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Lai néi dau

TCVN ISO 9000: 2005 thay thé TCVN ISO 9000 : 2000 (ISO 9000 : 2000).

TCVN ISO 9000 : 2005 hoan toan tuong duong vai ISO 9000 : 2005.

TCVN ISO 9000 : 2005 do Ban ky thuat tiéu chudn TCVN/TC 176, Quén ly chét
lugng va ddm bdo chat luong bién soan, Téng cuc Tiéu chudn Do ludng Chat

luong dé nghi, Bé Khoa hoc va Céng nghé ban hanh.
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L&i giGi thiéu
0.1 Khai quat

Bo tiéu chudn TCVN ISO 9000 liét k& dudi day
dudc xay dung nham trg gilp cac t6 chic, thudc
moi loai hinh va qui mé, ap dung va van hanh cac

hé théng quan ly chat lugng c6 hiéu luc.

- TCVN I1SO 9000 mé ta& co sé cla cac hé théng
quan ly chét lugng va qui dinh cac thuat ngir cho
cac hé théng quan ly chét lugng.

- TCVN ISO 9001 qui dinh cac yéu cau déi véi hé
théng quan ly chat luong khi moét t& chic can
chiing t6 nang luc clia minh trong viéc cung cap
san phdm dap (ing cac yéu cau cta khach hanh
va cac yéu cau ché dinh tuong (ng va nham nang

cao su thoa man clia khach hanh.

- TCVN ISO 9004 cung cép cac hudng dan xem
xét ca tinh hiéu luc va hiéu qua cta hé théng quan
ly chat lugng. Muc dich clia tiéu chudn nay |a cai
tién két qua thuc hién cla médt t& chiic va thoa

man khach hang va cac bén quan tam.

- TCVN ISO 19001 cung c&p huéng dan vé danh

gia cac hé théng quan ly chét lugng va méi trudng.

T4t ca céc tiéu chudn nay tao thanh mét bd tiéu chudn
Vvé hé théng quan ly chét luong tao diéu kién thuan Ioi
cho viéc théng hiéu 1an nhau trong thuong mai quéc gia

va qudc té.
0.2 Cac nguyén tac clia quan ly chat lugng

D& Ianh dao va diéu hanh thanh cong moét t6 chic,
can dinh huéng va kiém soat t6 chiic mot cach hé
théng va ré rang. C6 thé dat dudc thanh cong nho
ap dung va duy tri mot hé théng quan ly chéat
lugng dudc thiét k& dé cai tién lién tuc két qua thuc
hién trong khi van luu y dén cac nhu ciu cla cac
bén c6 quan tam. Viéc quan ly moét t6 chiic bao

gbm céac qui tAc clia quan ly chét lugng, trong s6
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Introduction

0.1 General

The 1SO 9000 family of standards listed below has
been developed to assist organizations, of all
types and sizes, to implement and operate

effective quality management systems.

- ISO 9000 describes fundamentals of quality

management systems and specifies the

terminology for quality management systems.

- ISO 9001 specifies requirements for a quality
management system where an organization needs
to demonstrate its ability to provide products that
fulfil

requirements and aims to enhance customer

customer and applicable regulatory

satisfaction

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

customers and other interested parties.

- 1SO 19011 provides guidance on auditing quality

and environmental management systems.

Together they form a coherent set of quality
management system standards facilitating mutual

understanding in national and international trade.

0.2 Quality management principles

To lead and operate an organization successfully,
it is necessary to direct and control it in a
systematic and transparent manner. Success can
result from implementing and maintaining a

management system that is designed to
continually improve performance while addressing
the needs of all interested parties. Managing an

organization encompasses quality management



cac linh vuc quan ly khac.

Tam nguyén tic cla quan ly chat lugng dudc nhan
biét dé lanh dao cao nhat c6 thé s dung nham
dan dat t6 chiic dat dudc két qua cao hon

a) Huéng vao khach hang

Moi t6 chiic déu phu thudc vao khach hang clia minh va
vi thé can hiéu cac nhu cau hién tai va tuong lai clia
khach hang, can dap (ng cac yéu cau clia khach hang

va o8 gang vuot cac hon su mong doi cla ho
b) Su lanh dao

Lanh dao thiét 1ap su théng nhat gilla muc dich va
phuong huéng clia t6 chic. [anh dao can tao ra va duy
ti méi trudng ndi bd dé c6 thé hoan toan I6i cudn moi
nguoi tham gia dé dat dudc cac muc tiéu clia t& chiic.

c¢) Su tham gia ciia moi ngudi

Moi ngudi G tat c& cac cap la yéu t6 clia mét t6 chic va
viéc huy dong ho tham gia day di sé gidp cho viéc st
dung dudc nang luc ctia ho vi Idi ich clia t6 chiic

d) Cach tiép can theo qua trinh

Két qua mong mudn sé dat dudc mot cach hiéu qua khi
cac nguon luc va cac hoat déng c6 lién quan dudc quan
ly nhu' mét qua trinh.

e) Cach tiép can theo hé théng déi véi quan ly
Viéc xac dinh, hiéu va quan Iy cac qua trinh c6 lién quan
lAn nhau nhu mét hé théng sé dem lai hiéu luc va hiéu
qua clia t6 chiic nham dat dudc cac muc tiéu dé ra.

f) Cai tién lién tuc

Cai tién lién tuc cac két qua thuc hién phai 1a muc

tiéu thuding truc cta té chic.

g) Quyét dinh dua trén su kién

Moi quyét dinh c6 hiéu luc dudc dua trén viéc
phan tich dir liéu va théng tin

TCVN ISO 9000:2005

amongst other management disciplines.

Eight quality management principles have been
identified that can be used by top management in order

to lead the organization towards improved performance.
a) Customer focus

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

exceed customer expectations.
b) Leadership

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

involved in achieving the organization's objectives.
c¢) Involvement of people

People at all levels are the essence of an organization
and their full involvement enables their abilities to be

used for the organization's benefit.
d) Process approach

A desired result is achieved more efficiently when
activites and related resources are managed as a

process.
e) System approach to management

Identifying, understanding and managing interrelated
processes as a system contributes to the organization's

effectiveness and efficiency in achieving its objectives.
f) Continual Improvement

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

organization.
g) Factual approach to decision making

Effective decisions are based on the analysis of data

and information.
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h) Quan hé hgp tac cung cé Igi véi ngudi cung img
T8 chiic va ngudi cung (ng phu thudc 1an nhau va
mai quan hé cung cb Igi sé nang cao nang luc cla
ca hai bén dé tao ra gia tri.

Tam nguyén tac quan ly chat lugng nay tao thanh

co s8 cho céc tiéu chudn vé hé théng quan ly chat
lugng trong b6 TCVN 1SO 9000.

h) Mutually beneficial supplier relationships

An organization and its suppliers are interdependent
and a mutually beneficial relationship enhances the

ability of both to create value.

These eight quality management principles form the
basis for the quality management system standards
within the ISO 9000 family.
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Quality management — Fundamentals and vocabulary

1 Pham vi ap dung

Tiéu chudn nay mo t& co sd clia cac hé thdng quan Iy
chét lugng, mét déi tuong clia bd tiéu chudn TCVN ISO
9000, va xac dinh cac thuat nglr c6 lién quan.

Tiéu chudn nay dudc &p dung cho nhiing déi tudng sau:
a) cac t& chiic mudn c6 nhiing Idi ich théng qua viéc ap
dung mét hé théng quan ly chéat lugng;

b) cac t6 chlic muén ¢b su tin tudng déi véi ngudi cung
{ing rang cac yéu cau déi véi san pham clia ho sé duoc
dap (ng;

¢) ngudi si dung san pham;

d) nhiing ngudi quan tam dén su théng hiéu 1an nhau
cac thuét nglr dung trong viéc quan ly chat Iugng (vi du
nhu: ngudi cung (ng, khach hang, ca quan dinh ché)

e) nhiihg ngudi thudc néi bd hay bén ngoai t6 chiic c6
nhiém vu danh gia hé théng quan ly chéat luong hay
danh gia su phli hap clia hé théng dé theo cac yéu cau
cla TCVN ISO 9001 (vi du nhu: chuyén gia danh gia,
co quan dinh ché, cac t6 chiic chiing nhan/dang ky);

f) nhiing ngudi thudc ndi bd hay bén ngoai t6 chic c6
nhiém vu tu van hodc dao tao vé hé théng quén ly chét
luong cho thich hop véi t6 chiic d6;

g) t6 chiic xay dung cac tiéu chuén lién quan.

2 Co sé cua hé thdng quan ly chat lugng

2.1 Muc dich cta hé thdng quan ly chat lugng

1 Scope

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

This standard is applicable to the following:

a) organizations seeking advantage through the

implementation of a quality management system;

b) organizations seeking confidence from their
suppliers that their product requirements will be

satisfied;
c¢) users of the products;

d) those concerned with a mutual understanding
of the terminology used in quality management

(e.g. suppliers, customers, regulators);

e) those internal or external to the organization
who assess the quality management system or
audit it for conformity with the requirements of ISO
9001 (e.g. auditors,

registration bodies);

regulators, certification /

f) those internal or external to the organization who give
advice or training on -the quality management system

appropriate to that organization;

g) developers of related standards.

2 Fundamentals of quality management systems
2.1 Rationale for quality management systems

9
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Hé théng quan ly chat ludng cb thé gilp cac t6 chic

nang cao su thoa man cla khach hang.

Khach hang doi hdi san pham cé nhiing dac tinh thoa
méan nhu cau va mong doi clia ho. Nhu cau va mong
dai nay duoc thé hién & cac qui dinh cho san pham va
duoc goi chung l1a cac yéu cau cla khach hang. Yéu
cau clia khach hang c6 thé dudc qui dinh dudi dang hop
déng hoac do chinh t6 chiic xac dinh. Trong moi trudng
hap, khach hang déu la ngudi quyét dinh cudi cling vé
viéc chap nhan san phdm. Do nhu ciu va mong ddi clia
khach hang thay déi, do &p Iuc canh tranh va tién bd ky
thuat nén cac t6 chiic ciing phai lién tuc cai tién san
pham va cac qua trinh cla ho.

Phuong phap hé théng trong quan ly chét luong khuyén
khich cac t6 chic phan tich cac yéu cau cla khach
hang, x4c dinh duoc cac qua trinh gidp cho san pham
dugc khach hang chap nhan va gilr cac qua trinh nay
trong tAm kiém soat. M6t hé théng quan ly chat ludng c6
thé cung cap co sd cho viéc cai tién khdng ngling nham
tang kh& nang thdo man khach hang va cac bén ¢ lién
quan khac. N6 tao ra su tin tudng cho t6 chiic va khach
hang vé kha ning cung cap san pham luén dap (ing
cac yéu cau

2.2 Cac yéu cau cua hé théng quan ly chat lugng
va cac yéu cau déi véi san pham

Bo tiéu chudn TCVN ISO 9000 phan biét cac yéu cau
déi véi hé théng quén ly chat luong véi cac yéu cau doi
v6i san pham.

Yéu cau déi véi hé théng quan ly chét luong duoc qui
dinh trong TCVN ISO 9001. Cac yéu cau ddi vGi hé
théhg quan Iy chat luong mang tinh tdng quéat va co6 thé
ap dung cho cac t8 chiic trong moi nganh céng nghiép
hay cac khu vuc kinh t& bat k& loai hinh san phdm dudc
cung cép. Tiéu chudn TCVN ISO 9001 khéng qui dinh

yéu cau cho san pham.

Céc yéu cau cho san pham c6 thé do khach hang hay
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Quality management systems can, assist organizations

in enhancing customer satisfaction.

Customers rsequire products with characteristics that
satisfy their needs and expectations. These need’; and
expectations are expressed in product specifications
and collectively referred to as customer requirements.
Customer requirements may be specified contractually
by the customer or may be determined by the
organization itself. In either case, the customer
ultimately determines the acceptability of the product.
Because customer needs and-expectations are

changing, organizations are driven to improve

continually their products and processes.

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

2.2 Requirements for quality management systems

and requirements for products

The 1SO 9000

requirements for quality management systems and

family  distinguishes between

requirements for products.

Requirements for quality management systems are
ISO 9001. Requirements for quality

management systems are generic and applicable to

specified in
organizations in any industry or economic sector

regardless of the offered product category. ISO 9001

itself does not establish requirements for products.

Requirements for products can be specified by customers



t6 chlc qui dinh c6 tinh dén cac yéu cau cla khach
hang hay cac ché dinh. cac yéu cau dai véi san phdm
va, trong mét s6 trudng hgp, cac qua trinh kém theo cd
thé nam trong cac tai liéu nhu qui dinh ky thuat, tiéu
chuén cho san phdm, cac tiéu chudn cho qua trinh, cac

thod thuan trong hop déng va cac yéu cau ché dinh
2.3 Cach tiép can theo hé théng quan ly chat lugng

Phuong phéap xay dung va ap dung mét hé théng quan
ly chat lugng bao gbm mét s6 budc, trong d6 c6 cac

budc sau day:

a) xac dinh nhu cau va mong doi clia khach hang va

cac bén quan tam khéac;

b) thiét Iap chinh sach chéat luong va muc tiéu chéat luong

clla t6 chic;

¢) xac dinh cac qua trinh va trach nhiém can thiét dé dat

dudc cac muc tiéu chét lugng;

d) Xac dinh va cung cap nguén luc can thiét dé dat duoc

cac muc tiéu chat lugng;

e) thiét 1ap cac phuong phap do hiéu luc va hiéu qua
clla mbi qué trinh;

f) 4p dung cac phuong phap do nay dé xac dinh hiéu luc
va hiéu qua clia méi qua trinh;

g) xac dinh cac bién phap ngan nguia su khéng phu hgp

va loai bd cac nguyén nhan gay ra ching;

h) thiét 1ap va ap dung moét qua trinh dé cai tién lién tuc

hé théng quan ly chat luong

Cb thé ap dung phuong phap nhu vay dé duy tri va cai
ti€n hé théng chét lugng hién tai.

Bang cach ap dung cach tiép can nhu vay, t6 chic tao
ra su tin tudng vao kha nang clia cac qua trinh va chét
luong clia san pham, va cung cap co sG cho cai tién lién
tuc. Diéu nay c6 thé dan dén tang su thod man cla
khach hang va cac bén quan tdm khac va thanh céng

clia ca t6 chirc.

TCVN ISO 9000:2005

or by the organization in anticipation of customer
requirements, or by regulation. The requirements for
products and in some cases associated processes can be
contained in, for example, technical specifications, product
standards, process standards, contractual agreements

and regulatory requirements.
2.3 Quality management systems approach

An approach to developing and implementing a
quality management system consists of several

steps including the following:

a) determining the needs and expectations of

customers and other interested parties;

b) establishing the quality policy and quality

objectives of the organization;

c) determining the processes and responsibilities

necessary to attain the quality objectives;

d) determining and providing the resources

necessary to attain the quality objectives;

e) establishing methods to measure the effectiveness

and efficiency of each process:

f) applying these measures to determine the

effectiveness and efficiency of each process;

g) determining means of preventing nonconformities

and eliminating their causes;

h) establishing and applying a process for continual

improvement of the quality management system.

Such an approach is also applicable to maintaining and

improving an existing quality management system.

An organization that adopts the above approach creates
confidence in the capability of its processes and the
quality of its products, and provides a basis for continual
improvement. This can lead to increased satisfaction of
customers and other interested parties and to the

success of the organization.

11
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2.4 Cach tiép céan theo qua trinh

Moi hoat déng, hay tap hop cac hoat ddng s dung cac
ngudn luc dé bién d4u vao thanh dau ra c6 thé xem nhu

mot qua trinh.

DEé cac t6 chiic hoat ddng c6 hiéu qua, ho phai x4c dinh
va quan ly nhiéu qué trinh c6 lién quan va tuong tac 1an
nhau. Thong thudng, dau ra clla mét qua trinh sé truc
ti€p tao thanh dau vao qua trinh ti€p theo. Viéc xac dinh
mot cach hé théng va quan Iy cac qua trinh dudc trién
khai trong t6 chiic va d&c biét quan ly su tuong tac gitia
cac qua trinh @6 dudc goi la " cach ti€p can theo qua

trinh".

Tiéu chudn nay khuyén khich ap dung cach tiép can

theo qua trinh d& quan Iy mét t6 chiic.

Hinh 1 minh hoa hé théng quan ly chéat luong dua trén
qua trinh dudc mé ta trong bo tiéu chudn TCVN ISO
9000. Minh hoa nay chi rd cac bén quan tam déng vai
trd c6 y nghia trong viéc cung cap dau vao cho t8 chic.
Viéc theo ddi su thod méan clia cac bén quan tdm doi
hdi viéc xem xét danh gia thong tin co lién quan dén su
cam nhan clia cac bén cb quan tam vé miic dd dap (ng
nhu cAu va mong ddi clia ho. M6 hinh biéu thi trong hinh
1 khdng chi rd cac qua trinh & mic do chi tiét.

2.5 Chinh sach va muc tiéu chat luogng

Chinh sach chét Iugng va muc tiéu chat luong duoc thiét
lap nham dua ra trong tam dé dinh hudng t6 chic. Ca hai
déu nham xac dinh nhiing két qua can dat va gilp t6 chiic
st dung nguén luc nham dat dudc céc két qua nay. Chinh
sach chat luong cung cap oo sO thiét 1ap va xem xét cac
muc tiéu chat luong. Muc tiéu chat luong can phai nhat
quan Vi chinh sach chét luong va cam két cai tién lién tuc,
va cac két qua dat dugc can phai do dudc. Viéc dat dugc
muc tiéu chat luong cb thé co tac dong tich cuc dén chat
luong san pham, hiéu luc tac nghiép va cac két qua hoat
dong tai chinh va nhu vy tac dong dén surthod man va tin

tudng clia cac bén quan tam.
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2.4 The process approach

Any activity, or set of activities, that uses
resources to transform inputs to outputs can be

considered as a process.

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

referred to as the "process approach".

The intent of this standard is to encourage the adoption

of the process approach to manage an organization.

Figure 1 illustrates the process-based quality management
system described the ISO 9000 family of standards. This
illustration shows that interested parties play a significant
role in providing inputs to the organization. Monitoring the
satisfaction of interested parties requires the evaluation of
information relating to the perception of interested parties
as to the extent to which their needs and expectations
have been met. The model shown in Figure 1 does not

show processes at a detailed level.
2.5 Quality policy and quality objectives

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

satisfaction and confidence of interested parties.
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2.6 Vai tro cua lanh dao cao nhat trong hé thong

quan ly chat lugng

Thdéng qua su 1anh dao va cac hanh déng, lanh dao cao
nhét tao ra méi trudng dé huy déng moi ngudi tham gia
va dé hé théng chat ludng hoat dong c6 hiéu luc. Lanh
dao cap cao nhat cb thé st dung cac nguyén tic cla
quan ly chét luong (xem 0.2) 1am co sd cho vai trod clia

ho, d6 Ia:

a) thiét 1ap va duy tri chinh sach va muc tiéu chét lugng

clia t§ chic;

b) ph& bién chinh sach chat luong va muc tiéu chat
luong trong toan bo t6 chiic d€ nang cao nhan thiic,

déng vién va huy dong tham gia;

c) d&m b&o toan bo t6 chiic huéng vao cac yéu cau clia

khach hang;

d) dam bao cac qua trinh thich hop dudc thuc hién dé
tao kha nang dap (ing dudc yéu cau clia khach hang va

cac bén quan tm va dat dudgc muc tiéu chéat luong;

e) dam bao thiét 1ap, thuc thi va duy tri mét hé théng
quan Iy chat luong co hiéu Iuc va hiéu qua, dé dat dudc

cac muc tiéu chét luong do;
f) d&m bao c6 san cac nguén Iuc can thiét;
g) xem xét dinh ky hé théng quan ly chét lugng;

h) quyét dinh cac hanh dong déi véi chinh sach chat

lugng va muc tiéu chat lugng;

j) quyét dinh cac hanh dong cai tién hé théng quan ly
chét lugng.

2.7 Hé théng tai lidu
2.7.1 Giatri clia hé théng tai lidu

Hé théng tai liéu tao khé nang théng béo cac y dinh va su

nhat quan cac hanh dong. Viéc st hé théng tai liéu gidp:
a) dat dugc su pht hdp véi cac yéu cau clia khach hang

va cai tién chat luong;
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2.6 Role of top management within the quality

management system

Through leadership and actions, top management can
create an environment where people are fully involved
and in which a quality management system can operate
effectively. The quality management principles (see 0.2)
can be used by top management as the basis of its role,

which is as follows:

a) to establish and maintain the quality policy and quality

objectives of the organization;

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

motivation and involvement

c) to ensure focus on customer requirements

throughout the organization;

d) to ensure that appropriate processes are implemented
to enable requirements of customers and other interested
parties to be fulfiled and quality objectives to be achieved;

e) to ensure that an effecive and efficient quality
management system is established, implemented and

maintained to achieve these quality objectives;
f) to ensure the availability of necessary resources;
g) to review the quality management system periodically;

h) to decide on actions regarding the quality policy and

quality objectives;

k) to decide on actions for improvement of the quality

management system.
2.7 Documentation
2.7.1 Value of documentation

Documentation enables communication of intent and

consistency of action. Its use contributes to

a) achievement of conformity to customer requirements

and quality improvement;



b) cung cap viéc dao tao thich hop;
¢) 1ap lai va xac dinh nguén géc;
d) cung cép bang ching khéach quan; va

e) danh gia tinh hiéu luc va su luén thich hop clia hé

théng quan ly chat luong.

Bén than viéc tao thanh hé thdng tai liéu khong phai 1a

muc dich ma can phai la mét hoat dong gia tang gia tri

2.7.2 Cac loai tai liéu dugc sir dung trong hé théng
quan ly chat lugng

Cac loai tai liéu sau dugc s dung trong hé théng quan

ly chat luong:

a) tai liéu cung cdp nhiing théng tin nhat quan, ca cho
néi bd va bén ngoai, vé hé théng quan ly chét luong clia

t6 chiic; nhiing tai liéu nay dudc goi la sé tay chat ludng

b) tai liéu miéu t& cach thiic ap dung hé théng quén ly
chét luong d6i véi mét sdn pham, du an, hop déng cu
thé; nhiing tai liéu nay dudc goi 1a k& hoach chét ludng;
c) tai liéu cong bd cac yéu cau; nhiing tai liéu nay duoc
goi la cac qui dinh;

d) tai liéu cung cap cac khuyén nghi hay gai y; nhiing tai

liéu nay goi la hudng dan;

e) tai liéu cung cap cac thong tin vé cach thiic tién hanh
cac hoat dong va qua trinh mét cach nhéat quan; nhiing
tai liéu nay c6 thé bao gém cac thil tuc, huéng dan cong
viéc va ban vé;

f) tai liéu cung cdp nhiing bang chimg khach quan vé
cac hoat dong da dudc thuc hién hay két qua dat dudc;
nhimg tai liéu nay goi 1a ho so.

Méi t6 chiic xac dinh mdic dd ctia hé théng tai liéu can
thiét va phuong tién théng tin dugc st dung. Diéu nay
phu thudc vao cac yéu t6 nhu quy mé va loai hinh t6
chiic, su phiic tap clia san phdm, yéu cau cla khach

hang, cac yéu cau ché dinh tuong (ing, nang luc cla

TCVN ISO 9000:2005

b) provision of appropriate training;
c) repeatability and traceability;
d) provision of objective evidence, and

e) evaluation of the effectiveness and continuing

suitability of the quality management system.

Generation of documentation should not be an end in

itself but should be a value-adding activity.

2.7.2 Types of document used in quality management

systems

The following types of document are used in quality

management systems:

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

as quality manuals;

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

such documents are referred to as quality plans;

¢) documents stating requirements; such documents

are referred to as specifications;

d) documents stating recommendations or sugge; such

documents are referred to as guidelines;

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

instructions and drawings;

f) documents that provide objective evidence of activities
performed or results achieved; such documents are

referred to as records.

Each organization determines the extent of documentation
required and the media to be used. This depends on
factors such as the type and size of the organization, the
complexity and interaction of processes, the complexity of

products, customer requirements, the applicable regulatory
15
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nhan vién da duodc chiing minh, va mic d6 can thiét dé
chiing t6 viéc thuc hién cac yéu cau clia hé théng quan

ly chat lugng
2.8 Xem xét danh gia hé théng quan ly chat lugng

281 Xem xét danh gia cac qua trinh trong hé

théng quan ly chat lugng

Khi xem xét danh gia hé théng quan ly chat luong, cb
bén cau hdi co ban can dat ra lién quan dén moi qua
trinh dugc danh gia:

a) cac qua trinh 0b dude nhén biét va cac xéc dinh thod dang?
b) c6 phén cong trach nhiém?

c) cac thi tuc cb dudc ap dung va duy tri?

d) qua trinh nay c6 hiéu Iuc dé dat dudc két qua dat ra?

Tap hdp cac cau tra 16i cho nhiing cau hdi trén cb thé
xac dinh duoc két qua cla viéc xem xét danh gia. Xem
xét danh gia mot hé théng quan ly chéat luong c6 thé
thay d6i tuy thudc vao pham vi va bao gém nhiéu dang
hoat ddng, nhu danh gia va xem xét hé théng quan ly

chat lugng va tu xem xét danh gia.
2.8.2 Panh gia hé thdng quan ly chat lugng

Danh gia dugdc st dung dé xem xét mic dd thuc hién
cac yéu cau cla hé théng quan ly chat Iudng. Cac két
qua danh gia dugc s dung dé xac dinh hiéu luc clia hé

théng quan ly chat luong va cac co hoi cai tién.

DPanh gia clia bén th{ nhat dudc chinh t6 chic, hay
ngudi dai dién clia t8 chlc d6 tién hanh, vi muc dich néi
b va c6 thé duing lam co s6 cho viéc tu cong b6 clia t6
chic vé su pht hgp.

Panh gia cla bén th( hai dugc thuc hién bdi khach
hang cla t6 chic hay dai dién clia khach hang.

Danh gia clia bén thit ba dugc thuc hién béi cac t6 chiic
doc 1ap bén ngoai. Nhiing t8 chiic nhu vay, thudng dudc

cdng nhan, sé& chiing nhan su phl hop vGi cac yéu cau
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requirements, the demonstrated ability of personnel, and
the extent to which it is necessary to demonstrate

fuffilment of quality management system requirements.
2.8 Evaluating quality management systems

2.81 Evaluating processes within the quality

management system

When evaluating quality management systems, there
are four basic questions that should be asked in relation

to every process being evaluated.

a) Is the process identified and appropriately defined?
b) Are responsibilities assigned?

¢) Are the procedures implemented and maintained?

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

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

assessments.
2.8.2 Auditing the quality management system

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

opportunities for improvement.

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

conformity.

Second-party audits are conducted by customers of the

organization or by other persons on behalf of the customer.

Third-party audits are conducted by extemal independent
audit service organizations. Such organizations, usually

accredited, provide certification or registration of conformity



vi du nhu' yéu cau ctia TCVN ISO 9001.
TCVN ISO 19011 cung cap hung dan cho viéc danh gia.
2.8.3 Xem xét hé théng quan ly chit lugng

Mot vai tro clia lanh dao cao nhat la xem xét danh gia
dinh ky hé théng quan ly chét luong vé su thich hop, phu
hap, hiéu Iuc va hiéu qua cla hé thong quan ly chat
lugng theo chinh sach chét luong va muc tiéu chéat
luong. Viéc xem xét nay c6 thé bao gébm nghién ciiu
nhu cau thay déi chinh sach va muc tiéu chat luong cho
phl hop Vvéi cac nhu cu va su mong ddi lubn thay ddi
clla cac bén quan tam. Viéc xem xét bao gdbm ca xac

dinh su can thiét phai c6 cac hanh déng.

Trong s6 cac nguén théng tin khac, cac bao cao danh gia

dudc s(r dung dé xem xét hé théng quan ly chéat luong.
2.8.4 Tuxem xét danh gia

Viéc tu xem xét danh gia clia mot t6 chiic 1a su xem xét
mot cach toan dién va hé théng cac hoat dong va két
qua clia t6 chiic so véi hé théng quan ly chét ludng hay

mé hinh tuyét hao.

Viéc tu xem xét danh gia co thé cung cap moét cach nhin
t6ng quat vé két qua thuc hién clia t6 chiic va mic do
hoan thién hé théng quan ly chat luong. N6 ciing gitp
dé xac dinh finh vuc can cai tién trong t6 chlc va xac
dinh su uu tién.

2.9 Caitién lién tuc

Muc dich cai tién lién tuc mét hé théng quan ly chat
luong la dé tang cudng kha nang nang cao su'thod man
cla khach hang va cac bén quan tdm khac. Cac hanh
dong cai ti€n bao gdbm ca nhimg hoat déng sau:

a) phan tich va xem xét danh gia tinh trang hién tai dé
xac dinh linh vuc cai tién;

b) thiét lap muc tiéu cai tién;

c) tim kiém giai phap c6 thé dat cac muc tiéu nay;

TCVN ISO 9000:2005

with equirements such as those of ISO 9001.
ISO 19011 provides guidance on auditing.
2.8.3 Reviewing the quality management system

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

the need for actions.

Amongst other sources of information, audit reports are

used for review of the quality management system.
2.8.4 Self-assessment

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

system or a model of excellence.

Self -assessment can provide an overall view of the
performance of the organization and the degree of
maturity of the quality management system. It can also
help to identify areas requiring improvement in the

organization and to determine priorities.
2.9 Continual improvement

The aim of continual improvement of a quality management
system is to increase the probabilty of enhancing the
satisfaction of customers and other interested parties.

Actions for improvement include the following:

a) analysing and evaluating the existing situation to

identify areas for improvement’;
b) establishing the objectives for improvement;

¢) searching for possible solutions to achieve the objectives;

17



TCVN ISO 9000:2005
d) xem xét danh gia cac giai phap nay va Iua chon;
e) thuc hién cac giai phap dugc lua chon;

f) do Iudng, kiém tra xac nhan, phan tich va xem xét
danh gia cac két qua thuc hién dé xac dinh viéc dat cac

muc tiéu;
g) chinh thiic hoa nhiing thay déi.

Khi can thiét, cac két qué dudc xem xét dé xac dinh co
héi cai tién ti€p theo. Theo cach thiic nay, cai tién la mot
hoat dong khdng ngting. Cac phan héi clia khach hang
va cac bén quan tdm khac, cac cudc danh gia, xem xét
hé théng quan ly chat lugng ciing c6 thé dugdc s dung
dé xac dinh ca hoi cai tién.

2.10 Vai tro cla ky thuat thong ké

Viéc st dung ky thuat théng ké gitp cho hiéu biét duoc
su bién ddng, bdi vay sé gilip t6 chlc gidi quyét dudc
cac van dé xay ra va nang cao hiéu luc va hiéu qua. Ky
thuat ndy ciing c6 thé tao diéu kién st dung 6t hon cac

dir liéu san c6 dé trg gitp viéc dua ra cac quyét dinh.

Su bién dong c6 thé dudc quan sat dua trén cach thic
va két quéa clia nhiéu hoat dong, tham chi dudi diéu kién
&n dinh rd rang. Su bién dong d6 co thé dudc quan sat
dua trén cac dac tinh do dudc clia san phdm va qua
trinh, va c6 thé ton tai & cac giai doan khac nhau xuyén
suét chu ky s6ng clia san pham tir nghién cdu thi trudng

dén dich vu khach hang va viéc x ly cudi cling.

Ky thuat théng ké gitp cho viéc do ludng, md ta, phan
tich, giai thich va Iap mé hinh nhing bién dong nhu vay,
tham chi v6i mot khoi luong dir liéu kha han ché. Phan
tich théng ké& d6i véi nhiing di liéu nhu vay c6 thé gidp
hiéu t6t hon ban chat, miic d6 va nguyén nhan clia su
bién dong. Diéu nay gilp cho viéc giai quyét, tham chi
ngan nglia nhiing van dé co thé xay ra tir su bién dong
d6, va thic g4y cai tién lién tuc.

Huéng dan vé cac ky thuat théng ké trong hé théng
quan ly chét luong dudc trinh bay trong bao céo ky thuat

1IONITD ANNA"7
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d) evaluating these solutions and making a selection;
€) implementing the selected solution;

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

have been met;
g) formalizing changes.

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

used to identify opportunities for improvement.
2.10 Role of statistical techniques

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

assist in decision making.

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

service and final disposal.

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

improvement.

Guidance on statistical techniques in a quality

management system is given in ISO/TR 10017.



ISO/TR 10017.

2.11 Trong tam cla hé théng quan ly chat lugng va

céc hé théng khac

Hé théng quan ly chat luong 1a mét phan clia hé théng
quan ly clia t6 chic tap trung vao viéc dat dudc dau ra
(két qua), cb lién quan dén muc tiéu chat Iudng, nham
thod man nhu cau, mong doi va yéu cau clia khach
hang va cac bén quan tdm moét cach thich hop. Cac
muc tiéu chat luong b sung cho cac muc tiéu khac clia
t6 chdic nhu nhing muc tiéu lién quan dén tang trudng,
ngan quy, Igi nhuan, méi trudng, stic khoé va an toan
nghé nghiép .Cac phan khac nhau clia hé théng quan ly
clia t6 chiic c6 thé dugc hop nhat hoa véi hé théng
quan ly chét lugng thanh mét hé théng quan ly duy nhat
st dung cac yéu t6 chung.Diéu nay tao thuén Igi cho
viéc hoach dinh,phan b8 nguén Iuc,xac dinh cac muc
tiéu b xung va xem xét danh gia hiéu Iuc chung clia t&
chtic.Hé théng quan ly clia t6 chiic cb thé dudc danh
gia theo nhiing yéu cau vé hé théng quan ly clia t& chic
d6.Hé théng quan Iy nay cling cb thé dudc danh gia
theo nhiing yéu cau tiéu chudn nhu TCVN ISO 9001 va
TCVN ISO 14001.Viéc danh gia hé thong quan ly nay

c6 thé dudc thuc hién mét cach riéng ré hozc két hop .

212 M&i quan hé giita cac hé théng quan ly chat
lugng va cac mé hinh tuyét hoa

Cac cach ti€p can clia hé thong quan ly chat lugng
trong bo tiéu chudn TCVN ISO 9000 va trong cac mo
hinh tuyét hdo vé t6 chiic dua trén nhiing nguyén tic
chung. C4 hai déu:

a) tao diéu kién cho t6 chiic xac dinh cac diém manh va
diém yéu;

b) c6 cac diéu khoan dé xem xét danh gia theo cac mod

hinh téng quat;

c) cung cap co sG dé cai tién lién tuc,va

TCVN ISO 9000:2005

211 Quality management systems and other

management system focuses

The quality management system is that part of the
organization's management system that focuses on the
achievement of results, in relation to the quality
objectives, to satisfy the needs, expectations and
requirements of interested parties, as appropriate. The
quality objectives complement other objectives of the
organization such as those related to growth, funding,
profitability, the environment and occupational health and
safety. The various parts of an organization's
management system might be integrated, together with
the quality management system, into a single
management system using common elements. This can
facilitate planning, allocation of resources, definition of
complementary objectives and evaluation of the overall
effectiveness of the organization. The organization's
management system can be assessed against the
organization's management system requirements. The
management system can also be audited against the
requirements of Intemational Standards such as ISO
9001 and 1ISO14001. These management system audits

can be carried out separately or in combination.

212 Relationship between quality management

systems and excellence models

The approaches of quality management systems given
ISO 9000 family of standards and in

organizational

in the
excellence models are based on

common principles. Both approaches

a) enable an organization to identify its strengths and

weaknesses;

b) contain provision for evaluation against generic

models;

c) provide a basis for continual improvement, and
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d) c6 cac diéu khodn dé duoc su thtia nhan tirbén ngoai.

Su khac nhau giia bo tiéu chudn TCVN ISO 9000 va
cac mo hinh tuyét ho 1a & pham vi ap dung. B6 TCVN
ISO 9000 cung cap cac yéu cau dai véi hé théng quan
ly chat luong va huéng dan dé cai tién két qua thuc
hién;viéc xem xét danh gia hé théng quan ly chéat luong
xac dinh mic d6 thuc hién cac yéu cau dé.Cac mé hinh
tuyét hao c6 cac chudn muc gidp cho viéc xem xét danh
gia mang tinh so sanh két qua thuc hién clia t6 chiic va
c6 thé ap dung cho moi hoat ddng va cac bén c6 quan
tdm cla t8 chic. Cac chuan muc danh gia trong mod
hinh tuyét hdo cung cap cd sd d& mét t6 chiic so sanh
két qua thuc hién cla t6 chiic véi hoat déng clia cac t6
chic khéac.

3 Thuat ngir va dinh nghia

Mot thuat nglr trong mét dinh nghia hay trong chu thich,
duoc dinh nghia & muc ndo d6 trong diéu nay sé dudc biéu
thi bang chir dm kém theo & s6 muc trong dau ngoac.
Mét thuét nglr dudi dang chir dm nhu vay co thé duoc
thay thé trong dinh nghia bang dinh nghia day da cla né.
Vidu:

san pham (3.4.2) dugc dinh ngha 1a " két qua clia mot
qué trinh (3.4.1)".

qua trinh (3.4.1) duoc dinh nghia la "tap hop cac hoat
doéng c6 quan hé 1an nhau va tuong tac dé bién dau vao

thanh dau ra"

Néu thuat nglr "qua trinh" dugc thay thé bdi dinh nghia
nay thi:

san pham trd thanh "két qua clia mét tap hop cac hoat

doéng c6 quan hé 1an nhau va tuong tac dé bién dau vao

thanh dau ra"

M6t khai niém duoc giéi han 3 mét nghia cu thé trong mot
tinh hudng nhét dinh s& dudc chi ra bang cach néu finh vuc
clia d6i tugng do trong dau <> trudc dinh nghia nay.
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d) contain provision for external recognition.

The difference between the approaches of the quality
management systems in the ISO 9000 family of the
excellence models lies in their scope of application. The
ISO 9000 family of standards provides requirements for

qualty management systems and guidance for

quality
management systems determines fulfiment of those

performance  improvement, evaluaton of
requirements. The excellence models contain criteria that

enable comparative evaluation of organizational
performance and this is applicable to all activities and all
interested parties of an organization. Assessment criteria in
excellence models provide a basis for an organization to
compare its performance with the performance of other

organizations.
3 Terms and definitions

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

For example:

product (3.4.2) is defined as "result of a process
(34.1)%

process (3.4.1) is defined as "set of interrelated or
interacting activites which transforms inputs into

outputs".

if the term "process" is replaced by its definition, as

follows:

product then becomes "result of a set of interrelated or
interacting activites which transforms inputs into

outputs”.

A concept limited to a special meaning in a particular
context is indicated by designating the subject field in

angle brackets, < >, before the definition.



Vidu: (3.9.11) chuyén gia ky thuat

Ngusi <danh gid> cung cap kién thic hay kinh nghiém
chuyé&n mén cu thé cho doan danh gia (3.9.10)

3.1 Thuat ngir lién quan dén chat lugng

3.1.1 Chat lugng

Mic d6 clia mét tap hop cac dac tinh (3.5.1) vén ¢

dap (ing cac yéu cau (3.1.2)

CHU THICH 1: Thuat ngl "chét luong" c6 thé dudc st
dung Vvdi cac tinh tir nhu kém, t6t, tuyét hdo.

CHU THICH 2: "Vén c6", tréi véi "dudc gan cho”, nghia
la ton tai trong céi gi d6, dac biét nhu mét dac tinh 1au
bén hay vinh vién.

3.1.2 Yéu cau

Nhu ciu hay mong doi da duoc cong bd, ngdm hiéu
chung hay bat budc

CHU THICH 1: "Ngam hiéu chung" nghia 1a nhiing gi
thuc hanh mang tinh théng 1é hay phd bién d6i véi mot
t8 churc (3.3.1), khach hang (3.3.5) clia t8 chiic va cac
bén quan tam (3.3.7) khac, nghia & nhu cau hay mong
dai dugc xem la ngdm hiéu.

CHU THICH 2: C6 thé st dung mét dinh ngii dé chi 16 loai
yéu cau cu thé, vi du: yéu ciu ddi véi san phdm, yéu cau
déi véi hé théng chét luong, yéu cau clia khach hang.

CHU THICH 3: Yéu cau duodc qui dinh la yéu ciu da
duoc cong b, vi du, trong mat tai liéu (3.3.2)

CHU THICH 4: Yéu cau c6 thé dudc ndy sinh tir cac
bén quan tdm khac nhau (3.3.7)

CHU THICH 5: Binh nghia nay khac véi dinh nghia néu
4 3.12.1 clia ISO/IEC Directives, Part 2:2004.

3.1.3Cap

Chling loai hay th(r hang clia cac yéu cau (3.1.2) chat
luong khac nhau ddi véi san pham (3.4.2), qua trinh
(3.4.1) hay hé théng (3.2.1) c6 cling chiic nang st dung

TCVN ISO 9000:2005

Example, technical expert <audit> (3.9.11).
<audit> person who provides specific knowledge or

expertise to the audit team (3.9.10)
3.1 Terms relating to quality
3.1.1 Quality

Degree to which a set of inherent characteristics
(3.5.1) fulfils requirements (3.1.2)

NOTE 1 - The term "quality" can be used with adjectives

such as poor, good or excellent.

NOTE 2 - "Inherent", as opposed to "assigned", means
existing in something, especially as a permanent

characteristic.

3.1.2 Requirement
Need or expectation that is stated, generally implied or

obligatory

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

implied.

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

management requirement, customer requirement.
NOTE 3 - A specified requirement is one which is
stated, for example, in a document (3.7.2).

NOTE 4 - Requirements can be generated by different

interested parties.

NOTE 5 - This definition differs from that provided in
3.12.1 of ISO/IEC Directives, Part 2:2004
3.1.3 Grade

Category or rank given to different quality requirements
(3.1.2) for products (34.2), processes (34.1) or

systems (3.2.1) having the same functional use
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Vi DU : Cac hang vé may bay va hang khach san trong
ban huéng dan khach san.

CHU THICH: Khi lap mét yéu cau chat luong, néi chung
can qui dinh cap.

3.1.4 Suthoa man ctia khach hang

Su cam nhéan clia khach hang vé mic d6 dap (mg yéu

cau (3.2.1) clia khach hang

CHU THICH 1: Céac khiéu nai clia khach hang la moét
chi s6 chung vé su thod méan thdp clia khach hang,
nhung viéc khéng ¢ khi€u nai khéng cb nghia ¢ su

thoa man cao clia khach hang.

CHU THICH 2: Tham chi khi cac yéu cau clia khach hang
da duoc khach hang thod thuéan va duoc thuc hién, diéu

nay khéng dam bao ¢ surthoa man cao clia khach hang.
3.1.5 Khaning

Tiém nang clia mét t& chitc (3.3.1), hé théng (3.2.1)
hay qua trinh (3.4.1) dé tao ra san ph§m (3.4.2) dap

(ing cac yéu cau (3.1.2) déi véi san pham do

CHU THICH: Thuat ngit "kha nang" clia qua trinh trong
linh vuc thong ké dugdc dinh nghia trong 1ISO 3534-2.

3.1.6 Nang luc

Tiém nang da duoc ching minh vé (ng dung kién thic
va ky nang

CHU THICH: Khai niém "nang luc" dudc dinh nghia mét
cach chung nhét trong tiéu chuén nay. Thuat nglr nay
c6 thé dudc stt dung véi ngir nghia cu thé hon trong cac
tai liéu khac.

3.2 Cac thuat ngit lién quan dén quan ly

3.2.1 Hé théng

Tap hop cac yéu t6 ¢b lién quan 1an nhau hay tuong tac
3.2.2 Hé thdng quan ly

Hé thong (3.2.1) dé thiét lap chinh sach va muc tiéu va
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EXAMPLE Class of airline ticket and category of hotel in

a hotel guide.

NOTE - When establishing a quality requirement, the

grade is generally specified.
3.1.4 Customer satisfaction

Customer's perception of the degree to which the

customer's requirements (3.1.2) have been fulfilled

NOTE 1 - Customer complaints are a common indicator
of low customer satisfaction but their absence does not

necessarily imply high customer satisfaction.

NOTE 2 - Even when customer requirements have
been agreed with the customer and fulfilled, this does

not necessarily ensure high customer satisfaction.
3.1.5 Capability

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

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

3.1.6 Competence

demonstrated ability to apply knowledge and skills

NOTE The concept of competence is defined in a
generic sense in this Interational Standard. The word

usage can be more specific in other ISO documents.

3.2 Terms relating to management
3.2.1 System

Set of interrelated or interacting elements.
3.2.2 Management system

System (3.2.1) to establish policy and objectives and to



dé dat duoc cac muc tiéu dé

CHU THICH: M6t hé thdng quan ly clia mét t& chirc
(3.3.1) c6 thé bao gdm cac hé théng quan ly khac nhau,
vi du nhu hé théng quan ly chat lugng (3.2.3), hé
théng quan ly tai chinh, hay hé théng quan ly méi
truong.

3.2.3 Hé thdng quan ly chat lugng

Hé théng quan ly (3.2.2) dé dinh hubng va kiém soat
mot t6 chidc (3.3.1) vé chat lugng (3.1.1)

3.2.4 Chinh sach chat luogng

Y @6 va dinh huéng chung clia mdt t& chire (3.3.1) ¢o
lién quan dén chat lugng (3.1.1) dudc lanh dao cao
nhat (3.2.7) cong bo chinh thiic

CHU THICH 1: Néi chung, chinh sach chat Iuong can
phai nhat quan véi chinh sach chung clia t6 chlc va
cung cap co s dé lap cac muc tiéu chat lugng (3.2.5).
CHU THICH 2: Céac nguyén tic clia quan ly chat luong
clia tiéu chudn nay co thé tao thanh co s dé thanh lap

chinh sach chat lugng (xem 0.2).
3.2.5 Muc tiéu chat luong
Diéu dinh tim ki€m hay nham t6i c6 lién quan dén chat

lugng (3.1.1)

CHU THICH 1: Cac muc tiéu chat luong néi chung can
dua trén chinh sach chat lugng (3.2.4) clia t6 chiic.
CHU THICH 2: Cac muc tiéu chat luong néi chung duoc
qui dinh cho cac bd phan va cac cp tuong (ing trong t6
chuc.

3.26Quanly

Céc hoat dong c6 phéi hop dé dinh hudng va kiém soét
mot t& chidc (3.3.1)

CHU THICH:

"management" déi khi dugc diing dé chi "ban I&nh dao”,

Trong tiéng Anh, thuat nglr
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achieve those objectives.

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

system.
3.2.3 Quality management system

Management system (3.2.2) to direct and control an

organization (3.3.1) with regard to quality (3.1.1)
3.2.4 Quality policy

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

NOTE 1 - Generally the quality policy is consistent with
the overall policy of the organization and provides a

framework for the setting of quality objectives (3.2.5).

NOTE 2 - Quality management principles presented in
this International Standard can form a basis for the

establishment of a quality policy (See 0.2.)
3.2.5 Quality objective

Something sought, or aimed for, related to quality (3.1.1)

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

NOTE 2 - Quality objectives are generally specified for

relevant functions and levels in the organization (3.3.1).

3.2.6 Management

Coordinated activites to direct and control an

organization (3.3.1)

NOTE - In English, the term "management” sometimes

refers to people. i.e. a person or group of people with
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d6 1a mét ca nhan hay mot nhdm ngudi ¢d quyén han
va trach nhiém dé diéu hanh va kiém soét td chic. Khi
tr "management " dudc st dung theo nghia nay thuong
can phai kém theo mét tinh tir @& tranh nham 1an véi
nghia "quan ly" da néu & trén. Vi du nhu "management
shall.... 1a khéng dudc trong khi "top management
(3.2.7) shalll..." [a chdp nhan.

3.2.7 Lanh dao cao nhat

Céa nhan hay nhém ngudi dinh huéng va kiém soat moét
t8 chirc (3.3.1) & cap cao nhat

3.2.8 Quan ly chat lugng

Céc hoat dong c6 phdi hdp dé dinh hudng va kiém soat
mot t& chifc (3.3.1) vé chit lugng (3.1.1)

CHU THICH: Viéc dinh huéng va kiém soat vé chat
luong ndi chung bao gém lap chinh sach chat lugng
(3.2.4) va muc tiéu chat lugng (3.2.5), hoach dinh chat
lugng (3.2.9), kiém soat chat Iugng (3.2.10), dam bao
chat lugng (3.2.11) va cai tién chat lugng (3.2.12).

3.2.9 Hoach dinh chat lugng

MGt phan clia quan ly chat lugng (3.2.8) tap trung vao
viéc 1ap muc tiéu chat luogng (3.2.5) va qui dinh cac
qua trinh (3.4.1) tac nghiép can thiét va cac nguon luc

c6 lién quan dé thuc hién cac muc tiéu chat ludng

CHU THICH: Lap cac ké& hoach chat lugng (3.7.5) cb

thé Ia mdt phan clia hoach dinh chét ludng.
3.2.10 Kiém soat chit Iugng

MGt phan clia quan ly chat lugng (3.7.8) tap trung vao

thuc hién cac yéu cau chat lugng
3.2.11 Pam bao chat luong

MGt phan clia quan ly chat lugng (3.2.8) tap trung vao
cung cap long tin rang cac yéu cau chat luong sé duoc
thuc hién

3.2.12 Cai tién chat lugng
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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
to avoid confusion with
defined

qualifier the concept

"Management" above. For example,
"management shall..." is deprecated whereas "top

management (3.2.7) shall..." is acceptable.
3.2.7 Top management

Person or group of people who direct and control an

organization (3.3.1) at the highest level.
3.2.8 Quality management

Coordinated activites to direct and control an

organization (3.3.1) with regard to quality (3.1.1).

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

3.2.9 Quality planning

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

fulfil the quality objectives.

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

3.2.10 Quality control

Part of quality management (3.2.8), focused on

fulfilling quality requirements.
3.2.11 Quality assurance

Part of quality management (3.2.8), focused on
providing confidence that quality requirements will be
fulfilled.

3.2.12 Quality improvement



M6t phan clia quan ly chat lugng (3.2.8) tap trung vao
nang cao kha nang thuc hién cac yéu cau chét luong
CHU THICH: Cac yéu cAu lién quan dén moi khia canh
nhu hiéu Iuc (3.2.14), hidu qua (3.2.15) hay xac dinh
ngudn goc (3.5.4).

3.2.13 Cai tién lién tuc

Hoat déng 14p lai @& nang cao kha nang thuc hién cac
yéu cau (3.1.2)

CHU THICH: Qua trinh (3.4.1) Iap muc tiéu va tim co
hoi dé cai tién 1a mét qua trinh khéng ngting théng qua
viéc sf dung cac phat hién khi danh gia (3.9.5) va két
luan danh gia (3.9.6), phan tich dit liéu, xem xét (3.8.7)
cla lanh dao hay cac bién phap khac va néi chung dan
t6i cac hanh dong khac phuc (3.6.5) hay hanh dong
phong ngura (3.6.4).

3.2.14 Hiéu luc

Muc d6 thuc hién cac hoat dong da hoach dinh va dat
dugc cac két qua da hoach dinh

3.2.15 Hiéu qua

Quan hé gilia két qua dat dudc va nguén luc dugc sur
dung

3.3 Cac thuat ngir lién quan dén té chirc

3.3.1 Té chirc

Nhém ngudi va phuong tién c6 su sép xép bé tri trach

nhiém, quyén han va méi quan hé.

Vi DU: Cong ty, t8ng cong ty, hang, xi nghiép, vién,
ngudi budn ban riéng 18, hoi hay cac bd phan hosc t6
hop cac t chiic trén

CHU THICH 1: Viéc bé tri sdp x&p néi chung la cb th(r bac.
CHU THICH 2: M6t t6 chiic c6 thé 1a cong cong hay tu
nhan.

CHU THICH 3: Binh nghia nay c6 hiéu Iuc d6i véi cac
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Part of quality management (3.2.8), focused on

increasing the ability to fulfil quality requirements.

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

3.2.13 Continual improvement

Recurring activity to increase the ability to fulfil

requirements (3.1.2).

NOTE - The process (3.4.1) of establishing objectives
and finding opportunities for improvement is a continual
process through the use of audit findings (3.9.5) and
audit (3.9.6), of data,
management reviews (3.8.7) or other means and

(36.5) or

conclusions analysis

generally leads to corrective action

preventive action (3.6.4).
3.2.14 Effectiveness

Extent to which planned activities are realized and

planned results achieved.
3.2.15 Efficiency

Relationship between the result achieved and the

resources used.
3.3 Terms relating to organization
3.3.1 Organization

Group of people and facilities with an arrangement of

responsibilities, authorities and relationships.

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

combination thereof.

NOTE 1 - The arrangement is generally orderly.

NOTE 2 - An organization can be public or private.

NOTE 3 - This definition is valid for the purposes of
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muc dich clia cac tiéu chuén vé hé thdng quan ly chat
lugng (3.2.3). Thuat ngir "t6 chic" trong TCVN 6450
(ISO/IEC Guide 2) dudc dinh nghia khac.

3.3.2 Co ciu td chirc

Cach bé tri, sdp x@p trach nhiém, quyén han va méi

guan hé gilta con ngudi
CHU THICH 1: Viéc bé tri sip x&p néi chung la cb thi bac.
CHU THICH 2: Co c&u t6 chiic thudng dugdc thé hién

chinh thiic trong s6 tay chét luong (3.7.4) hay ké&
hoach chat lugng (3.7.5) cho mét du an (3.4.3).

CHU THICH 3: Pham vi co cau t6 chiic c6 thé bao gém
cac méi tuong giao thich hop véi cac t chic (3.3.1)
bén ngoai.

3.3.3 Cosd hatang

Hé thdng (3.2.1) cac phuong tién, thiét bi va dich vu can
thiét cho hoat dng tac nghiép ciia mét td chirc (3.3.1)
3.3.4 Moi trudng lam viéc

Tap hdp cac diéu kién dé thuc hién mét cong viéc

CHU THICH: biéu kién bao gdm ca cac yéu t6 vat chat,

xa hoéi, tdm ly méi trudng (vi du nhu nhiét do, phuong
thiic thifa nhan, ec-gd-nd-mi va thanh phan khong khi).

3.3.5 Khach hang

Té chiic (3.3.1) hay ca nhan nhan mdt san pham
(34.2)

Vi DU: Ngusi tiéu duing, ngudi hudng dich vu, ngudi st
dung cudi cling, ngudi ban 1&, ngudi dugc hudng Ioi va

ngudi mua.
CHU THICH: Khach hang c6 thé [a ndi bd hay bén

ngoai t& chic.
3.3.6 Ngudi cung ing

T chirc (3.3.1) hay ca nhan cung cip san pham
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quality management system (3.2.3) standards. The
term "organization" is defined differently in ISO/IEC

Guide 2.
3.3.2 Organizational structure
authorities and

Arrangement of responsibilities,

relationships between people
NOTE 1 - The arrangement is generally orderly.

NOTE 2 - A formal expression of the organizational
structure is often provided in a quality manual (3.7.4) or

a quality plan (3.7.5) for a project (3.4.3).

NOTE 3 - The scope of an organizational structure can
Include relevant interfaces to external organizations
(3.3.1).

3.3.3 Infrastructure

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

3.3.4 Work environment
Set of conditions under which work is performed.

NOTE -

psychological and environmental factors (such as

Conditions include physical. social,
temperature. recognition schemes. ergonomics and

atmospheric composition).
3.3.5 Customer

Organization (3.3.1) or person that receives a product
(3.4.2).

EXAMPLE Consumer,

beneficiary and purchaser.

client, end-user, retailer,

NOTE - A customer can be internal or external to the

organization.
3.3.6 Supplier

Organization (3.3.1) or person that provides a product



(3.4.2).

Vi DU: Ngugii san xuat, phan phéi, ban & hay ban buén
s&n phdm, hay ngudi cung cép dich vu hay théng tin.
CHU THICH 1: Ngui cung (ing c6 thé & ndi bd hay bén
ngoai t6 chlc.

CHU THICH 2: Trong tinh hudng hdp déng ngudi cung
{mg ddi khi goi la "ngudi thau".

3.3.7 Bén quan tam

Ca nhan hay nhoém c6 quan tdm dén su thuc hién hay
thanh céng clia mot t& chiirc (3.3.1)

Vi DU: Cac khach hang (3.3.5), chil s& hiiu, nhan vién
trong t6 chiic, ngudi cung tmg (3.3.6), ngan hang, cac
hiép hoi, d6i tac xa hoi.

CHU THICH: M6t nhém cb thé 1a mét t6 chiic, mét bd
phan hay 16n hon mét t8 chic.

3.3.8 Hop dong

Thod thuan rang budc

CHU THICH: Khai niém "hop déng" dudc dinh nghia
mot cach chung nhat trong tiéu chuén nay. Thuat ngl
nay c6 thé dudc stt dung véi ngit nghia cu thé hon trong
cac tai liéu khac.

3.4 Cac thuat ngirlién quan dén qua trinh va san pham

341 Quatrinh

Tap hop cac hoat déng cb lién quan Ian nhau hodc
tuong tac dé bién déi dau vao thanh dau ra

CHU THICH 1: Bau vao clia mét qué trinh thudng la
dau ra clia cac qué trinh khéc.

CHU THICH 2: Cac qua trinh trong mét t& chire (3.3.1)
thuoing dudc 1ap k& hoach va duoc tién hanh trong diéu
kién dudc kiém soat dé gia tang gi tri.

CHU THICH 3: M6t quéa trinh trong d6 su phu hop
(3.6.1) clia san pham (3.4.2) lam ra khong thé hay
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(3.4.2).

EXAMPLE Producer, distributor, retailer or vendor of a

product, or provider of a service or information.

NOTE 1 - A supplier can be intemal or external to the

organization.

NOTE 2 - In a contractual situation a supplier is

sometimes called "contractor”.
3.3.7 Interested party

Person or group having an interest in the performance

or success of an organization (3.3.1)

EXAMPLE - Customers (3.3.5), owners, people in an

organization, suppliers (3.3.6), bankers, unions,

partners or society.

NOTE - A group can comprise an organization, a part
there of, or more than one organization.

3.3.8 Contract

binding agreement

NOTE The concept of contract is defined in a generic
sense in this International Standard. The word usage

can be more specific in other ISO documents.

3.4 Terms relating to process and product
3.4.1 Process

Set of interrelated or interacting activiies which

transforms inputs into outputs

NOTE 1 - Inputs to a process are generally outputs of

other processes.

NOTE 2 - Processes in an organization (3.3.1) are
generally planned and carried out under controlled

conditions to add value.

NOTE 3 - A process where the conformity (3.6.1) of
the resulting product (3.4.2) cannot be readily or
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khéng thé kiém tra xac nhan dugc vi ly do kinh t& thuting
dudc goi la " qua trinh dac biét".

342 Sanphim

Két qua clia qua trinh (3.4.1)

CHU THICH 1: C6 bdnh chling loai s&n pham chung
nhat nhu sau:

- dich vu (vi du: van chuyén);

- mém (vi du: chuong trinh may tinh, tir dién);

- cling (vi du: cac thiét bi co khi);

- vat liéu dudc ché bién (vi du: dau boi tron).

Nhiéu san pham bao gdém céc thanh phan thudc cac
loai s&n pham khac nhau. Khi d6 mét san pham dudc
goi la dich vu, ciing, mém hay vét liéu ché bién sé tuy
thudc vao thanh phan néi tréi. Vi du: sdn phdm chao
hang "xe hoi" gém san pham ciing (vi du s3m I6p), vat
liéu (vi du nhién liéu),dung dich lam mat, san pham
mém (vi du nhu phan mén kiém soat déng co, s tay léi
xe), va dich vu (vi du giai thich van hanh do ngudi ban

hang thuc hién).

CHU THICH 2 : Dich vu Ia két qua clia it nhat mét hoat
doéng can dugc tién hanh tai noi tuong giao gitia ngudi
cung Ung (3.3.6) va khach hang (3.3.5) va thudng
khéng hiiu hinh. Vi du, viéc cung cap mét dich vu c6 thé
lién quan dén nhiing diéu sau:

- mét hoat ddng thuc hién trén moét san pham hiiu hinh
do khach hang cung cap (vi du: sita xe hoi);

- mét hoat dong thuc hién trén moét san pham khong
cdm nhan bang xUc giac do khach hang cung cap (vi
du: khai thu nhap d& hoan thién thué);

- giao mét san phdm khong hiiu hinh (vi du: cung cap
thdng tin trong ngli canh chuyén giao kién thic);

- tao ra mot bau khong khi cho khach hang (vi du: trong
khach san hay nha hang).

San phdm mén bao gém théng tin va thuding khong hiiu
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economically verified is frequently referred to as a

"special process”.
3.4.2 Product
Result of a process (3.4.1)

NOTE 1: There are four generic product categories, as

follows:

- services (e.g. transport);

- software (e.g. computer program, dictionary);
- hardware (e.g. engine mechanical part),

- processed materials (e.g. lubricant).

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

manual), operating

explanations given by the salesman).

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

example, the following:

- an activity performed on a customer-supplied tangible

product (e.g. automobile to be repaired);

- an activity performed on a customer-supplied
intangible product (e.g. the income statement needed to

prepare a tax return);

- the delivery of an intangible product (e.g. the delivery of

information in the context of knowledge transmission);

- the creation of ambience for the customer (e.g. in

hotels and restaurants).

Software consists of information and is generally



hinh, va c6 thé dudi dang phuong phap, cach chuyén
giao hay thu tuc (3.4.5)

N6i chung, s&n phdm ciing thuding hiiu hinh va luong
cla chung la mét dac tinh (3.5.1) dém dugc. Vat liéu
qua ché bién thuong hiiu hinh va Iugng clia ching 1a
dac tinh lién tuc. San phdm cling va vat liéu qua ché
bién thudng dudc goi la hang hoa.

CHU THICH 3: BPam bao chat luogng (3.2.11) chil yéu
tap chung vao san pham dinh nham téi.

343 Duan

M6t qua trinh (3.4.1) don nhat, gém mét tap hdp cac
hoat dong c6 phéi hop va dudc kiém soét, c6 thdi han
bat dau va két thic, dudc tién hanh dé dat duoc mot
muc tiéu pht hop véi cac yéu cau (3.1.2) qui dinh, bao
gém ca cac rang budc vé thdi gian, chi phi va nguén luc
CHU THICH 1: Mét du &n riéng 18 c6 thé 1a mét phan
clia mét co cau du an 16n hon.

CHU THICH 2: Trong mét s& du an, cac muc tiéu dugc
chinh ly lai va cac déc tinh (3.5.1) clia san pham duoc
xac dinh dan dan khi tién hanh du an.

CHU THICH 3: Két qua clia mét du an c6 thé a mot
hay mét s& don vi san pham (3.4.2).

CHU THICH 4: Chti y&u dua vao I1SO 10006: 2003.
344 Thiétké va phat trién

Tap hdp cac qua trinh (3.4.1) chuyén yéu cau (3.1.2)
thanh cac dac tinh (3.5.1) qui dinh va thanh cac qui
dinh ky thuat (3.7.3) clia san pham (3.4.2), qua trinh
(3.4.1) hay hé théng (3.2.1)

CHU THICH 1: Thuat ngii "thiét k& va "phat trién" doi khi
dugc st dung dong nghia va xac dinh cac giai doan

khach nhau clia qua trinh thiét k& va phat trién.

CHU THICH 2: C6 thé kém theo mét dinh nglr dé chi rd
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intangible and can be in the form of approaches,

transactions or procedure (3.4.5).

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

are referred to as goods.

NOTE 3 - Quality assurance (3.2.11) is mainly focused

on intended product.
3.4.3 Project

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

of time, cost and resources

NOTE 1 - An individual project can form part of a larger

project structure.

NOTE 2 - In some projects the objectives are refined
and the product characteristics (3.5.1) defined

progressively as the project proceeds.

NOTE 3 - The outcome of a project may be one or

several units of product (3.4.2).
NOTE 4 - Adapted from ISO 10006:2003.
3.4.4 Design and development

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

NOTE 1 - The terms "design" and "development' are
sometimes used synonymously and sometimes used to
define different stages of the overall design and

development process.

NOTE 2 - A qualifier can be applied to indicate the

29



TCVN ISO 9000:2005

ban chat clia d6i tuong dudc thiét ké va phat trién (vi du:
thiét k& va phat trién san pham hay thiét k& va phat trién
qua trinh).

3.4.5 Thd tuc/qui trinh

Céch thiic cu thé dé tién hanh mét hoat dong hay qua
trinh (3.4.1)

CHU THICH 1:Th{ tuc c6 thé duéi dang tai liéu hay khong.

CHU THICH 2: Khi mét thii tuc dudc 1ap thanh van ban,
thuong st dung thuat nglr "thti tuc thanh van" hay "thl

tuc dang tai liéu". Tai liéu (3.7.2) chlia mét thil tuc cd
thé goi Ia mot "tai liéu vé thi tuc”.

3.5 Cac thuat ngirlién quan dén dic tinh

3.5.1 Pac tinh

Dac trung dé phan biét

CHU THICH 1: Mét dac tinh c6 thé von ¢ hay dudc

gan thém.

CHU THICH 2: Mét dc tinh c6 thé dinh tinh hay dinh luong.
CHU THICH 3: C6 nhiéu loai d4c tinh khac nhau, vi du
nhu:

- vat ly (vi du: dac tinh co, dién, sinh, hod);

- cdm quan (vi du cac dac tinh lién quan dén ngi, sG

mo, ném nhin, nghe);
- hanh vi (vi du: nha nhan, trung thuc, chan that);
- thdi gian (vi du: dung ltc, tin cay, san cd);

- ergonomic (vi du: d&c trung tadm ly, hay lién quan dén

an toan clia con nguoi);
- chifc nang (vi du: téc do t6i da clia may bay).
3.5.2 Dic tinh chat lugng

Pac tinh (3.5.1) v6h ¢ clia mot san pham (3.4.2), qua
trinh (3.4.1) hay hé théng (3.2.1) c6 lién quan dén mét
yéu cau (3.1.2)
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nature of what is being designed and developed (e.g.
product design and development or process design and

development),

3.4.5 Procedure

Specified way to carry out an activity or a process
(3.4.1).

NOTE 1 - Procedures can be documented or not.

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

procedure can be called a "procedure document”.
3.5 Terms relating to characteristics

3.5.1 Characteristic

Distinguishing feature

NOTE 1 - A characteristic can be inherent or assigned.

NOTE 2 - A characteristic can be qualitative or quantitative.

NOTE 3 - There are various classes of characteristic,

such as the following:

- physical (e.g. mechanical, electrical, chemical or

biological characteristics);

- sensory (e.g. related to smell, touch, taste, sight,

hearing);
- behavioral (e.g. courtesy, honesty, veracity);
- temporal (e.g. punctuality, reliability, availability);

- ergonomic (e.g. physiological characteristic, or related

to human safety);
- functional (e.g. maximurn speed of an aircraft).
3.5.2 Quality characteristic

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

requirement (3.1.2).



CHU THICH 1: V6n ¢b nghia 13 tn tai dudi dang nao
do, d%c biét 1a dac tinh 1au bén.

CHU THICH 2: Mét d4c tinh gan cho san phdm, qua
trinh hay hé théng (vi du nhu gia ca clia san pham, chl
s4 hiiu clia sn phdm) khong phai la d&c tinh chét luong

clia san pham, qua trinh hay hé théng db.
3.5.3 Tinh dang tin cay

Thuat ngilr sif dung dé mé ta tinh nang s&n c6 va cac
yéu t6 anh hudng: tinh tin cay, tinh bao tri, tihh hé trg

bao tri

CHU THICH: Tinh dang tin cay dugdc st dung chi dé mo
ta chung bang cac thuat ngir khdng dinh luong.

[IEC 60050-191:1990]
3.5.4 Kha ning xac dinh nguén gdc

Kha nang dé truy tim vé lich st, su ap dung hay vi tri clia
doi tuong dudc xét

CHU THICH 1: Khi xem xét san pham (3.4.2), kha

nang xac dinh ngudn géc c6 thé lién quan dén

- nguén gdc clia vat liéu hay chi tiét, bd phan;

- lich s{r qua trinh ché tao, va

- viéc phan phdi va vi tri clia s&n pham sau khi giao.

CHU THICH 2: Trong finh vuc do Iudng, dinh nghia
trong tir vung do ludng qudc t€ VIM: 1993, 6.10 1a dinh
nghia dugc chap nhan.

3.6 Cac thuat ngir cé lién quan dén su phu hgp
3.6.1 Suphu hgp
Su dap (hg moét yéu cau (3.2.1)

CHU THICH 1: Trong tiéng Anh, thuat ngir "conformance”
cling dudc hiéu 1a su phi hop.

3.6.2 Su khong phu hop
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NOTE 1 - Inherent means existing in something,

especially as a permanent characteristic.

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

product, process or system.
3.5.3 Dependability

Collective term used to describe the availability performance

and its influencing factors: reliabiity performance,

maintainability performance, and maintenance support

performance.

NOTE - Dependability is used only for general

descriptions in non-quantitative terms.
[IEC 60050-191:1990]
3.5.4 Traceability

Ability to trace the history, application or location of that

which is under consideration.

NOTE 1 - When considering product (3.4.2), traceability

can relate to
- the origin of materials and parts,
- the processing history, and

- the distribution and location of the product after delivery.

NOTE 2 - In the field of metrology the definition in
VIM:1993, 6.10, is the accepted definition.

3.6 Terms relating to conformity
3.6.1 Conformity
Fulfilment of a requirement (3.1.2)

NOTE 1 - The term 'conformance" is synonymous but

deprecated.

3.6.2 Nonconformity
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Su khoéng dap ing moét yéu cau (3.1.2)
3.6.3 Sai I6i/khuyét tat

Su khéng thuc hién mét yéu cau (3.1.2) lién quan dén
viéc slr dung dinh nham t6i hay da qui dinh

CHU THICH 1: Viéc phan biét khai niém "sai I6i/khuyét
tat" véi "su khong phu hop" (3.6.2) la quan trong vi ham
y luat 18, dac biét 1a nhiing van dé gan véi trach nhiém
phap ly clia san pham. bdi vay, khi ding dén thuat ngir
"sai I6i" can hét stic can than.

CHU THICH 2: Viéc st dung dinh nham t6i nhu khach
hang (3.3.5) nham t4i, c6 thé bi anh hudng do ban chat
cla théng tin, vi du nhu cac chi dan thao tac hay béo tr
do ngudi cung Ung (3.3.6) thuc hién.

3.6.4 Hanh dong phong ngtra

Hanh dong dé loai bd nguyén nhan clia su khong phu
hgp (3.6.2) tiém tang hay cac tinh trang khéng mong
mudn tiém tang khac

CHU THICH 1: C6 thé c6 nhiéu nguyén nhan ddi voi
mét su khéng phu hop tiém tang.

CHU THICH 2: Hanh déng phong ngtfa dudc tién hanh
dé ngan nglia su' xay ra, trong khi hanh déng khac
phuc (3.6.5) dugc ti€n hanh dé ngan nglia su tai dién.
3.6.5 Hanh dong khac phuc

Hanh déng dé loai bd nguyén nhan clia su' khéng phu
hop (3.6.2) da duoc phat hién hay tinh trang khéng
mong mudn khac

CHU THICH 1: C6 nhiéu nguyén nhan déi vi mét su
khoéng phu hop.

CHU THICH 2: Hanh d6ng khéc phuc dudc tién hanh
dé ngan nguia su tai dién, trong khi hanh déng phong
ngtra (3.6.4) duoc tién hanh dé ngan ngtia su xay ra.

CHU THICH 3: Giita su khac phuc (3.6.6) va hanh
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Non-tulfiment of a requirement (3.1.2)
3.6.3 Defect

Non-fulflment of a requirement (3.1.2) related to an

intended or specified use

NOTE 1 - The distinction between the concepts defect
and nonconformity (3.6.2) is important as it has legal
connotations, particularly those associated with product
liability issues. Consequently the term "defect" should be

used with extreme caution.

NOTE 2 - The intended use as intended by the
customer (3.3.5) can be affected by the nature of the
maintenance

information, such as operating or

instructions, provided by the supplier (3.3.6).

3.6.4 Preventive action

Action to eliminate the cause of a potential
nonconformity (3.6.2) or other potentially undesirable

situation.

NOTE 1 - There can be more than one cause for a

potential nonconformity.

NOTE 2 - Preventive action is taken to prevent
occurrence whereas corrective action (3.6.5) is taken

to prevent recurrence.
3.6.5 Corrective action

Action to eliminate the cause of a detected

nonconformity (3.6.2) or other undesirable situation

NOTE 1 - There can be more than one cause for a

nonconformity.

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

prevent occurrence.

NOTE 3 - There is a distinction between correction



déng khac phuc cé su khac nhau.

3.6.6 Su khac phuc

Hanh dong dé loai bd su khéng phu hop (3.6.2) da
dugc phat hién

CHU THICH 1: Mét su khic phuc c6 thé gan véi hanh
doéng khac phuc (3.6.5).

CHU THICH 2: Mét su khac phuc vi du c6 thé [a 1am lai
(3.6.11) hay ha cap (3.6.8).

3.6.7 Lam lai

Hanh déng d6i v6i san pham (3.4.2) khong phtl hop dé
lam cho n6 phu hop véi cac yéu cau (3.1.2)

CHU THICH: Khéng nhu [am lai, stra chifa (3.6.9) c6
thé tac dong téi hay thay thé cac bd phan clia san pham
khoéng phu hop.

3.6.8 Hacap

Thay ddi cap (3.1.3) clia san pham (3.4.2) khong phu
hop dé lam cho né phlu hdp véi cac yéu cau (3.1.2)
khac v6i yéu cau ban dau

3.6.9 Stra chira

Hanh déng d6i véi san pham (3.4.2) khong phtt hop dé
Iam cho s&n phdm dé chap nhan dugc véi viéc st dung
da dinh

CHU THICH 1: Stia chiia bao gém ca hanh déng chinh
sia san pham khéng phu hop truéc day dé khéi phuc
nd cho st dung, vi du, mét phan cong viéc béo tri.

CHU THICH 2: Khéng nhu lam lai (3.6.7), stia chita c6
thé tac dong téi hay thay thé cac bd phan clia san pham
khéng phu hop.

3.6.10 Loai b

Hanh dong déi vGi san phé°m (3.4.2) khong phtl hop dé

loai b s&n pham d6 khai viéc s dung da dinh ban dau
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(3.6.6) and corrective action.

3.6.6 Correction

Action to eliminate a detected nonconformity (3.6.2)

NOTE 1 - A correction can be made in conjunction with

a corrective action (3.6.5).

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

3.6.7 Rework

Action on a nonconforming product (5.4.2) to make it

conform to the requirements (3.1.2)

NOTE - Unlike rework, repair (3.6.9) can affect or

change parts of the nonconforming product.

3.6.8 Regrade

Alteration of the grade (3.1.3) of a nonconforming
product (3.4.2) in order to make it conform to

requirements (3.1.2) differing from the initial ones
3.6.9 Repair

Action on a nonconforming product (3.4.2) to make it

acceptable for the intended use

NOTE 1 - Repair includes remedial action taken on a
previously conforming product to restore it for use, for

example as part of maintenance.

NOTE 2 - Unlike rework (3.6.7). repair can affect or

change parts of the nonconforming product.

3.6.10 Scrap

Action on a nonconforming product (3.4.2) to preclude

its originally intended use
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Vi DU: Tai ché, hay huy bo.

CHU THICH: Trong tinh huéng dich vu khéng pht hop,
viéc s dung bi loai bd bang cach cham dit dich vu .
3.6.11 Nhan nhuong

Su cho phép st dung hay thong qua mét san phz‘fm

(3.4.2) khong phu hop véi cac yéu cau (3.1.2) qui dinh

CHU THICH: Nhan nhugng thuding gidi han & giai doan
giao san pham cb cac dic tinh (3.5.1) khéng phl hop
nam trong giéi han qui dinh véi mét thdi gian thod thuan

ho#c d6i véi mot ludng san pham dé.
3.6.12 D3 léch cho phép

Su cho phép léch khéi cac yéu cau (3.1.2) qui dinh ban
dau clia mot san pham (3.4.2) trude khi thuc hién

CHU THICH: D6 léch cho phép thuding ap dung déi véi
mot d6i tuong gidi han san pham hay trong mét khoang

thdi gian, va ddi véi viéc st dung cu thé.
3.6.13 Thong qua

Su cho phép chuyén sang giai doan sau clia mét qua
trinh (3.4.1)

CHU THICH: Trong ti€ng Anh, trong linh vuic phan mém
may tinh, thuat nglr théng qua (release) thudng dugc st

dung @& chi chinh mét phién ban phan mém.

3.7 Cac thuat ngirlién quan dén hé thong tai liéu
3.7.1 Thong tin

DU liéu c6 y nghia

3.7.2 Tal lieu

Thong tin (3.7.1) va phuong tién hé tro

Vi DU: H8 s6 (3.7.6), qui dinh (3.3.7), tai liéu vé thd tuc,

ban vé&, bao cao, tiéu chuan.

CHU THICH 1: Phuong tién c6 thé la gidy, dia tu, dia

dién t&r hoc quang, anh hay mau géc hoac t6 hdp cac
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EXAMPLE: Recycling, destruction.

NOTE - In a nonconforming service situation, use is

precluded by discontinuing the service.
3.6.11 Concession

Permission to use or release a product (3.4.2) that

does not conform to specified requirements (3.1.2)

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

quantity of that product.
3.6.12 Deviation permit

Pemmission to depart from the originally

specified
requirements (3.1.2) of a product (3.4.2) prior to realization
NOTE - A deviation permit is generally given for a

limited quantity of product or period of time, and for a

specific use.
3.6.13 Release

Permission to proceed to the next stage of a process
(3.4.1)

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

of the software itself.

3.7 Terms relating to documentation
3.7.1 Information

Meaningful data

3.7.2 Document

Information (3.7.1) and its supporting medium

EXAMPLE Record (3.7.6),

procedure document, drawing, report, standard.

specification (3.7.3),

NOTE 1 - The medium can be paper, magnetic.

electronic or optical computer disc, photograph or



dang trén.

CHU THICH 2: Mét tap hgp céc tal liéu, vi du nhu cac
qui dinh va hd so, thudng dudc goi 1a "hé thong tai liéu".
CHU THICH 3: M6t s6 yéu cau (3.1.2) (vi du nhu yéu
cau phal dé& doc) lién quan dé&n moi loai tai liéu, tuy
nhién c6 thé c6 nhiing yéu cau khac nhau cho cac qui
dinh (vi du yéu cau kiém soét viéc sia ddi) va ho so (vi

du yéu cau can dugc x y).
3.7.3 Qui dinh
Tal liéu (3.7.2) 4n dinh cac yéu cdu (3.1.2)

CHU THICH: Mét qui dinh c6 thé c6 lién quan dén cac
hoat déng (vi du nhu tai liéu vé thd tuc, qui dinh cho quéa
tinh va qui dinh thlr nghiém), hay san pham (3.4.2) (vi
du nhu qui dinh cho san phdm, qui dinh vé tinh n&ng str
dung va cac ban vé).

3.7.4 S6 tay chat lugng

Tal liéu (3.7.2) qui dinh hé théng quan ly chat luong
(3.2.3) clia mdt t6 chiic (3.3.1)

CHU THICH: S6 tay chat luong c6 thé khac nhau vé chi
tiét va khudn khé (format) dé thich hdp véi qui mé va su
phc tap ctia méi t6 chic.

3.7.5 K& hoach chat lugng

Tal liéu (3.7.2) qui dinh céc tha tuc/qui trinh (3.4.5) va
nguén luc kém theo phai dudc ngudi nao ap dung va khi
ndo ap dung déi véi mét du an (3.4.3), san pham
(3.4.2), qua trinh (3.4.1) hay hop déng cu thé

CHU THICH 1: Céac thd tuc/qui trinh nay thudng bao
gém thil tuc dé cap dén cac qua trinh quén ly chét lugng
va qué trinh tao san pham.

CHU THICH 2: Mét k& hoach chét lugng thudng vién
dan dén s6 tay chat lugng (3.7.4) hay t6i cac tai liéu
thd tuc/qui trinh.

CHU THICH 3: Mét k& hoach chét luong thuding 1a mét
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master sample, or a combination thereof.

NOTE 2 - A set of documents, for example specifications

and records, is frequently called "documentation”.

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

requirement to be refrievable).
3.7.3 Specification

Document (3.7.2) stating requirements (3.1.2)

NOTE - A specification can be related to activities (e.g.
procedure document, process specification and test
(34.2) (e.g. product

specification, performance specification and drawing).

specification), or products

3.7.4 Quality manual

Document (3.7.2) specifying the quality management

system (3.2.3) of an organization (3.3.1)

NOTE - Quality manuals can vary in detail and format to

suit the site and complexity of an individual organization.

3.7.5 Quality plan

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

process (3.4.1) or contract.

NOTE 1 - These procedures generally include those
referring to quality management processes and to

product realization processes.

NOTE 2 - A quality plan often makes reference to parts
of the quality manual (3.74) or to procedure

documents.

NOTE 3 - A quality plan is generally one of the results of

————f . N ___/I"h" NN
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trong nhiing két qua clia hoach dinh chat luong (3.2.9).
3.7.6 Ho so

Tai liéu (3.7.2) cong bé cac két qua dat dugc hay cung
cap bang chimg vé cac hoat dong duoc thuc hién

CHU THICH 1: H6 so chét luong ¢6 thé dudc sir dung
dé 1ap tai lidu vé xac dinh ngudn géc (3.5.4) va dé
cung cap bing chimg vé kiém tra xac nhan (3.8.4),
vé hanh dong phéng ngtfa (3.6.4) va hanh déng
khac phuc (3.6.5).

CHU THICH 2: H6 so thudng khéng thudc dién kiém
soét viéc slia déi.

3.8 Cac thuat ngir lién quan dén xem xét

3.8.1 Bing chimg khach quan

DU liéu ching minh su ton tai hay thuc su clia mét diéu
nao do

CHU THICH: Bang chiing khach quan c6 thé nhan thay
dugc théng qua quan trdc, do ludng, thir nghiém
(3.8.3), hay cac phuong tién khac.

3.8.2Kiémtra

Viéc danh gia su phli hop bang cach quan tric va xét
doan kém theo bang phép do, th(r nghiém hay dinh ¢
thich hop

[TCVN 6450 (ISO/IEC Guide 2)]
3.8.3 Thir nghiém

Viéc xac dinh mét hay nhiéu dac tinh (3.5.1) theo mét
thu tuc/qui trinh (3.4.5)

3.8.4 Kiém tra xac nhan

Su khéng dinh, théng qua viéc cung cap bang chimg

khach quan (3.8.1) rang cac yéu cau (3.1.2) qui dinh
da dudc thuc hién

CHU THICH 1: Thuat ngi "dudc kiém tra xac nhan"
dudc st dung cho mét tinh trang tuong Ging.
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quality planning (3.2.9).

3.7.6 Record

Document (3.7.2) stating results achieved or providing

evidence of activities performed

NOTE 1

traceability (3.54) and to provide evidence of

- Records can be used to document

verification (3.8.4), preventive action (3.6.4) and

corrective action (3.6.5).

NOTE 2 - Generally records need not be under revision

control.
3.8 Terms relating to examination
3.8.1 Objective evidence

Data Supporting the existence or verity of something

NOTE - Objective evidence may be obtained through

observation, measurement, test (3.8.3), or other means.

3.8.2 Inspection

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

[ISO/IEC Guide 2]

3.8.3 Test

Determination of one or more characteristics (3.5.1)

according to a procedure (3.4.5) .

3.8.4 Verification

Confirmation, through the provision of objective
evidence (3.8.1), that specified requirements (3.1.2)

have been fulfilled.

NOTE 1 - The term 'verified" is used to designate the,

corresponding status.



CHU THICH 2: Viéc kiém tra xac nhan c6 thé bao gém

cac hoat déng nhu:

- Tinh toan theo phuong phap khac;

- So sanh mét qui dinh (3.7.3) thiét k& méi véi mét qui
dinh thiét ké tuong tu da dudc xac minh;

- Tién hanh thir nghiém (3.8.3) va ch(ing minh; va

- Xem xét cac tai liu trudc khi ban hanh.

3.8.5 Xac nhan gia tri sirdung

Su khéng dinh, théng qua viéc cung cap bang chimg
khach quan (3.8.1) rang cac yéu cau (3.1.2) déi véi
viéc st dung d4 dinh dugdc thuc hién

CHU THICH 1: Thuat nglr "dudc xac nhan gia tri st
dung" duoc st dung dé chi mét tinh trang tuong (ng.
CHU THICH 2: biéu kién stt dung dé xac nhan gia tri st
dung c6 thé thuc t& hay mé phéng.

3.8.6 Qua trinh xac dinh trinh do/nang luc

Qua trinh (3.4.1) chiing minh kha nang dap (ng cac
yéu cau (3.1.2) qui dinh

CHU THICH 1: Thuat nglr "c6 trinh dd/nang luc" duoc
s(r dung dé chi mot tinh trang tuong (ing.

Chu thich 2: Trinh d&/nang luc c6 thé lién quan dén con
ngudi, san pham (3.4.2), qua trinh hay hé thdng (3.2.1).
Vi DU: Qua trinh dinh trinh d6 clia chuyén gia danh gia,
qua trinh xac dinh nang luc cla vt liéu.

3.8.7 Kiém tra xem xét

Hoat dong dudc tién hanh dé xac dinh su tich hop, su
thoa dang va hiéu luc (3.2.14) clia mét d6i tuong dé dat
dudc cac muc tiéu da 1ap.

CHU THICH: Viéc kiém tra xem xét ciing c6 thé bao
gém ¢ xac dinh hiéu qua (3.2.15).

Vi DU: Viéc kiém tra xem xét clia 1anh dao, kiém tra

xem xét thiét k& va phat trién, kim tra xem xét cac yéu

TCVN ISO 9000:2005

NOTE 2: Confirmation can comprise activities such as

- performing altemative calculations;

- comparing a new design specification (3.7.3) with a

similar proven design specification;
- undertaking tests (3.8.3) and demonstrations, and
- reviewing documents prior to issue.

3.8.5 Validation
Confirmation, through the provision of objective

evidence (3.8.1), that the requirements (3.1.2) for a

specific intended use or application have been fulfilled

NOTE 1 - The term "validated" is used to designate the

corresponding status.

NOTE 2 - The use conditions for validation can be real

or simulated.

3.8.6 Qualification process

Process (3.4.1) to demonstrate the ability to fulfil

specified requirements (3.1.2)

NOTE 1 - The term 'qualified' is used to designate the

corresponding status.

NOTE 2 - Qualification can concem persons products

(3.4.2), processes or systems (3.2.1).

EXAMPLE Auditor

qualification process.

qualifications process, material

3.8.7 Review

Activity undertaken to determine the suitability,
adequacy and effectiveness (3.2.14) of the subject

matter to achieve established objectives

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

EXAMPLE Management review, and

development review, review of customer requirements

design
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cau clia khach hang va xem xét su khdng pht hop.
3.9 Cac thuat ngir lién quan dén danh gia

3.9.1 Panh gia

Qua trinh (3.4.1) c6 hé thong, doc lap va dudc lap thanh
van ban dé nhan dugc bing chimg danh gia (3.94) va
xem xét danh gia chiing mét cach khach quan dé xac dinh
mic d6 thuc hién cac chuan muc danh gia (3.9.3)

CHU THICH 1: Banh gia néi bo, déi khi goi la danh gia
clia bén th(r nhat, duoc t8 chirc (3.3.1) hoac mang
danh t6 chic tu tién hanh déi véi muc dich xem xét clia
lanh dao va cac muc dich ndi bd khac va cé thé lam co
sd cho viéc tu cdng bd sy phu hgp (3.6.1) clia t6 chiic.
Trong nhiéu trudng hdp, dac biét & cac t6 chic quy mod
nho, t6 chiic c6 thé dudc mién trach nhiém déi véi hoat

dbéng dudc danh gia.

CHU THICH 2: banh gia bén ngoai bao gdm nhiing
danh gia thudng goi la danh gia clia bén thir hai va danh
gia clia bén th ba. Danh gia clia bén th{r hai dudc cac
bén c6 quan tam tién hanh, nhu khach hang, hoac dai
dién clia khach hang. Banh gia clia bén th{r ba do cac
t6 chlic danh gia doc lap bén ngoai tién hanh, nhu cac
t8 chiic thuc hién viéc chiing nhan/dang ky su’ pht hop
Vvéi cac yéu cAu cla tiéu chudn TCVN ISO 9001 va
TCVN ISO 14001.

CHU THICH 3: Khi hai hozc nhiéu hé théng quan ly
(3.2.2) dugc danh gia cung lic, danh gia dudc goi la
danh gia két hop.

CHU THICH 4: Khi hai hoac nhiéu t6 chiic danh gia
phoi hop dé cling danh gia riéng mét bén dugc danh
gia (3.9.8), danh gia dudc goi la danh gia hén hop.

3.9.2 Chuong trinh danh gia

Tap hop mot hay nhiéu cudc danh gia (3.9.1) dudc
hoach dinh cho mét khodng thdi gian nhat dinh va nham

mot muc dich cu thé
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and nonconformity review.
3.9 Terms relating to audit
3.9.1 Audit

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

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

from reponsibility for the activity being audited

NOTE 2 - External audits include what are generally
termed "second-" or "third-party audits". Second-party
audits are conducted by parties having an interest in the
organization, such as customers, or by other persons on
their behalf. Third-party audits are conducted by external
independent organizations. Such organizations provide
certification or registration of

requirements such as those of ISO 9001 or ISO 14001.

conformity  with

NOTE 3 - When quality and environmental
management systems (3.2.2) are audited together,

this is termed a combined audit.

NOTE 4 - When two or more auditing organizations
cooperate to audit a single auditee (3.9.8) jointly, this is

termed joint audit.
3.9.2 Audit programme

Set of one or more audits (3.9.1) planned for a specific

time frame and directed towards a specific purpose



CHU THICH: Mét chuong trinh danh gia bao gdm tat ca
cac hoat dong can thiét cho viéc hoach dinh, t6 chiic va
tién hanh cac cudc danh gia.

3.9.3 Chuan muc danh gia

Tap hop céc chinh séch, tha tuc/qui trinh (3.4.5) hay
yéu cau (3.1.2)

CHU THICH: Cac chuin muc danh gia duoc st dung
lam can c(r dé so sanh béng chimg danh gia (3.9.4).
3.9.4 Bing chimg danh gia

H6 so (3.7.6), viéc trinh bay vé su kién hay thdng tin
(3.7.1) khac lién quan t6i cac chuan muc danh gia
(3.9.3) va c6 thé kiém tra xac nhan

CHU THICH: Bang ching danh gia c6 thé 1a bang
chiing dinh tinh hoac dinh luong.

3.9.5 Phat hién khi danh gia

K&t qua clia viéc xem xét danh gia cac bdng chimg
danh gia (3.9.4) thu thap dugc so véi chuin muc danh
gia (3.9.3)

CHU THICH: Phat hién khi danh gia c6 thé chi ra su
phu hgp (3.6.1) hoac su khong phu hop (3.6.1) véi
chudn muc danh gia, hoac ca hdi cai tién.

3.9.6 Két luan danh gia

Pau ra clia mot cuéc danh gia (3.9.1) do doan danh
gia (3.9.10) cung cép sau khi xem xét cac muc tiéu
danh gia va phat hién khi danh gia (3.9.5)

3.9.7 Khach hang danh gia

Té chic (3.3.1) hay ngui yéu cau danh gia (3.9.1)
CHU THICH: Khach hang danh gia c6 thé 1a bén dudc
danh gia (3.9.8) hoac bat ky t6 chirc (3.3.1) khac co

quyén yéu cau danh gia theo luat dinh hodc theo hap

dong.

TCVN ISO 9000:2005

NOTE An audit programme includes all activities

necessary for planning, organizing and conducting audit

3.9.3 Audit criteria

Set of policies, procedures (3.4.5) or requirements
(3.1.2)

NOTE Audit criteria are use as a reference against

which audit evidence (9.4.4) is compared

3.9.4 Audit evidence

Records (3.7.6), statements of fact or other

information (3.7.1) relevant to the audit criteria (3.9.3)

and verifiable.

NOTE - Audit evidence ran be qualitative or quantitative.

3.9.5 Audit findings

Result of the evaluation of the collected audit evidence
(3.9.4) against audit criteria (3.9.3).

NOTE - Audit findings can indicate either conformity
(3.6.1) or nonconformity (3.6.2) with audit criteria, or

opportunities for improvement.
3.9.6 Audit conclusions

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

3.9.7 Audit client

Organization (3.3.1) or person requesting an audit (3.9.1)

NOTE The audit client may be the auditee (3.9.8) or
any other organization (3.3.1) that has the regulatory or

contractual right to request audit
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3.9.8 Bén dugc danh gia

T chirc (3.3.1) dugc danh gia

3.9.9 Chuyén gia danh gia

Ngudi c6 khd ning pham chéat va nang luc (3.1.6 va
3.9.14) ca nhan dé tién hanh mét cuéc danh gia (3.9.1)
CHU THICH: Cac pham chat ca nhan dai véi chuyén
gia danh gia duoc mé ta 6 TCVN I1SO 19011.

3.9.10 boan danh gia

M6t hay nhiéu chuyén gia danh gia (3.9.9) tién hanh
cudc danh gia (3.9.1), v6i su hd trg clia cac chuyén gia
ky thuat (3.9.11) khi can thiét

CHU THICH 1: M6t ngudi clia doan danh gia duoc chi
dinh 1am trudng doan danh gia.

CHU THICH 2: Poan danh gia c6 thé bao gébm cac
chuyén gia danh gia tap su.

3.9.11 Chuyén gia ky thuat

Ngudi <danh gid> cung cép cac kién thiic hay kinh

nghiém chuy&n mon cu thé cho doan danh gia (3.9.10)

CHU THICH 1: Kién thic va kinh nghiém cu thé lién
quan dén t& chic (3.3.1), qua trinh (3.4.1), ho3c cac

hoat ddng dudc danh gia, ngbn ngir hodc van hoa.

CHU THICH 2: M6t chuyén gia ky thuat khéng hanh
doéng nhu mét chuyén gia danh gia (3.9.9) trong doan
danh gia.

3.9.12 K& hoach danh gia

Mb ta cac hoat déng va sap dat cho mét cude danh gia
(3.9.1)

3.9.13 Pham vi danh gia
Mdc do va gii han clia mét cudc danh gia (3.9.1)
CHU THICH: Pham vi danh gia thudng bao gém mé ta
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3.9.8 Auditee
Organization (3.3.1) being audited.
3.9.9 Auditor

Person with the competence (3.9.12) to conduct an
audit (3.9.1).

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

3.9.10 Audit team

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

NOTE 1 - One auditor in the audit tearn is generally

appointed as audit team leader.

NOTE 2 - The audit team may include auditors-
intraining
3.9.11 Technical expert

(audit) person who provides specific knowledge or

expertise to the audit team (3.9.0).

NOTE 1 Specific knowledge or expertise includes
knowledge of or expertise on the organization (3.3.1),
process (3.4.1) or activity to be audited, as well as

languge or cultural guidance.

NOTE 2 A technical expert does not act as an auditor
(3.9.9) in the audit team

3.9.12 Audit plan

Description of the activities and arrangements for an
audit (3.9.9)

3.9.13 Audit scope

Extent and boundaries of an audit (3.9.1)

NOTE The audit scope generally includes a description



Vvé dia diém, cac don vi/bd phan thudc t6 chiic, cac hoat
dong va qua trinh (3.4.1) ciing nhu khodng thdi gian
thuc hién cubc danh gia.

3.9.14 Ning luc

Pham chat va kha nang <danh gia> ca nhan da dudc
chiing minh vé ng dung kién thiic va ky nang

3.10 Cac thuat ngir lién quan dén dam bdo chat

Iugng cac qua trinh do ludng
3.10.1 Hé thdng quan ly do ludng
Tap hop cac yéu t6 ¢6 lién quan lan nhau va tuong tac

can thiét dé dat dudc su xac nhan vé do ludng (3.10.3)

va kiém soét lién tuc cac qua trinh do (3.10.2)

3.10.2 Qua trinh do

Tap hop cac thao tac dé xac dinh gia tri clia mot dai luong
3.10.3 Xac nhan vé do ludng

Tap hop cac thao tac can thiét d& dam bao rang thiét bi
do (3.10.4) phu hop véi cac yéu cau (3.1.2) déi véi muc
dich srdung da dinh

CHU THICH 1: Xac nhan vé do Iudng thudng bao gém
hidu chuan hay kiém tra xac nhan (3.8.4), kiém dinh
viéc hiéu chinh hay stra chira (3.6.9) can thiét bat ky, va
viéc hiéu chuan lai sau d6, viéc so sanh véi cac yéu cau
do Iudng theo muc dich st dung da dinh clia thiét bi,

cling nhu viéc gan si va ghi nhan can thiét.
CHU THICH 2: Xac nhan vé do ludng khong dat dugdc

néu chua ching minh va [ap tai liéu vé su thich hop cla
thiét bi do d6i véi viéc sir dung da dinh.

CHU THICH 3: Cac yéu cau cho muc dich st dung da
dinh c6 thé bao gébm ca nhiing van dé nhu xem xét
pham vi, 3 phan giai, sai s6 cho phép 16n nhat.

CHU THICH 4: Cac yéu cau vé do ludng thudng khac

vGi va khong dudc qui dinh trong cac yéu cau déi voi
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of the physical location, organization units, activities and

processes (3.4.1), as well as the time period covered

3.9.14 Competence

<audit> Demonstrated personal attributes and

demonstrated ability to apply knowledge and skills.

310 Terms related to quality assurance for

measurement processes
3.10.1 Measurement control system

Set of interrelated or interacting elements necessary to
(3.10.3)

continual control of measurement processes (3.10.2)

achieve metrological confirmation and

3.10.2 Measurement process
Set of operations to determine the value of a quantity.
3.10.3 Metrological confirmation

Set of operations required to ensure that measuring
equipment (3.104) conform to the requirements
(3.1.2) for its intended use.

NOTE 1 - Metrological confirmation generally includes
calibration or verification (3.8.4), any necessary
(3.6.9),

with

adjustment or repair and subsequent
the

requirements for the intended use of he equipment, as

recalibration, comparison metrological

well as any required sealing and labelling.

NOTE 2 - Metrological confirmation is not achieved until
and unless the fitness of the measuring equipment for
the

documented.

intended use has been demonstrated and

NOTE 3 - The requirements for intended use include
such considerations as range, resolution, maximum

permissible errors.

NOTE 4 - Metrological confirmation requirements are

usually distinct from and are not specified in product
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san pham.
3.10.4 Thiét bi do

Phuong tién do, phan mém, chudn do Iudng, mau
chudn hay cac thiét bi phu hay t6 hop cac yéu t6 trén
can thiét dé thuc hién mot qua trinh do (3.10.2)

3.10.5 Dac tinh do ludng

Dac trung dé phan biét, c6 thé anh hudng dén cac két
qua do

CHU THICH 1: Thiét bi do (3.10.4) thudng c6 mét s6
dac tinh do luong.

CHU THICH 2: Céac déc tinh do luding co thé l1a d6i
tuong clia hiéu chuén

3.10.6 Churc nang do ludng

Chtic nang cling v4i trach nhiém vé mét t6 chiic dé xac

dinh va ap dung hé thdng quan ly do ludng (3.10.1)

CHU THICH: Trong tiéng Anh, tir "defining" (xac dinh)
ciing c6 nghia la "specifying” (quy dinh). Nglr nghia nay
khéng dudc st dung trong cum tir "defining a concept”
(xac dinh mot khai niém) (trong mot sé ngdn ngll, su

khac biét nay khéng rd rang trong nglt canh riéng biét).
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requirements.
3.10.4 Measuring equipment
Measuring instrument, software, measurement

standard, reference material or auxiliary apparatus or

combination thereof necessary to realize a

measurement process (3.10.2).
3.10.5 Metrological characteristic

Distinguishing feature which can influence the results of

measurement.

NOTE 1 - Measuring equipment (3.10.4) usually has

several metrological characteristics.

NOTE 2 - Metrological characteristics can be the subject

of calibration.

3.10.6 Metrological function

Function with organizational responsibility for defining
and implementing the measurement management
system (3.10.1)

NOTE - The word "defining" has the meaning of
"specifying”. It is not used in the terminological sense of
"defining a concept” (in some languages, this distinction

is not clear from the context alone)



Phu luc A
(Tham khao)

Phuong phap luan dudc sir dung dé xay
dung tur vung

A.1 MG dau

Tinh t6ng quéat cho viéc ap dung bo tiéu chuin
ISO 9000 doi hdi sit dung:

- mét ban mé ta ky thuat nhung khong st dung
ngon ngir ky thuat, va

- mét ban tir vung nhat quan va hai hoa, dé hiéu
v6i moi ngudi s dung cac tieu chudn hé théng

quan ly chat lugng.

Cac khai niém khoéng doc lap véi nhau, va su phan
tich m6i quan hé gitra cac khai niém trong linh vuc
quan ly chat luong va sdp x&p chung thanh hé
thong khai niém la tién dé cha thuat nglr nhat
quan. Viéc phan tich nhu vay da dudc st dung dé
xay dung tif vung qui dinh trong tiéu chuan nay. Vi
cac sd do khai niém dudc s dung trong qua trinh
xay dung c6 thé c6 ich Igi vé phuong dién théng

tin, nén chung dudc néu lai trong A.4.

A.2 Ndi dung cac tir trong tir vung va qui tac
thay thé

Khai niém tao thanh don vi chuyén déi gilia cac
ngdn ngir (bao gém ca cac bién thé trong mot
ngén nglt, vi du: Tiéng Anh kiéu My va kiéu Anh).
V6i méi ngdén ngir, can chon thuat nglr thich hop
nhat dé cho khai niém trinh bay theo ngén ngit d6
dudc rd rang, phd bién, tiic 1a khéng chuyén dich
theo dung tung chd.

M6t dinh nghhia dudc tao ra bang cach mé ta chi
nhiing dac tinh thuc chat dé phan biét duoc khai
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Annex A

(informative)

Methodology used in the development of

the vocabulary
A.1 Introduction

The universality of application of the ISO 9000

family of standards requires the use of

- a technical description but without the use of

technical language. and

- a coherent and harmonized vocabulary that is
easily understandable by all potential users of

quality management systems standards.

Concepts are not independent of one another, and
an analysis of the relationships between concepts
within the field of quality management systems
and

the arrangement of them into concept

systems is a prerequisite of a coherent
vocabulary. Such an analysis was used in the
development of the vocabulary specified in this
Standard. the

diagrams employed during the development

international Since concept
process may be helpful in an informative sense,

they are reproduced in A 4.

A.2 Content of a vocabulary entry and the

substitution rule

The concept forms the unit of transfer between
languages (including variants within one language,
English and British

English). For each language, the most appropriate

for example American

term for the universal transparency of the concept
in that language, i.e. not a literal approach to

translation, is chosen.

A definition is formed by describing only those

characteristics that are essential to ldentity the
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niém. théng tin lién quan dén khai niém du quan
trong nhung khéng cét yéu dai véi viec mo ta khai
niém d6 sé dat & phan chu thich cla dinh nghia
do.

Khi mét thuat nglr dugc thay thé béi dinh nghia
clia nd, néu chiu nhiing thay déi nhd vé cu phap
thi khéng dudc lam thay déi y nghia & phan 10i.
Viéc thay thé nhu vy dem lai mét phung phap
don gian dé kiém tra su chuan xac clia dinh nghia.
Tuy nhién, khi dinh nghia la phic tap theo nghia
né chia mot sé thuat nglr, thi viéc thay thé dugc
ti€n hanh t6t nhat khi I1dy mot hay t6i da hai dinh
nghia moét 1an. Viéc thay thé hoan toan tat ca cac
thuat nglr sé khé dat dugc vé cu phap va khong ¢
loi ich khi chuyén tai y ngha.

A.3 Cac méi quan hé vé khai niém va cach biéu
dién bing dé thi

A.3.1 Khai quat

Trong viéc lap thuat nglt, cac méi quan hé gitra
cac khai niém dua trén su hinh thanh cap béac cla
dac tinh cla mot chling loai sao cho tao dudc
cach mo ta tiét kiém nhat mét khai niém bang
cach dat tén ching loai va mé ta cac dac tinh giup
phan biét ching véi cac khai niém b6 me hay anh

em.

C6 ba dang quan hé khai niém cd ban dudc chi ra
trong phu luc nay: chung nhat (A.3.2), phan chia
(A.3.3) va lién két (A.3.3).

A.3.2 Quan hé chung nhat

Cac khai niém phu thudc trong hé phan cap thia
hudng moi dac tinh cla khai niém cdp trén va
chlta cac md ta cac dic tinh nay dé phan biét
chung véi cac khai niém cap trén (bd me) va phéi
hop (anh em), vi du nhu quan hé gitra xuan, ha,

thu, déng véi mua.
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concept Information concerning the concept which
is important but which is not essential to its
description is put in, one or more, notes to the

definition.

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

unhelpful in conveying meaning.

A.3 Concept relationships and their graphical

representation
A.3.1 General

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

(A.3.2), partitive (A.3.3) and associative (A.3.4).

in this annex: generic

A.3.2 Generic relation

Subordinate concepts within the hierarchy inherit
all the characteristics of the superordinate concept
and contain descriptions of these characteristics
which distinguish them from the superordinate
(parent) and coordinate (sibling) concepts, e.g. the

relation of spring, summer, autumn and winter to



Céac quan hé chung nhat dudc mé ta bang so db

nan quat hay cay khéng c6 mii tén (xem hinh A.1)

TCVN ISO 9000:2005

season.

Generic relations are depicted by a fan or tree

diagram without arrows (see Figure A.1).

Mua

Xua Ha hu ong
Hinh A.1 - Biéu dién dé thi quan hé chung nhat
season
spring summer autumn winter

Figure A.1 - Graphical representation of a generic relation

A.3.3 Quan hé phan chia

Céc khai niém phu thudc trong quan hé phan cap
tao thanh cac phan cau thanh cla khai niém cép
trén, vi du nhu xuan, ha, thu, déong cé thé dudc
xem nhu cac phan khai niém nam. D& so sanh, sé
la khéng thich hop néu xac dinh trdi ndng (mét dac

tinh c6 thé clia mua hé) 1a mét phan cla nam.

Cac mdi quan hé phan chia dugc mé ta bang rang
cao khong cé mii tén (xem hinh A.2). Cac phan
don dudc mé td bang mét dudng. cac phan boi
dugc md ta bang dudng kép.

A.3.3 Partitive relation

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

characteristic of summer) as part of a year.

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

multiple parts by double lines.
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o

Jhu Jéng

Hinh A.2 - Biéu dién dé thi quan hé phan chia

year

spring summer

autumn winter

Figure A.2 - Graphical representation of a partitive relation

A.3.4 Quan hé lién két

Cac mdi quan hé lién két khong thé dem lai su tiét
kiém trong viéc mé td nhu da c6 trong cac moi
quan hé chung nhét va phan chia, nhung cé Igi ich
khi phan biét ban chat cla méi quan hé gilra khai
niém nay véi khai niém kia trong mét hé théng
khai niém, vi du nhu nguyén nhan va két qua, hoat
déng va vi tri, hoat déng va két qua, cong cu va

chiic nang, vat liéu va san pham.

Cac m6i quan hé lién két duoc mé ta& bang moét

dudng véi mi tén & dau (xem hinh A.3)

A.3.4 Associative relation

the

economies in description that are present in

Associative  relations cannot provide
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).

Tréi ndng <

» Mua hé

Hinh A.3 - Biéu dién dé thi quan hé lién két

sunshine «

p summer

Figure A.3 - Graphical representation of an associative relation
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A.4 Cac so do khai niém

Cac hinh A.4 t6i A.13 biu thi cac so d6 khai niém
dua trén cac nhém chi dé cla diéu 3 cla tiéu

chuén nay.
Mac du cac dinh nghia va thuat ngtr dugc lap lai

nhung khéng c6 cac chu thich c6 lién quan, nén

can xem diéu 3 dé tham khao cac chu thich nay

TCVN ISO 9000:2005

A.4 Concept diagrams

Figures A.4 to A.13 show the concept diagrams on
which the thematic groupings of clause 3 of this

International Standard are based.

Since the definitions of the terms are repeated any
related notes, it is recommended to refer to clause

3 to consult any such notes.
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requirement (3.1.2) grade (3.1.3)
need or expectation that is stated, «¢ p category or rank given to the implied or
generally implied or obligatory obligatory different quality requirements

for products, processes or systems
having the same functional use

quality (3. 1. 1) < > competence (3.1.6)
degree to which a set of inherent demonstrated ability to apply
characteristics fulfils requirements knowledge

capability (3.1.5)
ability of an organization, system or process to
realize a product that will fulfil the requirement
for that product

customer satisfaction (3.1.4)
customer's perception of the degree to WhICh the
customer's requirements have bow fulfilled

Figure A.4 - Concepts relating to quality (3.1)

Yéu cdu (3.1.2) Cap (3.1.3)
Nhu cau hay mong dgi da dudc cong P Chlng loai hay th( hang cla cac yéu
b6, ng&m hi€u chung hay bat budc cau chét lugng khac nhau déi véi cac

san pham, qua trinh hay hé théng cé
cling chiic nana st dung

Chat lugng (3.1.1) < > Nang luc (3.1.6)
Mic d6 clia mot tap hop cac dic tinh Tiém nang da dudc chiing minh vé

vén cb dap (ing cac yéu cau {ng dung kién thiic va ky nang
\ Kha niang (3.1.5)

Tiém nang cla mot t6 chic, hé théng hay qua
trinh dé tao ra sdn pham dap (ng cac yéu ciu
ddi véi san pham dé6

/

Su thoa min cua khach hang (3.1.4)
Su cdm nhan cla khach hang vé mic do dap
(g cac yéu cau clia khach hang

Hinh A.4 - Cac khai niém cé lién quan dén chat lugng (3.1)
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system (3.2.1) management (3.2.6) top management (3.2.7)
set of interrelated or interacting coordinated activities to direct person or group of people wh
elements and contronl an organization 4> directs and controls  an

organization at the highset level
management system (3.2.2) quality policy (3.2.4)
Sy?tem to establish hpollcy hand overall intentions and direction of an
objlect!ves and to achieve those organization related to quality as
objectives formally expressed by top management

quality management quality management quality objective (3.2.5)
system (3.2.3) (3_2_8) something sought, or aimed for,
management system to direct € coordinated activities to direct and related to quality

and control an organization with control an organization with regard

regard to quality to quality

continual improvement
(3.2.13)

recurring activity to increase the
ability to fulfil requirements

quality planning
(3.2.9)

part of quality
management  focused
on setting quality
objectives and
specifying necessary
operational  processes
and resources to fulfil
the quality objectives

quality control quality assurance quality
(3.2.10) (3.2.11) improvement
part of quality part of quality (3.2.12)
management  focused management  focused part of quality
on  fulfiling  quality on providing confidence management focused
requirements that quality requirements on increasing the
will be fulfilles ability to fulfiil quality

requirements

e

effectiveness (3.2.14) efficiency (3.2.15)
extent to which planned activities relationship between result
are realized and planned results achieved and resources used
achieved

Figure A.5 - Concepts relating to management (3.2)
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Hé théng (3.2.1)
Tap hop céac yéu t6 lién quan lan
nhau hay tuong tac

Hé théng quan ly (3.2.2)
Hé théng thiét Iap chinh sach va
muc tiéu va dé dat dudc cac muc
tieu dé

Hé théng quan ly chat
lugng (3.2.3)

Hé théng quan ly dé dinh hudng
va kiém soat mot t6 chiic vé chat
luong

Quan ly (3.2.6) Lanh dao cap cao (3.2.7)
Cac hoat dong cé phdi hop dé Ca nhan hay nhém ngudi dinh
dinh hudng va kiém soat mot t6 <P hudng va kiém soat mét t3 chic &
chic cép cao nhét

Chinh sach chat lugng (3.2.4)
Y @b va dinh huéng chung clia mét t&
chiic c6 lién quan dén chat luong va
dudc lanh dao cdp cao nhat céng bd
chinh thic

Muc tiéu chat lugng (3.2.5)
Piéu dugc tim kiém hay nhdm t6i
c6 lién quan dén chét lugng

Quan ly chat lugng (3.2.8)
Cac hoat dong c6 phdi hop dé
dinh hudng va kiém soat mot té
chiic vé chat lugng

Cai tién lién tuc (3.2.13)
Hoat dong I3p lai dé nang cao
kha nang thuc hién cac yéu cau

Hoach dinh chat
lugng (3.2.9)

Mét phan cla quan ly
chét lugng tap trung vao
viéc 1ap muc tiéu chat
luong va qui dinh cac

Kiém soat chat
luong (3.2.10)
Mét phan cla quan ly
chét lugng tap trung va
thuc hién cac yéu céu

chét luong

Pam bao chat
lugng (3.2.11)

Mét phan cla quan ly
chét lugng tap trung vao
cung cép long tin réng
cac yéu clu sé dudc

Cai tién chat
luong (3.2.12)
Mét phan cla quéan ly
chat luong tap trung
vao nang cao kha
nang thuc hién cac yéu

qué trinh tac nghiép can
thiét va cac nguén luc
c6 lien quan dé thuc
hién cac muc tiéu chat
lugng

thuc cau

Hiéu luc (3.2.14)
Muc d6é thuc hién cac hoat déng
da hoach dinh va dat dudc cac
két qua da dugc hoach dinh

Hiéu qua (3.2.15)
Quan hé gilta két qua dat dugc
va ngudn luc dugc thuc hién

Hinh A.5 - Cac khai niém lién quan dén quan ly (3.2)
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organization (3.3.1)
group of people and facilities with an arrangement of
responsibilities, authorities and relationships

/ interested party (3.3.7)
organizational

person or group having an interest in the
performance or success of an organization
structure (3.3.2)
arrangement of

responsibilities, authorities

and relationships between supplier (3.3.6) customer (3.3.5)
people organization or person that organization or person that
provides a product receives a product
infrastructure (3.3.3)
<organization>
system of facilities,
equipment and services
needed for the operation of
an organization
work environment (3.3.4) contract (3.3.8)
set of conditions under WhICh work

is performed binding agreement

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

T6 chuc (3.3.1)
Nhém ngusi va phuong tién cé su xap x&p bé tri trach

nhiém, quyén han va méi quan hé

/ Bén quan tam (3.3.7)

Ca nhan hay nhém c6 quan tam dén su thuc
Ca ciu té chire (3 3.2) hién hay thanh coéng ctia mét t& chiic
Céach b6 tri, sp xép trach

nhiém, quyén han va méi
quan hé gilra con ngudi

Ngudi cung tng (3.3.6) Khach hang (3.3.5)
T& chiic hay ca nhan cung cap T8 chic hay ca nhan nhan
, . san phdm san pham
Co sé ha tang (3.3.3)
<clia mét t8 chiic>
Hé théng céac phuong tién
cho hoat dong tac nghiép,
thiét bi va dich vu can thiét
clia mot t6 chirc
Moi truong lam viéc (3.3.4) Hop déng (3.3.8)

Tap hop cac diéu kién dé thuc hién

mot cong viec Thoa thuan rang budc

Hinh A.6 - Cac khai niém lién quan dén t& churc (3.3)
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procedure (3.4.5) process (3.4.1) product (3.4.2)
specified way to carry outan g¢—pp  set of interrelated or result of a process
activity or a process interacting activities which

transforms inputs into
outputs
desingn and development project (3.4.3)
(3.4.4) unique process, consisting of a set of

coordinated and controlled activities with
start and finish dates, undertaken to
achieve an objective conforming to
specifiic requirements, including the
constraints of time, cost and resources

set of processes that transforms
requirements into specified
characteristics of a product, process
or system

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

Tha tuc/qui trinh (3.4.5) Qua trinh (3.4.1) San ph§m (3.4.2)
Cach thiic cu thé dé tién hanh <€—® Tap hop cac hoat ddngcé ~ €—¥ Két qua clia qua trinh
mot hoat déng hay qua trinh lién quan dén nhau hoac
tuong tac bién dau vao thanh
dau ra
Thiét ké va phat trién (3.4.4) Du an (3.4.3)
Tap hop cac qua trinh chuyén cac yéu M6t qua trinh don nhat, gém cbé ttap hop
cau thanh cac dac tinh qui dinh hgy cac hoat ddng c6 phdi hop va dudc kiém
cac qui dinh ky thuét cta san pham, soat c6 thdi han bat dau va két thuc,
qua trinh hay hé théng dudc tién hanh dé dat dudc mot muc tiéu

phu hop véi cac yéu cau qui dinh, bao
gbm céa cac rang budc vé thdi gian, chi
phi va nguén luc

Hinh A.7 - Khai niém lién quan dén san ph§m va qua trinh
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characteristic (3.5.1)
distinguishing feature

dependability (3.5.3) quality characteristic traceability (3.5.4)
collective term used to describe (3.5.2) ab'“t.y to_ trace the r_ustory
the availability performance and inherent characteristic of a application or location of that
its influencing factors: reliability product process or system which is under consideration
performance, maintainability related to a requirement

performance, and maintenance
support performance

Figure A.8 - Concepts relating to characteristic (3.5)

Pac tinh (3.5.1)
Dac trung dé phan biét

Tinh dang tin cay Dic tinh chat lugng Kha nang xac dinh
(3.5.3) (3.5.2) ngudn goc (3.5.4)
Ay 2 a2 D tinh von c6 clia mot san Kha nang dé truy tim vé lich
Thuat ngu st dung dé moé ta e PN NP 0 Cer o
anh hudng: tinh tin cay, tinh q Ly ugng dugc xe

b&o tri, tinh hé tro bao tri

Hinh A.8 - Khai niém lién quan dén cac dac tinh (3.5)
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defect (3.3.6)
non-fulfilment of a
requirement related to an
intended or specified use

requirement (3.1.2)

need or expectation that is stated,
generlly implied or obligatory

!

nonconformity (3.6.2)
non-fulfilment of a requirement

corrective concession
action (3.6.5) (3.6.11)
. . action to eliminate permission to use or
preventive action the cause of a release a product
(3.4.6) detected that  does  not
action to eliminate the nonconformity or conform to specified
cause of a potential other undesirable requirement
nonconformity or other situation
undesiirable potential
situation

correction (3.6.6)
eliminate a
detected nonconformity

action to

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

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

/

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

Figure A.9 - Concepts relating to conformity (3.6)
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regrade (3.6.8)
altertion of the grade of a
nonconforming product in
order to make it conform
to requirements differing
from the initial ones

conformity (3.6.1)
—  fulfiment of a requirement

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

deviation permit
(3.6.12)

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

7

Sai 16i (3.3.6)
Su khéng thuc hlen m(_)t yéu «—
cau c¢6 lién quan dén sit dung
dinh nham t6i hay qui dinh

Hanh dong khac
phuc (3.6.5)
Hanh déng dudc tién

Hanh déng phong
ngtra (3.4.6)
Hanh déng dugc tién
hanh dé loai bd nguyén

hanh dé€ loai bd
nguyén nhan cla su
khong phu hop da
dugc phat hién hay
cac tinh trang khéng

nhan cla su khoéng phu
hop tiém tang hay céac
tinh trang khéng mong
mudn tiém tang khac

mong muén khac

Su khac phuc (3.6.6)
Hanh ddng dudc tién hanh
dé loai bd su khéng phu
hop da duoc phat hién

Nhu cau hay mong ddi da dugdc cong
bd, ngdm hiéu chung hay bt budc

I

Su khong phu hop

(3.6.2)
Su khdng dap (ng mét yéu cau

'

N\

Su phu hop (3.6.1)
Su dap (ing mét yéu cau

Thong qua (3.6.13)
Su cho phép chuyén
sang giai doan sau cla
qua trinh

Nhan nhuong

(3.6.11)
Cho phép s dung

hay théng qua mét
san pham khong phu
hop v6i cac yéu céu
qui dinh

Do léch cho phép
(3.6.12)

Su cho phép léch khdi

cac yéu cau qui dinh

ban dau cla mét san
pham trugc khi thuc
hién

Loai bo (3.6.10)
Hanh déng dugc tién
hanh d6i v6i san phdm
khong pht hop dé loai b
san pham do6 khdi viéc st
dung da dinh ban dau

Lam lai (3.6.7)
Hanh déng dugdc tién hanh
déi v6i san phdm khong
pht hop dé lam cho san
pham dé phd hop véi cac
yéu cau

Ha cap (3.6.8)
Thay d8i cdp clia san
pham khéng phtu hop dé
lam cho n6 phu hgp véi
cac yéu cau khac véi yéu
ciu ban dau

e

Stra chira (3.6.9)
Hanh déng dugc tién hanh doi
véi san phdm khong phu hop dé
lam cho san pham d6 chap
nhan dudc viéc st dung da dinh

Hinh A.9 - Cac khai niém lién quan dén su phu hop (3.6)
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document (3.7.2)
informatiion and its
supporting medium

information (3.7.1)
meaningful data

specification

(3.7.3)

document stating

requirements

Thong tin (3.7.1)
DU liéu c6 y nghia

the

quality manual

(3.7.4)

document specifying
quality
management system
of an organization

quality plan (3.7.5)
document specifying
wich procedures and
associated resources
shall be applied by
whom and when to a
specific project, product,
process or contract

Tai lidu (3.7.2)

< > Théng tin va phuong tién hé

trg

Procedure
documenr

(not defined, see
note to procedure)

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

Figure A.10 - Concepts relating to documentation (3.7)

Tai liéu vé tha
tuc/qui trinh
(khéng c6 dinh
nghia, xem chu
thich clia dinh nghia
thl tuc/qui trinh)

Qui dinh S6 tay chat K& hoach chat H& s (3.7.6)
(3.7.3) luong (3.7.4) lugng (3.7.5) Tai liéu cong b6 céac

Tai lieu &n dinh

céac yéu cau

Tai lieu qui dinh
hé théng quan ly
chdt luong cla
mot t6 chiic

Tai liéu qui dinh cac thi
tuc va nguén luc kém
theo phai dugc nguoi
nao ap dung va khi nao

két qua dat dudc hay
cung cdp bang ching
vé céac hoat déng dugc
thuc hién

ap dung doi v6i mot du
an, san phdm hay qua
trinh hay hogp déng cu
thé

Hinh A.10 - Cac khai niém lién quan dén tai liéu (3.7)
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review (3.8.7)
activity undertaken to
determine the
suitability, adequacy
and effectiveness of
the subject matter to
achieve established
objectives

inspection

(3.8.2)

conformity evaluation
by observation and

judgement

determination
(not defined)

test (3.3.8)
determination of one or
more characteristics
according to a
procedure

accompanied by
measurement,
testing or gauging

Xem xét (3.8.7)
Hanh déng dudc tién
hanh dé dam bdo su
thich hop, thoa dang
va hiéu luc clla mot
déi tugng dé dat
dugc cac muc tiéu da
lap

TCVN ISO 9000:2005

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

something

verification
(3.8.4)

confirmation, throuh
the provision of
objective evidence,
that specified
requirements have
been fulfilled

<+»

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

Su xac dinh
(khdéng dinh nghia)

Kiém tra (3.8.2)
Viéc danh gia su phu
hop bang cach quan
tric va xét doan kém
theo bang phép do,
th& nghiém hay dinh
¢@ thich hgp

Thir nghiém (3.3.8)
Viéc xac dinh mét hay
nhiéu dac tinh theo mét
thu tuc

validation (3.8.5)
confirmation, through
the provision of
objective evidence,
that the requirements
for a specific intended
use or application
have been fulfilled

Béng chimg khach quan (3.8.1)
D@ liéu chimng minh su ton tai hay thuc su
cla mét diéu nao dé

Kiém tra xac
nhan (3.8.4)

Su khing dinh, thong
qua viéc cung cép
b&ng ching khach
quan rdng cac yéu
cau qui dinh da dugc
thuc hién

Hinh A.11 - Cac khai niém cé lién quan dén xem xét (3.8)

Xac dinh gia
tri (3.8.5)

Su khang dinh
théng qua viéc
cung cép bang
chiing khach
quan rang cac
yéu cau déi voi
viéc st dung da
dinh da dudc
thuc hién
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audit client (3.9.7) audit programme (3.9.2)
organization or person requesting an set of one or more audits planned for a
audit specific time frame and directed toward

a specific purpose

audit scope (3.9.13)

extent and boundaries of an audit

audit (3.9.1)

systematic, independent  and

auditee (3.9.8)

organization being audited

audit findings (3.9.5)

results of the evaluation of the

documented process for obtaining 4» collected audit  evidence
audit evidence and evaluating it against audit criteria

objectively to determine the extent

audit plan (3.9.12) to which the audit criteria are
description of the activities and fulfilled

arrangements for an audit

i audit team (3.9.10)

audit criteria (3.9.3) one or more auditors
set of policies, procedures or conducting an audit, supported
requirements if needed by technical experts

auditor (3.9.9)

person with the demonstrated
< > personal attributes and

competence to conduct an

audit

Competence (3.9.14)

technical expert (3.9.11)

<audit> person who provides
specific knowledge or expertise to
the audit team

<audit> demonstrated
personal attributes and
demonstrated ability to apply
knowledge and skills

Figure A.12 - Concepts relating to audit (3.9)
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audit evidence (3.9.4)
records, statements of fact or
other information which are
relevant to the audit criteria
and verifiable

!

audit conclusion(3.9.6)
outcome of an audit provided
by the audit team after
consideration of the audit
objectives and all audit
findings
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Bén dugc danh gia
(3.9.8)
T6 chiic dudc danh gia

Khach hang danh gia (3.9.7)
T8 chic hay ngudi yéu cau danh gia

Chuong trinh danh gia (3.9.2)
Tap hop mét hay nhiéu cudc danh gia
dudgc hoach dinh trong mét khoang thdi
gian nhat dinh va nham t6i mét muc
dich cu thé

Pham vi danh gia (3.9.13)
banh gia (3.9.1) Phat hién khi danh gia

MUc dé va giGi han cia mot cude
danh aia
Qua trinh c6 hé théng , doc lap va (3.9.5)

dudc 1ap thanh van ban d& nhan K&t qud clia Viee xem xét
dugc bang chiing danh gia va xem P dénhq gid cac bing ching

. xét danh gid chang mét cach . 2 A pd
Ké hoach danh gia (3.9.12) 9 g me danh gia thu thap dugc so Voi

1 ; khach quan dé xac dinh mic do hug danh ais
M6 ta cac hoat dong va sap dat thuc hién cac chudn muc da thuc chuan mc danh gia

cho mét cude danh gia hién

i Poan danh gia (3.9.10)

Chuan muc danh gia (3.9.3) M6t hay mot nhém ngudi tién Bang chimg danh gia

Tap hgp cac chinh sach, thi tuc hay
yéu cau

hanh mét cudc danh gia, néu
céan thiét ¢6 su tham gia bdi
cac chuyén gia ky thuat

(3.9.4)
H6 so, viéc trinh bay vé su
thuc hién hay théng tin khac

lien quan t6i chudn muc danh
gia va co thé kiém tra xac

nhan

Két luan danh gia
(3.9.6)
Pau ra cla cudc danh gia do
doan danh gia cung cap sau
khi xem xét moi phat hién khi
danh gia

Chuyén gia danh gia
(3.9.9)
<4——» Ngudi c6 kha nang pham chat
va nang luc ca nhan dé tién
hanh mét cuéc danh gia

Chuyén gia ky thuat (3.9.11)
Ngudi cung cdp cac kién thic hay
kinh nghiém chuyén mén cu thé cho
doan danh gia

Nang luc (3.9.14)

Pham chat va kha nang
<danh gia> ca nhan dugc thé
hién dé (mg dung kién thiic
va ky nang

Hinh A.12 - Cac yéu cau lién quan dén danh gia (3.9)
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measurement process
(3.10.2)

set of operations to determine the
value of a quality

A
metrological confirmation
(3.10.3)
set of operatins required to
ensure that measuring equipment
conforms to the requirements for
its intended use
v
measurement
management system
(3.10.1)

set of interrelated and interacting
elements necessary to achieve

metrological confirmation and
continual control of measurement
. . processes
measuring eqmpment
(3.10.4)
measuring instrument, software,
measurement standard, reference < >

material or auxiliary apparatus or
a combination therof necessary to
realize a measurement process

metrological function
(3.10.6)

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

metrological

characteristic (3.10.5)
distinguishing feature which can
influence
measurement

the results of

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

Qua trinh do (3.10.2)
Tap hop cac thao tac dé xac dinh
gia tri cila mot dai luong
A
Khang dinh do luéng
(3.10.3)
Tap hop cac thao tac cén thiét dé
dam bao rang thiét bi do phu hgp
véi cac yéu cau déi v6i muc dich
st dung da dinh

v
Hé thdng kiém soat do
ludng (3.10.1)

Tap hop cac yéu t6 cé lién quan
IAn nhau va tudng tac can thiét dé
dat dugc su xac nhan vé do ludng
va kiém soat lién tuc viéc do
luong

Thiét bi do (3.10.4)
Phuong tién do, phan mém,
chudn do Iudng, mau chuén/hay
cac thiét bi phu hay t8 hodp cac
yéu td trén can thiét dé thuc hién
mét aua trinh do

Churc nang do ludng
(3.10.6)

4> Cchic nang cung vdéi trach nhiém
vé mat quan ly, diéu hanh va ky
thuat dé xac dinh va ap dung hé
théng quan ly do ludng

Pac tinh do ludng (3.10.5)
p Dac trung dé phan biét, co thé
anh hudng dén két qua do

Hinh A.13 - Cac khai niém cé lién quan dén dam bao chat lugng cac qua trinh do ludng (3.10)
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Bang tra theo thir tu chir cai tiéng Viét

B

Bang ching danh gia 3.9.4
Bang ching khach quan 3.8.1
Bén dudc danh gia 3.9.8

Bén quan tadm 3.3.7

C

Co céu té chic 3.3.2

Cd sG ha tang 3.3.3

Cap 3.1.3

Chat lugng 3.1.1

Chuong trinh danh gia 3.9.2
Chirc nang do luong 3.10.6
Chuén muc danh gia 3.9.3
Chuyén gia danh gia 3.9.9
Chuyeén gia ky thuat <danh gia> 3.9.10
Chinh séach chét luogng 3.2.4
Cai tién chét luong 3.2.12

Cai tién lién tuc 3.2.13

D

Dy an 3.4.3

b

Panh gia 3.9.1

bBac tinh do luong 3.10.5

Pac tinh 3.5.1

Dac tinh chat lugng 3.5.2

Do Iéch cho phép 3.6.12
Dam bao chét lugng 3.2.11
Boan danh gia 3.9.10

H

Hanh déng khéac phuc 3.6.5
Hanh déng phong ngua 3.6.4
Ha cép 3.6.8

Ho6 s0 3.7.6

Hiéu luc 3.2.14

Hiéu qua 3.2.15

Hop dong 3.3.8

Hé théng 3.2.1

Hé théng kiém soét do ludng 3.10.1
Hé théng quan ly 3.2.2

Hé théng quan ly chat lugng 3.2.3
Hoach dinh chat lugng 3.2.9
K

Kha nang 3.1.5

Kha nang xac dinh nguén géc 3.5.4
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Khach hang danh gia 3.9.7
Khach hang 3.3.5

Kiém soat chat lugng 3.2.10
Kiém tra 3.8.2

Kiém tra xac nhan 3.8.4

K& hoach danh gia 3.9.12
Két hoach chat lugng 3.7.5
Két luan danh gia 3.9.6

L

Lam lai 3.6.7

Lanh dao cao nhat 3.2.7
Loai b6 3.6.10

M

Mai truong lam viéc 3.3.4
Muc tiéu chat lugng 3.2.5

N

Nang luc 3.1.6

Nang luc <danh gia> 3.9.14
Ngudi cung Gng 3.3.6

Nhan nhuong 3.6.11

P

Phat hién khi danh gia 3.9.5
Pham vi danh gia 3.9.13

Q

Qua trinh do 3.10.2

Qua trinh 3.4.1

Qua trinh xac dinh trinh d6/nang luc 3.8.6

Qui dinh 3.7.3

Quanly 3.2.6

Quan ly chét lugng 3.2.8

S

S tay chat luong 3.7.4
Sai I6i/khuyét tat 3.6.3
San pham 3.4.2

Stra chira 3.6.9

Su khéng phu hop 3.6.2
Su khéc phuc 3.6.6

Su phu hgp 3.6.1

Su thod man clia khach hang 3.1.4
T

Tai liéu 3.7.2

T6 chirc 3.3.1

Théng qua 3.6.13

Théng tin 3.7.1

Thiét bi do 3.10.4

Thiét k& va phat trién 3.4.4
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Tha tuc/qui trinh 3.4.5

Thié nghiém 3.8.3

Tinh dang tin cay 3.5.3

X

Xac nhan gia tri s&rdung 3.8.5
Xac nhan vé do ludng 3.10.3
Xem xét 3.8.7

Y

Yéu cau 3.1.2
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A

audit

audit client

audit conclusion
audit criteria
audit evidence
audit findings
audit plan

audit programme
audit scope
audit team
auditee

auditor

C

capability
charateristic
competence
competence <audit>
concession
conformity
continual improvement
contract
correction
corrective action
customer
customer satisfaction
D

defect
dependability
design and development
deviation permit
document

E

effectiveness
effciency

G

grade

|

information
infrastructure
inspection
interested party
M

management

Alphabetical index

3.9.1
3.9.7
3.9.6
3.9.3
3.94
3.9.5
3.9.12
3.9.2
3.9.13
3.9.10
3.9.8
3.9.9

3.1.5
3.5.1
3.1.6
3.9.14
3.6.11
3.6.1
3.2.13
3.3.8
3.6.6
3.6.5
3.3.5
3.14

3.6.3
3.5.3
344
3.6.12
3.7.2

3.2.14
3.2.15

3.71
3.3.3
3.8.2
3.3.7

3.2.6

TCVN ISO 9000:2005

65



TCVN ISO 9000:2005

management system

measurement management system

measurement process
measuring equipment
metrological characteristic
metrological confirmation
metrological function
N

noncomformity

o

objective evidence
organization
organizational structure
P

preventive action
procedure

process

product

project

Q

qualification process
quality

quality assurance
quality characteristic
quality control

quality improvement
quality management
quality management system
quality manual

quality objective
quality plan

quality planning
quality policy

R

record

regrade

release

repair

requirement

review

rework

S

scrap

specification

supplier

system
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3.2.2

3.10.1
3.10.2
3.10.4
3.10.5
3.10.3
3.10.6

3.6.2

3.8.1
3.3.1
3.2.2

3.6.4
3.4.5
3.4.1
3.4.2
3.4.3

3.8.6
3.1.1
3.2.11
3.5.2
3.2.10
3.2.12
3.2.8
3.2.3
3.7.4
3.2.5
3.7.5
3.2.9
3.24

3.7.6
3.6.8
3.6.13
3.6.9
3.1.2
3.8.7
3.6.7

3.6.10
3.7.3
3.3.6
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T
technical expert <audit> 3.9.11
test 3.8.3
top management 3.2.7
traceability 3.5.4
\}

validation 3.8.5
verification 3.84
w

work environment 3.34
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