PBD ISO 9004: 2000
ISO 9004 : 2000 (E)

PIAWAI BRUNEI DARUSSALAM

BRUNEI DARUSSALAM STANDARD

Quality Management Systems —
Guidelines for Performance
Improvements

MINISTRY OF DEVELOPMENT
NEGARA BRUNEI DARUSSALAM




Copyright Reserved

Construction Planning and Research Unit
Ministry of Development

OM Airport, Jalan Berakas

Bandar Seri Begawan BB 3510
Negara Brunei Darussalam

- Quality Management Systems —
Guidelines for Performance
Improvements

PIAWAI BRUNEI DARUSSALAM

PBD ISO 9004: 2000

Second Edition



PBD IS0 9004 : 2000

Attention is drawn to the fact that this Brunei Darussalam Standard does not confer any
immunity from legal obligations in any contract for compliance to the Standard.

The Brunei Darussalam Standards are subject to periodical review according to the current
needs of the local industries to keep abreast of progress in the industries concerned.
Suggestions of amendments will be recorded and in due course brought to the notice of the
committees concerned.
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FOREWORD

This Brunei Darussalam Standard was prepared by the Technical Committee on Quality
Management Systems under the authority of the Standards Committee, Ministry of
Development.

This is 2 new standard which is identical with ISO 9004: 2000 (E). Where the words
‘International Standard’ appear, they should be intepreted as Piawai Brunei Darussalam
(Brunei Darussalam Standard). The references to international standards shall be replaced
by the following Brunei Darussalam Standards.

International Standards Corresponding Brunei Darussalam Standard
on Quality Systems

ISO 9000: 2000(E) PBD IS0 9000 : 2000

second edition Quality Management Systems — Fundamentals and
Vocabulary

ISO 9001: 2000(E) PBD ISO 9001 : 2000

third edition Quality Management Systems — Requirements

ISO 9004: 2000(E) PBD ISO 9004 : 2000

second edition Quality Management Systems - Guidelines for

performance improvements
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Introduction

0.1 General

The adoption of a quality management system should be a strategic decision by the top management of an
organization. The design and implementation of an organization's quality management system is influenced by
varying needs, particular objectives, the products provided, the processes employed and the size and structure of the
organization. This International Standard is based on eight quality management principles. However, it is not the
intent of this International Standard to imply uniformity in the structure of quality management systems or uniformity
of decumentation.

The purpose of an organization is

— to identify and meet the needs and expectations of its customers and other interested parties (people in the
organization, suppliers, owners, society), to achieve competitive advantage, and to do this in an effective and
efficient manner, and

— to achieve, maintain, and improve overall organizational performance and capabilities.
The application of quality management principles not only provides direct benefits but also makes an important
contribution to managing costs and risks. Benefit, cost and risk management considerations are important for the

organization, its customers and other interested parties. These considerations on overall performance of the
organization may impact

— custorner loyalty,

~— repeat business and referral,

— operational results such as revenue and market share,

~- flexible and fast responses to market opportunities,

— costs and cycle times through effective and efficient use of resources,
— alignment of processes which will best achieve desired results,

— competitive advantage through improved organizational capabilities,

— understanding and motivation of people towards the organization's goals and objectives, as well as participation
in continual improvement,

— confidence of interested parties in the effectiveness and efficiency of the organization, as demonstrated by the
financial and social benefits from the organization's performance, product life cycle, and reputation,

— ability to create value for both the organization and its suppliers by optimization of costs and resources as well as
flexibility and speed of joint responses to changing markets.

0.2 Process approach

This International Standard promotes the adoption of a process approach when developing, implementing and
improving the effectiveness and efficiency of a quality management system to enhance interested party satisfaction
by meeting interested party requirements.

For an organization to function effectively and efficiently, it has to identify and manage numerous linked activities. An
activity using resources, and managed in order to enable the transformation of inputs into outputs, is considered as
a process. Often the output from one process directly forms the input to the next.

The application of a system of processes within an organization, together with the identification and interactions and
managing of these processes can be referred to as the “process approach™.

© S0 2000 - All rights reserved
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An advantage of the process approach is the ongoing control that it provides over the linkage between the individual
processes within the system of processes, as well as their combination and interaction.

When used within a quality management system, such an approach emphasizes the importance of

a) understanding and fulfilling the requirements,

b) the need to consider processes in terms of added value,

c) obtaining results of process performance and effectiveness, and

d) continual improvement of processes based on objective measurement.

The model of a process-based quality management system shown in Figure 1 ililustrates the process linkages
presented in clauses 4 to 8. This illustration shows that interested parties play a significant role in defining
requirements as inputs. Monitoring the satisfaction of interested parties requires the evaluation of information relating

to the perception of interested parties as to whether the organization has met their requirements. The modei shown
in Figure 1 does not show processes at a detailed lavel.

Continual improvement of
the quality management system
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Figure 1 — Model of a process-based quality management system
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0.3 Relationship with iSO 9001

The present editions of 1SO 9001 and ISO 9004 have been developed as a consistent pair of quality manzgsment
system standards which have been designed to complement each other but can also be used indepsndznly.
Although the two international Standards have different scopes, they have similar structures in order to assisi thslr
application as a consistent pair.

ISO 9001 specifies requirements for a quality management system that can be used for internal application by
organizations, or for certification, or for contractual purposes. It focuses on the effectiveness of the quality
management system in meeting customer requirements.

ISO 9004 gives guidance on a wider range of objectives of a quality management system than does 1S0O 9001,
particularly for the continual improvement of an organization's overall performance and efficiency, as well as its
effectiveness. 1SO 9004 is recommended as a guide for organizations whose top management wishes to move
beyond the requirements of 1SO 9001, in pursuit of continual improvement of performance. However, it is not
intended for certification or for contractual purposes.

For further benefit to the user, the basic content of the ISO 9001 requirements are included in boxed text following the
comparable clause in this International Standard. Information marked “NOTE" is for guidance in understanding or
clarification.

0.4 Compatibility with other management systems

This International Standard does not include guidance specific to other management systems, such as those
particular to environmental management, occupational health and safety management, financial management, or
risk management. However, this International Standard enables an organization to align or integrate its own guality
management system with related management systems. It is possible for an organization to adapt its existing
management system(s) in order to establish a quality management system that follows the guidelines of this
International Siandard.

X
© IS0 2000 - All rights reserved




INTERNATIONAL STANDARD ISO 9004:2000(E)

Quality management systems — Guidelines for performance
improvements

1 Scope

This International Standard provides guidelines beyond the requirements given in 1SO 8001 in order to consider both
the effectiveness and efficiency of a quality management system, and consequently the potential for improvement of
the performance of an organization. When compared to 1SO 9001, the objectives of customer satisfaction and
product quality are extended to include the satisfaction of interested parties and the performance of the organization.

This International - Standard is applicable to the processes of the organization and consequently the quality
management principles on which it is based can be deployed throughout the organization. The focus of this
International Standard is the achievement of engoing improvement, measured through the satisfaction of customers
and other interested parties.

This International Standard consists of guidance and recommendations and is not intended for certification,
regulatory or contractual use, nor as a guide to the implementation of 13O 9001.

2 Normative reference -

The foliowing normative document contains provisions which, through reference in this text, constitute provisions of
this International Standard. For dated references, subsequent amendments to, or revisions of, any of these
publications do not apply. However, parties to agreements based on this International Standard are encouraged to
investigate the possibility of applying the most recent edition of the normative document indicated below. For undated
references, the latest edition of the normative document referred to applies. Members of 1SO and |EC maintain
registers of currently valid International Standards.

IS0 9000:2000, Quality management systems — Fundamentals and vocabulary.

3 Terms and definitions
For the purposes of this International Standard, the terms and definitions given in ISO 9000 apply.

The following terms, used in this edition of ISO 9004 to describe the supply-chain, have been changed to reflect the
vocabulary currently used:

supplier =~ ——=>  organizaton ———=> customer {interested parties)

Throughout the text of this International Standard, wherever the term “product” cccurs, 3 c2n 237 —==n *sarvice”,




