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PREFACE

This Standard was prepared by the Joint Standards Australia/ Standards New Zealand Committee
QR/7 on Quality Terminology to supersede NZS 5604:1987 and AS 1057-1985, which have been
withdrawn.

This Standard is identical with and has been reproduced from ISO 8402, Quality management and
quality assurance—Vocabulary; however, non-English text has been deleted. Committee QR/7
provided input to the International Committee, ISO/TC 176, in the preparation of the International
Standard. It is issued as a Joint Standard under the terms of the Active Cooperation Agreement
between Standards Australia and Standards New Zealand.

At the time of publication, Committee QR/7 is preparing an Australian supplement to incorporate
relevant terms which were defined in the superseded AS 1057 and are referenced in current
Australian Standards, but are not included in AS/NZS ISO 8402.

For the purpose of this Standard, the ISO text should be modified as follows:

(a) Terminology The words ‘this Australian Standard’, ‘this New Zealand Standard’ or ‘this Joint
Australian/New Zealand Standard’ should replace the words ‘this International Standard’,
wherever they appear.

(b) References The references to ISO/IEC Guide 2 should be replaced by reference to Standards
Australia/Standards New Zealand Handbook SAA/SNZ HB18.2, Guidelines for third-party
certification and accreditation, Guide 2—General terms and their definitions concerning
standardization and related activities.

(c) Bibliographical references Annex A provides references to other documents for information
and guidance only.

© Copyright = STANDARDS AUSTRALIA/STANDARDS NEW ZEALAND

Users of Standards are reminded that copyright subsists in all Standards Australia and Standards New Zealand publications and
software. Except where the Copyright Act allows and except where provided for below no publications or software produced by
Standards Australia or Standards New Zealand may be reproduced, stored in a retrieval system in any form or transmitted by any
means without prior permission in writing from Standards Australia or Standards New Zealand. Permission may be conditional on
an appropriate royalty payment. Australian requests for permission and information on commercial software royalties should be
directed to the head office of Standards Australia. New Zealand requests should be directed to Standards New Zealand.

Up to 10 percent of the technical content pages of a Standard may be copied for use exclusively in-house by

purchasers of the Standard without payment of a royalty or advice to Standards Australia or Standards New Zealand.

Inclusion of copyright material in computer software programs is also permitted without royalty payment provided

such programs are used exclusively in-house by the creators of the programs.
Care should be taken to ensure that material used is from the current edition of the Standard and that it is updated whenever the
Standard is amended or revised. The number and date of the Standard should therefore be clearly identified.
The use of material in print form or in computer software programs to be used commercially, with or without payment, or in

commercial contracts is subject to the payment of a royalty. This policy may be varied by Standards Australia or Standards New
Zealand at any time.
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Foreword

ISO (the International Organization for Standardization) is a worldwide
federation of national standards bodies (ISO member bodies). The work
of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for
which a technical committee has been established has the right to be
represented on that committee. International organizations, governmental
and nongovernmental, in liaison with ISO, also take part in the work. ISO
collaborates closely with the International Electrotechnical Commission
(IEC) on all matters of electrotechnical standardization.

Draft International Standards adopted by the technical commitiees are
circulated to the member bodies for voting. Publication as an
International Standard requires approval by at least 75 % of the member
bodies casting a vote.

International Standard ISO 8402 was prepared by Technical Committee
ISO/TC 176, Quality management and quality assurance, Subcommittee
SC 1, Concepts and terminology .

This second edition cancels and replaces the first edition
(ISO 8402:1986), which has been revised and substantially extended.

Annex A of this International Standard is for information only.
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Introduction

Many ordinary words, in everyday use, are used in the quality field in a
specific or restricted manner compared with the full range of dictionary
definitions, due to such reasons as:

— the adoption of quality terminology by different sectors of business
and industry to suit their specific perceived needs,

— the introduction of a multiplicity of terms by quality professionals in
different industrial and economic sectors.

The intent of this International Standard is to clarify and standardize the
quality terms as they apply to the field of quality management. These
terms and definitions are discussed and grouped together in the text
according to logical topics. They are also regrouped in an alphabetical
index at the end for convenience.

The word quality (2.1) in popular usage often means different things to
different people. In this International Standard quality is defined as the
totality of characteristics of an entity that bear on its ability to
satisfy stated and implied needs.

There are many different usages of the word quality. These different
usages create considerable confusion and misunderstanding. Two such
usages are "conformance to requirements” and "degree of excellence”.
"Conformance to requirements” leads people to argue that "quality costs
less”, which in some cases it does. Conversely, "degree of excellence”
implies that "quality costs more”, which in some cases it does. In order to
resolve some of the confusion in the usage of the word quality, another
term grade (2.2) can be used to describe the degree of excellence. The
term grade is used, when needed, to describe the sense of technical
excellence. Grade reflects a planned or recognized difference in the
requirements for quality. Although the different categories of grade do not
necessarily stand in rank order relationship to each other, grade
indicators can readily be used in a rank order sense to describe the
sense of technical excellence. An example of this usage is that it costs
more to provide and run a five-star hotel than a boarding house.

The term product (1.4) is used throughout this International Standard. It
is the result of activities or processes and can be tangible or
intangible, or a combination thereof. In current ISO quality management
standardization, products are classified in four generic product
categories:

— hardware (e.g. parts, components, assemblies),

— software (e.g. computer programs, procedures, information, data,
records),

— processed materials (e.g. raw materials, liquids, solids, gases,
sheets, wires),

— services (e.g. insurance, banking, transport).
It is recognized that products generally involve combinations of these

generic product categories. The terms and concepts presented in this
International Standard are intended to be applicable to any product.
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