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Keeping Standards up-to-date 

Standards are living documents which reflect progress in science, technology and 

systems. To maintain their currency, all Standards are periodically reviewed, and 

new editions are published. Between editions, amendments may be issued. 

Standards may also be withdrawn. It is important that readers assure themselves 

they are using a current Standard, which should include any amendments which 

may have been published since the Standard was purchased. 

Detailed information about joint Australian/New Zealand Standards can be found by 

visiting the Standards Web Shop at www.saiglobal.com.au or Standards New 
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PREFACE 

This Standard was prepared by the Standards Australia Committee QR-008. 

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

QR-008, Quality Systems, to supersede AS/NZS ISO 9000:2006. 

The objective of this Standard is to describe the fundamental concepts and principles of quality 

management, and specify the terms and definitions that apply to all quality management and quality 

management system standards. 

This Standard is identical with, and has been reproduced from ISO 9000:2015, Quality management 

systems—Fundamentals and vocabulary. 

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

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

Standard’. 

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

None of the normative references in the source document have been adopted as Australian or 

Australian/New Zealand Standards. 

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. 
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INTRODUCTION 

 

Standard is intended to help the user to understand the fundamental concepts, principles and 

and realize value from other QMS standards.

achieving satisfaction with its products and services.

concepts described in 2.2. In 2.3

an alphabetical index provided at the end of the document. Annex A includes a set of diagrams of the 

http://www.iso.
org/iso
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AUSTRALIAN/NEW ZEALAND STANDARD 

Quality management systems—Fundamentals and vocabulary 

 

 

 

 

 

 

1 Scope

— organizations and interested parties seeking to improve communication through a common 

— developers of related standards.

2 Fundamental concepts and quality management principles

2.1 General

accelerated change, globalization of markets and the emergence of knowledge as a principal resource. 

organization’s reputation.

All concepts, principles and their interrelationships should be seen as a whole and not in isolation of 

the right balance in application is critical.

1
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2.2 Fundamental concepts

2.2.1 Quality

relevant interested parties.

and the intended and unintended impact on relevant interested parties.

2.2.2 Quality management system

processes and resources required to achieve desired results.

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

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

providing products and services.

2.2.3 Context of an organization

Understanding the context of the organization is a process. This process determines factors which 

values, culture, knowledge and performance of the organization. It also considers external factors such 
as legal, technological, competitive, market, cultural, social and economic environments.

2.2.4 Interested parties

consider all relevant interested parties.

those relevant interested parties to reduce that risk.

upon for their success.

2.2.5 Support

2.2.5.1 General

Top management support of the QMS and engagement of people enables:

 
2
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— implementing appropriate actions.

2.2.5.2 People

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

Within an organization, people become engaged and aligned through a common understanding of the 

2.2.5.3 Competence

2.2.5.4 Awareness

Awareness is attained when people understand their responsibilities and how their actions contribute 

2.2.5.5 Communication

Planned and effective internal (i.e. throughout the organization) and external (i.e. with relevant 
interested parties) communication enhances people’s engagement and increased understanding of:

— the QMS.

2.3 Quality management principles

2.3.1 Customer focus

2.3.1.1 Statement

customer expectations.

2.3.1.2 Rationale

create more value for the customer. Understanding current and future needs of customers and other 
interested parties contributes to the sustained success of the organization.
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— increased revenue and market share.

2.3.1.4 Possible actions

Possible actions include:

— plan, design, develop, produce, deliver and support products and services to meet customer needs 

— determine and take action on relevant interested parties’ needs and appropriate expectations that 

2.3.2 Leadership

2.3.2.1 Statement

2.3.2.2 Rationale

desired results.
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2.3.2.4 Possible actions

Possible actions include:

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

— inspire, encourage and recognize the contribution of people.

2.3.3 Engagement of people

2.3.3.1 Statement

Competent, empowered and engaged people at all levels throughout the organization are essential to 

2.3.3.2 Rationale

all people at all levels. Recognition, empowerment and enhancement of competence facilitate the 

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

2.3.3.4 Possible actions

Possible actions include:

— communicate with people to promote understanding of the importance of their individual 
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2.3.4 Process approach

2.3.4.1 Statement

2.3.4.2 Rationale

2.3.4.4 Possible actions

Possible actions include:

— manage risks which can affect outputs of the processes and overall outcomes of the QMS.

2.3.5 Improvement

2.3.5.1 Statement

Successful organizations have an ongoing focus on improvement.

 
6
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2.3.5.2 Rationale

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

— enhanced drive for innovation.

2.3.5.4 Possible actions

Possible actions include:

— recognize and acknowledge improvement.

2.3.6 Evidence-based decision making

2.3.6.1 Statement

desired results.

2.3.6.2 Rationale

important to understand cause and effect relationships and potential unintended consequences. Facts, 
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2.3.6.4 Possible actions

Possible actions include:

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

2.3.7 Relationship management

2.3.7.1 Statement

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

2.3.7.2 Rationale

to optimize their impact on its performance. Relationship management with its provider and partner 
networks is of particular importance.

— enhanced performance of the organization and its relevant interested parties through responding 

2.3.7.4 Possible actions

Possible actions include:
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— measure performance and provide performance feedback to interested parties, as appropriate, to 

— establish collaborative development and improvement activities with providers, partners and other 

2.4 Developing the QMS using fundamental concepts and principles

2.4.1 QMS model

2.4.1.1 General

organizational context.

2.4.1.2 System

expectations of relevant interested parties. This information is used in the development of the QMS 

processes and are interlinked into the overall network. Although often appearing to be comprised of 
similar processes, each organization and its QMS is unique.

2.4.1.3 Processes

processes can be critical while others are not. Processes have interrelated activities with inputs to 
deliver outputs.

2.4.1.4 Activity

external stimuli to determine their nature and execution.

2.4.2 Development of a QMS

the context of the organization. This International Standard, along with ISO 9004 and ISO 9001, can 
then be used to assist the organization to develop a cohesive QMS.

A formal QMS provides a framework for planning, executing, monitoring and improving the performance 
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given in this International Standard can provide valuable guidance.

QMS planning is not a singular event, rather it is an ongoing process. Plans evolve as the organization 

ensures that it covers all guidance of this International Standard and requirements of ISO 9001. The 
plan is implemented upon approval.

evaluation activities.

of the evidence gathered. The knowledge gained could lead to innovation, taking QMS performance to 
higher levels.

2.4.3 QMS standards, other management systems and excellence models

standards and organizational excellence models, have addressed this.

components of a QMS include ISO 10001, ISO 10002, ISO 10003, ISO 10004, ISO 10008, ISO 10012 

ISO 10007, ISO 10014, ISO 10015, ISO 10018 and ISO 10019. Technical reports in support of a QMS 

standards, such as ISO/TS 16949.

ISO/IEC 27001 and ISO 50001.

3.1 Terms related to person or people

3.1.1
top management
person or group of people who directs and controls an organization (3.2.1) at the highest level

organization.

 
10

COPYRIGHT

AS/NZS ISO 9000:2016

Full document details: AS NZS ISO 9000-2016

http://www.avadocuments.com/doc/as-nzs-iso-9000-2016
http://www.avadocuments.com/doc/as-nzs-iso-9000-2016


management system (3.5.3
management refers to those who direct and control that part of the organization.

standards given in Annex SL of the Consolidated ISO Supplement to the ISO/IEC Directives, Part 1.

3.1.2
quality management system consultant
person who assists the organization (3.2.1) on quality management system realization (3.4.3), giving 
advice or information (3.8.2)

quality 
management system (3.5.4).

3.1.3
involvement

3.1.4
engagement
involvement (3.1.3) in, and contribution to, activities to achieve shared objectives (3.7.1)

3.1.5

 (3.10.6)

interested parties (3.2.3) within and outside the organization (3.2.1) should be 

3.1.6
dispute resolver

DRP-provider (3.2.7) to assist the parties in 
resolving a dispute (3.9.6)

EXAMPLE Staff, volunteer, contract (3.4.7) personnel.

3.2 Terms related to organization

3.2.1
organization
person or group of people that has its own functions with responsibilities, authorities and relationships 
to achieve its objectives (3.7.1)

association (3.2.8
whether incorporated or not, public or private.

standards given in Annex SL of the Consolidated ISO Supplement to the ISO/IEC Directives, Part 1. The original 
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3.2.2
context of the organization
combination of internal and external issues that can have an effect on an organization’s (3.2.1) approach 
to developing and achieving its objectives (3.7.1)

products (3.7.6) and services (3.7.7), investments 
and behaviour towards its interested parties (3.2.3).

infrastructure (3.5.2

3.2.3
interested party
stakeholder
person or organization (3.2.1

EXAMPLE Customers (3.2.4), owners, people in an organization, providers (3.2.5), bankers, regulators, 

standards given in Annex SL of the Consolidated ISO Supplement to the ISO/IEC Directives, Part 1. The original 

3.2.4
customer
person or organization (3.2.1) that could or does receive a product (3.7.6) or a service (3.7.7) that is 

EXAMPLE Consumer, client, end-user, retailer, receiver of product or service from an internal process (3.4.1), 

3.2.5
provider
supplier
organization (3.2.1) that provides a product (3.7.6) or a service (3.7.7)

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

3.2.6
external provider
external supplier
provider (3.2.5) that is not part of the organization (3.2.1)

EXAMPLE Producer, distributor, retailer or vendor of a product (3.7.6) or a service (3.7.7)
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3.2.7
DRP-provider
dispute resolution process provider
person or organization (3.2.1) that supplies and operates an external dispute (3.9.6) resolution 
process (3.4.1)

situations, a separate unit is established within the organization to handle unresolved complaints (3.9.3).

contracts (3.4.7) with the parties to provide dispute resolution, and is 
accountable for performance (3.7.8). The DRP-provider supplies dispute resolvers (3.1.6). The DRP-provider also 

assistance, training, meeting rooms, supervision and similar functions.

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

3.2.8
association
<customer satisfaction> organization (3.2.1) consisting of member organizations or persons

3.2.9
metrological function

measurement management system (3.5.7)

3.3 Terms related to activity

3.3.1
improvement

performance (3.7.8)

3.3.2
continual improvement

performance (3.7.8)

process (3.4.1) of establishing objectives (3.7.1 improvement 
(3.3.1) is a continual process through the use of  (3.13.9) and audit conclusions (3.13.10
data (3.8.1), management (3.3.3) reviews (3.11.2 corrective action (3.12.2) 
or preventive action (3.12.1).

standards given in Annex SL of the Consolidated ISO Supplement to the ISO/IEC Directives, Part 1. The original 

3.3.3
management
coordinated activities to direct and control an organization (3.2.1)

policies (3.5.8) and objectives (3.7.1), and processes (3.4.1) 
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