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PREFACE 

This Standard was prepared by the  Joint Standards Australia/Standards New Zealand Committee  

QR-008, Quality Systems, to supersede AS/NZS ISO 9004:2000, Quality management systems—

Guidelines for performance improvements. 

The objective of this Standard is to endorse and make more freely available the latest version of this 

important ISO text.  

This Standard is identical with, and has been reproduced from ISO 9004:2009, Managing for the 

sustained success of an organization—A quality management approach. 

As this Standard is reproduced from an international standard, the following applies: 

(a) Its number appears on the cover and title page while the international standard number appears 

only on the cover. 

(b) In the source text ‘this International Standard’ should read ‘this Australian/New Zealand 

Standard’. 

(c) A full point substitutes for a comma when referring to a decimal marker. 

References to International Standards should be replaced by references to Australian or 

Australian/New Zealand Standards, as follows: 

Reference to International Standard  Australian/New Zealand Standard 

ISO  AS/NZS ISO 

9000 Quality management systems—

Fundamentals and vocabulary 

 9000 Quality management systems—

Fundamentals and vocabulary 

     

The term ‘informative’ has been used in this Standard to define the application of the annex to which 

it applies. An ‘informative’ annex is only for information and guidance. 

ii

This is a free page sample. Access the full version online.



 iii  

 

 

CONTENTS 

 

 

ISO 9004:2009(E) 

© ISO 2009 – All rights reserved iii
 

Contents Page 

Foreword ............................................................................................................................................................iv 
Introduction.........................................................................................................................................................v 
1 Scope......................................................................................................................................................1 
2 Normative references............................................................................................................................1 
3 Terms and definitions ...........................................................................................................................1 
4 Managing for the sustained success of an organization ..................................................................1 
4.1 General ...................................................................................................................................................1 
4.2 Sustained success ................................................................................................................................2 
4.3 The organization's environment ..........................................................................................................2 
4.4 Interested parties, needs and expectations .......................................................................................3 
5 Strategy and policy ...............................................................................................................................3 
5.1 General ...................................................................................................................................................3 
5.2 Strategy and policy formulation ..........................................................................................................3 
5.3 Strategy and policy deployment ..........................................................................................................4 
5.4 Strategy and policy communication....................................................................................................5 
6 Resource management .........................................................................................................................5 
6.1 General ...................................................................................................................................................5 
6.2 Financial resources...............................................................................................................................6 
6.3 People in the organization....................................................................................................................6 
6.4 Suppliers and partners .........................................................................................................................7 
6.5 Infrastructure .........................................................................................................................................8 
6.6 Work environment .................................................................................................................................9 
6.7 Knowledge, information and technology............................................................................................9 
6.8 Natural resources ................................................................................................................................10 
7 Process management .........................................................................................................................11 
7.1 General .................................................................................................................................................11 
7.2 Process planning and control............................................................................................................11 
7.3 Process responsibility and authority ................................................................................................12 
8 Monitoring, measurement, analysis and review ..............................................................................12 
8.1 General .................................................................................................................................................12 
8.2 Monitoring ............................................................................................................................................12 
8.3 Measurement .......................................................................................................................................13 
8.4 Analysis................................................................................................................................................16 
8.5 Review of information from monitoring, measurement and analysis............................................16 
9 Improvement, innovation and learning .............................................................................................17 
9.1 General .................................................................................................................................................17 
9.2 Improvement ........................................................................................................................................17 
9.3 Innovation ............................................................................................................................................18 
9.4 Learning ...............................................................................................................................................19 
Annex A (informative)  Self-assessment tool..................................................................................................20 
Annex B (informative)  Quality management principles ................................................................................38 
Annex C (informative)  Correspondence between ISO 9004:2009 and ISO 9001:2008 ...............................43 
Bibliography......................................................................................................................................................45 
 

iii

This is a free page sample. Access the full version online.



This is a free preview.  Purchase the entire publication at the link below:

Product Page

Looking for additional Standards? Visit Intertek Inform Infostore 

Learn about LexConnect, All Jurisdictions, Standards referenced in Australian legislation

https://shop.standards.ie/en-ie/standards/as-nzs-iso-9004-2011-115592_saig_as_as_267965/
https://www.intertekinform.com
https://www.intertekinform.com/en-au/regulatory-management/lexconnect-and-codeconnect/

