh dao cao nhét (3.1.1) cong bé.

3.5.12

Chién lwgc

Ké hoach dé dat dwoc myc tiéu (3.7.1) dai han
ho#c tong thé.

3.6 Thuat ngi¥ lién quan dén yéu ciu

3.6.1
Déi twong
Hang muyc thye thé

Bét cir didu gi c6 thé cdm nhan dwgc hoic nhan
biét duorc.

VI DY: San phdm (3.7.6), dich vy (3.7.7), qué trinh

(3.4.1), ca nhan, t6 chic (3.2.1), hé théng (3.5.1),
ngudn Ige.

TCVN ISO 9000:2015
3.5.9
quality policy

policy (3.5.8) related to quality (3.6.2)

Note 1 fo entry: Generally the quality policy is.
consistent with the overall policy of the organization
(3.2.1), can be aligned with the organization's vision
(3.5.10) and mission (3.5.11) and provides a
framewaork for the setting of quality objectives (3.7.2).

Note 2 to entry: Quality management principles
presented in this International Standard can form a
basis for the establishment of a quality policy.

3.5.10
vision

<organization> aspiration of what an rganization

(3.2.1) would like to become as expressed by fop

management (3.1.1)
3511
mission

<organization> organization’s (3.2.1) purpose for
existing as expressed by fop management (3.1.1)

3512
strategy

plan to achieve a long-term or overall objective

(3.7.1)
3.6 Terms related to requirement

3.6.1
object
entity item

anything perceivable or conceivable

EXAMPLE Product (3.7.6), service (3.1.7), process

(3.4.1), person, organization (3.2.1), system (3.5.1),
resource.
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CHU THICH 1: Péi tegng c6 thé Ia vat chét (vi dy
dang co, t& gidy, kim cuong), phi vat chét (vi du ti 1&
chuyén @i, ké hoach dy 4n) hodc dwgc hinh dung (vi
dy tinh trang ¢da t6 chirc trong twong lai).

[NGUON: ISO 1087-1:2000, 3.1.1, duoc sira dbi]

3.6.2
Chét lwgng

Mdrc @6 clia mét tap hop cac déc tinh (3.10.1) vén
c6 clia mdt déi tpng (3.6.1) dap ng cac yéu céu
(3.6.4).

CHU THICH 1: Thuat ng(r “chét legng” c6 thé dwgc st
duyng véi nhieng tinh tir nhu kém, tét, tuyét hdo.

CHU THICH 2: “vén 6", trai ngha v6i “dwec gan cho”,
nghia 12 ¢6 trong déi trong (3.6.1).

3.6.3

Cép

Chiing loai hay thir hang cho cac yéu céu (3.6.4)
khéc nhau cla mét déi tong (3.6.1) ¢6 cling chire
nang slr dung.

VI DY: Hang vé may bay va loai khach san trong tai
li§u gi&i thiéu v& khach san.

CHU THICH 1: Kni thiét 18p mot yéu cdu chét lugng
(3.6.5), cép thwong durrge quy dinh.

3.64

Yéu ciu

Nhu cdu hodc mong doi duwgc tuyén bd, ngdm
hidu chung ho#c bt busc.

CHU THICH 1: “Ng3m hidu chung” nghia [ d6i véi t6
chire (3.2.1) va céc bén quan tam (3.2.3) nhu ciu hodc

mong d¢i dugc coi 1a ngdm hidu mang tinh théng 18
hodc thye hanh chung.

CHU THICH 2: Yau cdu dugc quy dinh 13 yéu ciu 63
duge cbng bé, vi du trong théng tin dang van ban
(3.8.8).

CHU THICH 3: Mét dinh ngir c6 thd dwoc sir dung @&
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Note 1 to entry: Objects can be material (e.g. an
engine, a sheet of paper, a diamond), non-material
(e.g. conversion ratio, a project plan) or imagined (e.g.
the future state of the organization).

[SOURCE: ISO 1087-1:2000, 3.1.1, modified]
3.6.2
quality

degree to which a set of inherent characferistics
(3.10.1) of an object (3.6.1) fulfils requirements
(3.6.4)

Note 1 to entry: The term “quality” can be used with
adjectives such as poor, goed or excellent.

Note 2 to entry: “Inherent”, as opposed to “assigned”,
means existing in the object (3.6.1).

363
grade

category or rank given to different requirements

'{3.6.4) for an object (3.8.1) having the same

functional use

EXAMPLE Class of airline ticket and category of hotel
in a hotel brochure,

Note 1 to entry: When establishing a quality
requirement (3.6.5), the grade is generally specified.
364

requirement

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

Note 1 to entry: “Generally implied” means that it is
custom or common practice for the organization (3.2.1)

and interested parties (3.2.3} that the need or
expectation under consideration is implied.

Note 2 to entry: A specified requirement is one that is
stated, for example in documented information (3.8.6).

Note 3 to entry: A qualifier can be used to denote a



bidu thi mdt loai yéu céu cy thé, vi du y&u ciu dbi voi
sén phém (3.7.6), yéu clu 86i véi quan Iy chét lvong
(3.3.4), yéu clu cla khéch hang (3.2.4), yéu céu chét
lrong (3.6.5).

CHU THICH 4: Yéu ciu c6 thé do cac bén quan tam
khac nhau ho#c do chinh 18 chirc 3 ra.

CHU THICH 5: Can dat dugc sie théa man cua khach
hang (3.9.2) & m&rc cao d& @4p (rng mong doi cla
khach hang ngay cd khi né khdng dwoc céng bd,
khéng dwge ngim hidu chung hay bét budc.

CHU THICH &: Thuat nglr ndy 1a mét trong nhirng
thuat nglr chung va dinh nghta cbt 16i i v6i cac tigu
chudn hé théng quan Iy clia ISO dwoc néu trong Phy
lyc SL clia tai ligu bd sung hgp nhét clia ISO cho Phin
1, Chi thj clia ISO/AIEC. Binh nghfa gbc da duwoc stra
dbi théng qua viéc bd sung Chu thich 3 @én 5.

365
. Yéu cdu chit lweng

Yéu cdu (3.6.4) lién quan dén chét luong (3.6.2).

366
Yéu céu lujt dinh

Yéu cédu (3.6.4) bét budc do co quan I&p phap
quy dinh,

3.6.7

Yéu cdu ché dinh

Yéu cdu (3.6.4) bét bubc do co quan quan Iy
dwegc co quan Idp phap giao quyén quy dinh.
3.6.8

Théng tin vé c4u hinh san phim

Yéu céu (3.6.4) hodc thong tin khac dbi véi viee
thiét ké, tao, kiém tra x4c nhén (3.8.12), trién khai
va hd trg sén pham (3.7.6).

[NGUON: ISO 10007:2008, 3.9, duwgc siva dbi)
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specific type of requirement, e.g. product (3.7.6)
requirement, qualily management (3.3.4) requirement,
customer (3.2.4) requirement, qualiy requirement
(3.6.9).
Note 4 to entry: Requirements can be generated by
different interested parties or by the organization itself.

Note 5 to entry: It can be necessary for achieving high
customer satisfaction (3.9.2) to fulfil an expectation of a
customer even if it is neither stated nor generally
implied or obligatory.

Note & to entry: This constitutes one of the common
terms and core definitions for ISO managemeni system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/IEC Directives, Part 1. The
criginal definition has been modified by adding Notes 3
to Sto entry.

3.6.5
quality requirement

requirement (3.6.4) related to quality (3.6.2)

366
statutory requirement

obligatory requirement (3.6.4) specified by a
legislative body

3.6.7
regulatory requirement

obligatory requirement (3.6.4) specified by an
authority mandated by a legislative body

368
product configuration Information

requirement (3.6.4) or other information for
product (3.7.8) design, realization, verification
(3.8.12), operation and support

[SOURCE: ISO 10007:2003, 3.9, modified]
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3.6.9
Sw khdng phi hep

Sur khdng dap rng mét yéu cdu (3.6.4).

CHU THICH 1: Thuat ngCr ndy la mot trong nhirng
thust nglr chung va dinh nghia cbt 16i d6i v&i cac tiéu
chulin hé théng quan Iy chia ISO dwgc néu frong Phy
lyc SL cua tai liéu bd sung hep nhét clia 1ISC cho Phin
1, Chi thj cla ISO/IEC.

3.6.10
Sai 15i

Sw khéng phi hop (3.6.9) lién quan dén viéc sir
dung dy kién hay quy dinh.

CHU THICH 1: Viéc phan biét gitra khai niém sai 18i va
sy khdng phu hep 1a rét quan trong vi ¢6 ham y phap
Iy, cu thé 1 nhirng khai nidm gén véi vén d& trach
nhiém phap Iy clia sén phdm (3.7.6) va dich vy (3.7.7).

CHU THICH 2: Vigc st dung dir kién 1a theo dy kién
ciia khéch hang (3.2.4) cé thd chiu anh hudng bdi tinh
chét cta théng tin (3.8.2) nhw hwéng din véan hanh
hogic bdo dudng do nha cung cép (3.2.5) dwa ra.

3.6.11
Sw phu hop

Vigc dap (rng mét yéu cdu (3.6.4)

CHU THICH 1: Trong tiéng Anh ti “conformancs” cling
dwgc hidu 14 sy phi hop. Trong tiéng Phép tir
“compliance” cling dwgc hiéu 13 sy phi hep.

CHU THICH 2: Thuat ngir nay 14 mdt trong nhing
thuét ngle chung va dinh nghfa cft 16i d5i véi cac fisu
chudn hé théng quan Iy cha ISO dugc ndu trong Phy
luc SL ciia tai liéu bd sung hgp nhét cia 1SO cho Phan
1, Chi thj clia ISO/IEC. Pinh nghfa géc duwgc sira dbi
béng viéc bd sung chu thich 1.
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3.6.9
nonconformity

non-fulfilment of a requirement (3.6.4)

Note 1 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated 1SO
Supplement to the ISO/IEC Directives, Part 1.

3.6.10
defect

nonconformity (3.6.9) related to an intended or
specified use

Note 1 to entry: The distinction between the concepts
defect and nonconformity is important as it has legal
connotations, particularly those associated with
product (3.7.6) and service (3.7.7) liability issues.

Note 2 to entry: The intended use as intended by

the customer (3.24) can be affected by the nature

of the information (3.8.2), such as operating or
maintenance instructions, provided by the provider

(3.2.5).

3.6.11
conformity

fulfilment of a requirerment (3.6.4)

Note 1 to entry: In English the word “conformance” is
synonymous but " deprecated. In French the word
‘compliance” is synonymous but deprecated.

Note 2 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated 1SO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been modified by adding Note 1
to entry.



3.6.12
Kha nang

Kha nang clia mét déi tupng (3.6.1) trong viéc tao
ra dau ra (3.7.5) dap (rng cac yéu céu (3.6.4) dbi
v&i d3u ra d6.

CHU THICH 1: Thuat nglr nang Iy clia mot qué trinh
(3.4.1) trong linh vye théng k& duge dinh nghfa trong
TCVN 8244-2:2010.

3.6.13

Kha ning truy xuit ngudn gbc

Kha nang truy tim vé& lich st, viéc 4p dung hodc vi
tri clia mdt déi tuong (3.6.1).

CHU THICH 1: Khi xem xét mdt sdn phdm (3.7.6) hay
dich vy (3.7.7), kha nang truy xuét ngudn géc cé thé
lign quan dén:

—  xuéit xt clia vat lidu ho3c chi tiét, bd phan;
— lich st qua trinh ¢ché tao;

—  viéc phan phéi va vi tri clia s&n phdm hogc dich vy
sau khi giao.

CHU THICH 2: Trong linh virc do Iedng, dinh nghia
trong TCVN 6165:2009 dugc chép nhan.

3.6.14

Tinh tin cdy

Kha nang thc hién theo yéu cdu va khi dwgc yéu
cau.

[NGUON: IEC 60050-192, dugc stra ddi — Chi
thich dwoc bo]

3.6.15
Poi méi

Déi trong (3.6.1) méi hodc duge thay ddi the
hién hodc phan phdi lai gia tri.

CHU THICH 1: Cac hoat ddng mang lai ddi méi
thwéng durgc quén ly.

TCVN I1SO 9000:2015
3.6.12
capability

ability of an object (3.6.1) to realize an oufput
(3.7.5) that will fulfil the requirements {3.6.4) for
that output

Note 1 to entry: Process (3.4.1) capability terms in the
field of statistics are defined in 1SO 3534-2.

3.6.13
traceability

ability to trace the history, application or location
of an object (3.6.1)

Note 1 to entry: When considering a product (3.7.8) or
a service (3.7.7), traceability can relate to:

‘'— the origin of materials and parts;

— the processing history;

— the distribution and location of the product or
service after delivery.

Note 2 to entry: In the field of metrology, the definition
in ISO/IEC Guide 99 is the accepted definition.

3.6.14
dependability

ability to perform as and when required

[SOURCE: IEC 6005N0-192, modified — Notes
have been deleted]

3.6.15
innovation

new or changed object (3.6.1) realizing or
redistributing value

Note 1 to entry: Activities resulling in innovation are
generally managed.
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CHU THICH 2: B&i méi thudng c6 ¥ nghia vé anh
hwéng cua no.

3.7 Thuat ngir lién quan dén két qua
3.7.1

Muc tiéu
Két qua can dat dwoc

CHU THICH 1: Myc tiéu ¢6 th& mang tinh chién luoc,
chién thuat hoac tac nghiép.

CHU THICH 2: C4c myc tiéu c6 thé lién quan dén cac
linh virc khac nhau (nhw myc tidu v& tai chinh, strc
khde va an toan, méi tneéng,...) va ¢6 thé &p dung tai
céc cdp khac nhau [nher chién lwge, toan b 4 chirc
(3.2.1), di 4n (3.4.2), sén phdm (3.7.6) hay qué trinh
(3.4.1)]

CHU THICH 3: Myc tigu ¢6 thd thé& hidn theo nhirng
cach khac nhw két qua dy kién, muyc dich, chudn myc
v& tac nghidp, myc tiéu chét lvgng (3.7.2) hay s dung
nhirng tir ngl® khac c6 y nghfa twong ty (vi dy muc
dich, myc tiéu hwréng 16i, hay chi tiéu). )

CHU THICH 4: Trong béi canh hé thdng quén Iy chét
lugng (3.5.4), cac myc tisu chét lvgng (3.7.2) dugc t6
chize (3.2.1) 18p ra, nhit quan véi chinh séch chét
liigng (3.5.9), nham dat dirgre c4c két qua cu thé,

CHU THICH 5: Thuat ng* nay la mdt trong nhing
thuat ngr chung va dinh nghta cbt I16i dbi v&i cac tidu
chuin h& théng quén Iy clia ISO dwgc néu frong Phy
luc SL cla tai liéu bd sung hep nhét clia ISO cho Phan
1, Chi thj ciia ISO/IEC. Binh nghla géc duqc sira dbi
théng qua viéc sira G3i chu thich 2.

: S g |
Muc tiéu chit lwong
Muc tiéu (3.7.1) lién quan t&i chét lrong (3.6.2).

CHU THICH 1: Myc tigu chét Ivgng thudng dya trén
chinh séch chét fuvong (3.5.9) cua té chire (3.2.1).

CHU THICH 2: Myc tidu chét lwgng thudng dugc xac
dinh cho céc chirc nang, cac clp va cac qué trinh
(3.4.1) thich hop trong t chire (3.2.1).
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Note 2 to entry: Innovation is generally significant in its
effect.

3.7 Terms related to result

3.71

objective
result to be achieved

Note 1 to entry: An objective can be strategic, tactical,
or operational.

Note 2 to entry: Objectives can relate to different
disciplines (such as financial, health and safety, and
environmental objectives) and can apply at different
levels (such as strategic, organization (3.2.1)-wide,
project (3.4.2), product (3.7.6) and process (3.4.1)).

Note 3 to entry: An objective can be expressed in
other ways, e.g. as an intended outcome, a purpose,
an operational criterion, as a qualify objective (3.7.2) or
by the use of other words with similar meaning (e.g.
aim, goal, or target).

Note 4 to entry: In the context of quality management
systems (3.5.4) qualify objectives (3.7.2) are set by the
organization {3.2.1), consistent with the qualify policy
(3.5.9), to achieve specific results.

Note 5 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been modified by modifying Note
2 to entry.

3.7.2

quality objective

objective (3.7.1) related to qualify (3.6.2)

Note 1 to entry: Quality objectives are generally based
on the organization's (3.2.1) quality policy (3.5.9).

Note 2 to entry: Quality objactives_are generally
specified for relevant functions, levels and processes
(3.4.1) in the organization (3.2.1).



3.7.3
Thanh céng

<th chire> viéc dat duge mot myc tiéu (3.7.1)

CHU THICH 1: Thanh cbng clia médt t6 chie (3.2.1)
nh&n manh vao nhu cdu can béng gira cac lgi ich kinh
té hay tai chinh clia td chirc véi nhu ciu cia c4c bén
quan tém (3.2.3), nhw 1a khdch hang (3.2.4), ngudi sir
dung, nha ddu tw/cd dong (ngudi s& hiru), con ngudi
trong td chire, nha cung cép (3.2.5), abi tac, cac nhom
lgi ich va cdng ddng.

3.74
Thanh céng bén virng

<td chirc> thanh céng (3.7.3) trong mdt khodng
thei gian

CHU THICH 1: Thanh cdng bén virng nhin manh nhu
chu can bing gitra nhirng l¢i fch kinh té-tai chinh cla
té chire (3.2.1) v&i nhikng lgi ich clia madi tnedng xa hoi
va sinh thal,

CHU THICH 2: Thanh cong bin virng lién quan dén
cac bén quan tam (3.2.3) cia td chire, nhw 13 khéch
hang (3.2.4), ngudi s& hiru, con ngudi trong té chire,
nha cung cép (3.2.5), ngan hang, cdng doan, déi tac
hoac xa hdi.

3.7.5
Piura

Két qua clia mot qua trinh (3.4.1).

CHU THICH 1: DAu ra clia 1 chire (3.2.1) 1a mdt sén
pham (3.7.6) hay dich vy (3.7.7) ty thudc vao vu thé
clia cac ddc tinh (3.10.1) lién quan, vi dy mot birc
tranh d& ban tai phong treng bay 14 moét san phém,
trong khi viéc cung cip mét birc tranh theo Uy thac lai
la mdt dich vy, mdt chiéc banh ham-bo-go dugc ban
trong clra hang ban 1& 14 mdt san pham, con viée tiép
nhan mét yéu cau va phyc vy banh ham-bo-go dugc
ydu cAu trong nha hang 1a mt phan dich vy.

TCVN IS0 9000:2015
3.7.3
success
<organization> achievement
(3.7.1)

Note 1 fo entry: The success of an organization (3.2.1)
emphasizes the need for a balance between its

of an objective

economic or financial interests and the needs of its
interested parties (3.2.3), such as customers (3.2.4),
users, investors/shareholders {owners), people in the
(3.2.5), interest

organization, providers partners,

groups and communities.

3.74
sustained success

<organization> success (3.7.3) over a period of
time

_Note 1 to entry: Sustained success emphasizes the

a balance between economic-financial
interests of an organization (3.2.1) and those of the
social and ecological environment.

need for

Note 2 to entry: Sustained success relates to the
interested parties (3.2.3) of an organization, such as
customers {3.2.4), owners, people in an organization,
providers (3.2.5), bankers, unions, partners or society.

3.7.5
output
result of a process (3.4.1)

Note 1 to entry: Whether an output of the organization
(3.2.1) is a product (3.7.6) or a service (3.7.7) depends
on the preponderance of the characteristics (3.10.1)
involved, e.g. a painting for sale in a gallery is a
product whereas supply of a commissioned painting is
a service, a hamburger bought in a retail store is a
product whereas receiving an order and serving a
hamburger ordered in a restaurant is part of a service.
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3.7.6
San pham

Péu ra (3.7.5) cia mdt t& chirc (3.2.1) c6 thé
dwgc tao ra ma khéng thyc hién béat ky giao dich
nao gilra 6 chirc va khéch hang (3.2.4).

CHU THICH 1: Vigc sdn xuit mot san phdm dat duge
ma khéng cn thye hién bét ky giao dich nao gitra nha
cung cép (3.2.5) va khach hang, nhung thiedng cb thé
doi hdi yéu t6 djch vy (3.7.7) nay khi chuyén giao san
phdm cho khach hang.

CHU THICH 2: Thanh phdn chii dgo clia sdn phém
thuérng hru hinh.

CHU THICH 3: Phan clrng Ia hteu hinh va lwgng cla
né Ia déc tinh (3.10.1) cb thé dém dugc (vi dy Iép xe).
Vit ligu da dugc ché bién 18 hiru hinh va lvgng cla
ching 1a d3c tinh lign tyc (vi dy nhién ligu va dd udng
khong cdn). Phan ciring va vat lidu da dwgc ché bién
thwdng duwgre coi 14 hang héa. Phan mém bao gdm
théng tin (3.8.2) bét ké& phwong tién chuyén giéo 13 gi
(vi dy chwong trinh may tinh, (rng dung dién thoai di

dong, hwéng din sl dung, ndi dung t¥ dién, ban.

quyén soan nhac, gidy phép l4i xe).

3.7.7
Dich vy

Pau ra (3.7.5) clia mot 8 chie (3.2.1) véi it nhat
mdt hoat ddng cén dwgc thuc hién gitra t chire
va khéach hang (3.2.4).

CHU THICH 1: Thanh ph3n chi dzo cia dich vy
thuwdng vé hinh.

CHU THICH 2: Djch vy thudng lign quan dén cac hoat
ddng & noi trong giao véi khach hang @& thiét 18p cac
yéu cdu (3.6.4) clia khach hang ciing nhie khi giao dich
vy va c6 thé dodi hdi méi quan hé thudng xuyén nhue
ngéan hang, t chic ké toan hodc td chirc cong, vi du
tredng hoc hoZc bénh vién.

CHU THICH 3: Viéc cung cép dich vu c6 thé bao gém,
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3.7.6

product

output (3.7.5) of an organization (3.2.1) that can
be produced without any transaction taking place
between the organization and the customer

(3.24)

Note 1 to entry: Production of a product is achieved
without any transaction necessarily taking place
between provider (3.2.5) and customer, but can often
involve this service {3.7.7) element upon its delivery to
the customer.

Note 2 to entry: The dominant element of a product is
that it is generally fangible.

Note 3 to entry: Hardware is tangible and its amount is

(3.10.1) (e.g. tyres).

Processed materials are tangible and their amount is a

a countable characteristic

continuous characteristic (e.g. fuel and soft drinks).
Hardware and processed materials are often referred
to as goods. Software consists of information (3.8.2)
regardless of delivery medium (e.g. computer
programme, mobile phone app, instruction manual,
dictionary content, musical composition copyright,
driver's license).

3.7.7
service

output (3.7.5) of an organization (3.2.1) with at
least one activity necessarily performed between
the organization and the customer (3.2.4)

Note 1 to entry: The dominant elements of a service
are generally intangible.

Note 2 to enfry: Service often involves acfivities at the
interfface with the customer to establish customer
requirements (3.6.4) as well as upon delivery of the
service and can involve a continuing relationship such
as banks, accountancies or public organizations, e.g.
schools or hospitals.

Note 3 to entry: Provision of a service can involve, for



vi dy:

- mdt hoat ddng dugc thyc hién trén sdn phdm
(3.7.6) hiru hinh cung cip cho khach hang (vi dy
mét chiéc xe hoi dwgc stva chiva);

- mdt hoat ddng dwgc thirc hién trén san phim vo
hinh cung cép cho khach hang (vi du bac céo thu
nhap cén thiét & chudn bj khai thué);

- giao mét san phdm vd hinh (vi dy chuyén giac
théng tin (3.8.2) trong bdi canh chuyén giao tri
thire);

- tao ra khdéng gian cho khach hang (vi du trong
khach san hodc nha hang);

CHU THICH 4: M&t dich vu thudng dwoc trdi nghiém
bé&i khach hang.

3.7.8
Két qua thipc hign

Két qué c6 thé do duorc.

CHU THICH 14: K&t qua thyc hién cé thé lign quan dén
¢ cac phat hién dinh lwgng hodc dinh tinh.

CHU THICH 2: Két qua thuc hién cé thé lién quan dén
vige quén Iy {3.3.3) cac hoat déng (3.3.11), qua trinh
(3.4.1), san phdm (3.7.6), dich vu (3.7.7), hé thdng
(3.5.1) hodc 4 chire (3.2.1).

CHU THICH 3: Thuét nglr nay & mdt trong nhirng
thuat ng( chung va dinh nghia cbt 15i dbi véi cac tiéu
chuln hé théng quan Iy clia 1ISO duge néu trong Phu
lyc SL cta Tai li8u bd sung hgp nhét, Phan 1, Chi thi
ctia ISO/IEC. Binh nghia géc duwoc sira dbi bing cach
stha ddi ch thich 2..

3.79
Rdi ro
Téc ddng clia sy khdng chéc chén.

CHU THICH 1: Tac dgdng |a mdt sai léch so véi dy kién
—tich circ hodc tidu cire.

CHU THICH 2: Sy khdng chéc chin 14 tinh trang, tham
chi 1a mdt phén, thiéu hut théng tin (3.8.2) lién quan toi
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example, the following:

- an activity performed on a customer-supplied
tangible product (3.7.8) (e.g. a car 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 {3.8.2) in the context of

knowledge transmission);

- the creation of ambience for the customer {e.g. in
hotels and restaurants);

Note 4 to entry: A service is generally experienced by
the customer.

3.7.8

performance

measurable result

Note 1 to entry. Performance can relate either to
quantitative or qualitative findings.

Note 2 to entry: Performance can relate to the
management (3.3.3) of activities (3.3.11), processes
(3.4.1), products (3.7.6), services (3.7.7), systems
(3.5.1) or organizations (3.2.1).

Note 3 to entry: This constitutes one of the common
terms and core definitions for 150 management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISOAEC Directives, Part 1. The
original definition has been modified by modifying Note
2 to entry.

3.79

risk

effect of uncertainty

Note 1 to enfry: An effect is a deviaticn from the
expected — positive or negative.

Note 2 to entry: Uncertainty is the state, even partial, of
(3.8.2)

deficiency of information related to,
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viéc hidu hodc nhan thirc v& mot sw kién, hé qua clia
sir kién do, hodc kha ning xay ra cla no.

CHU THICH 3: RUi ro thwéng ddc treng bdi sy dén
chiéu dén cac sy kién (dwgc dinh nghia tai 3.5.1.3,
TCVN 9788:2013) va hé qud (dwgc dinh nghia tai
3.6.1.3, TCVN 9788:2013) tiém 4n, hogc sy két hop
gitra ching.

CHU THICH 4: RUi ro thudng thé hign theo cach két
hop céc hé qua clia mdt sy kién (bao gdm ca nhirng
thay ddi v& hoan canh) va khd nang xay ra (dwgc dinh
nghia tai 3.6.1.1, TCVN 9788:2013) kém theo.

CHU THICH 5: T “rli ro” d6i khi dwgc st dung chl khi
c6 khd nédng xdy ra hé qua tidu circ.

CHU THICH 6: Thuat nglr nay 1a mdt trong nhirng
thuat nglr chung va dinh nghia cbt I6i di v&i cac tidu
chudin h& théng quan Iy cla I1SO dwgc néu trong Phy
lyc SL ctia Tai ligu bd sung hop nhét, Phdn 1, Chi thi
clia ISO/IEC. Binh nghTa gbc duoc sira dbi béng viée
bd sung chu thich 5,

3.710

Hiéu qua

quan hé gitta két qud dat dugc va ngudn lyc
duwge sir dung.

3.7.11
Hiéu lye

Mlrc d6 theo d6 cac hoat dong da hoach dinh
dugc thyc hién va dat dwoc cac két quad da
hoach djnh,

CHU THICH 1: Thu&t ngl® nay 14 mét trong nhirng
thuat nglr chung va dinh nghTa cét I3 déi véi cac tidu
chudn hé théng quan Iy cta ISO duge néu trong Phy
Iyc SL ciia Tai ligu bd sung hop nhét, Phin 1, Chi thj
cua |SO/EC.
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understanding or knowledge of,

consequence, or likelihood.

an event, its

Note 3 to entry: Risk is often characterized by
reference to potential events (as defined in ISO Guide
73:2009, 3.5.1.3) and consequences (as defined in
ISO Guide 73:2009, 3.6.1.3), or a combination of
these.

Note 4 to entry: Risk is often expressed in terms of a
combination of the consequences of an event
(including changes in circumstances) and the
associated likelihood (as defined in ISO Guide
73:2009, 3.6.1.1) of occurrence.

Note 5 to entry: The word “risk” is sometimes used
when there is the possibility of only negative
consequences.

Note 6 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated 1ISO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been modified by adding Note 5
to entry.

3.7.10

efficiency

relationship between the result achieved and the

resources used

3.7.11

effectiveness

extent to which planned activities are realized and
planned results are achieved

Note 1 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been modified by adding “are”
before “achieved”,



3.8 Thuat ngir lién quan dén dir lidu, thong tin
va tal ligu

3.8.1
Dir ligu

D@ kién vé& mdt déi tuong (3.6.1).

3.8.2
Thong tin

D lidu (3.8.1) ¢ ¥ nghia.

3.8.3
Bang chirng khach quan

D liéu (3.8.1) chirng minh su t8n tai hay sie that
clia mot didu nao @6.

CHU THICH 1: Bing chirng khach quan ¢6 thé thu
dvge théng qua quan sat, do fwdng (3.11.4), ther
nghiém (3.11.8) ho#c cach thirc khéc.

CHU THICH 2: V6&i myc dich dénh gié (3.13.1) béng
chirng khach quan thwéng bao gdm hé so (3.8.10),
tuyn bé v& sur kign hodic théng fin (3.8.2) khac lién
quan dén chudn myc danh gia (3.13.7) va ¢6 thé kidm
tra xac nhan.

3.8.4
Hé théng théng tin

<hé théng quan ly chét legng> mang lwdi kénh
trao ddi thong tin dwgc s& dung trong 6 chirc
3.2.1).

3.8.5
Tai liéu

Théng tin (3.8.2) va phuong ti¢n chira dyng
thoing tin.

VI DY: Hé so (3.8.10), quy dinh (3.8.7), tai ligu vé& quy
trinh, bain v8, bao ¢4o, tidu chuln.

CHU THICH 1: Phuong tién c6 thé 13 gidy, dia tir, dia

dién tir, dia quang, anh, miu géc hodc tb hop céc
dang trén..

TCVN ISO 9000:2015

3.8 Terms related to data, information and
document

3.81

data

facts about an object (3.6.1)
3.8.2

information

meaningful data (3.8.1)

3.8.3
objective evidence

data (3.8.1) supporting the existence or verity of
something

Note 1 to entry: Objective evidence can be obtained

measurement (3.11.4), test

(3.11.8), or by other means.

through observation,

Note 2 to entry: Objective evidence for the purpose of
audit (3.13.1) generally consists of records (3.8.10),
statements of fact or other information (3.8.2) which
are relevant to the audit criteria (3.13.7) and verifiable.

384
informatiocn system

<quality management system> network of
communication channels used within an
organization (3.2.1)

3.8.5

document

information {(3.8.2) and the medium on which it is
contained '

EXAMPLE Record (3.8.10), specification (3.8.7),
procedure document, drawing, report, standard.

Note 1 to entry: The medium can be paper, magnetic,
electronic or optical computer disc, photograph or
master sample, or combination thereof.
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CHU THICH 2: Tap hop céc tai higu, vi du quy dinh va
hd so, thrrdng drec goi la *hé théng tai ligu”.

CHU THICH 3: Mot sb yéu cdu (3.6.4) (vi du nhw co
thé doc duoc) lién quan dén tht ca céc loai tai lidu. Tuy
nhién, c6 thé c6 cac yéu clu khac nhau ddi véi quy
dinh (vi dy y&u clu di voi kidm soat vige sira ddi) va
d8i v&i hd so (vi dy yéu cdu co thé khai phuyc lai).

3.8.6
Théng tin dang vin ban

Théng tin (3.8.2) cAn dugc 6 chie (3.2.1) kiém
so4t va duy trl va phwong tién chira dipng théng
tin.

CHU THICH 1: Théng tin dang vin ban c6 thé & dinh
dang va phwrong tign bat ky va tr ngudn bét ky.

CHU THICH 2: Théng tin dang van ban ¢b thd d& cap
taoi:
hé théng quén ly (3.5.3), gdm ca cac qué trinh
(3.4.1) lign quan;
théng tin dwgc tao ra cho vidc vdn hanh clia td
chirc (hé théng tai lisu);
- bang chirng clia cac két qua dat dwoc (hd so
(3.8.10)),

CHU THICH 3: Thuat nglr nay 12 mot trong nhrng
thuat nglr chung va dinh nghta ¢t 16i 441 véi cac tigu
chudn hé théng quan Iy cla ISO duge ndu trong Phy
lyc SL cha Tai lidu bd sung hep nhét, Phan 1, Chi thi
cla ISO/IEC.

3.8.7

Quy dinh

Tai ligu (3.8.5) néu cac yéu cdu (3.6.4).

Vi DU: 88 tay chét irong (3.8.8), ké hoach chét rong
(3.8.9), ban v& k¥ thust, tai idu v guy trinh, hwéng
dén cdng vige.

CHU THICH 1: Mt quy dinh c6 tha lién quan dén cac
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Note 2 to entry: A set of documents, for example

specifications and records, is frequently called

“documentation”.

Note 3 to entry: Some requirements (3.6.4) (e.g. the
requirement to be readable) relate to all types of
different

requirements for specifications (e.g. the requirement to

documents. However there can be

be revision controlled) and for records (e.g. the
reguirement to be retrievable).

3.8.6
documented information

information (3.8.2) required to be controlled and
maintained by an organization (3.2.1) and the
medium on which it is contained

Note 1 to entry: Documented information can be in any
format and media and from any source.

Note 2 to entry: Documented information can refer to:

- the management sysfem (3.5.3), including related
processes (3.4.1);

- information created in order for the organization to
operate {documentation};

evidence of results achieved (records {3.8.10)).

Note 3 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/IEC Directives, Part 1.

3.8.7

specification

document (3.8.5) stating requirements (3.6.4)

EXAMPLE Quality manual (3.8.8), qualily plan
(3.8.9), technical drawing, procedure document, work
instruction.

Note 1 to enfry: A specification can be related to



hoat ddng (vi dy tai liéu v& quy trinh, quy dinh v& qué
trinh (3.4.1) va quy dinh vé& th nghiém (3.11.8)) hay
sdn phdm (3.1.6) (vi dy quy dinh vé san phdm, quy
dinh v& két qua thyre hién (3.7.8) va ban v8).

CHU THICH 2: Théng qua viéc néu cac yéu clu, quy
dinh ¢6 thé néu bd sung két qua dat duoc théng qua
thiét ké va phét trién (3.4.8) va do d6 trong mot sé
tredng hop cb thé dwgce sir dyung lam hd so (3.8.10).
3.8.8

S tay chét lvgng

Quy dinh (3.8.7) v& hé thdng quan ly chét vong
(3.5.4) cha 15 chire (3.2.1).

CHU THICH 1: S& tay chét legng c6 thé khac nhau vé
chi tiét va dinh dang @& pht hop vé&i quy mé va mirc d6
phirc tap cla & chire (3.2.1) riéng biét.

3.8.9

Ké hoach chét lwgng

Quy dinh (3.8.7) vé quy trinh/thi tuc (3.4.5) va
ngudn Iyrc lién quan dwgc ap dung khi ndo va bdi
ai cho mdt ddituong (3.6.1) cu thé.

CHU THICH 1: Nhirng thii tuc nay thwéng bao gém
nhirng thi tyc lién quan dén cac qua trinh (3.4.1) quan
Iy chét lgng (3.3.4 va cAc qua trinh tao sdn phdm
(3.7.6), dich vy (3.1.7).

CHU THICH 2: Mt ké hoach chét lwong thwong vién
din dén cac phan clia s6 tay chat luong (3.8.8) hodc
dén tai lisu (3.8.5) vé quy trinh,

CHU THICH 3: Ké hoach chét lwvgng thwdng la mat
trong céc két qua clia hoach djnh chét frong (3.3.5).
3.8.10

Hd so

Tai liu (3.8.5) néu két qua dat duoc hodc cung
cép bdng ching v& cac hoat dong dugc thyc
hién.

CHU __*n-licn 1: Hb so c6 thd dugc sir dung d&, vi du
nhtr thwe hién chinh thie viée fruy xuét ngudn gbe
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activities {e.g. procedure document, process (3.4.1)

specification and fest (3.11.8) specification), or
products (3.7.6) (e.g. product specification,
performance (3.7.8) specification and drawing).

Note 2 to entry; It can be that, by stating requirements,
a specification additionally is stating results achieved
by design and development (3.4.8) and thus in some
cases can be used as a record (3.8.10).

388

quality manual

specification (3.8.7) for the quality management
system (3.5.4) of an organization (3.2.1)

Note 1 to entry: Quality manuals can vary in detail and
format to suit the size and complexity of an individual
organization (3.2.1).

3.89

quality plan

specification (3.8.7) of the procedures (3.4.5) and
associated resources to be applied when and by
whom to a specific object (3.6.1)

Note 1 to entry: These procedures generally
include those referring to quality management
(3.3.4) processes (3.4.1) and to preduct (3.7.6) and
service (3.7.7) realization processes.

Note 2 to entry: A quality plan often makes reference to
parts of the quality manual (3.8.8) or to procedure
documents (3.8.5).

Note 3 to entry: A quality plan is generally one of the
results of qualify planning (3.3.5).

3.8.10

record

document (3.8.5) stating results achieved or
providing evidence of activities performed

Note 1 to entry: Records can be used, for example, to
formalize traceability (3.6.13) and to provide evidence
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(3.6.13) va cung cép bang chirng vé viéc kiém tra xac

nhén (3.8.12), hanh dong phong ngira (3.12.1) va hanh
déng khic phyc (3.12.2).

CHU THICH 2: Hd so thweng khong cdn chiju kiém
so4t slva dbi.

3.8.11
Ké hoach quan ly d an

Tai ligu (3.8.5)'quy dinh nhrng gl 14 c3n thiét d&
dap (eng (cac) myc tiéu (3.7.1) clia dy én (3.4.2).

CHU THICH 1: K& hoach quan Iy dy 4n c&n bao gdm
hodc vién ddn dén ké hoach chét luong (3.8.9) clia dv
an.

CHU THICH 2: Ké hoach quén Iy dy &n cling nhw cac
ké hoach khac bao gdm ho#c vién din dén nhizng ndi
dung lién quan dén co céu t& chire, nguén lyc, lich
trinh, ngan sach, qudn Jy (3.3.3) rdi ro (3.7.9), quan Iy
mdi tnrérng, quan Iy an toan va stc khée, quan iy an
ninh, khi thich hep.

[NGUON: TCVN ISO 10006:2007, 3.7]

3.8.12
Kiém tra xdc nhin

Vigc xac nhan, théng qua viéc cung cép bang
chimg khéch quan (3.8.3), ring c4c yéu céu
(3.6.4) xac dinh dwgc thye hién.

CHU THICH 1: Bing chirng khach quan cAn thiét cho
viéc kiém fra x4c nhéan c6 thé |a két qua clia kidm tra
(3.11.7) hodc hinh thirc x4c djnh (3.11.1) khéac nhw
thyre hign cac tinh toan thay thé hodc xem xét 147 figu
(3.8.5).

CHU THICH 2: C4c hoat ddng dwgc thige hién d8 kidm
tra xac nhan doi khi dwec goi la qué trinh (3.4.1) xac
dinh nang lyc,

CHU THICH 3: Tir "dwoc kidm tra xac nhan® dugc
dung & 4n dinh tinh trang twong (ng.
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of verification (3.8.12), preventive action (3.12.1) and
corrective action (3.12.2).

Note 2 to entry: Generally records need not be under

revision control.

3.8.11
project management plan

document (3.8.5) specifying what is necessary to
meet the objective(s) (3.7.1) of the project (3.4.2)

Note 1 to entry: A project management plan should
include or refer to the project’s quality plan (3.8.9).

Note 2 to entry: The project management plan also
includes or references such other plans as those
relating to organizational structures, resources,
schedule, budget, risk (3.7.9) management (3.3.3),

environmental management, health and safety
management, and security management, as
appropriate.

[SOURCE: ISO 10006:2003, 3.7]
3.8.12

. verification

confirmation, through the provision of objective
evidence (3.8.3), that specified requirements
(3.6.4) have been fulfilled

Note 1 to entry: The objective evidence needed for a
verification can be.the result of an inspection (3.11.7)
or of other forms of defermination (3.11.1) such as
performing alternative calculations or
documents (3.8.5).

raviewing

Note 2 to entry: The activities carried out for verification
are sometimes called a qualification process (3.4.1).

Note 3 to entry: The word “verified" is used to
designate the corresponding status,



3.8.13
Xéc nhéan gia trj str dung

Viéc xac nhén, théng qua viéc cung clp bing
chimg khéch quan (3.8.3), rdng cac yéu céu
(3.6.4) ddi voi viéc sir dung hodc tng dung cy thé
da dinh dwgc dap (rng.

CHU THICH 1: Biing chirng khach quan can thiét cho
vidc xac nhan gia trj sz dung 1A két qud cla the
nghiém (3.11.8) hodc hinh thirc xac dinh (3.11.1) khéc
nhee thire hién céc tinh toan thay thé hodc xem xét fai

liéu (3.8.5).

CHU THICH 2: Tir “dwgc x4c nhan gia tr st dung”
dugc ding @& chi rd tinh trang twong (rng.

CHU THICH 3: Céc didu kign sl dung cho viéc xac
nhén gi4 tri si dyng c6 thé I thye hoZic mé phdng.
3.8.14

M$ ta trang thai ciu hinh

Viéc ghi chép va bdo céo chinh thic thong tin vé
céu hinh sén pham (3.6.8), tinh trang cac thay ddi
dwoce d& xuét va tinh trang viéc thue hién nhivng
thay dbi da duoc phé duyét.

[NGUON: TCVN ISO 10007:2008, 3.7

3.8.15

Trwéng hop cu thé

<ké hoach chét lugng> d6i twgng cla ké hoach
chét lvong (3.8.9)

CHU THICH 1: Thuat nglr ndy dwgc st dung dé
tranh 13p lai cac tir “qué trinh (3.4.1), san phém
(3.7.6), dw 4n (3.4.2) hodc hop ddng (3.4.7)" trong
TCVN ISO 10005.

[NGUON: ISO 10005:2007, 3.10, dwgc stra d6i —
Chu thich 1 dwgc stra ddi]
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3.8.13
validation

confirmation, through the provision of objective
evidence (3.8.3), that the requirements (3.6.4) for
a specific intended use or application have been
fulfilled

Note 1 to entry: The objective evidence needed for a
validation is the result of a test (3.11.8) or other form of
determination (3.11.1) such as performing altemative
calculations or reviewing documents (3.8.5).

Note 2 to entry: The word “validated” is used to
designate the corresponding status,

Note 3 to entry: The use conditions for validation ¢can
be real or simulated.

3.8.14
configuration status accounting

formalized recording and reporting of product
configuration information (3.6.8), the status of
proposed changes and the status of the
implementation of approved changes

[SOURCE: ISO 10007:2003, 3.7]

3.8.15
specific case

<quality plan> subject of the quality plan (3.8.9)

Note 1 to entry: This term is used to avoid
repetition of “process (3.4.1), product (3.7.6),
project (3.4.2) or confract (3.4.7)" within ISO
10005.

[SOURCE: 1SO 10005:2005, 3.10, modified —
Note 1 to entry has been modified]
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3.9 Thuét ngir lién quan dén khach hang

3.9.1
Théng tin phan hai

<sip thda mén cila khach hang> cac quan diém, ¥
kién va thd hién sy quan tam t&i sdn pham
(3.7.8), djch vu (3.7.7) hodc qué trinh (3.4.1) x& Iy
khiéu nai.

[NGUON: TCVN ISO 10002:2015, 3.6, dugc slra
d8i — Thuat ngC “dich w” dugc dwa vao dinh
nghia]

3.9.2
Sw théa méan cia khach hang

Cam nhén clia khéch hang (3.2.4) v& mic dd dap
(rng cac mong dei ctia khach hang.

CHU THICH 1: T chire (3.2,1) o6 thé khdng biét mong
doi cia khach hang cho 161 khi sdn phém (3.7.6) hay
dich vy (3.7.7) dwegc giao, hodc ngay ca khi khach
hang yéu clu. Cin dat dwgc sy thda man cao cla
khach hang dd dap ng mong dgi cla khach hang
ngay cd khi né khéng dugc néu ra ciing khdng dwec
ham ¥ hay mang tinh bt budc,

CHU THICH 2: Khiéu nai (3.9.3) 1a mét chl s6 chung vé
sty thda mén thép clia khach hang nhung viée khdng
c6 khiéu nai khéng nhét thiét ham ¥ sw théa man cao
clia khach hang,

CHU THICH 3: Ngay ca khi cac yéu céu (3.6.4) cia
khéch hang duegc théng nhét v&i khach hang va duwgc
thyre hién, thi viéc ndy khdng nhét thiét dam bdo sy
thda m&n cao clia khach hang.

[NGUON: TCVN ISO 10004:2015, 3.3, dwoc slra
@bi — Céc cha thich dwoc stra dbi]

3.9.3
Khiéu nai

<sir thda man clia khach hang> Viéc thé hién sy
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3.9 Terms related to customer

3.9.1
feedback

<customer satisfaction> opinions, comments and
expressions of interest in a product (3.7.6), a
service (3.7.7) or a complaints-handling process
(34.1)

[SOURCE: ISO 10002:2014, 3.6, modified — The
term “service” has been included in the definition]

3.9.2
customer satisfaction

cusfoner's (3.2.4) perception of the degree to
which the customer's expectations have been
fulfilled

Note 1 to entry: It can be that the customer's
expectation is nat known to the organization (3.2.1), or
even to the customer in question, until the product
(3.7.6) or service (3.7.7) is delivered. It can be

' necessary for achieving high customer satisfaction to

fulfil an expectation of a customer even if it is neither
stated nor generally implied or obligatory.

Note 2 to entry: Compiaints (3.9.3) are a common
indicator of low customer satisfaction but their absence
does not necessarily imply high customer satisfaction.

Note 3 to entry: Even when customer requirements
(3.6.4) have been agreed with the customer and
fulfilled, this does not necessarily ensuré high
customer satisfaction.

[SOURCE: I1SO 10004:2012, 3.3, modifled —

Notes have been modified]

3.8.3

complaint

<customer satisfaction> expression of



khéng hai 1ong d8i véi mét td chie (3.2.1), lién
quan dén san pham (3.7.6) hodc dich vy (3.7.7)
hay chinh qué trinh (3.4.1) x¢ ly khiéu nai cha tb
chirc, trong d6 viéc tra Idi hodic giai quyét duoc
mong doi mot cach ro rang hodc ngam hiéu

[NGUON: TCVN ISO 10002:2015, 3.2, dugc slra
ddi — Thuat nglr “dich w" duge dwa vao dinh
nghta]

3.9.4
Dich vu khach hang

Sw tuong tac gitra t6 chire (3.2.1) va khach hang
(3.2.4) trong sudt véng ddi clia sdn phdm (3.7.6)
hay dich vu (3.7.7).

[NGUON: TCVN ISO 10002:2015, 3.5, dwgc sira
ddi — Thuat ngl “dich w” dwge dwa vao dinh
nghia]

3.9.5
Quy tic (rng xir lién quan dén sw théa man
clia khach hang

Cac cam két do mét 6 chie (3.2.1) dva ra voi
khéch hang (3.2.4) lién quan dén cach (rng x&
clia 18 chirc, nhdm nang cao sy théa man cla
khach hang (3.9.2) va cac quy dinh lién quan.

CHU THICH 1: Quy dinh lién quan co thé bac gdm

muc tiéu (3.7.1), cac didu kign, gi¢i han, théng tin
(3.8.2) lin hé va thi tyc (3.4.5) xr Iy khidu nai (3.9.3).

CHU THICH 2: Trong TCVN ISO 10001:2009, thuét
ngl “quy tic” dwoe diing thay cho “quy tic (g x{ lién
quan dén sy thda méan ciia khach hang”.

[NGUON: TCVN ISO 10001:2009, 3.1, dwoc sira
ddi — Thuat ngl “quy tAc" dwgc bd do da la mdt
thuat nglr dwgc thira nhan va chd thich 2 dwgc
stra dbi]
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dissatisfaction made to an organization (3.2.1),

related to its product (3.7.6) or service (3.7.7), or
the complaints-handling process (3.4.1) itself,
where a response or resolution is explicitly or
imp!ic‘rtly expected

[SOURCE: 1SO 10002:2014, 3.2, modified — The
term “service” has been included in the definition] .

3.94

customer service

interaction of the organization (3.2.1) with the
customer (3.2.4) throughout the life cycle of a
product (3.7.8) or a service (3.7.7)

[SOURCE: I1SO 10002:2014, 3.5, modified — The
term “service” has been included in the definition]

395
customer satisfaction code of conduct

promises, made to customers (3.2.4) by an
organization (3.2.1) conceming its behaviour, that
are aimed at enhanced cusfomer satisfaction
{3.9.2) and related provisions.

Note 1
objectives

to entry: Related provisions can include

(8.2.1),
information (3.8.2), and compiaints (3.9.3) handling
procedures (3.4.5).

conditions, limitations, contact

Note 2 to entry: In ISO 10001:2007, the term “code” is
used instead of ‘customer safisfaction code of
conduct”. .

[SOURCE: I1SO 10001:2007, 3.1, modified — The
term “code” has been removed as an admitted
term, and Note 2 to éniry has been modified]
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3.9.6

Tranh chap

<s\r thda man clia khach hang> sy bt ddng, nay
sinh tr mdt khiéu nai (3.9.3) dugc glri t&i nha
cung cap DRP (3.2.7).

CHU THICH 1: Mgt s 6 chirc (3.2.1) cho phép khdch
hang (3.2.4) thé hién sy khong thda mén t&i nha cung
cép DRP ngay I&n d4u. Trong trdng hop ndy, viée thd
hién sy khéng hai long cilia khach hang tré thanh khidu
nai khi gt t&i t8 chirc @8 trd 1&i va tr& thanh franh
chép néu td chirc khong gidi quyét ma khéng co sy
can thigp ciia nha cung cdp DRP. Nhidu t chirc thich
khach hang clia minh thé hién ngay mei s khéng théa
man t&i 1§ chire trudc khi van dung viéc gidi quyét
tranh chip bén ngoai té chirc,

[NGUON: TCVN ISO 10003:2007, 3.6, dugc stra
)

3.10 Thust ngd lién quan dén dic tinh

3.10.1
Béc tinh

Pic trwng dé phan biét.

CHU THICH 1: Déc tinh c6 thé 1a vén ¢6 holic dugc
gan thém.

CHU THICH 2: B3c tinh ¢6 thé dinh tinh hodc Gjnh
lwgng.

CHU THICH 3: C6 nhidu loai 3¢ tinh khac nhau nhuw:
a) vatly (vi du d3c tinh co, dign, hda hoic sinh);

b) cam quan (vi dy lién quan &én khiru gisc, xuc
giac, vi gidc, thj giac, thinh giac);

¢) banh vi (vi dy nh& nhin, trung thiec, tin cay);

d) th&igian (vi dy dang ldc, tin cay, sin cb, lién tuc);

€) éc-gd-nd-mi (vi dy d4c tinh sinh Iy ho3c lién quan
dén an toan clia con ngLedvi;
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3.9.6
dispute

<customer satisfaction> disagreement, arising
from a complaint (3.9.3), submitted to a DRP-

provider (3.2.7)

Note 1 to entry: Some organizations (3.2.1) allow their
customers (3.2.4) to express their dissatisfaction to a
DRP- provider in the first instance. In this situation, the
expression of dissatisfaction becomes a complaint
when sent to the organization for a response, and
becomes a dispute if not resolved by the organization
without DRP-provider intervention. Many organizations
their first express any
dissatisfaction to the organization before utilizing

prefer customers to

dispute resolution external o the organization.

[SOURCE: ISO 10003:2007, 3.6, modified]

3.10 Terms related to characteristic

3.10.1

characteristic

- distinguishing feature

Note 1 to entry: A characteristic can be inherent or
assighed.

Note 2 to entry: A characteristic can be qualitative or
quantitative.

Note 3 to entry: There are various classes of
characteristic, such as the following:

a) physical {e.g. mechanical, electrical, chemical or
biological characteristics);

b} sensary (e.g. related to smell, touch, taste, sight,
hearing};

c) behavioural (e.g. courtesy, hanesty, veracity);

d) temporal (e.g. punctuality, reliability, availability,
continuity);

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



f) chirc naing (vi dy téc 6 téi da clia may bay).

3.10.2 _
Pic tinh chat lvgng

Déc tinh (3.10.1) v8n c6 clia mt ddi trong (3.6.1)
lién quan Gén mét yéu cdu (3.6.4).

CHU THICH 1: Vén cb nghia 12 tdn tai trong mdt ddi
twgng, d3c bigt 1a mot d3ic tinh ¢b dinh.

CHU THICH 2: B3c tinh dwoc gan cho mdt déi tugng
(vl dy gi4 clia mot ddi twong) thi khéng phai 14 dic tinh
chét lrgng chia ddi twgng d6.

3.10.3

Yéu té con ngwdi

Dic tinh (3.10.1) clia mdt ngwdi co anh hwdng téi
dbi tuong (3.6.1) dang dwgc xem xét.

CHU THICH 1: Dic tinh ¢6 thé 13 thd chét, nhan thire
ho#c xa hoi.

CHU THICH 2: Yéu té con ngudi ¢6 thé c6 anh hudng
dang ké t&i hé théng quén Iy (3.5.3).

3.104
Nang lwe

Kha nang ap dung kién thirc va k¥ ning dé dat
dwoc két qua dy kién.

CHU THICH 1: Nang lgc dugc chirng td déi khi dugc
coi 1a trinh d§ chuyén mon.

CHU THICH 2: Thuat nglr ndy [d mdt trong nhirng
thuat nglr chung va dinh nghia cbt 16i bi véi cac tiéu
chudn hé théng quan Iy cia ISO duge néu trong Phy
lyc SL clia T4i liéu bd sung hgp nhét, Phédn 1, Chi thi
clia ISO/IEC. Binh nghta géc dwoc stra ddi bang viée
bd sung ch thich 1.

3.10.5
Pic tinh do lIwdong

Dic tinh (3.10.1) c6 thé anh huwdng dén két qua
do luomg (3.11.4).

CHU THICH 1: Thiét bi do (3.11.6) thudng c6 mot sé
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f) functional (e.g. maximum speed of an aircraft).

3.10.2
quality characteristic

inherent charactenistic (3.10.1) of an object (3.6.1)
related to a requirement (3.6.4)

Note 1 to entry: Inherent means existing in something,
especially as a permanent characteristic.

Note 2 to entry: A characteristic assigned to an object
(e.g. the price of an object) is not a quality
characteristic of that object.

3.103
human factor

characteristic (3.10.1) of a person having an
impact on an object (3.6.1) under consideration

Note 1 to entry: Characteristics can be physical,

" cognitive or social.

Note 2 to entry: Human factors can have a significant
impact on a management system (3.5.3).

3.104

competence

ability to apply knowledge and skills to achieve
intended results

Note 1 to entry: Demonsirated competence is
sometimes referred to as qualification.

Note 2 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated 1ISO
Supplement to the ISO/IEC Directives, Part 1. The
original definition has been madified by adding Note 1
to entry.

3.10.5
metrological characteristic

characteristic (3.10.1) which can influence the
results of measurement (3.11.4)

Note 1 to entry: Measuring equipment (3.11.8) usually

61



TCVN 1SO 9000:2015
dac tinh do ledong.

CHU THICH 2: Bac tinh do ludng c6 thé 13 ddi twong
clia hiéu chudn.

3.10.6

Céu hinh

Céac dgc tinh (3.10.1) vat 1y va d4c tinh chire nding
twong tac 18n nhau clia mgt sdn phém (3.7.6)
ho3c djch vy (3.7.7) dugc xac dinh trong thong fin
vé céu hinh sén phdm (3.6.8).

[INGUON: TCVN 1SO 10007:2007, 3.3, dwgc stra
ddi — Thuat nglr “dich vy" dwgce dwa vao dinh
nghia)

3.10.7
Chuén c4u hinh

Théng tin vé ciu hinh sdn phdm (3.6.8) da Guoc
phé duyét, quy dinh céc dic finh (3.10.1) clia sén
phém (3.7.6) hodic dich vy (3.1.7) tai mdt thoi
didm, ding lam tham chiéu cho cac hoat dong
trong subt vong doi clia san phdm hodc dich vuy.

[NGUON: TCVN ISO 10007:2007, 3.4, duoc sira
ddi — Thuéat ngtr “dich vu” dwgc dua vao dinh
nghiaj

3.11 Thuat ngi® lién quan dén xéac dinh

3.1141
Xac dinh

Hoat dong @& phat hién mét hay nhidu dac tinh
(3.10.1) va cdc gié tri clia dac tinh.

3.11.2
Xem xét

Xéc djnh (3.11.1) sy phi hop, ddy 4G hoic higu
lwe (3.7.11) chia mét déi trong (3.6.1) nhdm dat
dugc cac myc tiéu (3.7.1) 4 thiét 14p.

VI DY: Xem xét clia 1anh dao, xem xét thiét ké va phét
trién (3.4.8), xem xét cac yéu cdu (3.6.4) clia khach
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has several metrological characteristics.

Naote 2 to entry: Metrolegical characteristics can be the
subject of calibration.

3.10.6

configuration

interrelated functional and physical characteristics
(3.10.1) of a product (3.7.6) or service (3.7.7)
defined in product
3.6.8)

configuration information

[SOURCE: ISO 10007:2003, 3.3, modified — The
term “service” has been included in the definition]

3.10.7
configuration baseline

approved product configuration information (3.6.8)
that establishes the characteristics (3.10.1) of a
product (3.7.8) or service (3.7.7) at'a point in time
that serves as reference for activities throughout
the life cycle of the product or service

- [SOURCE: ISO 10007:2003, 3.4, modified — The

term “service” has been included in the definition]

3.11 Terms related to determination

3.11.1

determination

activity to find out one or more characteristics
(3.10.1) and their characteristic values

3.11.2

review

determination (3.11.1) of the suitability, adequacy
or effectiveness (3.7.11) of an object (3.6.1) to
achieve established objectives (3.7.1)

EXAMPLE Management
development (3.4.8) review,

and
review of customer

raview, - design



hang (3.2.4), xem xét hanh déng khic phyc (3.12.2) va
xem xét ddng déng.

CHU THICH 1: Xem xét cling ¢6 thé bao gdm ca viéc
xac dinh hiéu qua (3.7.10).

3113

Theo doi

Xéc dinh (3.11.1) tinh trang cla hé théng (3.5.1),
quaé trinh (3.4.1), s&n phdm (3.7.6), dich vy (3.7.7)
hay hoat ddng.

CHU THICH 1: P& x4c dinh tinh trang c6 thé cin kiém
tra, giam sét hay quan tric chit ché.

CHU THICH 2: Theo déi thwong 13 vigc xac dinh tinh
trang clla mot déi fwong (3.6.1), dwgc thyc hign &
nhiing giai doan khac nhau hay th&i didm khac nhau.

CHU THICH 3: Thuat ngir nay I3 mdt trong nhiing

thust nglr chung va dinh nghfa cét 16i d6i v&i cac tiéu

chudn hé théng quan Iy cla 1SO dugc ndu trong Phy
luc SL cla Tai lisu bd sung hgp nhét, Phéan 1, Chi thj
clia ISO/IEC. Binh nghfa géc va chii thich 1 dugc sira
@i, chu thich 2 dwoc bd sung.

3.11.4
Po lwirng

Qué trinh (3.4.1) xac dinh mét gia tri.

CHU THICH 1: Theo TCVN 8244-2:2010, gia tri dugc
xac dinh thwdrng 1a gia trj cia mdt dai lrgng.

CHU THICH 2: Thuit ng® ndy 14 mét trong nhirng
thuat nglr chung va dinh nghta cét 15i dbi voi cac tidu
chuin hé théng quén Iy cla ISO dwgc néu trong Phy
lyc SL clia Tai liéu bd sung hop nhat, Phan 1, Chi thj
clia ISO/IEC. Binh nghia géc dugc sira ddi bing viéc
bd sung chu thich 1.
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(3.2.4) requirements {3.6.4), review of cormreciive action
(3.12.2) and peer review.

Note 1 to entry: Review can also include the
determination of efficiency (3.7.10).

3.11.3

monitoring

determining (3.11.1) the status of a system

(3.5.1), a process (3.4.1), a product (3.7.6), a
service (3.7.7), or an activity

Note 1 to entry: For the determination of the status
there can be a need to check, supervise or critically
observe.

Note 2 to entry: Monitoring is generally a determination
of the status of an object {3.6.1), carried out at different
stages or at different times.

Note 3 te entry: This constitutes one of the common
terms and core definitions for SO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/AEC Directives, Part 1. The
original"‘deﬁnition and Note 1 to entry have been
modified, and Note 2 to entry has been added.

3.114
measurement

process (3.4.1) to determine a value

Note 1 to entry: According to 1SO 3534-2, the value
determined is generally the value of a quantity.

Note 2 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO
Supplement to the ISO/EC Directives, Part 1. Thg
original definition has been modified by adding Note 1
to entry.
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3.11.5
Qua trinh do

Tép hgp cac thao tac dé xac dinh gia tri cia mét
dai lvgng

3.11.6
Thiét bj do

Phuong tién do, phdn mém, chudn do ludng,
m&u chuln hodc cac thiét bj phu hay t& hop cac
yéu té trén, cAn thiét & thyc hién qué trinh do

3.11.7
Kiém tra

Xac dinh (3.11.1) sw phu hop (3.6.11) v&i cac yéu
cdu (3.6.4) xac dinh.

CHU THICH 1: Néu két qua kiém tra chi ra sy phu
hop, thi nd c6 thd dwge st dung cho myc dich kidm
fra xéc nhén (3.8.12).

CHU THICH 2: Két qua kiém tra c6 thd chi ra sy phi
hep hodc sw khbéng pha hep (3.6.9) hay mire 4% pha
hep.

3.11.8

Thir nghiém

Xéc dinh (3.11.1) theo cac yéu cdu (3.6.4) d6i v6i
viéc slr dyng hay (rng dung du kién cy thé.

CHU THICH 1: N&u k&t qua cla thir nghiém chi ra sy phir
hep (3.6.11), thi né c6 thé dugc sir dung cho muc dich xdc
nhdn gid trj sir dyng (3.8.13).

3.11.9
Xem xét dinh gia tién d6

<quan ly dw 4n> viéc danh gia tién do duge thue
hién trén cac két qua dat dugc muc tiéu (3.7.1)
cla dir én (3.4.2)

CHU THICH 1: Banh gia nay cin dwgc thiec hign &
nhirng thei @idm thich hep trong véng adi cia dw an

3.11.5
measurement process

set of operations to determine the value of a
quantity

3.11.6
measuring equipment

measuring instrument, software, measurement

standard, reference material or auxiliary
apparatus or combination thereof necessary to

realize a measurement process (3.11.5)

3117
inspection

determination (3.11.1) of conformity (3.6.11) to
specified requirements (3.6.4)

Note 1 to entry: If the result of an inspection shows
conformity, it can be used for purposes of verification
(3.8.12).

Note 2 to entry; The result of an inspection can show
conformity or nonconformity (3.6.9) or a degree of
conformity,

3.11.8

test

determination {3.11.1) according to requirements
{3.6.4) for a specific intended use or application

Note 1 to entry: If the result of a test shows conformity
{3.6.11), it can be used for purposes of validation {3.8.13).

3.11.9

progress evaluation

<project management> assessment of progress
made on achievement of the project (3.4.2)
objectives (3.7.1)

Note 1 to entry: This assessment should be carried out
at appropriate points in the project life cycle across



v toan bd cac qué trinh (3.4.1) clia dy &n trén co s&
cac chudn myc d6i véi qua trinh va sén phdm (3.7.6)
hay djch viy (3.7.7) cla di &n.

CHU THICH 2: Két qua danh gi4 tién @6 c6 thé din
dén viéc soat xét ké hoach quan ly dy 4n (3.8.11).

[NGUON: TCVN ISO 10006:2007, 3.4, dwoc sira
ddi — Céc cha thich dwgc sira ddi]

3.12 Thugt ngi¥ lién quan dén hanh déng

3.121
Hanh d§ng phong nglra

Hanh ddng nham loai bd nguyén nhan ciia sy
khéng pha hop (3.6.9) tidm &n ho¥c cac tinh
hudng khéng mong muén tidm 4n khac.

CHU THICH 1: C6 thé c6 nhidu nguyén nhan a6i véi
mét sy khéng phit hop tidém an.

CHU THICH 2: Hanh ddng phong ngira nhdm ngan
ngira vidc xay ra trong khi hanh déng khdc phuc
(3.12.2) dwgc thire hién nham ngén ngira vigc tai dién.

3.12.2
Hanh ddng khic phuc

Hanh @dng nhdm loai bd nguyén nhan clia sy
khéng phu hop (3.6.9) nhdm ngin ngtra viéc tai
dién.

CHU THICH 1: C6 thd c6 nhidu nguysn nhan déi véi
mt si¥ khéng phi hep.

CHU THICH 2: Hanh ddng khic phyc nhdm ngan
ngira viéc tai dién trong khi hanh dong phong ngira
{3.12.1) dwgc thire hign nh3m ngan nglra viéc xay ra.

CHU THICH 3: Thuat ngir ndy & mdt trong nhirng
thuat ng( chung va djnh nghta cbt I16i d8i voi cac tidu
chudn hé théng quan Iy clia ISO duge ndu trong Phy
lyc SL cla Tai lidu bd sung herp nhét, Phén 1, Chi thj
ciia ISO/IEC. Binh nghfa gbc dwoc stra ddi bing viéc
bd sung chu thich 1 va chi thich 2,

TCVN ISO 9000:2015
project processes (3.4.1), based on criteria for project
processes and product (3.7.6) or service (3.7.7).

Note 2 to entry: The resulis of progress evaluations
can lead to revision of the project management plan

(3.8.11).
[SOURCE: 1SO 10006:2003, 3.4, modified —
Notes to entry have been modified]

3.12 Terms related to action

3.1241
preventive action

action to eliminate the cause of a potential
nonconformity  (3.6.9) or other
undesirable situation

potential

Note 1 to entry: There can be more than one cause for

a potential nonconformity.

Note 2 to entry: Preventive action is taken to prevent
occurrence whereas corrective acfion (3.12.2) is taken
to prevent recurrance.

3.12.2
corrective action

action to eliminate the cause of a nonconformity
(3.6.9) and to prevent recurrence

Note 1 to entry: There can be more than one cause for
a nonconformity.

Note 2 to entry: Corrective action is taken to prevent
recurrence whereas preventive acfion (3.12.1) is taken
to prevent occcurrence.

Note 3 to entry: This constitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated 1SO
Supplement to the ISO/IEC Directives, Part 1. The
origiha! definition has been modified by adding Notes 1
and 2 to entry.
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3.123

Khac phuc

Hanh ddng nhadm loai bd sy khdéng phd hop
{(3.6.9) dwge phat hign,

CHU THICH 1: Vige khic phyc cb thé dugc thire hién
tnedre, ddng thdi hodc sau hanh dbng khdc phuc
(3.12.2).

CHU THICH 2: Viéc khic phyc c6 thé 13, vi dy nhw /am

fai (3.12.8) hodc ha cép (3.12.4).
3124
Ha cép

Thay dbi cép (3.6.3) clia sdn pham (3.7.8) hoic
dich vy (3.7.7) khéng phu hop (3.6.9) d& 1am cho
né phl hop véi cac yéu cdu (3.6.4) khac voi yéu
ciu ban dau.

3125
Nhéan nhwong

Viéc cho phép st dung hodc théng qua (3.12.7)
sén phém (3.7.8) hay dich vu (3.7.7) khéng phl
hop véi cac yéu céu (3.6.4) quy dinh.

CHU THICH 1: Nhan nhweng thidng gi¢i han & giai
dogn giao san phdm va dich vy cd cac ddc tinh
(3.10.1) khéng phi hep (3.6.9) ndm trong gi&i han quy
dinh va thirérng cho mat lvgng giéi han san phim va
dich vy hodc trong khodng thdri gian va déi véi vigc st
dung cy thé.

3.12.6

Sai léch cho phép

Viéc cho phép sai léch khoi cic yéu cbu (3.6.4) quy
dinh ban d3u clia sdn phdm {3.7.6) hay djch vy (3.7.7)
trudc khi thye hién.

CHU THICH 1: Sai l&ch cho phép thwdng dugc dva ra
d8i véi mét lrgng gidi han san phadm va dich vy ho#c
khoding thei gian va ddi vai vige stz dung cy thé.
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3.12.3
correction

action to eliminate a detected nonconformity
(3.6.9)

Note 1 to entry: A correction can be made in advance
of, in conjunction with or after a corective action

(3.12.2).

Note 2 to entry: A correction can be, for example,

rework (3.12.8) or regrade (3.12.4).
3.124
regrade

alteration of the grade (3.6.3) of a nonconforming
(3.6.9) product (3.7.6) or service (3.7.7) in order to
make it conform to requirements (3.6.4) differing
from the initial requirements

3.12.5
concession

permission to use or reiease (3.12.7) a product
(3.7.6) or service (3.7.7) that does not conform to

" specified requirements (3.6.4)

Note 1 to entry: A concession is generally limited to the
delivery of products and services that have
nonconforming (3.6.9) characteristics (3.10.1) within
specified limits and is generally given for a limited
quantity of products and services or period of time, and
for a spacific use.

3.126
deviation permit

permission to depart from the originally specified
requirements (3.6.4) of a product (3.7.8) or
service (3.7.7) prior to its realization

‘Note 1 to entry: A deviation permit is generally given

for a limited quantity of products and services or period
of time, and for a specific use.



3127

Théng qua

Sy cho phép chuyén sang giai doan tiép theo cla
mdt qué trinh (3.4.1) hodc sang qua trinh tiép

theo.

CHU THICH 1: Trong trwéng hop phan mém va tai ligu
(3.8.5), tir “thdng qua” thudrng dwge diung dé& chi chinh
phién ban phan mém hoéc tai lidu.

3.12.8
Lam lai

hanh ddng ddi v&i sdn phdm (3.7.6) hay dich vy
(3.7.7) khéng pha hop (3.6.9) @& 1am cho n6 phu
hop véi cac yéu céu (3.6.4).

CHU THICH 1: Lam lai ¢6 thé 1am &nh hwdng hoic

thay ddi cac phén cla san phdm hoic dich vu khong

phi hgp.

3.129
Stra chira

Hanh dong ddi voi sén phdm (3.7.6) hay dich vy
(3.7.7) khéng phu hop (3.6.9) G& 1am cho né cb
thé& dugc chip nhan di voi viée st dyng dv kién.
CHU THICH 1: Vigc slra chira thanh cong mot san
phé&m hay dich vy khéng phi hgp khéng nhét thiét Ia
lam cho san pham hay dich vy @6 phti hgp véi cac yéu
cdu (3.6.4). Cung véi viéc sira chira c6 thé can sy
nhén nhuwgmg (3.12.5).

CHU THICH 2: Sira chCa bao gdm ca hanh dong
chinh stra dwgc thye hién voi san phdm hay dich vy

trwéc day 13 phi hop dé khéi phuc dé sir dyng, vi dy

nhw mdt phén clia vigc bao tri,

CHU THICH 3: Stra chira c6 thé dnh hudng ho3c thay
ddi cac phdn cia sdn phdm hay dich vy khéng pho
hep.

TCVN 1S0O 9000:2015
3127

release

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

Note 1 to entry: In English, in the context of software
and documents (3.8.5), the word “release” is frequently
used to refer to a version of the software or the
document itself.

3.12.8

rework

action on a nonconforming (3.6.9) product (3.7.6)
or service (3.7.7) to make it conform to  the
requirements (3.6.4)

Note 1 to entry: Rework can affect or change parts of
the nonconforming product or service.

3129
repai}"*

action on a nonconforming (3.6.9) product (3.7.6)
or service (3.7.7) to make it acceptable for the
intended use

Note 1
nonconforming product or service does not necessarily

fo entry: A successful repair of a

make the product or service conform fto the
requirements (3.6.4). It can be that in conjunction with
a repair a concession (3.12.5) is required.

Note 2 to entry: Repair includes remedial action taken
on a previously conforming product or service to
restore it for use, for example as part of maintenance.

Note 3 to entry: Repair can affect or change parts of

the nonconforming product or service.
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3.12.10
Loai bd

" Hanh ddng ddi véi sdn pham (3.7.6) hay dich vu
(3.7.7) khéng pht hop (3.6.9) d8 loai bd n6 khoi
viéc st dyng dy kién ban dau.

Vi DY: Tai ché, hily bd.

CHU THICH 1: Trong treéing hop dich vy khang phi
hop, viéc str dung dwgc loai bd bing cach chém dt
dich vy.

3.13 Thuét ng( lién quan dén danh gia

3.1341
Danh gia

Qua trinh (3.4.1) o6 hé théng, doc I4p va duroc ip
thanh van ban dé thu dwgc bang ching khéch quan
(3.8.3) va xem xét danh gia ching mét cach khach
quan d& xac dinh mirc d8 thurc hién cac chudn myc
danh gia (3.13.7).

CHU THICH 1: C4c yéu té co ban cta mdt cude danh
gia bao gdm xdc djnh (3.11.1) sw phit hop (3.6.11) clia
mét déi tugng (3.6.1) theo cac thil tyc (3.4.5) duoc
thirc hign b ngwdi khdng chiu trach nhigm ddi véi
dbi twong duge danh gia.

CHU THICH 2: Mét cudc @anh gia c6 thé [a danh gia
ndi by (bén thir nhat) hodc danh gid bén ngoai (bén
thir hai hodc thir ba) va cb thé 1a mét dénh gia két hop
(3.13.2) ho#ic déng dénh gi4 (3.13.3).

CHU THICH 3: Panh gi4 ndi bd thwéng dwoc goi 1a
danh gia clia bén thir nhét, do 1 chic (3.2.1) tyw thye
hién hodc thye hign véi danh nghfa cdia td chirc, nhdm
xem xét m viéc quén ly (3.3.3) va cac myc dich
ndi b khac va ¢b thé tao cor s& cho viée cong bd su
ph hep ctia td chirc. Tinh ddc 1ap c6 thd duge chirng
t6 théng qua sy dbc lap v& trach nhiém déi véi hoat
4adng dwgc danh gia.

CHU THICH 4: Danh gia bén ngoai bao gdm danh gia
clUa bén thr hai va bén thir ba, Danh gia ciia bén thir
hai du¢e tidn hanh b&i c4c bén quan tam t&i td chire,

68

3.12.10

scrap

action on a nonconforming (3.6.9) product (3.7.6)
or service (3.7.7) to preclude its originally
intended use

EXAMPLE Recycling, destruction.

Note 1 to entry: In a nonconforming service situation,
use is precluded by discontinuing the service.

3.13 Terms related to audit

3.13.1
audit

systematic, independent and documented
process (3.4.1) for obtaining objective evidence
(3.8.3) and evaluating it objectively to determine
the extent to which the audit criteria (3.13.7) are

fulfilled

Note 1 to entry: The fundamental elements of an audit
include the determination (3.11.1) of the conformity

(3.6.11) of an object (3.6.1) according to a procedure

(3.4.5) carried out by personnel not being responsible
for the object audited.

Note 2 to entry: An audit can be an intemal audit {first
party), or an external audit (second party or third
party), and it can be a combined audit (3.13.2) or a
joint audit (3.13.3).

Note 3 to entry: Internal audits, sometimes called first-
party audits, are conducted by, or on behalf of, the
organization (3.2.1)} itself for management (3.3.3)
review {3.11.2) and other internal purposes, and can
form the basis for an organization's declaration of
conformity. Independence can be demonstrated by the
freedom from responsibility for the activity being
audited.

Note 4 to entry: External audits include those generally
called second and third-party audits. Second party
audits are conducted by parties having an interest in



nhw khdch hang (3.2.4), hodc ngudi khac véi danh
nghia clia khach hang. Danh gia bén thir ba dwgc tién
hanh bdi td chirc danh gia doc lap bén ngoai, nhwr 15
chirc clp chirng nhan phi hgp hodc co quan quan Iy.

CHU THICH 5: Thuat ngir ndy Ia mét trong nhieng
thuat ng® chung va dinh nghia cbt 16i déi v&i cac tiéu
chulin he théng quén Iy ciia ISO dwge néu trong Phy
lyc SL clia Tai ligu bd sung hgp nhit, Phadn 1, Chi th]
clia ISO/IEC. Dinh nghia gbc va chi thich dwegc sira
ddi a& loai bd anh hwdng clia sy quay vong giira cac
thuét ngl chuén myc danh gi4 va bdng ching danh
gi4, chi thich 3 va 4 dugc bd sung.

3.13.2
Panh gia két hop

Dénh gig (3.13.1) droc thuc hién ddng thoi trén

hal hay nhigu hé thdng quan Iy (3.5.3) cho chi mot:

bén duge dénh gid (3.13.12).

CHU THICH 1: Cac phan ciia hé théng quan Iy c6 thé
lién quan trong danh gia két hep, cd thé duwgc nhan
biét b&i tidu chuan lién quan vé hg théng quan Iy, tiéu
chudn v& san phdm, dich vy hay qua trinh droc t6
chire (3.2.1) 4p dung.

3.133
Pdng danh gia

Pénh gig (3.13.1) duoc thwe hién cho chi mat bén
dugre danh gia (3.13.12) b&i hai hay nhiéu 6 chirc
(3.2.1) danh gia.

3.134
Chwong trinh danh gia

Tap hop mdt hay nhidu cudc dénh gid (3.13.1)
dugc hoach dinh cho mdt khodng thei gian cu thé
va nhdm muc dich cu thé.

[NGL!ON: TCVN 1SO 19011:2013, 3.13, duoc slra
aéi) -

TCVN ISO 9000:2015
the organization, such as customers (3.2.4), or by
other persons on their behalf, Third-party audits are
conducted by
organizations

external, independent auditing

such as those providing
certification/registration of conformity or governmental

agencies.

Note 5 to entry: This consfitutes one of the common
terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated 1SO
Supplement to the ISO/AEC Directives, Part 1. The
original definition and Notes to entry have been
modified to remove effect of circularity between audit
criteria and audit evidence term entries, and Notes 3
and 4 to entry have been added.

3.13.2
combined audit

audit (3.13.1) carried out together at a single
audifee (3.13.12) on two or more management
systems (3.5.3)

Note 1 to entry: The parts of a management system
that ca‘n be involved in a combined audit can be
identified by the relevant management system

standards, product standards, service standards or
process standards being applied by the organization

(3.2.1).

3.13.3

joint audit

audit (3.13.1) carried out at a single auditee
(3.13.12) by two or more auditing organizations
(3.2.1)

3.134

audit programme

set of one or more audits {3.13.1) planned for a
specific time frame and directed towards a specific
purpose.

[SOURCE: ISO 19011:2011, 3.13, modified]
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3.13.5

Pham vi danh gia

Mlrc d0 va ranh gidi clia m¢t cubc dénh gid
(3.13.1).

CHU THICH 1: Pham vi danh gia thwdng bao gdm sv

ma ta v& vj tri Gia Iy, cac don vi thude td chirc, cac hoat
dgng va qua trinh (3.4.1).

[NGUON: TCVN 1SO 19011:2011, 3.14, duec
stra d5i — Chu thich dwoc stra @i

3.13.6
Ké hoach danh gia

Sy md ta cac hoat ddng va sdp xép cho mdt cude
danh gia (3.13.1).

[NGUON: TCVN ISO 19011:2013, 3.15]

3.13.7
Chuén myc danh gia

Tap hop cic chink sich (3.5.8), thil tuc (3.4.5)
hodic yéu cdu (3.6.4) dugc sir dyng 1am chudn
theo d6 so s&nh cac bdng chimg khéch quan
(3.8.3).

[NGUON: TCVN I1SO 19011:2013, 3.2, dugc
stra dbi — Thu4t ng “bng chirng danh gia”
duwoc thay bing “bang chirng khach quan’]
3.13.8

Bang chirng danh gia

Hd so, trinh bay v& sy kién hoac cac théng tin
khac lién quan 16i chudn myc dénh gis (3.13.7)
va c6 thé kidm tra xac nhan.

[NGUON: TCVN ISO 19011:2013, 3.3, dugc stra
d6i — Ch thich duwge bd)

3.139

Phat hién danh gia

Két qua clia viéc xem xét danh gia cac bing
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3135
audit scope

extent and boundaries of an audit (3.13.1)

Note 1 to entry: The audit scope generally includes a
description of the physical locations, organizational
units, activities and processes (3.4.1).

[SOURCE: I1SO 19011:2011, 3.14, modified —
Note to entry has been modified]

3136
audit plan

description of the activities and arrangements for
an audit (3.13.1)

[SOURCE: ISO 19011:2011, 3.15)

3.13.7
audit criteria

set of policies (3.5.8), procedures (3.4.5) or
requirements (3.6.4) used as a reference against

_ which objective evidence (3.8.3) is compared

[SOURCE: 1SO 19011:2011, 3.2, modified —
The term “audit evidence" has been replaced
by “objective evidence”]

3.138

audit evidence

records, statements of fact or other information,
which are relevant to the audit criteria (3.13.7)
and verifiable

[SOURCE: I1SO 19011:2011, 3.3, modified —
Note to entry has been deleted]

3.13.9
audit findings

results of the evaluation of the collected audit



chirg déanh gia (3.13.8) thu thp dwgc so véi
chudn mrc danh gia (3.13.7).

CHU THICH 1: Phat hién danh gia chi ra sy phit hop
(3.6.11) ho#c khdng phi hop (3.6.9).

CHU THICH 2: Phat hign danh gia ¢4 thd din dén viéc
nhan biét cac co hdi cdi fién (3.3.1) hodc ghi nhan viéc
thyrc hign tt.

CHU THICH 3: Khi cac chudn myrc danh gié (3.13.7)
dugc Iwa chon tir cac yéu céu ludt dinh (3.6.6) hodic
yéu cdu ché djnh (3.6.7). thi phat hién danh gia c6 thé
duere goi a sy tudn thd hodic khdng tuan thi.

[NGUON: TCVN 1SO 19011:2013, 3.4, dwoc stra
ddi — CHU THICH 3 duoc stra dbi

3.13.10
Két luan danh gid

DPAu ra cha mét cudc danh gid (3.13.1) sau khi
xem xét cac muc tidu danh gi4 va moi phat hién
dénh gi4 (3.13.9).

[NGUON: TCVN ISO 19011:2013, 3.5

3.13.11
Khéach hang danh gia

Té chire (3.2.1) hosic ¢4 nhan yéu ciu dénh gi4
(3.13.1).

[NGUON: TCVN ISO 19011:2011, 3.6, dwgc sira
d8i — Cha thich dwgc bd)

3.13.12
Bén dwegre danh gia

Té chtre (3.2.1) dwgc danh gia.
[NGUON: TCVN ISO 19011:2013, 3.7]

3.13.13
Hwéng dén vién

<danh gia> ngudi do bén dwoc danh gia (3.13.12)
chi dinh dé hd tro doan danh gi4 (3.13.14).

[NGUON: TCVN ISO 19011:2013, 3.12)

TCVN ISO 9000:2015
evidence (3.13.8) against audit criteria (3.13.7)

Note 1 to entry: Audit findings indicate conformify
(3.6.11) or nonconformity (3.6.9}).

Note 2 to entry: Audit findings can lead to the
identification of opportunities for improvement (3.3.1)
or recording good practices.

Note 3 to entry: In English, if the audit criteria (3.13.7)
are selected from statutory requirements (3.6.6) or
regulatory requirements (3.6.7), the audit finding can
be called compliance or non-compliance.

[SOURCE: ISO 19011:2011, 3.4, modified —
Note 3 to entry has been modified]

3.13.10
audit conclusion

outcome of an audit (3.13.1), after consideration
of the audit objectives and all audit findings
(3.13.9)

[SOURCE: ISO 19011:2011, 3.5)

3.13.11
audit client

organization (3.2.1) or person requesting an audit
(3.13.1)

[SOURCE: ISO 19011:2011, 3.6, modified —
Note to entry has been deleted]

3.13.12

auditee
organization (3.2.1) being audited
[SOURCE: ISO 19011:2011, 3.7]

3.13.13
guide

<audit> person appointed by the auditee (3.13.12)
to assist the audit team (3.13.14)

[SOURCE: ISO 18011:2011, 3.12]
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3.13.14

Poan danh gia

Mot hay nhiéu ca nhan tién hanh cudc danh gia
(3.13.1), v&i sir hd trg cla cac chuyén gia ky
thugt (3.13.16) khi cn.

CHU THICH 1: Mot chuyén gia dénh gig (3.13.15)
trong doan danh gia dwgc chi dinh l1am tredng doan
danh gia.

CHU THICH 2: Boan d4nh gia c6 thé bao gdm chuyén
gia danh gia tap sy.

[NGUON: TCVN ISO 19011:2013, 3.9, duorc sira
ddi]

3.13.15

Chuyén gia danh gia

Nguréi tién hanh cudc danh gid (3.13.1).

[NGUON: TCVN ISO 19011:2013, 3.8]

3.13.16

Chuyén gia k¥ thuét

<danh gi&> ngudi cung clp kién thirc hay kinh .

nghiém chuyé&n sau cho doan danh gia (3.13.14),

CHU THICH 1: Kién thirc va kinh nghiém chuyén sau
lién quan dén t6 chic (3.2.1), qua trinh (3.4.1) hay
hoat ddng dwgc danh gia hodc ngdn nglr hay van héa.
CHU THICH 2: Chuyén gia k¥ thuat khdng hanh dgng
nhr mdt chuyén gia dénh gig (3.13.15) frong doan
danh gi& (3.13.14).

[NGUON: TCVN ISO 19011:2013, 3.10, dwgc
stra 831 — Chu thich 1 dugc sira d8i]

31317
Quan sat vién

< danh gia > Ngwdi tham gia cing doan danh gia

(3.13.14) nhwng khéng hanh dong nhw chuyén
gia danh gié (3.13.15)

CHU THICH 1: Quan sat vién c6 thé thudc bén duge
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3.13.14

audit team

one or more persons conducting an audit (3.13.1),
supported if needed by technical experts (3.13.16)

Note 1 to entry: One auditor (3.13.15) of the audit team
is appointed as the audit team leader.

Nete 2 to entry: The audit team can include auditors-in-
training.

[SOURCE: ISO 19011:2011, 3.9, modified]

3.13.15
auditor

person who conducts an audit (3.13.1)
[SOURCE: ISO 19011:2011, 3.8]

3.13.16
technical expert

<auydit> person who provides specific knowledge
or expertise to the audit feam (3.13.14)

Note 1 to entry: Specific knowledge or expertise relates
to the organization (3.2.1), the process (3.4.1) or
activity o be audited, or language or culture.

Note 2 to entry: A technical expert does not act as an
auditor (3.13.15) in the audit team (3.13.14).

[SOURCE: I1SO 19011:2011, 3.10, modified —
Note 1 to entry has been modified]

3.13.17

observer

<audit> person who accompanies the audit team
{3.13.14) but does not act as an auditor (3.13.15)

Note 1 to enfry: An observer can be a member of the



danh gia (3.13.12), co quan quan ly hodc bén quan
tam (3.2.3) khac chirng kién dénh gid (3.13.1).

[NGUON: TCVN 1SO 19011:2013, 3.11, dwoc
stra ddi — Dong tir “danh gi&d” dwec dwa ra khdi
dinh nghta; Chu thich dugc stra ddi]

TCVN IS0 9000:2015
auditee (3.13.12), a regulator or other inferested party

(3.2.3) who witnesses the audit (3.13.1).

[SOURCE: ISO 19011:2011, 3.11, modified —
The verb “audit” has been removed from the
definition; Note to entry has been modified]
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Phy lyc A
(tham khao)

Méi quan hé giira cac khai niém va bidu dién
cac méi quan hé dwdi dang so dd

A.1 Khéi quat

Trong viéc 1ap thudt ngir, cac méi quan hé gilra
cac khai niém dira trén si hinh thanh cép_bac dac
tinh clia mét ching loai sao cho tao duwge cach
md ta ngén gon nh4t mdt khéi niém béing cach dat
tén chiing loai va md ta cac dic tinh gidp phan
biét ching v&i cac khai niém cdp cao hon hodc
khai niém déng cép.

Cé ba dang quan hé khai niém co ban dwgc chlira
trong phu luc nay: chung nhét (xem A.2), phan
chia (xem A.3) va lién két (xem A.4).

A.2 Quan hé chung

Céc khai niém phy thude trong hé phén cép thira

hwdng moi déc tinh cta khai niém cép trén va
chi*a c4c md ta cac dac tinh nay dé phan biét
ching véi cac khai niém cip trén (bd me) va khai
niém ddng cép (anh em), vi dy nhw quan hé gitra
xuén, ha, thu, déng v&i mla.

Céc quan hé chung dwgc md 13 bing so db nan
quat hay cdy khéng cé mii t&n (xem Hinh A.1), Vi
dy tvong &ng tir ISO 704:2009, (5.5.2.2.1).

A.3 Quan h& phén chia

Céc khai niém phu thudc trong quan hé phan cép
tao thanh cac phin ciu thanh clia khai niém cip
trén, vi dy nhir xuan, ha, thu, ddng c6 thé dugc
xem nhw cac phan khai niém nim. Dé so sanh, sé
khdng thich hgp néu xac dinh trdi ndng (mét dic
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Annex A

(informative)

Concept relationships and their graphical
representation

A.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
the
characteristics that distinguish it from its parent or

naming its species and describing

sibling concepts.

There are three primary forms of concept
relationships indicated in this annex: generic (see
Clause A.2), partitive (see Clause A.3) and
associative (see Clause A.4). '

A.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 free
diagram without arrows (see Figure A.1). Example
adapted from 1SO 704:2009, (5.5.2.2.1).

A.3 Partitive relation

Subordinate concepts within the hierarchy form
constituent parts of the superordinate concept,
e.g. spring, summer, autumn and winter can be
defined as parts of the concept year. In

comparison, it is inappropriate to define sunny



tinh c6 thé clia mua he) 14 mdt phan clia nam.

Céc méi quan hé phén chia duwec md ta bing ring
cao khéng cé mai tén (xem Hinh A.2). Vi dy tvong
trng tlr ISO 704:2009, (5.5.2.3.1).

A.4 Quan hé lién két

Cac méi quan hé lién két khdng théd dem lai s
ngén gon trong viéc md & nhw da cb trong cac
méi quan hé chung va phan chia, nhung cb loi khi
phén biét ban chét clia méi quan hé giwa khai
niém nay v6i khai niém kia trong mét hé théng
khéi niém, vi dy nhw nguyén nhan va két qua,
hoat ddng va vj tri, hoat ddng va két qua, cong cy
va chirc nang, vat liéu va san pham.

Céac mdi quan hé lién két dwoc md ta bang mét

duéng voi mai tén & dau (xem Hinh A.3). Vi du

trong tng tr 1SO 704:2009, (5.6.2).

Mua

TCVN 1SO 9000:2015
weather {one possible characteristic of summer)

as part of a year.

Partitive relations are depicted by a rake without
arrows (see Figure A.2). Example adapted from
ISO 704:2009, (5.5.2.3.1)

A_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).
Example adapted from I1SO 704:2009, (5.6.2)

/I\

Xuén

ha

thu

Hinh A.1 — Biéu so d& quan hé chung

season

/’\

spring

sSumier

auwtumn

Figure A.1 — Graphical representation of a generic relation
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I ]
Xuén ha

T |
thu dong’

Hinh A.2 — Biéu dién so dd quan hé phan chia

year

| i
spring summer

autumn winter

Figure A.2 — Graphical representation of a partitive relation

trdvi ndng

. mua hé

\/

boi 16i

Hinh A.3 — Biéu dién so db quan hé lién két

sunshine

J\‘/

summer

swimming

Figure A.3 — Graphical representation of an associative relation

A.5 Cac so dd khai niém

Céc Hinh A.4 t6i A.16 biéu thi cac so dd khai niém
dya trén cac nhém chi dé & Pidu 3 cla tiéu
chuén nay.

V1 dinh nghta cho céc thuat ngle duwgc 13p lai ma
khéng cb6 cac cha thich lién quan, nén cin xem
Didu 3 d& tham khao c4c chu thich nay.
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A.5 Concept diagrams

Figures A4 to A.16 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.



C4 nhan (tir didn) TCVN 1SO 9000:2015
Con ngudvi rigng 1

Lanh dao cao
nhét (3.1.1}
Nguw&i hoAc nhém
ngurdi dinh huéing
va kidm soat th
chirc & cip cao
nhét

hinh

Tir vén HTQLCL (3.1.2) Sy tham dy (3.1.3) Ngudi gidl quyét tranh chip (3.1.6)
Ngueeri h3 trg 18 chire Tham gia vao mOthoat 80ng, s¢ .4 \1han Qg nha cung cip DRP chi
trong viéc thyrc hién hé kign hojc tinh huéng dinh a4 hd trgr c4c bén trong vidc gl
théng qudn Iy chét quyét tranh chip
Iwgyng, thdng qua viée
dwra ra chi dén hodc
théng tin

Sy tham gia (3.1.4)

S tham di vao va dong gbp cho céc hoat
d4ng A& dat dwge céc myc tidu duge chia sé

Hinh A4 — 3.1 Khai niém “ca nhan hoéu;.: con nguwi” va cac khai niém lién quan

person [dichanary]
individual human

configuration authority
(3.1.5)
person or a group of persons
with assigned responsibility and
authority to make decisions on
the ennfiguration

top management (1.1.1)
person or group of people
who directs and controls an
organization at the highest
level

quality management system involvement [3.1.3) dispute resolver
consultant {3.1.2) taking part in an activity, (3.1.6)
person who assists the avent ar situation individual person assigned by a
organization on quality ’ DRP-provider to assist
management system realization, : the parties in resolvinga
giving advice or information dispute

engagement (3.1.4]
involvement in, and
contribution to, activities to
achieve shared objectives

Figure A.4 — 3.1 Concepts of the class “person or people” and related concepts

B3 phan c6 thim quydn a8 véi clu hinh (3.1.5)
ngwdi hodic nhdm ngwdi vdi cée trach nhigm va
quydn han dwerc 4n dinh aa ra quyét dinh v& cdu
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B&i cinh cua té chirc (3.2.2)
S két hop cac vén d& ndi bd va
bén ngodi ¢6 thé c6 Anh hudng 16i
cach tiép can cla td chire trong
viéc xdy dyng va dat duge cac myc

' tiéu clia minh

Bén quan tam (3.2.3)

C4 nhan hoic tb chirc ¢6 thé dnh
hwedng, chiu anh hwéng hodc iy
cam thdy bj anh hwéng bdi mét

quyét dinh hay hoat ddng

Khéch hang (3.2.4)
C4 nhan hoac t8 chirc c6 thd duge nhéan hay tiép
nh4n san phdm hoic dich vy nhdm cho minh
hodc theo yéu cAu ¢iia ¢4 nhan hay td chirc

Té chire (3.2.1)
Ngudi hodic nhém ngudi véi chire ning riéng cia
minh ¢6 trach nhiém, quy&n han va méi quan hé
dé dat dwac cae myc tidu ctia minh

Chire niing do lwdrng (3.2.9)
Don vj chirc nding véi cac trach nhigm vé
quan frj va ki thuat dé xéc dinh va 4p dyng
hé théng quan Iy do lwdng

Higp hdi (3.2.8)
td chirc véi céc th chire va ¢4
nhén thanh vién

Nha cung cép (3.2.5)

T4 chive cung cip mét san phdm

hodc dich w

Nha cung cép bén ngoal (3.2.6) Nha cung cip DRP (3.2.7)

Nha cung cdp khdng phai 12 mdt
phén cua té chire

C4 nhan ho#c td chire cung img va
vén hanh qua trinh gidi quyét tranh
chép bén ngoai

Hinh A.5 — 3.2 Khdi niém “td chirc” va céc khai niém lién quan
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Organization {3.2.1)
person or group of people that has
its own functions with
responsibilities, authorities and
relationships to achieve its
objectives

metrological function (3.2.9)

functional unit with administrative

and technical responsibility for

defining and implementing the

measurenent management
systemn

context of the organization
(3.2.2)
combination of internal and
external issues that can have
an effect on an organization’s
approach to developing
and achieving its objectives

association (3.2.8)
arganization
consisting of member
organizations or
persons

interested party (3.2.3}
Person or organization
that can affect, be
affected by, or perceive
itself to be affected
by a decision or activity

customer (3.2.4) provider (3.2.5)
person or organization that organization that provides
could or does receivea a product or a service

product ot a service that is
intended for or required by
this person or organization

DRP-provider (3.2.7)
person or organization that
supplies and operates an
external dispute resolution

procesy

external provider (3.2.6)
pravider that is not part
of the organization

Figure A.5 — 3.2 Concepts of the class “organization” and related concepts
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Hoat déng (theo tir dién)

Lam viéc gl d6

Hoat dong (3.3.11)
dbi twgng nhé nhét duge
nhan biét trong cbng viéc

Cai tién (3.3.1)
Hoat ddng @& nang cao két
qua thirc hign

clia mit dy an
- an Iy (3.3.3)
Cal tién lién tuc (3.3.2) Qu . . Kidm soét thay a8l (3.3.10)
Hoat ddng I3p lai 68 nang Céc hoat dﬁ’?g c6 p:f“ h‘i":adth‘nh hoat dong @& kiém soat d3u ra sau
cao két qua thyee hién hiéng va kicm soat mo NG khi théng tin v& céu hinh san phdm
dwgc phé duyét chinh thirc
Déi twgng céu hinh (3.3.13)
D4i twong trong cAu hinh théa
man chirc ndng st dyng cubi
ciing
Quan 1y dip én (3.3.3) Quan Iy chit lweng Quan Iy chu hinh (3.3.9)
Viéc hoach dinh, t8 chirc, theo dai, kidm (3.3.4) Hoat ddng c6 phéi hop 88 dinh
soat va bao cdo tAt ¢d cAc khla canh clia dy  Quidin Iy v& mit chét luong huéng va kidm soét cdu hinh

@n va tao dong lyre cho tat ca nhitng ngudi
tham gia d& dat duge cac myc tidu clia dy
an.

Hoach dinh ch&t IWeNg  pam bio chit lwgng (3.3.6) Kiém soat chitlwgng  Cal tién chét lugng (3.3.8)
(3.35) Mdt phan clia quan Iy chét (33.7) Mot phan cla quan I chét
Mt phiin clia quén ly chét lwong t4p trung vao viéc MOt phan cla qudn Iy chét  lwgng tp trung vao viéc
lrgng tap trung vao vige idp mang lgi 1éng tin réng cac  lwgng tap trung vao vide nang cao kha néng thyc
muc tiéu chét lvgng va quy yéu cAu chét lwgng s& duge thire hign cdc yéu clu chdt  hign céc yéu cdu chét lvgng
dinh cac qué trinh tac nghiép thwec hign Iwrgng
cén thiét va cac ngudn luc
lién quan 4& dat dwgc cac
muyc tigu chét lvgng

Hinh A.6 — 3.3 Khéi niém v& “hoat ddng” va cac khai niém lién quan



improvement [3.3.1)
arctivity o enhance
performance

continual improvement (3.3.2)
recurring activity to enhance
performance

project management (1.4.12)

Activity (dictionary word)
doing semething

management (3.3.3)
coordinated activities to divect

Quality management (3.3.4)

planning, organizing, ing,

gement with regard to quality

TCVN ISO 9000:2015

activity (3.3.11)
smallest identified ohject of
work in a project

change control (3.3.10)
activities for control of the

output after formal approval
ol its product configuration
information

configuration object
(33.13)
object withina
configuration that
satisfies an end-use
function

configuration management (3.3.9)
coordinated activities to direct and

contrniling and reperting of all aspects control configuration
ofa project and the motivation of atl
those involved in it to achieve the
project abjectives
quality planning guality assurance quality control quality improvement
(33.5) (3.3.6) 33.7) (3.38)
part of quality part of quality part of quality part of quality
management focused on management focused management management focused
setting quality objectives on providing confidence focused on on increasing the

and specifying necessary
operational processes
and related resources to
achieve the quality
objectives

Figure A.6 — 3.3 Concepts of the class

requirements will he

that yuality fulfilling guality
requirements

fulfilted

ability to fulfil qualicy
requirements

“activity” and related concepts
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Qua trinh (3.4.1}
Thii tyciquy trinh (3.4.5) Tap hep cac hoat ddng o lién quan
Céch thirc x4c dinh d& thyc hign € ho@c trong téc [3n nhau, s dyng dau
mét hoat dong hay qué trinh vao dé cho ra két qua dy kién

Thué ngoai (3.4.6)

Tao ra mét sdp dittrong dé mét t chire
bé&n ngoai thyc hién mot phin chirc

nang hoac qua trinh cla tb chire

I

Hep ddng (3.4.7)
Théa thudn rang bugc

Du 4n (3.4.2)
Qua trinh duy nhét bao gdm tap hop cac
hoat déng dwgc didu phéi va kidm soat co
thei gian bat dau va két thic, dwgce thye
hién d& dat dwoe myc tidu phi hop véi cac
yau cBu cy thé, bao gdm ca nhiing rang
budc v& thoi gian, chi phi va ngudn lue

Thiét ké va phat trién (3.4.8)
Tap hop cac qué trinh chuydn cac yéu
chu dbi véi mot ddi tegng thanh céc yéu
cdu chi tiét hon abi vai dbi tugng d6

Thiee hién hé théng quan Iy chét Tich 10y naing lye (3.4.4)
lwgrng (3.4.3) Qua trinh dat dugre nang Iyc
Qua trinh thidt I3p, 18p thanh van
ban, 4p dung, duy tri va cdi tién lign
tyc hé théng quén Iy chét Ivgng

Hinh A.7 — 3.4 Khai niém “qua trinh” va cac khai niém lién quan
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proced 4.5 process (3.4.1)
specified :;r:y[; m],-y set of interrelated or
4—————— interacting activities that
out an activity ara
process use inputs to deliver an
intended result

ontsource (3.4.6)
make an arrangement where
an external organization
performs part of an
organization's function or

process

contract (3.4.7)
binding agreement

project (34.2)
unique process, consisting of a set design and development
of coordinated and controlled (3.48)
activities with start and finish set of processes that
dates, undertaken, to achieve an transform requirements
obJective conforming to specific for an object into more
requirements, including the detailed requirements
constraints of time, cost and for that object
resources

quality management system competence acquisition

realization (3.4.3) (3.44)
process of establishing, process of attaining
documenting, implementing, competence
maintaining and
continually improving a
quality management system

Figure A.7 — 3.4 Concepts of the class “process” and related concepts
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Hé théng (3.5.1)
Tap hop cac yéu tb cb lidén quan hodc
twong tac 1in nhau

Co s& ha tAng (3.5.2)
hé théng cac phueng tign,
thiét bj va dich vy cin thiét
cho hoat déng tac nghiép

ciia th chire Hé théng quin Iy (3.5.3)

Tap hop cac yéu td ¢6 lign quan hodc
twong téc 3n nhau clia té chizc dé thiét
18p chinh sach, muyc tiéu va cac qua
trinh & dat dugc cac myc tidu 6

Xae nhén do lwdong (3.5.6)
Tap hop cac thao tac cin thiét gé&
dam bao thiét bj do (3.11.6) phis hop

Méi trieérng 13m viée (3.5.5) viyi cAc yéu céu (3.6.4) clia viéc sUr
Tap hep cac didu kién dé thyc dyng @2 dinh
hién ¢dng vigéc

Hé théng quén Iy do Iwdng

Tap hop cac yéu té) c6 lign uan

ho#c twong tac n nhau ¢
thidt a& dat duwge sy Xac nhan
do lrdng va kidm so4t cac qua
trinh do lwérng

Tém nhin (3.5.10) Str ménh (3.5.11) Chién Irgc (35.12)

mong muén v& nhing gi t& mucdichtdntaiclatd K& hoach a8 dat duoc
chirc muén trér thanh duge chire durre 13nh dao myc tiéu dai han hoic
lanh dgo cao nhét cdng bs cao nhét cng bé tdng thé
Chinh s4ch (3.5.8)
¥ dd va dinh huding clia mét td
chirc duge l3nh dao cao nhéit -
cia td chirc cong bd mit cach I i '
chinh thre 1 i
i 1
Hé théng quan ly
chit lwgng (3.5.4)
M&t phan clia hé théng
Chinh sach chit lwgng quan Iy lign quan dén
(3.5.9) ¢hét lwgng
Chinh sach lién quan &én
chét lvgng

Hinh A.8 — 3.5 Khai niém “hé thong” va cac khai niém lién quan
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system (3.5.1)
set of interrelated
ot interacting
elements

infrastruciore (3.5.2)
system of facllities,
equipment and services
needed for the operation
of an organization

management system (3.5.3}
set of interrelated or Interactin metrological
elements of an organization mg confirmation (3.5.6)
establish policies and objectives and set of operations required
work environment (3.5.5) processes to achieve those to ensure that measuring
set of conditlons under objectives equlpment conforms to the
which work is performed requirements for its

intended use

measitrement management
system (3.5.7)
set of interrelated or
interacting elements necessary
to achieve metrological
confirmation and control
of measurement
processes

vision (3.5.10) mission (3.5.11) strategy [3.5.12)

asplration of what an organization’s purpose  plan to achieve a long-
organization would like to for existing as expressed term or overall objective
become as expressed by by top management

top management

poiicy (3.5.8)
intentions and direction of
an organization as e i e e
formalty expressed by its
top management :
quality management
system (3.5.4)
part of a management
m with re to
quality policy (3.59) T
policy related to quality

Figure A.8 — 3.5 Concepts of the class “system” and related concepts
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Dé&i twgeng (3.6.1)

B4t ot didu gi ¢6 th& cam nhan duwoc

hoic nhan biét durore.

i
Chit lwong (3.6.2) Pi méi (3.6.15)

Mirc d§ clia mdt tip hop céc béi twrgng méi hoac dugc
dac tinh vén ¢6 ciia mdt dbi thay 38i thye hién hoic phan
trgng dap (ng cac yéu clu. phdi lai gia trj

Yéu ciu (3.6.4)

Sy khdng phil hgp Sy phd hep (3.6.11)

(3.6.9) Vige dap trng mdt yéu
Sy khdng dap (rng mét cau.
véu cd
Khuyét tit (3.6.10)
S{fkhéﬂg ph& hop lign Kha néng'(3.6.1 2)
dy kién hay quydinh  1uong frong viée tao ra dau
ra dap (eng cac yéu chu adi
v&i dAu ra d6
\ 4 I
Tinh tin cdy (3.6.14) Kha ning truy xuét ngudn géc
Kha néng thyc hién theo yéu clu (3.6.13)

Kha ning truy tim v& lich str, vigc 4p
dung hodc vi tri cia mét ddi fvong

va khi cn thiét

Nhu cAu hodic mong dei dugre tuyén bd, ngdm hidu chung ho#ic bit bude

Cép (3.6.3)

Chuing loai hay thir hang cho céc
y&u cdu khac nhau ciia mét déi twong
¢6 cling chirc nang st dung

Yéu ciu chét lwgng (3.6.5)
Yéu chu lién quan dén chét
Iwgng

Yéu cu lujt dinh (3.6.6)
Yéu cAu bét bude do cor quan
I&p phap quy dinh

Yéu chu ché dinh (3.6.7)
Yéu cAu bét bubc do co quan
quan ly duge co quan I4p phap
giae quyén quy dinh

Thang tin vé cdu hinh sin
phim (3.6.8)

Yéu céu va thong tin khéc déi véi

vigce thiét ké, tao, kiém tra xéc

nhén, trién khai va hd trg sdn

phém tugng dap (rng cc yéu
céu.

Hinh A.9 — 3.6 Khai niém “yéu cdu” va cac khai niém lién quan
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object (36.1)
anything perceivable or
conceivable
quality (3.6.2) grade (3.63)
degree to which a setof nmgﬁ%;ﬁa category or rank given to
Inherent characteristics of realizing or redistributing value different requirements
an object fulfils for an object having the
requirements same functional use
requirement (3.6.4)
need or expectation that s
stated, generally implied
or obligatory
¥
quality requirement
(3.6.5)
requirement related to
quality
nonconformity (3.6.9) conformity (3.6.11
non-fulfilment of 2 fulfitment ofa statutory requirement
requirement requirement (3-6.6)
obligatory requirement
specified by a legislative
body
defect [3.6.10) capabllity (3.6,12)
nonconformity related  abllity of an object to regulatory requirement
to an intended or realize an output that . (367 y
specifieduse  will fulfll the requirements obligatory requirement
for that output specified by an auﬂa_arlty
mandated by a legislative body
A 4 I
dependability (3.6.14) traceability (3.6.13) product confignration
ability to perform ability to trace the information (3.6.8)
as and when required history, applicadon or requirement or other
location of an object information for product design,
realization, verification,
operation and support

Figure A.9 — 3.6 Concepts of the class “requirement” and related concepts
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Két qua
(tir dién)

) Piura (3.7.5) Higu qua (3.7.10) sy e (3.7.11
Ral ro (3.7.9) Két qua cita quan hé gira két qua Mél.'rc :5? é\eo dé)
Tac adng cia sy mdt qué trinh dat duge vangudn  .u . hoat ddng da

khéng chéc chén Igc duge sit dung  [oach ginh durge
thire hign va dat
dugce cac két qua

d3 hoach djnh

Két qua thire hign Dich vy (3.7.7) $4an phim (3.7.6) Muye tigu (3.7.1)
s (3.7.8) \ B3 7 oba ;nét t Dau ra clia mit t6 K&t qua cin dat dugc
K tq“;' o6 the do chire v6i it nhat Mot ohir ¢4 thé dugc t2o
o hoat @dng cAn ra ma khéng thiec hién
durre thye hisn bét ky giao djch nac
git¥a tb chire va gitra td chirc va khach

khéch hang. hang

Thanh ¢éng (3.7.3}

vige dat Guge mdt Muc tidu chét
myc tigu yéu chu. lwong (3.7.2)
5 Muc tiéu lign quan

t&i chdt frong.

Thanh céng bdn
virng (3.7.4)
thanh cdng trong mot

khodng thévi gian.

Hinh A.10 — 3.7 Kh&li niém “két qua” va cac khai niém lién quan
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result
{dictionary word}

risk (3.7.9) output (3.7.5) efficiency effectiveness
effect of result of a (3.7.10) (3.7.11)
uncertainty process relationship extent to which

between the planned activities are
result achieved  realized and planned
results are achieved

performance service (3.7.7) product (3.7.6} objective (3.7.1)
(3.7.8} output of an organization output of an organization result to be
measurable result with atleast one activity that can be produced achieved
necessarily performed between without any transaction
the organization and the taking place between the
customer organization and the

customer

spcress quality objective
(3.7.3) (3.7.2)
achievement of objective related to
an objective quality
sustained
success (3.7.4)
Success overa
period of time

Figure A.10 — 3.7 Concepts of the class “result” and related concepts
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Dir ligu(3.8.1)
Thyre 18 v& mot déi trgng
Bing chieng khich quan (3.8.3)
Théng tin (3.8.2
Do ﬁég O: }E o ghi’; D7 ligu chirng minh sy tdn tai hay
sip that clia mdt Gidu ndo §6
H¢ théng théng tin Myc tléu (3.8.5) HiBu Iy (38.12)  Xac nhén gid trf si»
(3.8.4) Thong tin va phrong tign  Morc a9 theo 86 céc dung (3.8.13}
mang lr6i kénh trao chira dyng théng tin hoat ddng 64 hoach  Viéc x4c nhan, thang
ddi théing tin duge sir dinh dugc thyc hisn  qua viés cung cép

dyng trong t4 chire va dat dugc cac két  bing chimg khéch
quéd da hoachdinh  quan, ring céc yéu
cdu abi véi muyc dich
s(r dyng hodc Ung
dyng dir kién duge
dap rng

Quy dinh (3.8.7) - Hb 50 (3.8.10)
Tai lidu néu cac yéu Tai liéu ndu két qua dat
céu. dwere hodic cung cép
bling chirng v& cac hoat Thang tin dang vin
86ng dugc thue hign ban (3.8.6)
Théng tin cin dwgc t
chtrs kidm soat va duy
tri va phuong tiégn
chira dyng thing tin
s . ) M5 ta trang thai ciu hinh
54 tay chét lvgng K& hoach chét lwgng (3.8.9) (3.8.14) Ké& hoach quén ly di &n
(3.8.8) Quy dinh v& quy trinhAthl tye Ghi chép va bao céo (3.8.141)
Quy dinh abi vol hé va ngudn lec fiéh quan dugc chinh thirc théng tin vé  Tai liéu quy djnh nhimg
théng quén Iy ché ap dung cho mot déi twrong céu hinh sén phdm, tinh  ndi dung cAn a8 dap tng
lrgmg clia t8 chire i thé, & thei didm hoc bdi trang cac thay @8i dwge  (cdc) muc tiéu cla dir én
nguei nao d6 a4 xuét va tinh trang vide
thire hign nhrng thay abi
da duge phé duydt

Trudng hop cu thé (3.8.15)
abi twong cla ké hoach chét ligmg

Hinh A.11 — 3.8 Khai niém “dif liéu, thong tin va vén ban” va cac khai nié¢m lién quan
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data (381)
facts aboutan
object
information (38.2) abjective evidence (3.8.3)
meaningful data data supporting the existence
or verity of something
S o ) document(385)  yerification (38.12) validation (38.13)
Wetwork of communicacion information and the confirmation, through confirmation, through
ChmOls ied wiitin medium on which it is the provision of the provision of
Shorganisation contained objective evidence, objective evidence, that
thatspecified  the requirements fora
requirements have specific

been fulfilled intended use or
application have been
fulfilled

record (3.8.10)
specification (33.7) document stating results
document stating achieved or providing
requirements evidence of activities documented Information (3.8.6)
performed information required to be
controlled and maintained by an
organization and the medium on
which itis contained
configuration status
quality manual (38.8)  quality plan (3.8.9) accounting (3.8.14) project management
spedification for the specification of the formallzed recording and plan (3.8.11)
quality management  procedures and assoclated reporting of product document specifying
system of an organization resources to be applied configuration information, what is necessary to
when and by whom the status of proposed meet the objective(s) of
to a specific object changes and the status of the the project
implementation of approved
I changes
specific case (3.8.15)
subject of the quality plan

Figure A.11 — 3.8 Concepts of the class “data, information and document”
and related concepts
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Théng tin phan hal (3.9.1)
c4c quan diém, ¥ kién va
thé hign sy quan tdm t&i
sén phém, dich vy ho#ic
qua trink x{# 1y khidu nai

Khiéu nal (3.9.3)
Viée thé hign sy khéng hai long déi véi mat 16
chire, lign quan dén sdn phdm hodc djch vy hay
chinh qué trinh xir Iy khiéu nai cha t chire,
trong 6 viéc trd ¢ hode gidi quyét duge mong
dgi mot cach r5 rang hodc ngdm hidu

Tranh chip (3.9.6)
bt ddng, ndy sinh tir mét
khiéu nai dwgc glri 6i nha
cung cép DRP

Khach hang (3.2.4)

Sy thda man cha khach hang
(3.9.2)
Vigc xac nhén, théng Cam
nhén cla khéch hang v& mic
@5 dap (rng cac yéu cdu cla
khéach hang dap (rng

v

Dich vy khach hang Quy tho img x{ lin

(3.9.4) quan dén s théa man
Sy tuoné t:’ac gicra t6 ctia khach hang (3.9.5)
. Céc cam két do mdt 6
chirc va khach hang &
8t vong di cla chire dqa ra v&i khdch
lrc;;g A ¥ hang lién quan dén
n phamdong duge cAch Ung xir clia t
Ui ice chtrc, nhdm nang cao
sur thda mén cla khéch
hang va cac quy dinh
lién quan

Hinh A.12 — 3.9 Khai niém “khach hang” va cac khai niém lién quan
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customer (3.2.4)

customer satisfaction
feedback (3.9.1) (39.2)
opinions, comments and customer’s perception of
expresslons of interest in the degree to which the
a product, a service or a customer’s expectations have
complaints-handling process been fulfilled

complaint (3.9.3)
expression of dissatisfaction made to an

k4

organization, related to its preduct or customer 5?“1‘3 (3.94) customer satisfaction
service, or the complaints-handling interaction of the code of conduct (3.9.5)
process itself, where a response or organization with the promises, n.mdg to custnme‘rs
resolution is explicitly or implicitly customer throughout the life by an organization concerning
expected cycle of a product or a its behaviour, that are aimed
service at enhanced customer
satisfaction and related
provisions
dispute (3.9.6)
disagreement, arising from a
complaint, submitted to a
DRP-provider

Figure A.12 — 3.9 Concepts of the class “customer” and related concepts

93



TCVN ISO 8000:2015

Bic tinh (3.10.1)

Pac tinh chét heong (3.10.2)
Dac tinh vén cb ciia mot dbi tugng
litn quan dén mat yéu cdu

C4u hinh (3.10.6)

Céc déc tinh vat Iy va dic tinh chire

naing trong tac 1n nhau clia mdt sén
phém hodc dich vy duge x4c dinh

Yéu té con nguwerl (3.10.3)
trong théng tin vé cu hinh san phdm

Dic tinh cb dnh hudng 161 dbi

trong dang dwgc xem xét A
Bac tinh do lwémg
{3.10.5}
Déc tinh cé thé &nh
hwdng dén két qui do
heimg
Nang lwe (3.10.4) ¥
Kha néng ap dung kién thirc Chuén ciu hinh {3.10.7}
va k¥ nang a8 dat dwgre két Théng tin vé cdu hinh s3n phém
qui dy kidn aa dwgc phé duyét, quy dinh cic

déac tinh clia sén phdm hofic dich
vi tai mét thei diém, ding lam
tham chiéu cho cac hoat déng
- trong sudt vong doi clla s&n phdm
hadc dich vy

Hinh A.13 — 3.10 Khai niém “dic tinh” va cac khai niém lién quan
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characteristic (3.10.1}
distinguishing feature

quality characteristic
(3.10.2)
inherent characteristicof an
object related to a requirement

human factor {3.10.3)
characteristic of a person
having an impact on an
object under consideration

competence (3.10.4)
ability to apply
knowledge and skills to
achieve intended results

configuration (3.10.6)
interrelated functional and physical
characteristics of a productor
service defined in product
configuration information

L 3

metrological
characteristic (3.10.5)
characteristic which can
Influence the results of

measurement

v
configuration baseline
(3.10.7)
approved product configuration
Information that establishes the
characteristics of a product or service
ata pointin time that serves as
reference for activities
throughout the life cycle of the
product or service

Figure A.13 — 3.10 Concepts of the class “characteristic” and related concepts
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Xac dinh (3.11.1)

Hoat dang d4 phat hign mot hay

nhidu dic tinh va cac gia trj cda
déc tinh

v

Xem xét (3.11.2) Theo doi (3.11.3) Bo lwdng Kiém tra Thir nghiém
Xéc dinh s phihgp,  Xdc djnh tinh trang cla (3.11.4) @A) (3.118)
ddy 40 hodic hidu e hé théng, qué trinh, sén Qud trinh xac Xéc dinh s phy <8¢ dinh theo céc
cila mdt ddi twomg phém, dich vu hay hoat  dinh mdt gia trj hop v cac yéu yéu céu déi v
nham dat dirge cée déng & edu xée dinh muygc dich s dung
myc tidu da thiét 1ap hay (rng dyng dy
kién cy thé
Xem xét d4nh gia tién do
(3.11.9)
viéc danh gia tién 49 dugo thyc
hién trén cac két qua dat duge
. muc tigu cla dyrdn
v

Qua trinh 8o (3.11.5)
Tap hop cac thao tac dé
xac dinh gia tri cla mdt
dai lvgng

!

Thiét bi do (3.11.6)
Phurong tién do, phdn mém,
chuén do eéing, miu chudn
hodic céc thiét bj phy hay t&

hop cac yéu té trén, cdn thidt
dé thyre hign qué trinh do

Hinh A.14 — 3.11 Khai niém “xac dinh” va cac khai niém lién quan
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determination (3.11:1)
activity to find out one or
more characteristics and
thelr characteristic values

review (3.11.2) monitoring (3.11.3) measurement inspection {3.11.7) test (3.11.8)
determination of the  determining the status (3.11.4) determination of determination
sultabllity, adequacy  of a system, a process, process to conformity to specified according to
or effectivenessofan  a product, aservice,or  determine a value requirements requirements for a

object to achieve an activity specific Intended
established objectives 4 use or application

progress evaluation (3.11.9)
assessment of progress made
on achievement of the project
objectives
v
measurement
process (3.11.5)
set of operations to
determine the value of -
2 quantity
measuring equipment (3.11.6)
measuring instrument, software,
measurement standard, reference
matertal or auxiliary apparatus or
combination thereof necessary to
realize a measurement process

Figure A.14 — 3.11 Concepts of the class “determination” and related concepts
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Hanh ddng (tr didn)
hoat ddng dé& dat dugc mdt

hanh d§ng lién
quan dén sy
khéng phi hep

Hanh d¢ng phong nglra
(3.12.1)

Hanh ddng nhim loai bd
nguyén nhan cla sy
khéng pha hop tidm &n
ho#c cac tinh hubng
khéng mong muén tidm
&n khac

Hanh d6ng khic phuyc
(3.12.2)
Hanh ddng nhim logi bd
nguyén nhan cla s khéng
phi hop nhdm ngin ngira
vigc 14i digncac myc tisu a4
thiét lap

Khéc phye (3.12.3)

Hanh dong nh3m loai

bd sir khdng phi hop
dwge phat hién

Ha cdp (3.12.4)
Thay ddi c4p clia sdn
phém hodc djch vy khdng
pht hop d& 1am cho né
phit hgp v6i céc yéu cdu
khac véi ydu cAu ban diu

Nhan nhweng (3.12.5)
Cho phép st dung
hoéc théng qua sén

phém hay djch vy
khdng phil hgp véi cac
yéu céu quy dinh

caigi o

hanh d8ng v& mot
san phdm ho#c
dich vy

Sir cho phép (tir dién)
Hanh ddng dwge cho phép
clia ¢hinh quyén

Sal l&ch cho phép (3.12.6)

vViac cho phép sai l&ch khdi céc yéu cdu
quy dinh ban ¢4u clia sdn phdm hay
dich vy trrde khi thire hignhop cac

yéu t6 trén, chn thiét a& thye hign qué

trinh do

Lam lal (3.12.8)
hanh ddng di v&i sén
phédm hay djch vy
khong phi hop @8 (am
cho n6 phi hgp véi céc
yéu cdu

Stra chiva (3.12.9)
Hanh dong dbi v&i sén
phém hay djch vu
khéng pha hop d& [Am
cho né cé thé dwge
chép nhan déi véi myc
dich st dyng dir kién

Loai bé (3.12.10)
Hanh déng aéi vé&i sén
phém hay dich vu
khong phu hop & loai
bé nd khdi vige stk
dyng dy kién ban diu

Théng qua (3.12.7)
Sw cho phép chuyén
sang giai doan tiép
theo clia mdt qué
trinh hodc sang qua
trinh tiép theo

Hinh A.15 — 3.12 Khai niém “hanh ddng” va cac khai niém lién quan
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action
(dictionary word)
activity to achieve something
action related to ar{::lon o
productora
nonconformity service
preventive action
(312.1) rework (3.12.8)
action to eliminate the action ona
cause of a potential nonconforming
nonconformity or other product or service to
potential undesirable make it conform to the
situation requirements
corrective action repalr (3.12.9)
(3122} action ona
action to eliminate the nonconforming
cause ofa product or service to
nonconformity and to make it acceptable for
prevent recurrence the intended use
correction (3.12.3)
action to eliminate scrap {3.12.10)
adetected actonona
nonconformity nonconforming product
or service to preclude
its original ded
regrade (3.124) T osimemama -
alteration of the grade (. lcdonwword]
f giving formal
of a nonconforming SNono 3 -
product or service in ettty
order to make it
conform to
requirements differing
from the initial
requirements
concession (3.12.5) deviation permit (3.12.6) release (3.12.7)
permisslon to use or release permission to depart from permission to proceed to
a product or service that the originally specified the next stage of a
does not conform to requirements of a product process or the
specified requirements or service prior to next process
its reallzation

Figure A.15 — 3.12 Concepts of the class “action” and related concepts

——
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Bénh gi4 (3.13.1)
Qué trinh c6 hé théng, d6c 13p va duge 14p

thanh vin ban dé thu dwec bang chimg khach

quan va xem xét danh gid chiing mdt cach

khéch quan d& xac djinh misc 66 thye hign cac

chuén myc dénh gis

Panh gl4 két hep (3.13.2) A
Dénh gi4 dwore thige hign
ddng th¥i tré&n hai hay
nhidu hé théng quén iy cho
bén dwoc danh gia

Khéch hang danh gi4
(3.13.11)
Té chire hodc ¢a nhan
yéu clu dénh gid

Bén dwoc dakh gia (3.13.12)
T4 chitc dugc d4nh gid

|

Hwéng din vién
(3.13.13)
ngudri do bén dirpe dénh ¥
gi4 chidinh & hé tryr
doan dénh gis

Doan danh gia (3.13,14)
Mot hay nhidu c4 nhan tién hanh
cudc danh gid, vai s hé trg clia
céc chuyén gia ky thust khi cn

Chuyérfgla dan
gla (3.13.15)

Ngueei tién hanh

cudc danh gia

Chuyén gia k§ thuat (3.13.16) Quan sat vi
ngtedri cung cAp kién thirc hay kinh

nghiém chuyé&n séu cho doan danh gia

(3.13.17)
Nguwéi tham gia cling doan dénh
gid nhung khdng hanh ddng
nhw chuyén gia dénh gid

Péng danh gi4 (3.12.3)
Dénh gig dwgc thire hign véi mot
bén dwge dénh gid bdi hai hay
nhidu 1§ chirc danh gia

Chwong trinh danh
gié (3.13.4)

Tép hop mdt hay
nhidu cudc danh gig
dugce hoach dinh cho
mét khodng thoi gian
cy thd va nhim muc
dich cy thé

Pham vi danh gid
(3.13.5)
Mirc 44 va ranh gidi
cia mdt cudc danh
gia

K& hoach danh gia
(3.136)
Sy md 14 cac hoat
ddng va sip xép cho
mdt cude danh gid

Chuin mie dénh gla
(3.13.7
Tap hgp cac chinh
séch, thi tue hodc yéu
cdu duge siv dung lam
chufin 88 so sénh céc
béng chimg khéch
quan
Bing chipng danh gia
(3.13.8)
HA so, trinh bay v& sy
kién hodc céc théng tin
khac lign quan t&i cac
chudn mue dénh gis va
c6 thé kiém tra xac nhan

Phst hign dénh gid
{3.13.9)
Két qua clia vigc xem xét
danh gia cac bdng chimg
danh gia thu thap duwgc so
véi chudn muc dénh gid

Két lugn danh gla
(3.13.10)
Két qua cla mdt cude
danh gis sau khi xem
xé&t cac myc tidu danh
gia va mqi phat hién
danh gia

Hinh A.16 — 3.13 Khai niém “danh gia” va cac khai niém lién quan
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audit (3.13.1)
systematic, iIndependent and documented
process for obtaining obfective evidence and
evaluating it objectively to determine the
extent to which the audit eriteria are fulfilled

combined audit (3.13.2) \
audit carried out together ata \
single auditee on two or more
management systems

audit cllent (3.13.11)
organization or persen
requesting an audit

auditee (3.13.12)
organization being audited

guide (3.13.13)
person appointed by the
auditee to assist the
audit team

technical expert (3.13.16)
person who provides specific
knowledge or expertise to the

audit team

Figure A.16 — 3.13 Concepts of the class “audit” and related concepts

audit team (3.13.14)
one or more persons conducting
an audlt, supported If needed by
technical experts

auditor (3.13.15)
person who
conducts an audit

observer (3.13.17)
person who accorpanies
the audit team but does
not act as an auditor

TCVN ISO 9001:2015

joint audit (3.13.3)
audit carried outata
single auditee by two

or more auditing
organizations

audit programme
(3134)
set of one or more
audits planned fora
specific ime frame and
directed towards a
specific purpose

audit scope (3.13.5)
extent and boundaries
of an audit

audit plan (3.13.6)
description of the
activitles-and
arrangements for an audit

audit criteria (3.13.7)
set of policies, procedures
or requirements used asa

reference against which
objective evidence is
compared

andit evidence (3.13.8)
records, statements of
fact or other information,
which are relevant to
the audit criteria and
verifiable

audit findings (3.13.9)
results of the evaluadon of
the collected audit
evidence against audit
criteria

!

audit conclusion (3.13.10)
outcome of an audit, afver
consideration of the audit

objectives and all audit
findings
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vung — Phén 1: Ly thuyét va dng dung
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— Céc yéu céu
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Bang tra thuat ngir theo thir ty chi¥ cai tiéng Viét

ban kiém so4t cdu hinh (thuét ngir thay thé clia
“bd phén c6 thdm quyén déi véi chu hinh”) 3.1.5
bang chirng @anh gia 3.13.8
béng chirng khach quan 3.8.3
bén dwgc danh gia 3.13.12
bén gidi quyét tranh chép 3.1.6
bén lién quan (thuét ngir thay thé clia “bén quan
tam”) 3.2.3

bén quantam 3.2.3

béi canh clia td chire 3.2.2

cai tién 3.3.1

cai tién chét lugng 3.3.8

cai tién lién tyc 3.3.2

cép 3.6.3

céu hinh 3.10.6

chét lugng 3.6.2

chién lugc 3.5.12

chinh sach 3.5.8

chinh sach chét lwgng 3.5.9
cho phép sai léch 3.12.6
chuén c4u hinh 3.10.7

chirc néng do lwdng 3.2.9
chwong trinh danh gi4 3.13.4
chuyén gia danh gia 3.13.15
chuyén gia k¥ thuat 3.13.16

co s& ha tAng 3.5.2

dic tinh 3.10.1

dac tinh chét lwgng 3.10.2

dic tinh do 3.10.5

dam bdo chét legng 3.3.6
danh gia 3.13.1

danh gia két hop 3.13.2

danh gia tién trinh 3.11.9
ddura3.zs

dichwvu 3.7.7

dich vy khach hang 3.9.4

do lwéng 3.11.4

doan danh gia 3.13.14

kidm tra 3.11.7

doan danh gia 3.13.14

ddi méi 3.6.15

adi twong 3.6.1

@i twong céu hinh 3.3.13

ddng danh gi4 3.13.3

dyan34.2

dir lidu 3.8.1

ha cép 3.12.4

hang myc (thuat ngir thay thé ctia “d@éi twong”)
3.6.1

hanh dgng khéc phyc 3.12.2
hanh dgng phdng ngira 3.12.1

hé théng 3.5.1

hé théng quan Iy 3.5.3

hé théng quan ly chét lwgng 3.5.4
hé théng quan Iy do lwdng 3.5.7

'hé théng thong tin 3.8.4

hiép hoi 3.2.8
higu lyc 3.7.11

- higu qua 3.7.10

hé so 3.8.10

hoach dinh chét lrgng 3.3.5

hoat déng 3.3.11

hop dong 3.4.7

hwéng din 3.13.13

ké hoach chét lugng 3.8.9

ké hoach danh gi4 3.13.6

k& hoach quan ly dy 4n 3.8.11

két lu&n @anh gia 3.13.10

két qua thue hién 3.7.8

kh& nang truy xuét ngudn géc 3.6.13
khéc phyc 3.12.3 '
khach hang 3.2.4

khach hang danh gia 3.13.11

khiéu nai 3.8.3

khuyét tat 3.6.10

Kiém soét chét lvgng 3.3.7

kiém soat thay dbi 3.3.10

sy phi hop 3.6.11
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kiém tra xac nhén 3.8.12

lam lai 3.12.8

ianh dao cao nhét 3.1.1

loai bd 3.12.10

mo ta trang théi cAu hinh 3.8.14

mdi tredrng ldm viéc 3.5.5

muc tiéu 3.7.1

muc tiéu chét lvgng 3.7.2

nang lyc 3.10.4

nang lyc 3.6.12

nha cung cép 3.2.5

nha cung cép bén ngoai 3.2.6

nha cung cap DRP 3.2.7

nha cung cAp qua trinh gidi quyét tranh chap
(thuét ng@ thay thé clia “nha cung cép DRP")
3.2.7

nha cung (ng (thu4t ng thay thé clia “nha cung
cép”) 3.2.5

nha cung ng bén ngoai (thuat nglr thay thé cla
“nha cung cap bén ngoai”) 3.2.6

nhén nhweng 3.12.5

pham vi danh gia 3.13.5

phat hién danh gia 3.13.9

qua trinh 3.4.1

qué trinh do 3.11.5

quaniy 3.3.3

quén ly cu hinh 3.3.9

quén ly chét lwgng 3.3.4

qudn Iy di &n 3.3.12

quan sat vién 3.13,17

quy dinh 3.8.7

quy téc (»ng xir lién quan dén sy thda mén cila
khéach hang 3.9.5

rhiro3.7.9

san phdm 3.7.6

sb tay chét lvong 3.8.8

s kKhéng pha hep 3.6.9

st mgnh 3.5.11
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sw tham gia 3.1.4

str théa man cua khéach hang 3.9.2
sira chira 3.12.9

tailiéu 3.8.5

tdm nhin 3.5.10

tham dy 3.1.3

th&m quy&n di véi cdu hinh 3.1.5
thanh ¢éng 3.7.3

thanh céng bén virng 3.7.4

theo déi 3.11.3

thiét bi do 3.11.6

thiét ké va phét trién 3.4.8

théng qua 3.12.7

thong tin 3.8.2

théng tin dang van ban 3.8.6

théng tin phan hdi 3.9.1

théng tin v& c4u hinh san phdm 3.6.8
thir nghiém 3.11.8

thii tuc/quy trinh 3.4.5

thire hién hé théng quan Iy chat lugng 3.4.3
thye thé (thuat nglr thay thé clia “déi trong”) 3.6.1
thué ngodi 3.4.6

" tich IGy néng lwc 3.4.4

tiéu chi danh gi4 3.13.7

tinh tin cdy 3.6.14

8 chére 3.2.1

tranh chép 3.9.6

treong hop cy thé 3.8.15

tw van hé théng quén ly chit lwong 3.1.2
xac dinh 3.11.1

xac nhén do lwdng 3.5.6

xac nhan gia trj str dung 3.8.13
xem xét 3.11.2

yéu ciu 3.6.4

yéu ciu chét lvgng 3.6.5

yéu ciu ché dinh 3.6.7

yéu clu luat dinh 3.6.6

yéu t& con ngudi 3.10.3
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Alphabetical index of terms

activity 3.3.11

association 3.2.8

audit 3.13.1

audit client 3.13.11

audit conclusion 3.13.10
audit criteria 3.13.7

auditee 3.13.12

audit evidence 3.13.8

audit findings 3.13.9

auditor 3.13.15

audit plan 3.13.6

audit programme 3.13.4
audit scope 3.13.5

audit team 3.13.14

capability 3.6.12

change control 3.3.10
characteristic 3.10.1
combined audit 3.13.2
competence 3.10.4
competence acquisition 3.4.4
complaint 3.9.3

concession 3.12.5
configuration 3.10.6
configuration authority 3.1.5
configuration baseline 3.10.7
configuration control board (admitted term for
configuration authority) 3.1.5
effectiveness 3.7.11
efficiency 3.7.10
engagement 3.1.4

entity (admitted term for object) 3.6.1
external provider 3.2.6
external supplier (admitted term for external
provider) 3.2.6

feedback 3.9.1

grade 3.6.3

guide 3.13.13

human factor 3.10.3

configuration object 3.3.13
configuration management 3.3.9
configuration status accounting 3.8.14
conformity 3.6.11

context of the organization 3.2.2
continual improvement 3.3.2

contract 3.4.7

carrection 3.12.3

corrective action 3.12.2

customer 3.2.4

customer satisfaction 3.8.2

customer satisfaction code of conduct 3.9.5
customer service 3.9.4

data 3.8.1

defect 3.6.10

dependability 3.6.14

" design and development 3.4.8

determination 3.11.1

deviation permit 3.12.6

authority (admitted term for
configuration authority) 3.1.5

dispute 3.9.6

dispute resolution process provider (admitted
term for DRP-provider) 3.2.7

dispute resolver 3.1.6

dispositioning

document 3.8.5

documented information 3.8.6
DRP-provider 3.2.7
metrological confirmation 3.5.6
metrological function 3.2.9
mission 3.5.11

monitoring 3.11.3
nonconformity 3.6.9

object 3.6.1

objective 3.7.1

objei:live evidence 3.8.3
observer 3.13.17

outsource (verb) 3.4.6
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improvement 3.3.1

information 3.8.2

information system 3.8.4
infrastructure 3.5.2

innovation 3.6.15

inspection 3.11.7

interested party 3.2.3

involvement 3.1.3

item (admitted term for object) 3.6.1
joint audit 3.13.3

management 3.3.3

management system 3.5.3
measurement 3.11.4

measurement management system 3.5.7
measurement process 3.11.5
measuring equipment 3.11.6
metrological characteristic 3.10.5
quality improvement 3.3.8

quality management 3.3.4

quality management system 3.5.4
quality management system consultant _3_1__2_
quality management system realization 3.4.3
quality manual 3.8.8

quality objective 3.7.2

quality plan 3.8.9

quality planning 3.3.5

quality policy 3.5.9

quality requirement 3.6.5

record 3.8.10

regrade 3.12.4

regulatory requirement 3.6.7
release 3.12.7

repair 3.12.9

requirement 3.6.4

review 3.11.2

rework 3.12.8

organization 3.2.1

output 3.7.5

performance 3.7.8
policy 3.6.8

preventive action 3.12.1
procedure 3.4.5
process 3.4.1

product 3.7.6

product configuration information 3.6.8

progress evaluation 3.11.9
project 3.4.2

project management 3.3.12
project management plan 3.8.11
provider 3.2.5

quality 3.6.2

quality assurance 3.3.6
quality characteristic 3.10.2
quality control 3.3.7

risk 3.7.9

scrap 3.12.10

service 3.7.7
specific case 3.8.15
specification 3.8.7

- stakeholder (admitted term for interested party)

323

statutory requirement 3.6.6
strategy 3.5.12

success 3.7.3

supplier {(admitted term for provider) 3.2.5

sustained success 3.7.4
system 3.5.1

technical expert 3.13.16
test 3.11.8

top management 3.1.1
traceability 3.6.13
validation 3.8.13
verification 3.8.12
vision 3.5.1

work environment 3.5.5
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