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Eftirtaldir adilar styrktu ttgafu pessa stadals & islensku:

7.is
Afengis- og tobaksverslun rikisins
BSI 4 Islandi
Coca-Cola European Partners fsland ehf.
Framkvaemdasysla rikisins
Frumbher;ji hf.
Geislavarnir rikisins
Icelandair
ISAVIA ohf.
fstak hf.

Landsnet hf.
Landsvirkjun
Malbikunarstédin Hladbaer-Colas
Malbikunarstodin Hofoi
Mannvirkjastofnun
Nordurorka hf.
Orkufjarskipti
Promens ehf.
Reykjavikurborg
Sementsverksmidjan ehf.
Samtok idnadarins
Sorpa bs.

Vedurstofa Islands
Verkis hf.
Vélsmidjan Hamar
VSB verkfradistofa ehf.
VSO radgjof ehf.
Pj6dskra Islands
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Formali islensku pyodingarinnar

Pessi islenski stadall, iST EN ISO 9000, sem einnig er evrépskur og alpjédlegur stadall, var stadfestur af Stadlaradi islands,
sem er samstarfsvettvangur islenskra hagsmunaadila til ad vinna ad stédlun og beitingu stadla.

Evropski stadallinn var upphaflega stadfestur & ensku. islenska pydingin var gerd ad tilhlutan Stadlarads islands og ad henni
kom Fagstjorn i gaedamalum, sem starfar @ vegum Stadlarads islands. Medlimir fagstjérnarinnar fa sérstakar pakkir fyrir
mikla vinnu vid yfirlestur og radgjof.

Fagstjornina skipudu:
David Ludviksson
Gunnar H. Gudmundsson
Haukur Alfredsson
Kjartan J. Karason
Kristjana Kjartansdottir
Sveinn V. Olafsson
Arngrimur Blondahl ritari

Pessi fjorda utgafa er uppfeersla & pridju utgafunni (ISO 9000:2005).

Pydingin er einungis gerd til hagreedis fyrir islenska notendur. Kappkostad hefur verid ad hafa islenska textann eins ndkveem-
an og framast er unnt. Engu ad sidur getur Stadlarad islands ekki abyrgst ad pydingin endurspegli nakvaeemlega merkingu
frumtextans, ord fyrir ord. Af pessum sokum er enski textinn birtur vid hlid hins islenska og til hans ber ad leita komi til
deilumala um tulkun dkveeda i stadlinum. Stadlarnir eru i stédugri endurskodun og par med islenska pydingin. Notendur
stadlanna eru eindregid hvattir til ad koma athugasemdum og abendingum til Stadlarads islands.
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Formali evropska stadalsins

betta skjal (EN ISO 9000:2015) var samid af taekninefndinni ISO/TC 176 “Quality management and quality assurance”
(Geedastjornun og geedatrygging).

Pessi evropski stadall skal fa gildi landsstadals, annadhvort med utgafu alsams texta eda med stadfestingu upprunalegu
utgafunnar, i sidasta lagi fyrir lok mars 2016, og landsstadlar sem innihalda kré6fur sem stangast & vid kréfur pessa stadals
skulu jafnframt felldir ar gildi i sidasta lagi fyrir lok mars 2016.

Athygli er vakin & pvi ad sum atridi i pessum alpjodastadli geetu fallid undir einkaleyfi. CEN ber ekki abyrgd & ad greina
einhver eda 0l slik einkaleyfi.

betta skjal kemur i stad EN ISO 9000:2005.

betta skjal er unnid vegna stédlunarbeidoni sem CEN fékk fra framkveemdastjorn ESB og EFTA, og stydur vid naudsynlegar
grunnkrofur tilskipana ESB.

Samkveemt starfsreglum CEN/CENELEC eru eftirtalin [6nd skyldug til ad innleida pennan evropska stadal: Austurriki, Belgia,
Bulgaria, Danmérk, Eistland, Finnland, Frakkland, Grikkland, Holland, irland, island, italia, Krdatia, Kypur, Lettland, Lithaen,
Luxemborg, Makeddnia, Malta, Noregur, Pélland, Portugal, RUmenia, Slévakia, Sldévenia, Spann, Stéra-Bretland, Sviss,
Svipjod, Tékkland, Tyrkland, Ungverjaland og Pyskaland.

Yfirlysing um sampykkt:
Texti alpjéodastadalsins ISO 9000:2015 var sampykktur 6breyttur af CEN sem EN ISO 9000:2015.
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European foreword

This document (EN ISO 9000:2015) has been prepared by Technical Committee ISO/TC 176 “Quality management and
quality assurance”.

This European Standard shall be given the status of a national standard, either by publication of an identical text or by
endorsement, at the latest by March 2016, and conflicting national standards shall be withdrawn at the latest by March 2016.

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent rights. CEN
[and/or CENELEC] shall not be held responsible for identifying any or all such patent rights.

This document supersedes EN ISO 9000:2005.

This document has been prepared under a mandate given to CEN by the European Commission and the European Free
Trade Association, and supports essential requirements of EU Directive(s).

According to the CEN-CENELEC Internal Regulations, the national standards organizations of the following countries are
bound to implement this European Standard: Austria, Belgium, Bulgaria, Croatia, Cyprus, Czech Republic, Denmark, Estonia,
Finland, Former Yugoslav Republic of Macedonia, France, Germany, Greece, Hungary, Iceland, Ireland, Italy, Latvia, Lithuania,
Luxembourg, Malta, Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Slovenia, Spain, Sweden, Switzerland,
Turkey and the United Kingdom.

Endorsement notice
The text of ISO 9000:2015 has been approved by CEN as EN ISO 9000:2015 without any modification.
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Formali

ISO (International Organization for Standardization — Alpjédlegu stadlasamtdkin) eru alpjédleg samtok stadlastofnana einstakra
landa (ISO medlima). Vinna vid samningu alpjédastadla fer venjulega fram i taekninefndum I1SO. Sérhver medlimur, sem
hefur dhuga & pvi efnissvidi sem taekninefnd hefur verid stofnud um, a rétt 4 ad eiga fulltria i nefndinni. Alpjédlegar stofn-
anir, baedi rikisstofnanir og adrar stofnanir, taka einnig patt i starfinu i samvinnu vid ISO. ISO hefur einnig naid samstarf vid
Alpjéda rafteekniradid (International Electrotechnical Commission, IEC) i 6llum pattum er varda st6dlun & svidi rafteekni.

Verklagsreglunum sem notadar voru vid préun pessa skjals og peim sem aetladar eru til pess ad vidhalda pvi er lysti 1. hluta
Vinnureglna ISO/IEC. Einkum &etti ad huga ad peim mismunandi sampykkisvidmidum sem porf er @ fyrir hinar mismunandi
tegundir ISO skjala. Skjal petta var samid i samraemi vid ritstjérnarreglurnar i 2. hluta Vinnureglna ISO/IEC (sja www.iso.org/
directives).

Athygli er vakin 4 peim mdguleika, ad sumir peettir pessa skjals kunna ad vera hadir einkaleyfi. ISO ber ekki abyrgd a pvi ad
tilgreina einhver eda 6ll slik einkaleyfi. Upplysingar um einkaleyfisréttindi sem i ljos komu vid préun skjalsins verdur ad
finna i innganginum og/eda i skra ISO um yfirlysingar um einkaleyfisréttindi sem borist hafa (sja www.iso.org/patents).

Vidskiptaheiti sem gaetu verid notud eru i skjali pessu eru upplysingar sem veittar eru til hagraedis fyrir notendur og ekki er
2etlunin ad gefa i skyn studning vid pau.

Skyringar & merkingu sérstakra hugtaka ISO og ordasambanda sem tengjast samraemismati, svo og upplysingar um efndir
ISO & grundvallarreglum Alpjodavidskiptastofnunarinnar (WTO) vardandi teeknilegar vidskiptahindranir (TBT) ma finna &

eftirfarandi sl6d: www.iso.org/iso/foreword.html.

Nefndin sem abyrgd ber & skjali pessu er teekninefnd ISO/TC 176, Quality management and quality assurance, undirnefnd
SC 1, Concepts and terminology.

Pessi fjorda utgafa fellir ur gildi og kemur i stadinn fyrir pridju utgafu (ISO 9000:2005), sem hefur verid taeknilega endur-
skodud.
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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 non-governmental, 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.

The procedures used to develop this document and those intended for its further maintenance are described in the ISO/IEC
Directives, Part 1. In particular the different approval criteria needed for the different types of ISO documents should be
noted. This document was drafted in accordance with the editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/
directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent rights. ISO
shall not be held responsible for identifying any or all such patent rights. Details of any patent rights identified during the
development of the document will be in the Introduction and/or on the ISO list of patent declarations received (see www.
iso.org/patents).

Any trade name used in this document is information given for the convenience of users and does not constitute an
endorsement.

For an explanation on the meaning of ISO specific terms and expressions related to conformity assessment, as well as
information about ISO’s adherence to World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT)

see the following URL: www.iso.org/iso/foreword.html.

The committee responsible for this document is Technical Committee ISO/TC 176, Quality management and quality
assurance, Subcommittee SC 1, Concepts and terminology.

This fourth edition cancels and replaces the third edition (ISO 9000:2005), which has been technically revised.
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Inngangur

i alpjodastadli pessum eru sett fram grundvallarhugtok, meginreglur og idord sem varda gaedastjornunarkerfi (GSK) og
hann er grunnurinn ad 6drum geedastjornunarstodlum. Alpjodastadall pessi er aetladur til pess ad hjalpa notendum ad skilja
grundvallarhugtok, meginreglur og idord gaedastjornunar pannig ad unnt sé med markvirkum og hagkveemum haetti ad
innleida GSK og njota hags af 6drum geedastjornunarstodlum.

i alpjodastadli pessum er sett fram tillaga um vel skilgreint GSK sem byggir 4 ramma par sem sampaett eru vidtekin
grundvallarhugtok, meginreglur, ferli og audlindir sem tengjast gaedum i pvi skyni ad hjalpa skipulagsheildum ad raungera
markmid sin. Honum ma beita i 6llum skipulagsheildum, hvad sem lidur steerd, fleekjustigi eda vidskiptalikani. Markmid
hans er ad auka vitund skipulagsheildar um skyldur sinar og skuldbindingar um ad uppfylla parfir og veentingar vidskiptavina
og hagsmunaadila og ad na fram anaegju med vorur hennar og pjénustu.

i alpjodastadli pessum er ad finna sjo meginreglur geedastjornunar sem stydja vid paer grundvallarhugmyndir sem lyst er i
2.2. 1 2.3 er fyrir hverja meginreglu gaedastjérnunar sett fram ,, yfirlysing” par sem hverri meginreglu er lyst, , rékstudningur”
par sem skyrt er hvers vegna skipulagsheildin atti ad taka & meginreglunni, ,lykilkostir” sem leida af meginreglunum og
~mogulegar adgerdir” sem skipulagsheildin getur gripid til pegar meginreglunni er beitt.

i alpjodastadli pessum er ad finna pau hugtdk og skilgreiningar sem gilda fyrir alla stadla um gaedastjornun og GSK sem
préadir hafa verid af ISO/TC 176, og um adra GSK-stadla fyrir einstakar atvinnugreinar sem byggja & peim stodlum, & ut-
gafudegi pessa stadals. Hugtokum og skilgreiningum er radad eftir inntaki, en ordaskra i stafr6fsr6d er ad finna i lok
skjalsins. [ Vidauka A er ad finna r6d mynda af peim hugmyndakerfum sem rada r6d hugmyndanna.

ATHUGASEMD Leidbeiningar um nokkur ord til vidbdtar, sem mikid eru notud i geedastjornunarstddlunum sem préadir hafa verid af

ISO/TC 176 og hafa vidurkennda ordabodkarmerkingu, er ad finna i ordalista sem nalgast ma a sl6dinni:
http://www.iso.org/iso/03_terminology_used_in_iso_9000_family.pdf
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Introduction

This International Standard provides the fundamental concepts, principles and vocabulary for quality management systems
(QMS) and provides the foundation for other QMS standards. This International Standard is intended to help the user to
understand the fundamental concepts, principles and vocabulary of quality management, in order to be able to effectively
and efficiently implement a QMS and realize value from other QMS standards.

This International Standard proposes a well-defined QMS, based on a framework that integrates established fundamental
concepts, principles, processes and resources related to quality, in order to help organizations realize their objectives. It is
applicable to all organizations, regardless of size, complexity or business model. Its aim is to increase an organization’s
awareness of its duties and commitment in fulfilling the needs and expectations of its customers and interested parties, and
in achieving satisfaction with its products and services.

This International Standard contains seven quality management principles supporting the fundamental concepts described
in 2.2. In 2.3, for each quality management principle, there is a “statement” describing each principle, a “rationale” explain-
ing why the organization would address the principle, “key benefits” that are attributed to the principles, and “possible
actions” that an organization can take in applying the principle.

This International Standard contains the terms and definitions that apply to all quality management and QMS standards
developed by ISO/TC 176, and other sector-specific QMS standards based on those standards, at the time of publication.
The terms and definitions are arranged in conceptual order, with an alphabetical index provided at the end of the document.
Annex A includes a set of diagrams of the concept systems that form the concept ordering.

NOTE Guidance on some additional frequently-used words in the QMS standards developed by ISO/TC 176, and which have an identified
dictionary meaning, is provided in a glossary available at: http://www.iso. org/iso/03_terminology_used_in_iso_9000_family.pdf
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Gaedastjornunarkerfi - Grunnatridi og idordasafn
1 Umfang

i alpjédastadli pessum er lyst grundvallarhugmyndum og meginreglum gaedastjérnunar sem gilda almennt um eftirfar-

andi:

— skipulagsheildir sem leitast vid ad na vidvarandi drangri med pvi ad innleida geedastjornunarkerfi;

— vidskiptavini sem leita eftir trausti & getu skipulagsheildar til pess ad lata avallt i té voru og pjonustu sem samraemist
krofum peirra;

— skipulagsheildir sem leita eftir trausti 4 adfangakedju sinni um ad krofur um voru og pjonustu verdi uppfylltar;

— skipulagsheildir og hagsmunaadila sem leitast vid ad baeta samskipti med sameiginlegum skilningi 8@ peim idordum sem
notud eru i gaedastjornun;

— skipulagsheildir sem framkveema samramismat gagnvart kr6fum ISO 9001;

— pa sem veita pjalfun, mat eda rddgjof vardandi gaedastjornun;

— pésem proa tengda stadla.

i alpjodastadli pessum eru tilgreind pau idord og skilgreiningar sem eiga vid fyrir alla stadla um gaedastjérnun og gaeda-
stjornunarkerfi sem proadir eru af ISO/TC 176.

2 Grundvallarhugmyndir og meginreglur gaedastjéornunar

2.1 Almennt

Pzer hugmyndir og meginreglur geedastjornunar sem lyst er i pessum alpjédastadli veita skipulagsheild pa getu sem parf til
pess ad takast & vid dskoranir sem leida af umhverfi sem er gerdlikt pvi sem verid hefur undanfarna aratugi. Samhengid
sem skipulagsheild starfar i & okkar timum einkennist af sifellt hradari breytingum, hnattvaedingu markada og tilkomu
pekkingar sem meginaudlindar. Ahrif gaeda na ut fyrir anaegju vidskiptavina: pau geta einnig haft bein ahrif 4 ordspor skipu-
lagsheildarinnar.

Samfélagid er ordid betur menntad og krofuhardara, sem leidir til pess ad hagsmunaadilar hafa sivaxandi ahrif. Med pvi ad
setja fram grundvallarhugtok og meginreglur til notkunar vid préoun gaedastjornunarkerfis (GSK) veitir alpjodastadall pessi
leid til ad hugsa um skipulagsheildina a breidari grunni.

Allar hugmyndir, meginreglur og innbyrdis tengsl peirra aetti ad lita 4 heildraent og ekki sem adskilda einangrada peetti.
Ekkert einstakt hugtak eda meginregla er mikilveegari en 6nnur. Pad raedur urslitum hverju sinni ad finna rétta jafnveegid vid
beitingu peirra.

2.2 Grunnhugmyndir

221 Geaedi

Skipulagsheild sem leggur dherslu & gaedi eflir menningu sem leidir til peirrar hegdunar, vidhorfa, athafna og ferla sem skila
virdi med pvi ad uppfylla parfir og veentingar vidskiptavina og annarra vidkomandi hagsmunaadila.

Geaedi voru og pjonustu skipulagsheildar raedst af getunni til pess ad gera vidskiptavini dneegda og af tileetludum og
Stileetludum ahrifum & vidkomandi hagsmunaadila.

Gaedi voru og pjonustu taka ekki einungis til tilaetlads notagildis og frammistddu peirra, heldur einnig til virdis og avinnings
eins og vidskiptavinur upplifir hann.

2.2.2 Geedastjornunarkerfi

GSK samanstendur af ath6fnum sem skipulagsheild beitir til pess ad greina markmid sin og akvarda pau ferli og audlindir
sem krafist er til pess ad na peirri nidurstdodu sem sost er eftir.

GSK stjornar samverkandi ferlum og audlindum sem er krafist til pess ad lata i té virdi og raungera nidurstodu fyrir vid-
komandi hagsmunaadila.
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