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Eftirtaldir adilar styrktu ttgéafu pessa stadals & islensku:

7.is
Afengis- og tébaksverslun rikisins
BSI 4 Islandi
Coca-Cola European Partners Island ehf.
Framkvaemdasysla rikisins
Frumbherji hf.
Geislavarnir rikisins
Icelandair
ISAVIA ohf.
Istak hf.

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

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

bessi islenski stadall, ST EN ISO 9001, sem einnig er evropskur og alpjodlegur stadall, var stadfestur af Stadlaradi islands,
sem er samstarfsvettvangur islenskra hagsmunaadila til ad vinna ad st6dlun og beitingu stadla.

Stadallinn var upphaflega stadfestur 4 ensku. islenska pydingin var gerd ad tilhlutan Stadlarads islands og ad henni kom
Fagstjorn i geedamalum, sem starfar 4 vegum Stadlarads islands. Medlimir fagstjornarinnar fa sérstakar pakkir fyrir 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 fimmta utgafa er uppfaersla a fjordu utgafunni (ISO 9001:2008).

Pydingin er einungis gerd til hagreedis fyrir islenska notendur. Kappkostad hefur verid ad hafa islenska textann eins
nakvaeman og framast er unnt. Engu ad sidur getur Stadlarad Islands ekki abyrgst ad pydingin endurspegli nakvaemlega
merkingu frumtextans, ord fyrir ord. Af pessum sdkum er enski textinn birtur vid hlid hins islenska og til hans ber ad leita
komi til deilumala um tulkun dkveeda i stadlinum. Stadlar eru i stodugri endurskodun og par med pessi islenska pyding.
Notendur stadalsins eru eindregid hvattir til ad koma athugasemdum og abendingum til Stadlarads islands.
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EVROPSKUR STADALL iIST EN 1SO 9001:2015
EUROPEAN STANDARD

NORME EUROPEENNE

EUROPAISCHE NORM September 2015

ICS 03.120.10 Kemur i stad EN ISO 9001:2008

islensk utgafa

Gaedastjornunarkerfi — Krofur (ISO 9001:2015)
Quality management systems — Requirements

Systémes de management de la qualité — Qualitdtsmanagementsysteme —
Exigences (ISO 9001:2015) Anforderungen (ISO 9001:2015)

bessi stadall er hin islenska utgafa evrépska stadalsins EN ISO 9001:2015. Hann var pyddur af Stadlaradi islands. Hann
hefur sama gildi og opinberu utgafurnar.

Pessi evropski stadall var sampykktur af CEN 14. september 2015.

Medlimir CEN eru skyldugir til ad uppfylla paer krofur starfsreglna CEN/CENELEC sem greina fra skilyrdum pess ad pessi
evropski stadall sé gerdur ad landsstadli an nokkurra breytinga. Haegt er ad fa nyjustu lista og skraningartilvisanir sem varda
slika landsstadla med pvi ad bidja um slikt hja adalskrifstofunni eda hja hvada CEN medlim sem er.

Pessi evropski stadall er til i premur opinberum utgafum (ensku, fronsku og pysku). Utgéfa a 00ru tungumali, par sem
medlimur CEN pydir yfir 4 sitt tungumal & eigin dbyrgd og tilkynnir um atgéafuna til adalskrifstofunnar, hefur sama gildi og
opinberu utgafurnar.

Medlimir CEN eru landsstadlarad Austurrikis, Belgiu, Bulgariu, Danmerkur, Eistlands Finnlands, Frakklands, Grikklands,
Hollands, irlands, islands, italiu, Kréatiu, Kypur, Lettlands, Lithaen, Lixemborgar, Makedéniu, Méltu, Noregs, Péllands,
Portigals, RUmeniu, Slévakiu, Sloveniu, Spanar, Stéra-Bretlands, Sviss, Svipjédar, Tékklands, Tyrklands, Ungverjalands
og Pyskalands.

EUROPEAN COMMITTEE FOR STANDARDIZATION
COMITE EUROPEEN DE NORMALISATION
EUROPAISCHES KOMITEE FUR NORMUNG

Adalskrifstofa: Avenue Marnix 17
B - 1000 Brussels

(c) 2017 CEN Utgafurétt eiga medlimir CEN. Tilv. nr. EN ISO 9001:2015

Skjal petta er verndad af akvaedum hofundalaga og afritun pess og dreifing er med 6llu 6heimil nema skv. samkomulagi vid Stadlarad islands.



Notkunarheimild: Kaupandi pessa skjals Gardar Jonsson (2409647249) hefur heimild til ad nota pad & 1 vinnustdd/vum skv. samningsskilmalum Stadlarads Islands. 15.3.2023.

iIST EN 1SO 9001:2015

Efnisyfirlit

Formali islensku pydingarinnar 4 7 Studningur 28
7.1 Audlindir 28
Formali evrépska stadalsins 8 7.2 Heefni 30
7.3 Vitund 30
Formali 10 7.4 Upplysingagjof 30
7.5. Skjalfestar upplysingar 32

Inngangur 12
0.1 Almennt 12 8 Rekstur 32
0.2 Meginreglur gaedastjornunar 12 8.1 Rekstrarskipulagning og styring 32
0.3 Ferlisnalgun 14 8.2 Krofur vardandi vorur og pjénustu___ 34
0.4 Tengsl vid adra stjérnunarkerfisstadla___ 18 8.3 HOnnun og proun voru og pjénustu_____ 36

8.4 Styring & ferlum, vorum og pjénustu

1 Umfang 20 sem veitt er utan fra 38
8.5 Framleidsla og veiting pjonustu 40
2 Tilvisanir i stadla 20 8.6 Utskrift voru og pjonustu 42
8.7 Styring frabrigdafralags 42
3 Hugtok og skilgreiningar 20
9 Mat & frammistodu 44
4 Samhengi skipulagsheildar 20 9.1 Voktun, meeling, greiningogmat ___ 44
4.1 AJ skilja skipulagsheildina og samhengi 9.2 Innri uttekt 44
hennar 20 9.3 Ryni stjérnenda 46
4.2 A0 skilja parfir og veentingar
hagsmunaadila 20 10 Umbeetur 46
4.3 AJ dkvarda umfang geedastjornunar- 10.1 Almennt 46
kerfisins 22 10.2 Frabrigdi og urbaeetur 48
4.4 Geedastjornunarkerfi og ferli pess 22 10.3 Stodugar umbeetur 48
5 Forysta 22 Vidauki A (til frédleiks) 50
5.1 Forysta og skuldbinding 22
5.2 Stefna 24 Vidauki B (til frédleiks) 56
5.3 Hlutverk, 4byrgd og véld innan
skipulagsheildar 24 Ritaskra 62
6 Skipulagning 24
6.1 Adgerdir til pess ad takast & vid dheettu
og teekifaeri 24
6.2 Gaedamarkmid og skipulagning til ad
na peim 26
6.3 Skipulagning breytinga 26

Skjal petta er verndad af akvaedum hofundalaga og afritun pess og dreifing er med 6llu 6heimil nema skv. samkomulagi vid Stadlarad islands.



Contents

European foreword

Foreword

Introduction

0.1 General

0.2 Quality management principles

0.3 Process approach

0.4 Relationship with other management

system standards

1 Scope

2 Normative references

3 Terms and definitions

4 Context of the organization

4.1 Understanding the organization and its

context

11

13

13

13

15

19

21

21

21

21

21

4.2 Understanding the needs and expectations

of interested parties

4.3 Determining the scope of the quality

management system

4.4 Quality management system and

its processes

5 Leadership

5.1 Leadership and commitment
5.2 Policy

5.3 Organizational roles, responsibilities and

authorities

6 Planning

6.1 Actions to address risks and

opportunities

6.2 Quality objectives and planning to

achieve them

6.3 Planning of changes

Skjal petta er verndad af akvaedum hofundalaga og afritun pess og dreifing er med 6llu 6heimil nema skv. samkomulagi vid Stadlarad islands.

21

23

23

23

23

25

25

25

25

27
27

Notkunarheimild: Kaupandi pessa skjals Gardar Jonsson (2409647249) hefur heimild til ad nota pad & 1 vinnustdd/vum skv. samningsskilmalum Stadlarads Islands. 15.3.2023.

ISTEN ISO 9001:2015

7 Support

7.1 Resources

7.2 Competence

7.3 Awareness

7.4 Communication

7.5 Documented information

8 Operation

8.1 Operational planning and control

29
29
31
31
31
33

33
33

8.2 Requirements for products and services_35

8.3 Design and development of products

and services

8.4 Control of externally provided processes,

products and services

8.5 Production and service provision
8.6 Release of products and services

8.7 Control of nonconforming outputs

9 Performance evaluation

9.1 Monitoring, measurement, analysis

and evaluation

9.2 Internal audit

9.3 Management review

10 Improvement

10.1 General

10.2 Nonconformity and corrective action

10.3 Continual improvement

Annex A (informative)

Annex B (informative)

Bibliography

37

39
41

43

43

45

45

45

47

47

47

49

49

51

57

63



Notkunarheimild: Kaupandi pessa skjals Gardar Jonsson (2409647249) hefur heimild til ad nota pad & 1 vinnustdd/vum skv. samningsskilmalum Stadlarads Islands. 15.3.2023.

iIST EN 1SO 9001:2015

Formali evropska stadalsins

betta skjal (EN ISO 9001:2015) 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 krofur sem stangast a vid krofur pessa stadals
skulu jafnframt felldir ar gildi i sidasta lagi fyrir lok mars 2016.

Athygli er vakin & pvi ad sum atridi i pessum alpjoédastadli geetu fallid undir einkaleyfi. CEN ber ekki abyrgd 4 ad greina
einhver eda 0l slik einkaleyfi.

betta skjal kemur i stad EN ISO 9001:2008.

betta skjal er unnid vegna st6dlunarbeidni sem CEN fékk fra framkveemdastjorn ESB og EFTA, og stydur vid naudsynlegar
grunnkrofur tilskipana ESB.

Samkveemt starfsreglum CEN/CENELEC eru eftirtalin 10nd skyldug til ad innleida pennan evrépska stadal: Austurriki, Belgia,
Bulgaria, Danmork, Eistland, Finnland, Frakkland, Grikkland, Holland, irland, island, italia, Kroatia, Kypur, Lettland, Lithaen,
Luxemborg, Makeddnia, Malta, Noregur, Pdélland, Portugal, RUmenia, Slévakia, Slévenia, Spann, Stéra-Bretland, Sviss,
Svipjod, Tékkland, Tyrkland, Ungverjaland og Pyskaland.

Yfirlysing um sampykkt:
Texti alpjodastadalsins ISO 9001:2015 var sampykktur 6breyttur af CEN sem EN ISO 9001:2015.

Skjal petta er verndad af akvaedum hofundalaga og afritun pess og dreifing er med 6llu 6heimil nema skv. samkomulagi vid Stadlarad islands.



Notkunarheimild: Kaupandi pessa skjals Gardar Jonsson (2409647249) hefur heimild til ad nota pad & 1 vinnustdd/vum skv. samningsskilmalum Stadlarads Islands. 15.3.2023.

ISTEN ISO 9001:2015

European foreword

This document (EN ISO 9001:2015) 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 9001:2008.

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 9001:2015 has been approved by CEN as EN ISO 9001:2015 without any modification.
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Formali

ISO (International Organization for Standardization — Alpjédlegu stadlasamtokin) eru alpjodleg samtok stadlastofnana
einstakra landa (ISO medlima). Vinna vid samningu alpjédastadla fer venjulega fram i teekninefndum ISO. Sérhver medlimur,
sem hefur dhuga & pvi efnissvidi sem teekninefnd hefur verid stofnud um, a rétt & ad eiga fulltrda i nefndinni. Alpjédlegar
stofnanir, baedi rikisstofnanir og adrar stofnanir, taka einnig patt i starfinu i samvinnu vid ISO. ISO hefur einnig naid samstarf
vid Alpjodarafteekniradid (International Electrotechnical Commission, IEC) i 6llum pattum er varda stodlun & 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 préoun 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 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 Alpjédavidskiptastofnunarinnar (WTQO) vardandi teeknilegar vidskiptahindranir (TBT) ma finna &

eftirfarandi sl60: www.iso.org/iso/foreword.html.

Nefndin sem abyrgd ber a skjali pessu er teekninefnd ISO/TC 176, Quality management and quality assurance, undirnefnd
SC 2, Quality systems.

Pessi fimmta utgafa fellir ur gildi og kemur i stadinn fyrir fjérdu utgafu (ISO 9001:2008), sem hefur verid teeknilega endur-
skodud med pvi ad tekin hefur verid upp endurskodud rod kafla og med adlégun endurskodadra meginreglna gaedastjorn-
unar og nyrra hugmynda. Hun fellir einnig ur gildi og kemur i stad teeknilegra leidréttinga ISO 9001:2008/Cor.1:2009.
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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 en-
dorsement.

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 the 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 2, Quality systems.

This fifth edition cancels and replaces the fourth edition (ISO 9001:2008), which has been technically revised, through the
adoption of a revised clause sequence and the adaptation of the revised quality management principles and of new con-
cepts. It also cancels and replaces the Technical Corrigendum ISO 9001:2008/Cor.1:2009.
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Inngangur
0.1 Almennt

Pegar gaedastjornunarkerfi er tekid upp er pad strategisk akvordun fyrir skipulagsheild, sem getur hjalpad til vid ad beeta
heildarframmistodu hennar og leggja traustan grunn ad frumkvaedi til vidvarandi préunar.

Mogulegur avinningur skipulagsheildar af pvi ad innleida geedastjornunarkerfi & grundvelli alpjédastadals pessa er:

a) getatil pess ad bjoda ad stadaldri vorur og pjonustu sem meaeta kréfum vidskiptavina og videigandi |l6gbodnum krofum
og stjornvaldskrofum,

b) ad greida fyrir taekifaerum til pess ad baeta dnaegju vidskiptavina,

c) aod takast & vid dheettu og taekifaeri sem tengjast samhengi hennar og markmidum,

d) geta til pess ad syna fram & samraemi vid tilgreindar krofur geedastjérnunarkerfisins.

Baedi ytri og innri adilar geta notad alpjodastadal pennan.

Pad er ekki setlunin med alpjédastadli pessum ad gefa i skyn porf a:

— einsleitni i uppbyggingu mismunandi gaedastjérnunarkerfa,

— ad skjalfesting fylgi kaflaskiptingu i alpjédastadli pessum,

— a0 sérstoku hugtokin i alpjodastadli pessum séu notud innan skipulagsheildarinnar.

paer krofur til geedastjérnunarkerfa sem tilgreindar eru i alpjodastadli pessum eru til vidbotar vid paer krofur sem gerdar eru
til voru og pjonustu.

i alpjodastadli pessum er beitt ferlisnalgun, sem felur i sér PDCA (e. Plan-Do-Check-Act) hring dhaettugrundadrar hugsunar.

Ferlisnalgunin gerir skipulagsheild kleift ad skipuleggja ferli sin og gagnverkan peirra.

PDCA hringurinn gerir skipulagsheild kleift ad tryggja ad ferlum hennar séu lagdar til neegjanlegar audlindir og peim stjorn-
ad, og ad teekifeeri til umbdta séu akvordud og pau nytt.

Aheettugrundud hugsun gerir skipulagsheild kleift ad akvarda pa peetti sem geetu valdid pvi ad ferli hennar og geeda-
stjornunarkerfi viki fra peim nidurstodum sem ad er stefnt, ad koma upp fyrirbyggjandi styringum i pvi skyni ad lagmarka
neikveed ahrif og nyta til fulls teekifeeri eftir pvi sem pau koma upp (sja grein A.4).

Ad maeta ad stadaldri kréfum og takast & vid framtidarparfir og veentingar er dskorun fyrir skipulagsheildir i umhverfi sem
verdur sifellt kvikara og fléknara. Til ad na pessu markmidi kann skipulagsheild ad telja naudsynlegt ad taka upp ymis form
umbota, auk leidréttinga og stodugra umbodta, svo sem breytingar sem marka pattaskil, nyskopun og endurskipulagningu.
i pessum alpjédastadli eru notadar eftirfarandi sagnmyndir:

- ,skal” gefur til kynna krofu,

- ,eetti ad” gefur til kynna tilmeeli,

- ,ma" gefur til kynna leyfi,

- ,getur” gefur til kynna moguleika eda feerni.

Upplysingar sem merktar eru ,ATHUGASEMD" eru til leidsagnar vid skilning eda til skyringar & vidkomandi krofu.

0.2 Meginreglur geedastjérnunar

Alpjodastadall pessi byggir & meginreglum geaedastjérnunar, sem lyst er i ISO 9000. i lysingunum felst yfirlysing um hverja
meginreglu, rokstudningur fyrir pvi hvers vegna meginreglan er mikilveeg fyrir skipulagsheildina, nokkur deemi um kosti
sem tengjast meginreglunni og deemi um algengar adgerdir til pess ad baeta frammistédu skipulagsheildarinnar pegar
meginreglunni er beitt.

Meginreglur geedastjérnunar eru:

— dhersla & vidskiptavini,

- forysta,
— virkni félks,
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Introduction
0.1 General

The adoption of a quality management system is a strategic decision for an organization that can help to improve its overall
performance and provide a sound basis for sustainable development initiatives.

The potential benefits to an organization of implementing a quality management system based on this International

Standard are:

a) the ability to consistently provide products and services that meet customer and applicable statutory and regulatory
requirements;

b) facilitating opportunities to enhance customer satisfaction;

c) addressing risks and opportunities associated with its context and objectives;

d) the ability to demonstrate conformity to specified quality management system requirements.

This International Standard can be used by internal and external parties.

It is not the intent of this International Standard to imply the need for:

— uniformity in the structure of different quality management systems;

— alignment of documentation to the clause structure of this International Standard;

— the use of the specific terminology of this International Standard within the organization.

The quality management system requirements specified in this International Standard are complementary to requirements
for products and services.

This International Standard employs the process approach, which incorporates the Plan-Do-Check-Act (PDCA) cycle and
risk-based thinking.

The process approach enables an organization to plan its processes and their interactions.

The PDCA cycle enables an organization to ensure that its processes are adequately resourced and managed, and that opp-
ortunities for improvement are determined and acted on.

Risk-based thinking enables an organization to determine the factors that could cause its processes and its quality
management system to deviate from the planned results, to put in place preventive controls to minimize negative effects
and to make maximum use of opportunities as they arise (see Clause A.4).

Consistently meeting requirements and addressing future needs and expectations poses a challenge for organizations in an
increasingly dynamic and complex environment. To achieve this objective, the organization might find it necessary to adopt
various forms of improvement in addition to correction and continual improvement, such as breakthrough change, inno-
vation and re-organization. In this International Standard, the following verbal forms are used:

— “shall” indicates a requirement;

— “should” indicates a recommendation;

-  “may” indicates a permission;

— “can” indicates a possibility or a capability.

Information marked as “NOTE"” is for guidance in understanding or clarifying the associated requirement.

0.2 Quality management principles

This International Standard is based on the quality management principles described in ISO 9000. The descriptions include
a statement of each principle, a rationale of why the principle is important for the organization, some examples of benefits
associated with the principle and examples of typical actions to improve the organization’s performance when applying the
principle.

The quality management principles are:

— customer focus;

— leadership;
— engagement of people;
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— ferlisnalgun,

— umbeetur,

— akvardanataka byggd 4 sdbnnunargognum,
— stjornun tengsla.

0.3 Ferlisnalgun
0.3.1 Almennt

Alpjodastadall pessi hvetur til pess ad ferlisnalgun sé tekin upp vid préoun, innleidingu og umbeaetur & markvirkni geeda-
stjornunarkerfis, til pess ad baeta dnaegju vidskiptavina med pvi ad meeta kréfum peirra. Tilgreindar krofur sem taldar eru
naudsynlegar til pess ad taka upp ferlisnalgun er ad finna i 4.4.

Ad skilja og stjorna innbyrdis tengdum ferlum sem kerfi studlar ad markvirkni og hagkvaeemni skipulagsheildar til ad na
tileetludum nidurstddum. Pessi nalgun gerir skipulagsheildinni kleift ad styra innbyrdis tengslum og samvirkni ferla kerfisins
pannig ad unnt sé ad baeta heildarframmistédu skipulagsheildarinnar.

i ferlisnalgun felst kerfisbundin skilgreining og stjérnun ferla og gagnverkunar peirra i pvi skyni ad na tilaetludum nidurstédum
i samreemi vid geedastefnuna og strategisk aform skipulagsheildarinnar. Stjérnun ferlanna og kerfisins sem heildar méa na
fram med pvi ad beita PDCA hringnum (sja 0.3.2) med heildardherslu & dhaettugrundada hugsun (sja 0.3.3), sem midast ad
pvi ad nyta teekifeeri og koma i veg fyrir 6aeskilegar nidurstodur.

Beiting ferlisnalgunar i gaedastjérnunarkerfi gerir kleift:

a) ad skilja krofur og meeta peim ad stadaldri,

b) ad igrunda ferli med tilliti til virdisaukningar,

) ad na fram markvirkri frammistodu ferla,

) ad byggja umbeetur & ferlum & mati 4 gdgnum og upplysingum.

[oRN 9]

A mynd 1 er sett fram skyringarmynd af ferli og synd gagnverkan hluta pess. Gatstadir voktunar og maelinga, sem naud-
synlegir eru til styringar, eru sérstakir fyrir hvert ferli og breytilegir eftir pvi hver tengd dheetta er.

Upphaf Lok

Uppruni ilags m R Starfsemi : K’;ém Vidtakendur fralags
v \__/

UNDANFARANDI EFNI EFNI EFTIRFARANDI
FERLI ORKA ORKA FERLI
o UPPLYSINGAR UPPLYSINGAR

t.d. hja veitendum B . , . e a .
N . t.d. i formi t.d. i formi t.d. hja vidskiptavini
(innri eda ytri) . .. N .

i a s . efnividar, voru, (innri eda ytri)
hja vidskiptavinum . L. - - .
hi &3rum audlinda, pjonustu, hja 68rum videigandi
! . . krafna akvardana hagsmunaadilum
videigandi

hagsmunaadilum
A

Mdgulegar styringar og
gatunarstadir til ad vakta
og meaela frammistodu

Mynd 1 - Skyringarmynd af hlutum einstaks ferlis
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— process approach;

— improvement;

— evidence-based decision making;
— relationship management.

0.3 Process approach
0.3.1 General

This International Standard promotes the adoption of a process approach when developing, implementing and improving
the effectiveness of a quality management system, to enhance customer satisfaction by meeting customer requirements.
Specific requirements considered essential to the adoption of a process approach are included in 4.4.

Understanding and managing interrelated processes as a system contributes to the organization’s effectiveness and
efficiency in achieving its intended results. This approach enables the organization to control the interrelationships and
interdependencies among the processes of the system, so that the overall performance of the organization can be enhanced.

The process approach involves the systematic definition and management of processes, and their interactions, so as to
achieve the intended results in accordance with the quality policy and strategic direction of the organization. Management
of the processes and the system as a whole can be achieved using the PDCA cycle (see 0.3.2) with an overall focus on risk-
based thinking (see 0.3.3) aimed at taking advantage of opportunities and preventing undesirable results.

The application of the process approach in a quality management system enables:
a) understanding and consistency in meeting requirements;

b) the consideration of processes in terms of added value;

c) the achievement of effective process performance;

d) improvement of processes based on evaluation of data and information.

Figure 1 gives a schematic representation of any process and shows the interaction of its elements. The monitoring and
measuring check points, which are necessary for control, are specific to each process and will vary depending on the related

risks.
Start End
point point

Sources of input Activities Receivers of outputs

S outputs D
v

A

Possible controls and

A
PREDECESSOR MATTER, MATTER, SUBSEQUENT
PROCESSES ENERGY ENERGY PROCESSES
e.g. at providers INFORMATION INFORMATION
(internal or e.g. in the form e.g. in the form e.g. at customers
external) of materials, of product, (internal or external),
at customers, resources, service, at other relevant
at other relevant requirements decision interested parties
interested parties

check points to monitor
and measure performance

Figure 1 - Schematic representation of the elements of a single process

Skjal petta er verndad af akvaedum hofundalaga og afritun pess og dreifing er med 6llu 6heimil nema skv. samkomulagi vid Stadlarad islands.

15



Notkunarheimild: Kaupandi pessa skjals Gardar Jonsson (2409647249) hefur heimild til ad nota pad & 1 vinnustdd/vum skv. samningsskilmalum Stadlarads Islands. 15.3.2023.

iIST EN 1SO 9001:2015

0.3.2 PDCA hringur

PDCA hringnum ma beita vid 6ll ferli og gaedastjornunarkerfid i heild. A mynd 2 er synt hvernig flokka ma kafla 4 til 10
i tengslum vid PDCA hringinn.

Geaedastjornunarkerfi (4)

Skipulagsheildin

og samhengi Studningur (7)
hennar (4) Rekstur (8)
Skipuleggja Gera
Anaegja
vidskiptavina
) Mat & "
Krofur Skipulag (6) Forysta (5) frammi- Arangur
vidskiptavina stodu (9) GSK
Vorur og
pjonusta
Adhafast Gata
parfir og Umbeaetur (10)
veentingar
videigandi
hagsmunaadila
(4)

ATHUGASEMD Numer i svigum visa til kaflanna i pessum alpjodastadli.

Mynd 2 - Framsetning 8 uppbyggingu alpjodastadals pessa i PDCA hringnum.

PDCA hringnum ma i stuttu mali lysa sem hér segir:

— Skipuleggja (e. Plan): setja fram markmid fyrir kerfid og ferli pess, og audlindir sem naudsynlegar eru til pess ad skila
nidurstodum sem samraemast krofum vidskiptavina og stefnum skipulagsheildarinnar, og bera kennsl & og takast 4 vid
adheaettu og teekifeeri,

— Gera (e. Do): innleida pad sem skipulagt var,

— Gata (e. Check): vakta og (par sem vid 8) meela ferli svo og vOrur og pjonustu sem af peim leida med samanburdi vid
stefnur, markmid, krofur og skipulagda starfsemi, og gefa skyrslu um nidurstédur,

— Aodhafast (e. Act): gripa til adgerda til pess ad baeta frammistodu eftir pvi sem naudsyn krefur.

0.3.3 Ahaettugrundud hugsun

Ahzettugrundud hugsun (sja grein A.4) er naudsynleg til pess ad na fram markvirku gaedastjérnunarkerfi. Hugmyndin um
dheettugrundada hugsun hefur verid undirliggjandi i fyrri Utgafum pessa alpjodastadals, og folst t.d. i pvi ad beita forvornum
i pvi skyni ad eyda moégulegum frabrigdum, ad greina o6ll frabrigdi sem upp koma, og ad gripa til adgerda til ad koma i veg
fyrir endurtekningu eftir pvi sem vid 4 midad vid ahrif frabrigdisins.

Til pess ad samraemast krofum pessa alpjodastadals parf skipulagsheild ad skipuleggja og innleida adgerdir til pess ad

takast 4 vid dhaettu og teekifeeri. Med pvi ad takast 4 vid baedi dhaettu og teekifeeri er lagdur grunnur ad pvi ad auka markvirkni
gaedastjornunarkerfisins, na betri nidurst6dum og koma i veg fyrir neikvaed ahrif.
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0.3.2 Plan-Do-Check-Act cycle

The PDCA cycle can be applied to all processes and to the quality management system as a whole. Figure 2 illustrates
how Clauses 4 to 10 can be grouped in relation to the PDCA cycle.

Quality Management System (4)

Organization

and its context Support (7)
(4) Operation (8)
Plan Do
Customer
satisfaction
Performance Result of
Customer Planning (6) Leadership evaluation the QMS
requirements (5) (9)
Products and
servicees
Act Check
Needs and Improvement
expectations (10)
of relevant
interested parties
(4)

NOTE Numbers in brackets refer to the clauses in this International Standard.

Figure 2 — Representation of the structure of this International Standard in the PDCA cycle

The PDCA cycle can be briefly described as follows:

— Plan: establish the objectives of the system and its processes, and the resources needed to deliver results in accordance
with customers’ requirements and the organization’s policies, and identify and address risks and opportunities;

— Do: implement what was planned;

— Check: monitor and (where applicable) measure processes and the resulting products and services against policies,
objectives, requirements and planned activities, and report the results;

— Act: take actions to improve performance, as necessary.

0.3.3 Risk-based thinking

Risk-based thinking (see Clause A.4) is essential for achieving an effective quality management system. The concept of risk-
based thinking has been implicit in previous editions of this International Standard including, for example, carrying out
preventive action to eliminate potential nonconformities, analysing any nonconformities that do occur, and taking action to
prevent recurrence that is appropriate for the effects of the nonconformity.

To conform to the requirements of this International Standard, an organization needs to plan and implement actions to
address risks and opportunities. Addressing both risks and opportunities establishes a basis for increasing the effectiveness

of the quality management system, achieving improved results and preventing negative effects.
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Teekifeeri geta ordid til vegna adsteedna sem eru hagstaedar til ad na tileetladri nidurstédu, t.d. kringumstaedur sem gera
skipulagsheildinni kleift ad lada ad vidskiptavini, préa nyjar vorur og pjénustu, draga ur séun eda baeta framleidni. Adgerdir
til pess ad nyta taekifeeri geta einnig falid i sér ihugun a ahaettu sem peim tengist. Ahzetta er ahrif dvissu og hverskyns 6vissa
getur haft jakveed eda neikvaed ahrif. Jakveett fravik sem leidir af dhaettu getur skapad taekifzeri en ekki leida Oll jakvaed ahrif
aheettu til teekifeera.

0.4 Tengsl vid adra stjéornunarkerfisstadla

i alpjodastadli pessum er beitt peim ramma sem proadur var af 1SO til pess ad beeta samraemi medal alpjodastadla sinna
um stjornunarkerfi (sja grein A.1).

Alpjodastadall pessi gerir skipulagsheild kleift ad beita ferlisnalgun, 4samt PDCA hringnum og dhaettugrundadri hugsun, til
pess ad samstilla eda sampaeetta gaedastjérnunarkerfi sitt vid krofur annarra stjérnunarkerfisstadla.

Alpjodastadall pessi tengist ISO 9000 og ISO 9004 med eftirfarandi haetti:

— IS0 9000 Geedastjornunarkerfi — Grunnatridi og idordasafn veitir naudsynlegan bakgrunn til ad 6dlast réttan skilning a
alpjodastadli pessum og innleida hann med réttum heetti,

— 1S0 9004 Stjéornun sem midar ad vidvarandi drangri skipulagsheildar — Gaedastjornunarnalgun veitir leidsogn fyrir skipu-
lagsheildir sem velja ad ganga lengra en krofur pessa alpjédastadals.

i vidauka B er ad finna nanari upplysingar um adra alpjodastadla um gaedastjornun og geaedastjornunarkerfi sem préadir
hafa verid af ISO/TC 176.

Pessi alpjodastadall felur ekki i sér krofur sem eru sérteekar fyrir 6nnur stjornunarkerfi, svo sem paer sem gilda um um-
hverfisstjornun, stjérnun Oryggis-, heilsu- og vinnuverndar eda fjarmalastjérnun.

Préadir hafa verid sérstakir geedastjérnunarkerfisstadlar atvinnugreina sem byggja & krofum pessa alpjodastadals fyrir
nokkrar atvinnugreinar. | sumum pessara stadla eru tilgreindar vidbotarkrofur um gaedastjornunarkerfi, en adrir takmarkast

vid ad veita leidsdogn um beitingu pessa alpjodastadals innan vidkomandi atvinnugreinar.

Tengslamynd sem synir samsvorun milli kafla pessarar utgafu alpjédastadals pessa og fyrri utgafu (ISO 9001:2008) er ad
finna & opinni vefsidu ISO/TC 176/SC 2 4 www.iso.org/tc176/sc02/public .
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Opportunities can arise as a result of a situation favourable to achieving an intended result, for example, a set of circ-
umstances that allow the organization to attract customers, develop new products and services, reduce waste or improve
productivity. Actions to address opportunities can also include consideration of associated risks. Risk is the effect of un-
certainty and any such uncertainty can have positive or negative effects. A positive deviation arising from a risk can provide
an opportunity, but not all positive effects of risk result in opportunities.

0.4 Relationship with other management system standards

This International Standard applies the framework developed by ISO to improve alignment among its International
Standards for management systems (see Clause A.1).

This International Standard enables an organization to use the process approach, coupled with the PDCA cycle and risk-based
thinking, to align or integrate its quality management system with the requirements of other management system standards.

This International Standard relates to ISO 9000 and ISO 9004 as follows:

— IS0 9000 Quality management systems — Fundamentals and vocabulary provides essential background for the proper
understanding and implementation of this International Standard;

— 1S0 9004 Managing for the sustained success of an organization — A quality management approach provides guidance
for organizations that choose to progress beyond the requirements of this International Standard.

Annex B provides details of other International Standards on quality management and quality management systems that
have been developed by ISO/TC 176.

This International Standard does not include requirements specific to other management systems, such as those for envir-
onmental management, occupational health and safety management, or financial management.

Sector-specific quality management system standards based on the requirements of this International Standard have been
developed for a number of sectors. Some of these standards specify additional quality management system requirements,

while others are limited to providing guidance to the application of this International Standard within the particular sector.

A matrix showing the correlation between the clauses of this edition of this International Standard and the previous edition
(ISO 9001:2008) can be found on the ISO/TC 176/SC 2 open access web site at: www.iso.org/tc176/sc02/public.
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Gaedastjornunarkerfi — Krofur

1 Umfang

i pessum alpjédastadli eru tilgreindar krofur til geedastjérnunarkerfis pegar skipulagsheild:

a) parf ad syna fram & getu sina til ad bjoda ad stadaldri vorur og pjonustu sem maeta krofum vidskiptavina og videigandi
laga og stjérnvaldsreglna, og

b) midar ad pvi ad baeta anaegju vidskiptavina med pvi ad beita kerfinu & markvirkan hatt, par 8 medal ferlum er mida ad

umboétum a kerfinu og tryggingu fyrir samraemi vid krofur vidskiptavina og logbodnar krofur og stjérnvaldskrofur.

Allar krofur i alpjodastadli pessum eru almennar og heegt er ad beita peim fyrir hvada skipulagsheild sem er, 6hdd tegund
hennar eda steerd, eda peim vorum og pjonustu sem han bydur upp a.

ATHUGASEMD 1 | alpjédastadli pessum eru hugtdkin ,vara” og ,,pjonusta” adeins notud um voru og pjénustu sem aetlud er vidskiptavini
eda sem vidskiptavinur gerir kréfu um.

ATHUGASEMD 2  Lagakrofur er annad ordalag yfir Idgbodnar krofur og stjornvaldskrofur.

2 Tilvisanir i stadla
Til eftirfarandi skjala, i heild eda ad hluta, er visad & bindandi hatt i skjali pessu og eru pau émissandi vid notkun stadalsins.
Pegar um er ad reeda dagsettar tilvisanir, gildir adeins su Utgafa sem visad er til. Ef tilvisanir eru 6dagsettar, pa gildir nyjasta

utgafa skjalsins sem visad er til (dsamt breytingum, ef einhverjar eru).

ISO 9000:2015, Gaedastjornunarkerfi — Grunnatridi og idordasafn

3 Hugtok og skilgreiningar

i skjali pessu gilda hugtokin og skilgreiningarnar sem eru gefin i ISO 9000:2015.

4 Sambhengi skipulagsheildar
41 Ad skilja skipulagsheildina og samhengi hennar

Skipulagsheildin skal dkvarda ytri og innri malefni sem varda tilgang hennar og strategisk &form og sem hafa ahrif 4 getu
hennar til pess ad na peirri nidurstodu eda nidurstodum sem stefnt er ad med gaedastjérnunarkerfi hennar.

Skipulagsheildin skal vakta og ryna upplysingar um pessi ytri og innri malefni.

ATHUGASEMD 1 Malefni til ihugunar geta falid i sér jakveeda eda neikvaeda peetti eda adsteedur.

ATHUGASEMD 2 Skilning & ytra samhengi er haegt ad audvelda med pvi ad ihuga malefni med uppruna i lagalegu, taeknilegu, samkeppnis-
legu, markadslegu, menningarlegu, félagslegu og efnahagslegu umhverfi, hvort heldur er alpjédlegu, landsbundnu, svaedisbundnu eda

stadbundnu.

ATHUGASEMD 3 Unnt er ad audvelda skilning & innra samhengi med pvi ad ihuga malefni sem tengjast gildum, menningu, pekkingu og
frammistodu skipulagsheildarinnar.

4.2 A9 skilja parfir og vaentingar hagsmunaadila.

Vegna ahrifa peirra eda mogulegra ahrifa a getu skipulagsheildarinnar til pess ad lata ad stadaldri i té vorur og pjonustu sem
maeta krofum vidskiptavina og videigandi laga og stjornvaldsreglna skal skipulagsheildin dkvarda:

a) pa hagsmunaadila sem skipta mali fyrir geedastjérnunarkerfid, og

b) peer krofur pessara hagsmunaadila sem skipta mali fyrir geedastjornunarkerfid.

Skipulagsheildin skal vakta og ryna upplysingar um pessa hagsmunaadila og videigandi krofur peirra.
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Quality management systems — Requirements

1 Scope

This International Standard specifies requirements for a quality management system when an organization:

a) needs to demonstrate its ability to consistently provide products and services that meet customer and applicable
statutory and regulatory requirements, and

b) aims to enhance customer satisfaction through the effective application of the system, including processes for improve-

ment of the system and the assurance of conformity to customer and applicable statutory and regulatory requirements.

All the requirements of this International Standard are generic and are intended to be applicable to any organization,
regardless of its type or size, or the products and services it provides.

NOTE 1 In this International Standard, the terms “product” or “service” only apply to products and services intended for, or required by,
a customer.

NOTE 2 Statutory and regulatory requirements can be expressed as legal requirements.

2 Normative references
The following documents, in whole or in part, are normatively referenced in this document and are indispensable for its
application. For dated references, only the edition cited applies. For undated references, the latest edition of the referenced

document (including any amendments) applies.

ISO 9000:2015, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO 9000:2015 apply.

4 Context of the organization
4.1 Understanding the organization and its context

The organization shall determine external and internal issues that are relevant to its purpose and its strategic direction and
that affect its ability to achieve the intended result(s) of its quality management system.

The organization shall monitor and review information about these external and internal issues.

NOTE 1 Issues can include positive and negative factors or conditions for consideration.

NOTE 2 Understanding the external context can be facilitated by considering issues arising from legal, technological, competitive, market,
cultural, social and economic environments, whether international, national, regional or local.

NOTE 3 Understanding the internal context can be facilitated by considering issues related to values, culture, knowledge and performance
of the organization.

4.2 Understanding the needs and expectations of interested parties

Due to their effect or potential effect on the organization’s ability to consistently provide products and services that meet
customer and applicable statutory and regulatory requirements, the organization shall determine:

a) the interested parties that are relevant to the quality management system;

b) the requirements of these interested parties that are relevant to the quality management system.

The organization shall monitor and review information about these interested parties and their relevant requirements.
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43 Ad akvarda umfang geedastjornunarkerfisins
Skipulagsheildin skal dkvarda mork og notkunarsvid geedastjérnunarkerfisins til pess ad dkveda umfang pess.

Pegar petta umfang er dkvardad skal skipulagsheildin ihuga:
a) ytri og innri malefni sem visad er til i 4.1,

b) krofur videigandi hagsmunaadila sem visad er til i 4.2,

c) vorur og pjonustu skipulagsheildarinnar.

Skipulagsheildin skal beita 6llum kréfum pessa alpjoédastadals ef peer eiga vid innan pess umfangs sem &akvardad hefur
verid fyrir geedastjérnunarkerfi hennar.

Umfang gaedastjornunarkerfis skipulagsheildarinnar skal vera tiltaekt og pvi vidhaldid sem skjalfestum upplysingum. |
umfanginu skal taka fram peer tegundir voru og pjonustu sem falla undir geedastjérnunarkerfid og feera rok fyrir hverri peirri
krofu samkveemt alpjodastadli pessum sem skipulagsheildin hefur akvardad ad eigi ekki vid umfang geedastjéornunarkerfisins.

Einungis er haegt ad lysa yfir samraemi vid alpjédastadal pennan ef krofurnar, sem akvardad hefur verid ad eigi ekki vid, hafa
ekki ahrif & getu eda abyrgd skipulagsheildarinnar til ad tryggja samraemi vOoru og pjonustu og beaetta danaegju vidskipta-
vina.

4.4 Gaedastjornunarkerfi og ferli pess

4.4.1 Skipulagsheildin skal koma &, innleida, vidhalda og baeta stodugt geedastjornunarkerfi, par med talid pau ferli sem
parf og gagnverkun peirra, i samraemi vid krofur pessa alpjédastadals.

Skipulagsheildin skal akvarda pau ferli sem parf fyrir geedastjérnunarkerfid og beitingu peirra um alla skipulagsheildina

og skal:

a) akvarda pad ilag sem krafist er og pad fralag sem vaenst er af pessum ferlum,

b) &akvarda r6d og gagnverkan pessara ferla,

c) akvarda og beita peim vidmidum og adferdum (p.m.t. voktun, meelingum og tengdum frammistoduvisum) sem parf til
pess ad tryggja markvirka starfreekslu og styringu pessara ferla,

d) akvarda peer audlindir sem porf er & fyrir pessi ferli og tryggja ad peer séu tiltaekar,

e) uthluta dbyrgd og voldum fyrir pessi ferli,

f) takast & vid dheettu og taekifeeri sem akvordud eru samkvaemt krofum i 6.1,

g) meta pessi ferli og innleida hverjar paer breytingar sem porf er a til pess ad tryggja ad pessi ferli nai tileetludum nidur-
stodum,

h) baeta ferlin og geedastjornunarkerfid.

4.4.2 Ad pvi marki sem naudsynlegt er skal skipulagsheildin:

a) vidhalda skjalfestum upplysingum til pess ad stydja vid starfraekslu ferla sinna,

b) vardveita skjalfestar upplysingar til pess ad hafa traust & ad ferlin séu framkvaemd eins og til er setlast samkvaemt skipu-
lagi.

5 Forysta
5.1 Forysta og skuldbinding
5.1.1 Almennt

Yfirstjorn skal syna forystu og skuldbindingu ad pvi er vardar gaedastjornunarkerfid med pvi ad:

a) taka fyrirsvar fyrir markvirkni geedastjérnunarkerfisins,

b) tryggja ad geedastefna og geedamarkmid séu sett fram fyrir geedastjornunarkerfid og ad pau séu samhaefd samhengi og
strategiskum aformum skipulagsheildarinnar,

c) tryggja sampeettingu & krofum gaedastjornunarkerfisins vid vidskiptaferli skipulagsheildarinnar,

d) studla ad notkun ferlisnadlgunar og dheettugrundadrar hugsunar,

e) tryggja ad peer audlindir sem porf er a fyrir geedastjornunarkerfid séu tilteekar,

f) midla upplysingum um mikilveegi markvirkrar geedastjérnunar og samraemis vid krofur geedastjérnunarkerfisins,
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4.3 Determining the scope of the quality management system
The organization shall determine the boundaries and applicability of the quality management system to establish its scope.

When determining this scope, the organization shall consider:

a) the external and internal issues referred to in 4.1;

b) the requirements of relevant interested parties referred to in 4.2;
c) the products and services of the organization.

The organization shall apply all the requirements of this International Standard if they are applicable within the determined
scope of its quality management system.

The scope of the organization’s quality management system shall be available and be maintained as documented infor-
mation. The scope shall state the types of products and services covered, and provide justification for any requirement of this
International Standard that the organization determines is not applicable to the scope of its quality management system.

Conformity to this International Standard may only be claimed if the requirements determined as not being applicable do
not affect the organization’s ability or responsibility to ensure the conformity of its products and services and the enhance-
ment of customer satisfaction.

4.4 Quality management system and its processes

4.41 The organization shall establish, implement, maintain and continually improve a quality management system,
including the processes needed and their interactions, in accordance with the requirements of this International Standard.

The organization shall determine the processes needed for the quality management system and their application throughout

the organization, and shall:

a) determine the inputs required and the outputs expected from these processes;

b) determine the sequence and interaction of these processes;

c) determine and apply the criteria and methods (including monitoring, measurements and related performance indicators)
needed to ensure the effective operation and control of these processes;

d) determine the resources needed for these processes and ensure their availability;

e) assign the responsibilities and authorities for these processes;

f) address the risks and opportunities as determined in accordance with the requirements of 6.1;

g) evaluate these processes and implement any changes needed to ensure that these processes achieve their intended
results;

h) improve the processes and the quality management system.

4.4.2 To the extent necessary, the organization shall:
a) maintain documented information to support the operation of its processes;
b) retain documented information to have confidence that the processes are being carried out as planned.

5 Leadership
5.1 Leadership and commitment
5.1.1 General

Top management shall demonstrate leadership and commitment with respect to the quality management system by:

a) taking accountability for the effectiveness of the quality management system;

b) ensuring that the quality policy and quality objectives are established for the quality management system and are
compatible with the context and strategic direction of the organization;

c) ensuring the integration of the quality management system requirements into the organization’s business processes;

d) promoting the use of the process approach and risk-based thinking;

e) ensuring that the resources needed for the quality management system are available;

f) communicating the importance of effective quality management and of conforming to the quality management system
requirements;
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g) tryggja ad geedastjornunarkerfid nai tileetludum nidurstédum,

h) virkja, leidbeina og stydja vid einstaklinga til pess ad studla ad markvirkni gaedastjérnunarkerfisins,

i) studla ad umbdétum,

j) stydja 6nnur videigandi stjornunarhlutverk til ad syna forystu peirra ad pvi er vardar dbyrgdarsvid peirra.

ATHUGASEMD Tilvisanir til ,vidskipta” i alpjodastadli pessum ma tulka vitt pannig ad peer visi til peirrar starfsemi sem myndar kjarna
tilgangsins med tilvist skipulagsheildarinnar, hvort sem skipulagsheildin er opinber, einkafyrirteeki, rekin i hagnadarskyni eda ekki.

5.1.2 Ahersla a vidskiptavini

Yfirstjorn skal syna forystu og skuldbindingu ad pvi er vardar dherslu & vidskiptavini med pvi ad tryggja ad:

a) krofur vidskiptavina og videigandi ldgbodnar kréfur og stjérnvaldskrofur séu dkvardadar, peer skiljist og séu ad stadaldri
uppfylltar,

b) aheetta og teekifeeri sem geta haft ahrif 4 samraemi voru og pjénustu og getu til pess ad beaeta dnsegju vidskiptavina séu
akvordud og tekist & vid pau,

c) aherslunni & ad beeta anaegju vidskiptavina sé vidhaldid.

5.2 Stefna
5.2.1 A0 setja fram geaedastefnu

Yfirstjorn skal setja fram, innleida og vidhalda gaedastefnu sem:

a) heefir tilgangi og samhengi skipulagsheildarinnar og stydur vid strategisk aform hennar,
b) skapar umgerd til pess ad setja gaedamarkmid,

c) felurisér skuldbindingu um ad uppfylla videigandi krofur,

d) felur i sér skuldbindingu um stédugar umbeaetur & gaedastjérnunarkerfinu.

5.2.2 A0 midla gaedastefnunni

Gaedastefnan skal:

a) vera tiltaek og vidhaldid sem skjalfestum upplysingum,

b) vera midlad, hun skilin og henni beitt innan skipulagsheildarinnar,
c) vera tilteek videigandi hagsmunaadilum, eins og vid &.

5.3 Hlutverk, abyrgd og vold innan skipulagsheildar.

Yfirstjorn skal tryggja ad abyrgd og voldum sé uthlutad eftir videigandi hlutverkum, upplysingum um pau sé midlad og ad
pau skiljist innan skipulagsheildarinnar.

Yfirstjorn skal uthluta abyrgd og voldum til pess ad:

a) tryggja ad geedastjornunarkerfid samraemist krofum pessa alpjodastadals,

b) tryggja ad ferlin skili tileetludu fralagi,

c) gefa skyrslu um frammistodu gaedastjornunarkerfisins og teekifeeri til umbadta (sja 10.1), einkum til yfirstjérnar,

d) tryggja ad aherslu & vidskiptavini sé komid a framfaeri um alla skipulagsheildina,

e) tryggja ad sampeettingu geedastjérnunarkerfisins sé vidhaldid pegar breytingar & gaedastjornunarkerfinu eru skipulagdar
og peer innleiddar.

6 Skipulagning
6.1 Adgerdir til pess ad takast a vid ahaettu og taekifaeri

6.1.1 Pegar unnid er ad skipulagningu geedastjérnunarkerfisins skal skipulagsheildin ihuga pau malefni sem visad er til i
4.1 og krofurnar sem visad er til i 4.2 og dkvarda dhaettuna og taekifaerin sem bregdast parf vid til pess ad:

a) veita tryggingu fyrir pvi ad gaedastjornunarkerfid geti nad tileetladri nidurstédu eda nidurstodum,

b) auka aeskileg ahrif,

c) koma i veg fyrir eda draga ur 6eeskilegum ahrifum,

d) néfram umbdtum.
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g) ensuring that the quality management system achieves its intended results;

h) engaging, directing and supporting persons to contribute to the effectiveness of the quality management system;

i) promoting improvement;

j) supporting other relevant management roles to demonstrate their leadership as it applies to their areas of responsibility.

NOTE Reference to “business” in this International Standard can be interpreted broadly to mean those activities that are core to the
purposes of the organization’s existence, whether the organization is public, private, for profit or not for profit.

5.1.2 Customer focus

Top management shall demonstrate leadership and commitment with respect to customer focus by ensuring that:

a) customer and applicable statutory and regulatory requirements are determined, understood and consistently met;

b) the risks and opportunities that can affect conformity of products and services and the ability to enhance customer
satisfaction are determined and addressed;

c) the focus on enhancing customer satisfaction is maintained.

5.2 Policy
5.2.1 Establishing the quality policy

Top management shall establish, implement and maintain a quality policy that:

a) is appropriate to the purpose and context of the organization and supports its strategic direction;
b) provides a framework for setting quality objectives;

c) includes a commitment to satisfy applicable requirements;

d) includes a commitment to continual improvement of the quality management system.

5.2.2 Communicating the quality policy

The quality policy shall:

a) be available and be maintained as documented information;

b) be communicated, understood and applied within the organization;
c) be available to relevant interested parties, as appropriate.

5.3 Organizational roles, responsibilities and authorities

Top management shall ensure that the responsibilities and authorities for relevant roles are assigned, communicated and
understood within the organization.

Top management shall assign the responsibility and authority for:

a) ensuring that the quality management system conforms to the requirements of this International Standard;

b) ensuring that the processes are delivering their intended outputs;

c) reporting on the performance of the quality management system and on opportunities for improvement (see 10.1), in
particular to top management;

d) ensuring the promotion of customer focus throughout the organization;

e) ensuring that the integrity of the quality management system is maintained when changes to the quality management
system are planned and implemented.

6 Planning

6.1 Actions to address risks and opportunities

6.1.1 When planning for the quality management system, the organization shall consider the issues referred to in 4.1 and
the requirements referred to in 4.2 and determine the risks and opportunities that need to be addressed to:

a) give assurance that the quality management system can achieve its intended result(s);

b) enhance desirable effects;

c) prevent, or reduce, undesired effects;
d) achieve improvement.
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6.1.2 Skipulagsheildin skal skipuleggja:

a) adgerdir til pess ad takast & vid pessa ahaettu og teekifeeri,

b) hvernig skuli:
1) sampeetta og innleida adgerdirnar i ferli gaedastjornunarkerfis sins (sja 4.4),
2) meta markvirkni pessara adgerda.

Adgerdir sem gripid er til i pvi skyni ad takast & vid dhaettu og teekifeeri skulu samsvara moégulegum ahrifum a samraemi
voru og pjonustu.

ATHUGASEMD 1 Medal moguleika til pess ad takast & vid ahaettu er ad fordast dheettu, taka dhaettu i pvi skyni ad nyta teekifaeri, eyda
dheettuvaldinum, breyta likunum eda afleidingunum, deila dhaettunni eda bua vid dheettuna med upplystri akvordun.

ATHUGASEMD 2 Teekifeeri geta leitt til pess ad teknir verdi upp nyir starfshaettir, bodnar nyjar vorur, sétt & nyja markadi, leitad nyrra
vidskiptavina, byggt upp samstarf, notud ny teekni og annarra eeskilegra og vaenlegra moguleika til pess ad meeta pérfum skipulagsheildar-
innar eda vidskiptavina hennar.

6.2 Gaedamarkmid og skipulagning til ad na peim

6.2.1 Skipulagsheildin skal setja geedamarkmid & videigandi verksvidum, stigum og ferlum sem porf er & fyrir geeda-
stjornunarkerfid.

Gadamarkmidin skulu:

a) vera samkveem geedastefnunni,
) vera meelanleg,
)

(2HNe)

taka mid af videigandi krofum,

o

)
skipta mali ad pvi er vardar samraemi voru og pjonustu og beetta dnaegju vidskiptavina,
) vera voktud,
vera midlad,
vera uppfaerd eftir pvi sem vid a.

Q >0

Skipulagsheildin skal vidhalda skjalfestum upplysingum um gaedamarkmidin.

6.2.2 Pegar skipulagt er hvernig geedamarkmidum skuli nad skal skipulagsheildin akvarda:

a) hvad verdi gert,

b) hvada audlinda verdi krafist,

c) hver verdi abyrgur,

d) hveneer pvi verdi lokid,

e) hvernig nidurstdodur verdi metnar.

6.3 Skipulagning breytinga

Pegar skipulagsheildin dkvardar porf 4 breytingum & gaedastjornunarkerfinu skulu breytingarnar framkvaeemdar med skipu-
16gdum heetti (sja 4.4).

Skipulagsheildin skal ihuga:
a) tilganginn med breytingunum og mogulegar afleidingar peirra,
b) sampaettingu geedastjornunarkerfisins,

c) hvort audlindir séu tilteekar,
d) dathlutun eda endurathlutun dbyrgda og valda.
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6.1.2 The organization shall plan:

a) actions to address these risks and opportunities;

b) how to:
1) integrate and implement the actions into its quality management system processes (see 4.4);
2) evaluate the effectiveness of these actions.

Actions taken to address risks and opportunities shall be proportionate to the potential impact on the conformity of products
and services.

NOTE 1 Options to address risks can include avoiding risk, taking risk in order to pursue an opportunity, eliminating the risk source, chang-
ing the likelihood or consequences, sharing the risk, or retaining risk by informed decision.

NOTE 2 Opportunities can lead to the adoption of new practices, launching new products, opening new markets, addressing new customers,
building partnerships, using new technology and other desirable and viable possibilities to address the organization’s or its customers’
needs.

6.2 Quality objectives and planning to achieve them

6.2.1 The organization shall establish quality objectives at relevant functions, levels and processes needed for the quality
management system.

The quality objectives shall:

a) be consistent with the quality policy;

b) be measurable;

c) take into account applicable requirements;

d) be relevant to conformity of products and services and to enhancement of customer satisfaction;
e) be monitored;

f) be communicated;

g) be updated as appropriate.

The organization shall maintain documented information on the quality objectives.

6.2.2 When planning how to achieve its quality objectives, the organization shall determine:
a) what will be done;

b) what resources will be required;

c) who will be responsible;

d) when it will be completed;

e) how the results will be evaluated.

6.3 Planning of changes

When the organization determines the need for changes to the quality management system, the changes shall be carried
out in a planned manner (see 4.4).

The organization shall consider:

a) the purpose of the changes and their potential consequences;
b) the integrity of the quality management system;

c) the availability of resources;

d) the allocation or reallocation of responsibilities and authorities.
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7 Studningur
71 Audlindir
7.1.1 Almennt

Skipulagsheildin skal dkvarda og utvega peer audlindir sem naudsynlegar eru til pess ad koma 4, innleida, vidhalda og
gera stodugar umbeetur & geedastjornunarkerfinu.

Skipulagsheildin skal ihuga:
a) feerni og takmarkanir @ naverandi innri audlindum,
b) hvad purfi ad fa fra ytri veitendum.

7.1.2 Folk

Skipulagsheildin skal dkvarda og utvega pa einstaklinga sem naudsynlegir eru til pess ad innleida gaedastjornunarkerfi
hennar & markvirkan hatt og til pess ad starfreekja og styra ferlum hennar.

7.1.3 Innvidir

Skipulagsheildin skal dkvarda, lata i té og vidhalda peim innvidum sem naudsynlegir eru til pess ad starfreekja ferli hennar
og na fram samraemi voru og pjénustu.

ATHUGASEMD Til innvida ma telja:

a) byggingar og tilheyrandi stodveitur,

b) bunad, par med talid vélbunad og hugbunad,
c) flutningsaudlindir,

d) upplysinga- og samskiptateekni.

7.1.4 Umbhverfi til starfraekslu ferla

Skipulagsheildin skal dkvarda, lata i té og vidhalda pvi umhverfi sem naudsynlegt er til pess ad starfraekja ferli hennar og
nda fram samraemi voru og pjonustu.

ATHUGASEMD Hentugt umhverfi getur verid sambland af mannlegum og raunleegum pattum, svo sem:
a) félagslegum (t.d. an mismununar, rélegt, atakalaust),

b) salreenum (t.d. streituminnkun, varnir gegn pvi ad brenna ut, verndun tilfinninga),

¢) raunleegum (t.d. hitastig, varmi, rakastig, lysing, loftflaedi, hreinleeti, havadi).

Pessir peettir geta verid mismunandi i veigamiklum atridum, allt eftir peirri voru og pjonustu sem veitt er.
7.1.5 Audlindir til voktunar og maelinga

7.1.5.1 Almennt

Skipulagsheildin skal dkvarda og lata i té paer audlindir sem porf er a til pess ad tryggja gildar og areidanlegar nidurstodur
pegar voktun eda meeling er notud til pess ad sannpréfa samraemi voru og pjonustu vid krofur.

Skipulagsheildin skal tryggja ad peer audlindir sem latnar eru i té:
a) henti peirri tilteknu tegund voktunar- og maelingastarfsemi sem fengist er vid,

b) sé vidhaldid til ad tryggja ad peer pjéni afram tilgangi sinum.

Skipulagsheildin skal vardveita videigandi skjalfestar upplysingar sem sénnunargdégn um ad voktunar- og meelingaraud-
lindir pjoni tilgangi sinum.

7.1.5.2 Rekjanleiki maelinga

Pegar rekjanleiki meelinga er krafa, eda er af skipulagsheildinni talinn vera naudsynlegur lidur i ad veita traust & gildi nidur-
stadna meelinga, skal maelibunadur vera:
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7 Support
71 Resources
7.1.1 General

The organization shall determine and provide the resources needed for the establishment, implementation, maintenance
and continual improvement of the quality management system.

The organization shall consider:
a) the capabilities of, and constraints on, existing internal resources;
b) what needs to be obtained from external providers.

7.1.2 People

The organization shall determine and provide the persons necessary for the effective implementation of its quality manage-
ment system and for the operation and control of its processes.

7.1.3 Infrastructure

The organization shall determine, provide and maintain the infrastructure necessary for the operation of its processes and
to achieve conformity of products and services.

NOTE Infrastructure can include:

a) buildings and associated utilities;

b) equipment, including hardware and software;
c) transportation resources;

d) information and communication technology.

7.1.4 Environment for the operation of processes

The organization shall determine, provide and maintain the environment necessary for the operation of its processes and
to achieve conformity of products and services.

NOTE A suitable environment can be a combination of human and physical factors, such as:
a) social (e.g. non-discriminatory, calm, non-confrontational);

b) psychological (e.g. stress-reducing, burnout prevention, emotionally protective);

c) physical (e.g. temperature, heat, humidity, light, airflow, hygiene, noise).

These factors can differ substantially depending on the products and services provided.
7.1.5 Monitoring and measuring resources

7.1.5.1 General

The organization shall determine and provide the resources needed to ensure valid and reliable results when monitoring or
measuring is used to verify the conformity of products and services to requirements.

The organization shall ensure that the resources provided:
a) are suitable for the specific type of monitoring and measurement activities being undertaken;

b) are maintained to ensure their continuing fitness for their purpose.

The organization shall retain appropriate documented information as evidence of fitness for purpose of the monitoring and
measurement resources.

7.1.5.2 Measurement traceability

When measurement traceability is a requirement, or is considered by the organization to be an essential part of providing
confidence in the validity of measurement results, measuring equipment shall be:
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a) kvardadur eda sannprofadur, eda hvort tveggja, med tilgreindu millibili, eda fyrir notkun, med samanburdi vid meeli-
grunna sem rekja ma til alpjédlegra meeligrunna eda landsmeeligrunna; ef engir slikir meeligrunnar eru fyrir hendi skal
grunnurinn sem byggt er 4 og notadur er til kvérdunar eda sannpréfunar vardveittur sem skjalfestar upplysingar,

b) audkenndur i pvi skyni ad dkvarda stodu hans,

c) varinn fyrir breytingum, skemmdum eda hrérnun sem myndi ogilda kvérdunarstddu hans og nidurstodur meelinga |
kjolfarid.

Skipulagsheildin skal dkvarda hvort gildi nidurstadna fyrri maelinga hafi ordid fyrir 6hagsteedum ahrifum pegar i ljés kemur
ad meelibunadur er 6haefur til aetladra nota, og skal pa gripa til videigandi adgerda eftir pvi sem naudsynlegt er.

7.1.6 Pekking skipulagsheildar.

Skipulagsheildin skal akvarda pa pekkingu sem naudsynleg er til pess ad starfraekja ferli hennar og na fram samreemi voru
og pjonustu.

bessari pekkingu skal vidhaldid og hun gerd adgengileg ad pvi marki sem naudsynlegt er.

Pegar brugdist er vid breyttum porfum og préun skal skipulagsheildin ihuga niverandi pekkingu sina og akvarda hvernig
megi afla eda fd adgang ad naudsynlegri vidbotarpekkingu og uppfaerslum sem krafist er.

ATHUGASEMD 1  Pekking skipulagsheildar er pekking sem tilheyrir skipulagsheildinni sérstaklega; hin er almennt fengin med reynslu.
Um er ad raeda upplysingar sem eru notadar og er deilt i pvi skyni ad nd markmidum skipulagsheildarinnar.

ATHUGASEMD 2  Ppekking skipulagsheildar getur byggst a:

a) innri uppruna (t.d. hugverkum, pekkingu sem fengist hefur med reynslu, leerdémi sem unnt hefur verid ad draga af mistokum og verk-
efnum sem hafa heppnast, 6flun og deilingu & dskjalfestri pekkingu og reynslu, nidurstodum umbdéta & ferlum, voru og pjénustu,

b) ytri uppruna (t.d. stodlum, freedasamfélaginu, radstefnum, 6flun upplysinga hja vidskiptavinum eda ytri veitendum).

7.2 Haefni

Skipulagsheildin skal:

a) akvarda naudsynlega heaefni einstaklings/einstaklinga sem vinnur/vinna undir stjérn hennar og hafa ahrif &4 frammistodu
og markvirkni geedastjornunarkerfisins,

b) tryggja ad pessir einstaklingar séu heaefir & grundvelli videigandi menntunar, pjalfunar eda reynslu,

c) beita adgerdum, par sem vid 4, til pess ad afla naudsynlegrar haefni og meta markvirkni adgerdanna sem gripid er til,

d) vardveita videigandi skjalfestar upplysingar sem sdnnunargégn um haefni,

ATHUGASEMD Medal videigandi adgerda geeti verid t.d. ad veita starfsfélki pjalfun eda handleidslu eda feera pad til i starfi; eda rada eda
gera verksamninga vid heaefa einstaklinga.

7.3 Vitund

Skipulagsheildin skal tryggja ad einstaklingar sem vinna storf undir stjorn skipulagsheildarinnar séu medvitadir um:
a) geedastefnuna,

b) videigandi geedamarkmid,

c) framlag sitt til markvirkni geedastjornunarkerfisins, p.m.t. dvinninginn af baettri frammistodu,

d) afleidingar pess ad samraemast ekki krofum geedastjornunarkerfisins.

7.4 Upplysingagjof

Skipulagsheildin skal akvarda innri og ytri midlun upplysinga sem vardar geedastjérnunarkerfid, p.m.t.:
a) hverju verdi midlad,

b) hvenaer er midlad,

) til hverra er midlad,

) hvernig er midlad,

) hver midlar.

o O

e
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a) calibrated or verified, or both, at specified intervals, or prior to use, against measurement standards traceable to inter-
national or national measurement standards; when no such standards exist, the basis used for calibration or verification
shall be retained as documented information;

b) identified in order to determine their status;

c) safeguarded from adjustments, damage or deterioration that would invalidate the calibration status and subsequent
measurement results.

The organization shall determine if the validity of previous measurement results has been adversely affected when meas-
uring equipment is found to be unfit for its intended purpose, and shall take appropriate action as necessary.

7.1.6 Organizational knowledge

The organization shall determine the knowledge necessary for the operation of its processes and to achieve conformity of
products and services.

This knowledge shall be maintained and be made available to the extent necessary.

When addressing changing needs and trends, the organization shall consider its current knowledge and determine how to
acquire or access any necessary additional knowledge and required updates.

NOTE 1 Organizational knowledge is knowledge specific to the organization; it is generally gained by experience. It is information that is
used and shared to achieve the organization’s objectives.

NOTE 2 Organizational knowledge can be based on:

a) internal sources (e.g. intellectual property; knowledge gained from experience; lessons learned from failures and successful projects;
capturing and sharing undocumented knowledge and experience; the results of improvements in processes, products and services);

b) external sources ( e.g. standards; academia; conferences; gathering knowledge from customers or external providers).

7.2 Competence

The organization shall:

a) determine the necessary competence of person(s) doing work under its control that affects the performance and effectiv-
eness of the quality management system;

b) ensure that these persons are competent on the basis of appropriate education, training, or experience;

c) where applicable, take actions to acquire the necessary competence, and evaluate the effectiveness of the actions taken;

d) retain appropriate documented information as evidence of competence.

NOTE Applicable actions can include, for example, the provision of training to, the mentoring of, or the reassignment of currently employed
persons; or the hiring or contracting of competent persons.

7.3 Awareness

The organization shall ensure that persons doing work under the organization’s control are aware of:

a) the quality policy;

b) relevant quality objectives;

c) their contribution to the effectiveness of the quality management system, including the benefits of improved performance;
d) the implications of not conforming with the quality management system requirements.

7.4 Communication

The organization shall determine the internal and external communications relevant to the quality
management system, including:

a) on what it will communicate;

b) when to communicate;

c) with whom to communicate;

d) how to communicate;

e) who communicates.
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7.5. Skjalfestar upplysingar
7.5.1 Almennt

Gaedastjornunarkerfi skipulagsheildarinnar skal innihalda:

a) skjalfestar upplysingar sem krafist er i pessum alpjodastadli,

b) skjalfestar upplysingar sem skipulagsheildin hefur dkvardad ad séu naudsynlegar fyrir markvirkni gsedastjéornunar-
kerfisins.

ATHUGASEMD Umfang skjalfestra upplysinga fyrir geedastjornunarkerfi kann ad vera mismunandi fra einni skipulagsheild til annarrar
vegna:

— steerdar skipulagsheildarinnar og tegundar starfsemi hennar, ferla, véru og pjénustu,

— flaekjustigs ferla og gagnverkunar peirra,

— heefni einstaklinga.

7.5.2 Tilurd og uppfaersla

Pegar skjalfestar upplysingar eru bunar til og uppfeerdar skal skipulagsheildin tryggja videigandi:
a) audkenningu og lysingu (t.d. heiti, dagsetningu, héfund eda tilvisunarniumer),

b) snid (t.d. tungumal, hugbunadarutgafu, myndefni) og midil (t.d. pappir, rafreent),

c) ryni og sampykki & pvi ad upplysingar séu hentugar og neegjanlegar.

7.5.3 Styring skjalfestra upplysinga

7.5.3.1 Styra skal skjalfestum upplysingum sem krafist er samkveemt geedastjérnunarkerfinu og pessum alpjodastadli til
pess ad tryggja:

a) ad peer séu tiltaekar og henti til notkunar pegar og par sem peirra er porf,

b) ad peer séu naegjanlega verndadar (t.d. fyrir skerdingu & leynd, ovideigandi notkun eda skerdingu a réttleika).

7.5.3.2 Til pess ad styra skjalfestum upplysingum skal skipulagsheildin taka & eftirfarandi starfsemi eftir pvi sem vid &:

a) dreifingu, adgengi, endurheimt og notkun,

b) vistun og vardveislu, p.m.t. vardveislu laesileika,
c) styringu a breytingum (t.d. utgafustyringu),

d) geymslu og férgun.

Utanadkomandi skjalfestar upplysingar, sem skipulagsheildin hefur dkvardad ad séu naudsynlegar fyrir skipulagningu og
rekstur geedastjornunarkerfisins, skulu audkenndar eftir pvi sem vid & og peim styrt.

Skjalfestar upplysingar, sem vardveittar eru sem sdonnunargdogn um samrami, skulu vardar fyrir dviljandi breytingum.

ATHUGASEMD | adgengi getur falist akvordun um leyfi til pess eins ad skoda skjalfestu upplysingarnar eda leyfi og vald til pess ad skoda
og breyta skjalfestu upplysingunum.

8 Rekstur
8.1 Rekstrarskipulagning og styring

Skipulagsheildin skal skipuleggja, innleida og styra peim ferlum (sja 4.4) sem porf er & til pess ad maeta krofunum um
veitingu voru og pjénustu og til pess ad innleida paer adgerdir sem dkvardadar eru i kafla 6 med pvi ad:
a) akvarda krofurnar vardandi voru og pjonustu,
b) setja vidmid um:
1) ferlin,
2) vidtoku voru og pjonustu,
c) akvarda audlindirnar sem porf er & til pess ad nd fram samraemi vid krofurnar sem gilda um voru og pjénustu,
d) innleida styringu & ferlunum samkveemt vidmidunum,
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7.5 Documented information
7.5.1 General

The organization’s quality management system shall include:

a) documented information required by this International Standard;

b) documented information determined by the organization as being necessary for the effectiveness of the quality manage-
ment system.

NOTE The extent of documented information for a quality management system can differ from one organization to another due to:
— he size of organization and its type of activities, processes, products and services;

— the complexity of processes and their interactions;

— the competence of persons.

7.5.2 Creating and updating

When creating and updating documented information, the organization shall ensure appropriate:
a) identification and description (e.g. a title, date, author, or reference number);

b) format (e.g. language, software version, graphics) and media (e.g. paper, electronic);

c) review and approval for suitability and adequacy.

7.5.3 Control of documented information

7.5.3.1 Documented information required by the quality management system and by this International
Standard shall be controlled to ensure:

a) itis available and suitable for use, where and when it is needed;

b) itis adequately protected (e.g. from loss of confidentiality, improper use, or loss of integrity).

7.5.3.2 For the control of documented information, the organization shall address the following activities, as applicable:
a) distribution, access, retrieval and use;

b) storage and preservation, including preservation of legibility;

c) control of changes (e.g. version control);

d) retention and disposition.

Documented information of external origin determined by the organization to be necessary for the planning and operation
of the quality management system shall be identified as appropriate, and be controlled.

Documented information retained as evidence of conformity shall be protected from unintended alterations.

NOTE Access can imply a decision regarding the permission to view the documented information only, or the permission and authority
to view and change the documented information.

8 Operation
8.1 Operational planning and control

The organization shall plan, implement and control the processes (see 4.4) needed to meet the requirements for the
provision of products and services, and to implement the actions determined in Clause 6, by:
a) determining the requirements for the products and services;
b) establishing criteria for:
1) the processes;
2) the acceptance of products and services;
c) determining the resources needed to achieve conformity to the product and service requirements;
d) implementing control of the processes in accordance with the criteria;
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e) dakvarda, vidhalda og vardveita skjalfestar upplysingar ad pvi marki sem naudsynlegt er,
1) til pess ad hafa traust 4 pvi ad ferlin hafi verid framkveemd samkvaemt skipulagi,
2) til pess ad syna fram & samraemi vOru og pjonustu vid krofur.

Fralag pessarar skipulagningar skal haefa rekstri skipulagsheildarinnar.

Skipulagsheildin skal styra breytingum sem skipulagdar eru og ryna afleidingar af breytingum sem ekki voru fyrirhugadar
og gripa til adgerda til pess ad draga ur 6hagsteedum ahrifum, eftir pvi sem naudsyn krefur.

Skipulagsheildin skal tryggja ad utvistudum ferlum sé styrt (sja 8.4).
8.2 Krofur vardandi vorur og pjonustu

8.2.1 Samskipti vid vidskiptavini

Samskipti vid vidskiptavini skulu fela i sér:

a) ad veita upplysingar vardandi vorur og pjonustu,
b) ad medhodndla fyrirspurnir, samninga eda pantanir, p.m.t. breytingar,

c) ad fa endurgjof fra vidskiptavinum vardandi vorur og pjonustu, p.m.t. kvartanir vidskiptavina,
d) ad medhondla eda styra eignum vidskiptavina,
e) ad setja fram tilgreindar krofur um vidbrogd vid dvissuastandi, pegar vid a.

8.2.2 Akvérdun krafna fyrir vérur og pjénustu

Vid akvordun & krofum fyrir vorur og pjonustu sem bjoda & vidskiptavinum skal skipulagsheildin tryggja ad:
a) krofurnar um vorur og pjénustu séu skilgreindar, p.m.t.:

1) hvers kyns videigandi logbodnar krofur og stjornvaldskrofur,

2) krofur sem skipulagsheildin telur naudsynlegar,
b) skipulagsheildinni sé unnt ad standa vid stadhaefingar um paer vérur og pjénustu sem hun bydur.

8.2.3 Ryni krafna fyrir vorur og pjonustu

8.2.3.1 Skipulagsheildin skal tryggja ad hun hafi getu til pess ad maeta krofum um vorur og pjonustu sem bjéda 4 vidskipta-

vinum. Skipulagsheildin skal framkveema ryni 4dur en han skuldbindur sig til pess ad lata vidskiptavini i té vorur og pjonustu,

sem m.a. neer yfir:

a) krofur sem vidskiptavinurinn tilgreinir, p.m.t. kréfur um afhendingu og starfsemi eftir afhendingu,

b) krofur sem vidskiptavinur tekur ekki fram, en eru naudsynlegar vegna tilgreindrar eda fyrirhugadrar notkunar, sem vitad
erum,

c) krofur sem tilgreindar eru af skipulagsheildinni,

d) logbodnar krofur og stjornvaldskrofur sem eiga vid um voru og pjénustu,

e) samnings- eda pontunarkrofur, sem eru frabrugdnar peim sem adur var lyst.

Skipulagsheildin skal tryggja urlausn krafna i samningum eda pontunum, sem eru frabrugdnar peim sem adur voru skil-
greindar.

Krofur vidskiptavinar skulu stadfestar af halfu skipulagsheildarinnar fyrir vidtoku ef vidskiptavinur leetur ekki i té skjalfesta
yfirlysingu um krofur sinar.

ATHUGASEMD Vid sumar adstaedur, t.d. sélu & Internetinu, er formleg ryni & hverri pontun éraunhaef. i stadinn getur rynin nad til videigandi
voruupplysinga, svo sem vorulista.

8.2.3.2 Skipulagsheildin skal vardveita skjalfestar upplysingar, eftir pvi sem vid a:
a) um nidurstodur ryninnar,
b) um hvers kyns nyjar krofur vardandi vorur og pjonustu.
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e) determining, maintaining and retaining documented information to the extent necessary:
1) to have confidence that the processes have been carried out as planned;
2) to demonstrate the conformity of products and services to their requirements.

The output of this planning shall be suitable for the organization’s operations.

The organization shall control planned changes and review the consequences of unintended changes, taking action to
mitigate any adverse effects, as necessary.

The organization shall ensure that outsourced processes are controlled (see 8.4).
8.2 Requirements for products and services
8.2.1 Customer communication

Communication with customers shall include:

a) providing information relating to products and services;

b) handling enquiries, contracts or orders, including changes;

c) obtaining customer feedback relating to products and services, including customer complaints;
d) handling or controlling customer property;

e) establishing specific requirements for contingency actions, when relevant.

8.2.2 Determining the requirements for products and services

When determining the requirements for the products and services to be offered to customers, the
organization shall ensure that:
a) the requirements for the products and services are defined, including:
1) any applicable statutory and regulatory requirements;
2) those considered necessary by the organization;
b) the organization can meet the claims for the products and services it offers.

8.2.3 Review of the requirements for products and services

8.2.3.1 The organization shall ensure that it has the ability to meet the requirements for products and services to be offered
to customers. The organization shall conduct a review before committing to supply products and services to a customer, to
include:

a) requirements specified by the customer, including the requirements for delivery and postdelivery activities;

b) requirements not stated by the customer, but necessary for the specified or intended use, when known;

c) requirements specified by the organization;

d) statutory and regulatory requirements applicable to the products and services;

e) contract or order requirements differing from those previously expressed.

The organization shall ensure that contract or order requirements differing from those previously defined are resolved.
The customer’s requirements shall be confirmed by the organization before acceptance, when the customer does not provide

a documented statement of their requirements.

NOTE In some situations, such as internet sales, a formal review is impractical for each order. Instead, the review can cover relevant
product information, such as catalogues.

8.2.3.2 The organization shall retain documented information, as applicable:
a) on the results of the review;
b) on any new requirements for the products and services.
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8.2.4 Breytingar a kr6fum vardandi vorur og pjonustu

Skipulagsheildin skal tryggja ad videigandi skjalfestar upplysingar séu uppfaerdar og ad videigandi einstaklingum sé gerd
grein fyrir hinum breyttu kr6fum, pegar krofum um voéru og pjénustu er breytt.

8.3 Honnun og préun voru og pjénustu
8.3.1 Almennt

Skipulagsheildin skal koma &, innleida og vidhalda ferli hOnnunar og préunar sem er videigandi til pess ad tryggja veitingu
voru og pjénustu i kjolfarid.

8.3.2 Skipulagning hénnunar og préunar
bPegar dkvardadir eru afangar og styringar honnunar og préunar skal skipulagsheildin ihuga:

a) edli, timalengd og flaekjustig honnunar- og préunarstarfseminnar,
) ferlisdfanga sem krafist er, p.m.t. videigandi ryni hénnunar og préunar,

(=)}

c¢) sannprofunar- og fullgildingarstarfsemi honnunar og prounar sem krafist er,

d) 4abyrgd og vold er varda ferli hOnnunar og préunar,

e) porfina & innri og ytri audlindum fyrir honnun og préun voéru og pjénustu,

f) porfina & pvi ad styra samskiptaflotum milli einstaklinga sem koma ad ferli hénnunar og préunar,
g) porfina & patttoku vidskiptavina og notenda i ferli hdnnunar og préunar,

h) krofur vardandi veitingu voru og pjonustu sem fylgir a eftir,

=

styringarstigid sem vanst er af halfu vidskiptavina og annarra videigandi hagsmunaadila vardandi hénnunar- og
préunarferlid,
j) peer skjalfestu upplysingar sem porf er & til pess ad syna fram & ad krofur honnunar og préunar hafi verid uppfylltar.

8.3.3 ilag fyrir hénnun og préun

Skipulagsheildin skal dkvarda paer krofur sem naudsynlegar eru vardandi tilteknar tegundir voru og pjonustu sem fyrirhugad
er ad hanna og préa. Skipulagsheildin skal ihuga:

a) krofur um notagildi og frammist6du,

b) upplysingar sem fengnar eru ur fyrri svipadri hénnunar- og préunarstarfsemi,

) l6gbodnar krofur og stjérnvaldskrofur,

) stadla eda reglur um starfsheaetti sem skipulagsheildin hefur skuldbundid sig til ad innleida,

) mogulegar afleidingar af misbrestum vegna edlis voru og pjonustu.

o 0

e

flag skal vera naegjanlegt til hénnunar og préunar, tsemandi og Gtviraett. Leysa skal ur ilagi hénnunar og préunar sem
stangast a.

Skipulagsheildin skal vardveita skjalfestar upplysingar um ilag hénnunar og préunar.
8.3.4 Styring hénnunar og préunar

Skipulagsheildin skal beita styringu vid ferli hdnnunar og préunar til ad tryggja ao:

a) nidurstodur sem & ad na séu skilgreindar,

b) framkvaemd sé ryni til ad leggja mat & nidurstodur hdnnunar og préunar m.t.t. getu til ad meaeta kréfum,

c) sannprofunarstarfsemi fari fram til ad tryggja ad fralag honnunar og préunar meeti kréfum ilagsins,

d) fullgildingarstarfsemi fari fram til ad tryggja ad vara og pjonusta sem til verdur maeti krofum vardandi tilgreinda eda
aetlada notkun,

e) gripid sé til allra naudsynlegra adgerda vardandi vandamal sem i Ijos koma vid ryni eda sannprofunar- og fullgildingar-
starfsemi,

f) skjalfestar upplysingar um pessa starfsemi sé vardveitt

ATHUGASEMD Ryni, sannpréfun og fullgilding @ honnun og préun hafa hver sinn tilgang. Hverja um sig ma framkvaema adskilda eda i
hvers kyns samsetningum, eftir pvi sem hentar fyrir vorur og pjonustu skipulagsheildarinnar.
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8.2.4 Changes to requirements for products and services

The organization shall ensure that relevant documented information is amended, and that relevant persons are made aware
of the changed requirements, when the requirements for products and services are changed.

8.3 Design and development of products and services
8.3.1 General

The organization shall establish, implement and maintain a design and development process that is appropriate to ensure
the subsequent provision of products and services.

8.3.2 Design and development planning

In determining the stages and controls for design and development, the organization shall consider:

a) the nature, duration and complexity of the design and development activities;

b) the required process stages, including applicable design and development reviews;

c) the required design and development verification and validation activities;

d) the responsibilities and authorities involved in the design and development process;

e) the internal and external resource needs for the design and development of products and services;

f) the need to control interfaces between persons involved in the design and development process;

g) the need for involvement of customers and users in the design and development process;

h) the requirements for subsequent provision of products and services;

i) thelevel of control expected for the design and development process by customers and other relevant interested parties;
j) the documented information needed to demonstrate that design and development requirements have been met.

8.3.3 Design and development inputs

The organization shall determine the requirements essential for the specific types of products and services to be designed
and developed. The organization shall consider:

a) functional and performance requirements;

b) information derived from previous similar design and development activities;

c) statutory and regulatory requirements;

d) standards or codes of practice that the organization has committed to implement;

e) potential consequences of failure due to the nature of the products and services.

Inputs shall be adequate for design and development purposes, complete and unambiguous. Conflicting design and devel-
opment inputs shall be resolved.

The organization shall retain documented information on design and development inputs.
8.3.4 Design and development controls

The organization shall apply controls to the design and development process to ensure that:

a) the results to be achieved are defined;

b) reviews are conducted to evaluate the ability of the results of design and development to meet requirements;

c) verification activities are conducted to ensure that the design and development outputs meet the input requirements;

d) validation activities are conducted to ensure that the resulting products and services meet the requirements for the
specified application or intended use;

e) any necessary actions are taken on problems determined during the reviews, or verification and validation activities;

f) documented information of these activities is retained.

NOTE Design and development reviews, verification and validation have distinct purposes. They can be conducted separately or in any
combination, as is suitable for the products and services of the organization.

37

Skjal petta er verndad af akvaedum hofundalaga og afritun pess og dreifing er med 6llu 6heimil nema skv. samkomulagi vid Stadlarad islands.



Notkunarheimild: Kaupandi pessa skjals Gardar Jonsson (2409647249) hefur heimild til ad nota pad & 1 vinnustdd/vum skv. samningsskilmalum Stadlarads Islands. 15.3.2023.

iIST EN 1SO 9001:2015

8.3.5 Fralag honnunar og préunar

Skipulagsheildin skal tryggja ad fralag honnunar og préunar:

a) meeti krofum ilagsins,

b) sé naegjanlegt fyrir eftirfylgjandi ferli til veitingar & voru og pjénustu,

c) feliiséreda visitil voktunar- og meelingakrafna, eftir pvi sem vid 4, og vidomid fyrir vidtoku fralags,

d) tilgreini pa eiginleika voru og pjénustu sem eru naudsynlegir fyrir setladan tilgang og 6rugga og rétta veitingu.

Skipulagsheildin skal vardveita skjalfestar upplysingar um fralag hénnunar og préunar.
8.3.6 Breytingar a honnun og préun

Skipulagsheildin skal audkenna, ryna og styra breytingum sem gerdar eru medan & honnun og préun voru og pjonustu
stendur, eda i kjolfarid, ad pvi marki sem naudsynlegt er til pess ad tryggja ad ekki verdi um ad reeda nein dhagstaed ahrif &
samraemi vid krofur.

Skipulagsheildin skal vardveita skjalfestar upplysingar um:

a) breytingar a honnun og préun,

b) nidurstodur ryni,

) uatgefnar heimildir fyrir breytingum,

) adgerdir sem gripid er til i pvi skyni ad koma i veg fyrir 6hagsteed ahrif.

[oRN 9]

8.4 Styring a ferlum, vérum og pjonustu sem veitt er utan fra
8.4.1 Almennt
Skipulagsheildin skal tryggja ad ferli, vorur og pjonusta sem veitt er utan fra samraemist krofum.

Skipulagsheildin skal akvarda peer styringar sem beita 4 vid ferli, voru og pjénustu sem veitt er utan fra pegar:
a) vorur og pjonusta fra ytri veitanda eru setladar til ad fella inn i eigin vorur og pjénustu skipulagsheildarinnar,
b) vorur og pjénusta eru veittar beint til vidskiptavina(r) af halfu ytri veitanda fyrir hond skipulagsheildarinnar,
c) ferli, eda hluti ferlis, er veitt af ytri veitanda vegna akvordunar af halfu skipulagsheildarinnar.

Skipulagsheildin skal dkvarda og beita vidmidum til mats, vals, voktunar & frammistddu og endurmats & ytri veitendum a
grundvelli getu peirra til pess ad lata i té ferli eda vorur og pjonustu i samraemi vid krofur. Skipulagsheildin skal vardveita
skjalfestar upplysingar um pessa starfsemi og allar naudsynlegar adgerdir sem leida af matinu.

8.4.2 Tegund og umfang styringar

Skipulagsheildin skal tryggja ad ferli, vorur og pjonusta sem veitt eru utan fra hafi ekki 6hagstaed ahrif 4 getu skipulags-
heildarinnar til pess ad afhenda ad stadaldri vorur og pjénustu sem samraemast kréfum til vidskiptavina sinna.

Skipulagsheildin skal:

a) tryggja ad ferlum, sem veitt eru utan fra, sé haldid innan styringar geedastjérnunarkerfis hennar,

b) skilgreina baedi styringar sem hun hyggst beita vardandi ytri veitanda og styringar sem hun hyggst beita vardandi fra-
lagid sem af leidir,

c) taka til ihugunar:
1) moguleg ahrif ferla, voru og pjonustu, sem veitt eru utan fra, & getu skipulagsheildarinnar til pess ad maeta ad

stadaldri kr6fum vidskiptavina og videigandi Ilogbundnum kréfum og stjérnvaldskrofum.

2) markvirkni styringa sem ytri veitandi beitir,

d) akvarda sannprofun eda adra starfsemi sem naudsynleg er til pess ad tryggja ad ferli, vorur og pjonusta, sem veitt eru
utan fra, meeti krofum.
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8.3.5 Design and development outputs

The organization shall ensure that design and development outputs:

a) meet the input requirements;

b) are adequate for the subsequent processes for the provision of products and services;

c) include or reference monitoring and measuring requirements, as appropriate, and acceptance criteria;

d) specify the characteristics of the products and services that are essential for their intended purpose and their safe and
proper provision.

The organization shall retain documented information on design and development outputs.
8.3.6 Design and development changes

The organization shall identify, review and control changes made during, or subsequent to, the design and development of
products and services, to the extent necessary to ensure that there is no adverse impact on conformity to requirements.

The organization shall retain documented information on:
a) design and development changes;

b) the results of reviews;

c) the authorization of the changes;

d) the actions taken to prevent adverse impacts.

8.4 Control of externally provided processes, products and services
8.4.1 General
The organization shall ensure that externally provided processes, products and services conform to requirements.

The organization shall determine the controls to be applied to externally provided processes, products and services when:

a) products and services from external providers are intended for incorporation into the organization’s own products and
services;

b) products and services are provided directly to the customer(s) by external providers on behalf of the organization;

c) a process, or part of a process, is provided by an external provider as a result of a decision by the organization.

The organization shall determine and apply criteria for the evaluation, selection, monitoring of performance, and re-evalua-
tion of external providers, based on their ability to provide processes or products and services in accordance with require-
ments. The organization shall retain documented information of these activities and any necessary actions arising from the
evaluations.

8.4.2 Type and extent of control

The organization shall ensure that externally provided processes, products and services do not adversely affect the organ-
ization’s ability to consistently deliver conforming products and services to its customers.

The organization shall:

a) ensure that externally provided processes remain within the control of its quality management system;

b) define both the controls that it intends to apply to an external provider and those it intends to apply to the resulting
output;

c) take into consideration:
1) the potential impact of the externally provided processes, products and services on the organization’s ability to

consistently meet customer and applicable statutory and regulatory requirements;

2) the effectiveness of the controls applied by the external provider;

d) determine the verification, or other activities, necessary to ensure that the externally provided processes, products and
services meet requirements.
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8.4.3 Upplysingar fyrir ytri veitendur
Skipulagsheildin skal tryggja ad krofur séu neegjanlegar adur en peim er komid & framfaeri vid ytri veitanda.

Skipulagsheildin skal koma & framfeeri vid ytri veitendur kréfum sinum vardandi:
a) ferli, vorur og pjénustu sem veita 4,
b) sampykki a:
1) vorum og pjonustu,
2) adferdum, ferlum og bunadi,
3) utskrift voru og pjonustu,
c) heefni, p.m.t. hverskonar hzefi einstaklinga sem krafist er,
d) gagnverkan ytri veitenda og skipulagsheildarinnar,
e) styringu og voktun a frammistodu ytri veitenda, sem skipulagsheildin mun beita,
f) sannproéfunar- eda fullgildingarstarfsemi sem skipulagsheildin eda vidskiptavinur hennar hyggst framkveema & athafna-
sveedi ytri veitenda.

8.5 Framleidsla og veiting pjonustu
8.5.1 Styring a framleidslu og veitingu pjonustu
Skipulagsheildin skal innleida framleidslu og veitingu pjonustu vid styrdar adsteedur.

Styrdar adsteedur skulu, eftir pvi sem vid &, fela i sér:

a) ad til reidu séu skjalfestar upplysingar par sem skilgreindir eru:
1) eiginleikar voru sem & ad framleida, pjonustu sem & ad veita eda starfsemi sem a ad eiga sér stad,
2) nidurstdodur sem eiga ad nast,

b) ad fyrir hendi séu hentugar audlindir til notkunar fyrir voktun og meelingu,

c) adinnleidd sé voktunar- og meelingarstarfsemi a videigandi stigum til pess ad sannprdéfa ad viomid til styringar & ferlum
eda fralagi og vidtokuvidmid fyrir voru og pjonustu hafi verid uppfyllt,

d) ad notadir séu hentugir innvidir og umhverfi til starfraekslu ferla,

e) ad skipadir séu hefir einstaklingar, p.m.t med hvers kyns hzefi sem gerd er krafa um,

f) ad fullgilt sé, og endurfullgilt reglulega, getan til pess ad na tileetludum nidurstédum ferlanna til framleidslu og veitingu
pjénustu pegar ekki er haegt ad sannproéfa fralagid sem Ut ar peim kemur med sidari voktun eda meelingu,

g) ad innleiddar séu adgerdir til pess ad koma i veg fyrir mannleg mistok,

h) ad innleidd sé starfsemi fyrir utskrift, afhendingu sem og eftir afhendingu.

8.5.2 Audkenning og rekjanleiki

Skipulagsheildin skal audkenna fralag med hentugum heetti pegar naudsynlegt er til ad tryggja samraemi voru og pjonustu.
Skipulagsheildin skal audkenna stédu fralags med tilliti til krafna um voktun og meelingar alls stadar i framleidslu og veitingu
pjonustu.

Skipulagsheildin skal styra einkveemu audkenni fralagsins pegar rekjanleiki er krafa og skal vardveita skjalfestar upplysingar
sem naudsynlegar eru til pess ad rekjanleiki s€ mogulegur.

8.5.3 Eignir sem tilheyra vidskiptavinum eda ytri veitendum

Skipulagsheildin skal geeta varkarni gagnvart eignum vidskiptavina eda ytri veitenda medan paer eru undir stjérn skipu-
lagsheildarinnar eda eru notadar af henni.

Skipulagsheildin skal audkenna, sannprdéfa, vernda og verja eignir vidskiptavina eda ytri veitenda sem latnar eru i té til af-
nota eda til ad fella inn i vorur og pjonustu.

Ef eignir vidskiptavinar eda ytri veitanda glatast, skemmast eda reynast ad 6dru leyti 6hentugar til notkunar skal skipu-
lagsheildin greina vidskiptavininum eda ytri veitandanum fra pvi og vardveita skjalfestar upplysingar um pad sem gerst
hefur.
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8.4.3 Information for external providers
The organization shall ensure the adequacy of requirements prior to their communication to the external provider.

The organization shall communicate to external providers its requirements for:
a) the processes, products and services to be provided;
b) the approval of:
1) products and services;
2) methods, processes and equipment;
3) the release of products and services;
c) competence, including any required qualification of persons;
d) the external providers’ interactions with the organization;
e) control and monitoring of the external providers’ performance to be applied by the organization;
f) verification or validation activities that the organization, or its customer, intends to perform at the external providers’
premises.

8.5 Production and service provision
8.5.1 Control of production and service provision
The organization shall implement production and service provision under controlled conditions.

Controlled conditions shall include, as applicable:

a) the availability of documented information that defines:
1) the characteristics of the products to be produced, the services to be provided, or the activities to be performed;
2) the results to be achieved;

b) the availability and use of suitable monitoring and measuring resources;

c) the implementation of monitoring and measurement activities at appropriate stages to verify that criteria for control of
processes or outputs, and acceptance criteria for products and services, have been met;

d) the use of suitable infrastructure and environment for the operation of processes;

e) the appointment of competent persons, including any required qualification;

f) the validation, and periodic revalidation, of the ability to achieve planned results of the processes for production and
service provision, where the resulting output cannot be verified by subsequent monitoring or measurement;

g) the implementation of actions to prevent human error;

h) the implementation of release, delivery and post-delivery activities.

8.5.2 Identification and traceability

The organization shall use suitable means to identify outputs when it is necessary to ensure the conformity of products and
services.

The organization shall identify the status of outputs with respect to monitoring and measurement requirements throughout
production and service provision.

The organization shall control the unique identification of the outputs when traceability is a requirement, and shall retain
the documented information necessary to enable traceability.

8.5.3 Property belonging to customers or external providers

The organization shall exercise care with property belonging to customers or external providers while it is under the
organization’s control or being used by the organization.

The organization shall identify, verify, protect and safeguard customers’ or external providers’ property provided for use or
incorporation into the products and services.

When the property of a customer or external provider is lost, damaged or otherwise found to be unsuitable for use, the
organization shall report this to the customer or external provider and retain documented information on what has occurred.
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ATHUGASEMD Til eigna vidskiptavinar eda ytri veitanda ma telja efni, ihluti, verkfeeri og bunad, athafnasveedi, hugverk og persénuleg
gogn.

8.5.4 Vardveisla

Skipulagsheildin skal vardveita fralagid medan a framleidslu og veitingu pjonustu stendur ad pvi marki sem naudsynlegt er
til ad tryggja samraemi viod krofur.

ATHUGASEMD i vardveislu getur falist audkenning, medhéndlun, varnir gegn smitun eda éhreinkun, umbudir, geymsla, sending eda flutn-
ingur og verndun.

8.5.5 Starfsemi eftir afhendingu
Skipulagsheildin skal maeta krofum um starfsemi eftir afhendingu sem tengist vorum og pjonustu.

Pegar dkvardad er umfang starfsemi eftir afhendingu sem krafa er gerd um skal skipulagsheildin ihuga:
a) logbodnar krofur og stjornvaldskrofur,

b) mogulegar daeskilegar afleidingar sem tengjast vorum hennar og pjonustu,

) edli, notkun og atladan liftima voru hennar og pjénustu,

) krofur vidskiptavina,

) endurgjof fra vidskiptavinum,

® QO O

ATHUGASEMD Til starfsemi sem & sér stad eftir afhendingu ma telja adgerdir skv. abyrgdarskilmalum, samningsskyldur, svo sem vidhalds-
pjénustu, og vidbdtarpjonustu & bord vid endurvinnslu og endanlega férgun.

8.5.6 Styring breytinga

Skipulagsheildin skal ryna og styra breytingum & framleidslu og veitingu pjonustu ad pvi marki sem naudsynlegt er til ad
tryggja aframhaldandi samraemi vid krofur.

Skipulagsheildin skal vardveita skjalfestar upplysingar par sem lyst er nidurstodum ryni & breytingum, peim einstaklingi/
einstaklingum sem heimiladi/heimiludu breytinguna og hvers kyns naudsynlegum adgerdum sem leida af ryninni.

8.6  Utskrift véru og pjonustu

Skipulagsheildin skal innleida skipulagda tilhdgun, & videigandi stigum, til pess ad sannprdéfa ad krofur til voru og pjonustu
hafi verid uppfylltar.

Utskrift voru og pjénustu til vidskiptavinar skal ekki eiga sér stad fyrr en skipulagdri tilhédgun hefur verid fylgt til loka med
fullneegjandi heetti, nema adili sem hefur videigandi vald hafi sampykkt annad og, par sem pad 4 vid, vidskiptavinurinn.

Skipulagsheildin skal vardveita skjalfestar upplysingar um utskrift voru og pjénustu. Skjalfestu upplysingarnar skulu fela i
sér:

a) sOnnunargdgn um samraemi vid vidtokuvidmio,

b) rekjanleika til pess einstaklings/einstaklinga sem heimiladi/heimiludu utskriftina.

8.7 Styring frabrigoafralags

8.7.1 Skipulagsheildin skal tryggja ad fralag sem ekki er i samraemi vid paer krofur sem vid pad eiga sé audkennt og pvi
styrt til ad koma i veg fyrir 6viljandi notkun pess eda afhendingu.

Skipulagsheildin skal gripa til videigandi adgerda & grundvelli edlis frabrigdisins og ahrifa pess 4 samraemi voru og pjon-
ustu. Petta skal einnig eiga vid um frabrigdavoru og -pjonustu sem i ljés kemur eftir afhendingu voru, medan & veitingu
pjénustu stendur eda eftir ad pjonusta er veitt.

Skipulagsheildin skal bregdast vid frabrigdafralagi samkveemt einni eda fleiri af eftirfarandi leidum:

a) leidréttingu,
b) adskilnadi, afmorkun, skilum eda frestun & veitingu voru og pjénustu,
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NOTE A customer’s or external provider’s property can include materials, components, tools and equipment, premises, intellectual property
and personal data.

8.5.4 Preservation

The organization shall preserve the outputs during production and service provision, to the extent necessary to ensure
conformity to requirements.

NOTE Preservation can include identification, handling, contamination control, packaging, storage, transmission or transportation, and
protection.

8.5.5 Post-delivery activities
The organization shall meet requirements for post-delivery activities associated with the products and services.

In determining the extent of post-delivery activities that are required, the organization shall consider:
a) statutory and regulatory requirements;

b) the potential undesired consequences associated with its products and services;

c) the nature, use and intended lifetime of its products and services;

d) customer requirements;

e) customer feedback.

NOTE Post-delivery activities can include actions under warranty provisions, contractual obligations such as maintenance services, and
supplementary services such as recycling or final disposal.

8.5.6 Control of changes

The organization shall review and control changes for production or service provision, to the extent necessary to ensure
continuing conformity with requirements.

The organization shall retain documented information describing the results of the review of changes, the person(s)
authorizing the change, and any necessary actions arising from the review.

8.6 Release of products and services

The organization shall implement planned arrangements, at appropriate stages, to verify that the product and service
requirements have been met.

The release of products and services to the customer shall not proceed until the planned arrangements have been satis-
factorily completed, unless otherwise approved by a relevant authority and, as applicable, by the customer.

The organization shall retain documented information on the release of products and services. The documented information
shall include:

a) evidence of conformity with the acceptance criteria;

b) traceability to the person(s) authorizing the release.

8.7 Control of nonconforming outputs

8.7.1 The organization shall ensure that outputs that do not conform to their requirements are identified and controlled to
prevent their unintended use or delivery.

The organization shall take appropriate action based on the nature of the nonconformity and its effect on the conformity of
products and services. This shall also apply to nonconforming products and services detected after delivery of products,
during or after the provision of services.

The organization shall deal with nonconforming outputs in one or more of the following ways:

a) correction;
b) segregation, containment, return or suspension of provision of products and services;
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c) upplysa vidskiptavininn,
d) oOflun heimildar til vidtoku samkveemt undanpagu.

Samraemi vid krofur skal sannpréfa pegar frabrigdafralag hefur verid leidrétt.

8.7.2 Skipulagsheildin skal vardveita skjalfestar upplysingar sem:

a) lysa frabrigdinu,

b) lysa adgerdum sem gripid var til,

c) lysa hvers kyns undanpagum sem fengust,

d) audkenna pann sem hafdi vald til ad akvarda adgerdir vardandi frabrigdid.
9 Mat a frammist6du

9.1 Voktun, meeling, greining og mat
9.1.1 Almennt

Skipulagsheildin skal akvarda:

a) hvad parf ad vakta og meela,

b) adferdirnar til voktunar, meelingar, greiningar og mats sem porf er 4 til pess ad tryggja gildar nidurstoour,
c) hveneer skuli framkvaema voktunina og maelingarnar,

d) hveneer skuli greina og meta nidurstodur voktunar og maelingar.

Skipulagsheildin skal meta frammistodu og markvirkni geedastjornunarkerfisins.

Skipulagsheildin skal vardveita videigandi skjalfestar upplysingar sem sénnunargdgn um nidurstodurnar.

9.1.2 Anaegja vidskiptavina

Skipulagsheildin skal vakta upplifun vidskiptavina & pvi ad hvada marki parfir peirra og veentingar hafa verid uppfylitar.
Skipulagsheildin skal akvarda adferdir til pess ad afla pessara upplysinga, vakta peer og ryna.

ATHUGASEMD Daemi um voktun a upplifun vidskiptavina eru m.a. kannanir medal vidskiptavina, endurgjof vidskiptavina um afhenta voru
og pjoénustu, fundir med vidskiptavinum, greiningar & markadshlutdeild, hrés, krofur vegna abyrgdar og skyrslur fra séluadilum.

9.1.3 Greining og mat

Skipulagsheildin skal greina og meta videigandi gogn og upplysingar sem fast med voktun og meelingum.
Nidurstddur greininga skal nota til pess ad meta:

a) samraemi voru og pjonustu,

) &neegjustig vidskiptavina,

) frammistddu og markvirkni geedastjornunarkerfisins,
)

)

o O T

hvort skipulagning hafi verid innleidd 4 markvirkan hatt,

markvirkni adgerda sem gripid var til i pvi skyni ad takast & vid ahaettu og teekifeeri,
frammist6du ytri veitenda,

g) porfina 8 umbdétum & gaedastjérnunarkerfinu.

SN

ATHUGASEMD Medal adferda til pess ad greina gogn geta verid tolfreedilegar adferdir.
9.2 Innri uttekt

9.2.1 Skipulagsheildin skal framkvaema innri Gttektir med fyrirfram akvednu millibili til pess ad veita upplysingar um hvort
gaedastjornunarkerfid:
a) samramist:
1) eigin krofum skipulagsheildarinnar til geedastjornunarkerfis sins,
2) krofum pessa alpjédastadals,
b) sé innleitt med markvirkum heetti og pvi vidhaldid.
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¢) informing the customer;
d) obtaining authorization for acceptance under concession.

Conformity to the requirements shall be verified when nonconforming outputs are corrected.

8.7.2 The organization shall retain documented information that:

a) describes the nonconformity;

b) describes the actions taken;

c) describes any concessions obtained;

d) identifies the authority deciding the action in respect of the nonconformity.

9 Performance evaluation
9.1 Monitoring, measurement, analysis and evaluation
9.1.1 General

The organization shall determine:

a) what needs to be monitored and measured;

b) the methods for monitoring, measurement, analysis and evaluation needed to ensure valid results;
c) when the monitoring and measuring shall be performed;

d) when the results from monitoring and measurement shall be analysed and evaluated.

The organization shall evaluate the performance and the effectiveness of the quality management system.

The organization shall retain appropriate documented information as evidence of the results.

9.1.2 Customer satisfaction

The organization shall monitor customers’ perceptions of the degree to which their needs and expectations have been
fulfilled. The organization shall determine the methods for obtaining, monitoring and reviewing this information.

NOTE Examples of monitoring customer perceptions can include customer surveys, customer feedback on delivered products and services,
meetings with customers, market-share analysis, compliments, warranty claims and dealer reports.

9.1.3 Analysis and evaluation
The organization shall analyse and evaluate appropriate data and information arising from monitoring and measurement.

The results of analysis shall be used to evaluate:

a) conformity of products and services;

b) the degree of customer satisfaction;

c) the performance and effectiveness of the quality management system;
d) if planning has been implemented effectively;

e) the effectiveness of actions taken to address risks and opportunities;

f) the performance of external providers;

g) the need for improvements to the quality management system.

NOTE Methods to analyse data can include statistical techniques.
9.2 Internal audit
9.2.1 The organization shall conduct internal audits at planned intervals to provide information on whether the quality
management system:
a) conforms to:
1) the organization’s own requirements for its quality management system;

2) the requirements of this International Standard;
b) is effectively implemented and maintained.
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9.2.2 Skipulagsheildin skal:

a) skipuleggja, setja fram, innleida og vidhalda uttektarasetlun(um) p.m.t. um tidni, adferdir, abyrgd, krofur til skipulagn-
ingar og skyrslugjof, sem skal taka mid af mikilvaegi ferlanna sem um raedir, breytingum sem ahrif hafa & skipulagsheild-
ina og nidurstodum fyrri Uttekta,

b) skilgreina uttektarvidmid og umfang hverrar uttektar,

) velja uttektarmenn og framkvaema uttektir pannig ad tryggd sé ohlutdreegni og hlutleysi uttektarferlisins,

d) tryggja skyrslugjof um nidurstédur uttektanna til videigandi stjérnenda,

) gripa til videigandi leidréttinga og Urbdta an dnaudsynlegra tafa,

f) vardveita skjalfestar upplysingar sem sénnunargdgn um innleidingu uUttektarazetlunarinnar og nidurstédur uttekta.

ATHUGASEMD Sja ISO 19011 til leidsagnar.
9.3 Ryni stjornenda
9.3.1 Almennt

Yfirstjorn skal ryna geedastjornunarkerfi skipulagsheildarinnar med fyrirfram akvednu millibili til ad tryggja ad pad henti
afram, sé naegjanlegt, markvirkt og pad sé samstillt vid strategisk aform skipulagsheildarinnar.

9.3.2 ilag ryni stjérnenda

Ryni stjéornenda skal skipulogd og framkveemd me?d tilliti til:

a) stodu adgerda vegna fyrri ryni stjérnenda,

b) breytinga a ytri og innri malefnum sem varda gaedastjornunarkerfio,

c) upplysinga um frammist6du og markvirkni geedastjérnunarkerfisins, p.m.t. leitni vardandi:
1) anaegju vidskiptavina og endurgjof fra videigandi hagsmunaadilum,

)
2) ad hvada marki geedamarkmidum hefur verid nad,
3) frammist6du ferla og samraemi voru og pjénustu,
4) frabrigdi og uUrbaetur,
5) nidurstodur voktunar og meelinga,
6) nidurstodur uttekta,
7) frammistodu ytri veitenda,

d) pess hvort audlindir séu neegjanlegar,

e) markvirkni adgerda sem gripid var til i pvi skyni ad takast & vid dheettu og teekifeeri (sja 6.1),
f) teekifeera til umbota.

9.3.3 Fralag ryni stjornenda

Fralag ur ryni stjérnenda skal fela i sér akvardanir og adgerdir sem tengjast:

a) teekifeerum til umbdta,

b) hvers kyns porfum & breytingum & gaedastjéornunarkerfinu,

c) porfum vardandi audlindir.

Skipulagsheildin skal vardveita skjalfestar upplysingar sem sénnunargdgn um nidurstodur ur ryni stjornenda.

10 Umbaetur
10.1 Almennt

Skipulagsheildin skal dkvarda og velja teekifaeri til umbdta og innleida hvers kyns adgerdir sem naudsynlegar eru til pess
ad meeta krofum vidskiptavina og beaeta dneegju vidskiptavina.

Medal peirra skulu vera:
a) ad baeta vOru og pjonustu til pess ad maeta krofum sem og ad takast a vido framtidarparfir og veentingar,

b) ad leidrétta, koma i veg fyrir eda draga ur dzeskilegum ahrifum,
c) ad baeta frammistddu og markvirkni geedastjornunarkerfisins.
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9.2.2 The organization shall:

a) plan, establish, implement and maintain an audit programme(s) including the frequency, methods, responsibilities,
planning requirements and reporting, which shall take into consideration the importance of the processes concerned,
changes affecting the organization, and the results of previous audits;

b) define the audit criteria and scope for each audit;

c) select auditors and conduct audits to ensure objectivity and the impartiality of the audit process;

d) ensure that the results of the audits are reported to relevant management;

e) take appropriate correction and corrective actions without undue delay;

f) retain documented information as evidence of the implementation of the audit programme and the audit results.

NOTE See ISO 19011 for guidance.
9.3 Management review
9.3.1 General

Top management shall review the organization’s quality management system, at planned intervals, to ensure its continuing
suitability, adequacy, effectiveness and alignment with the strategic direction of the organization.

9.3.2 Management review inputs

The management review shall be planned and carried out taking into consideration:
a) the status of actions from previous management reviews;
b) changes in external and internal issues that are relevant to the quality management system;
c) information on the performance and effectiveness of the quality management system, including trends in:
1) customer satisfaction and feedback from relevant interested parties;
2) the extent to which quality objectives have been met;
3) process performance and conformity of products and services;
4) nonconformities and corrective actions;
5) monitoring and measurement results;
6) audit results;
7) the performance of external providers;
d) the adequacy of resources;
e) the effectiveness of actions taken to address risks and opportunities (see 6.1);
f) opportunities for improvement.

9.3.3 Management review outputs

The outputs of the management review shall include decisions and actions related to:
a) opportunities for improvement;

b) any need for changes to the quality management system;

c) resource needs.

The organization shall retain documented information as evidence of the results of management reviews.

10 Improvement
10.1  General

The organization shall determine and select opportunities for improvement and implement any necessary actions to meet
customer requirements and enhance customer satisfaction.

These shall include:
a) improving products and services to meet requirements as well as to address future needs and expectations;

b) correcting, preventing or reducing undesired effects;
c) improving the performance and effectiveness of the quality management system.
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ATHUGASEMD Sem daemi um umbeaetur ma nefna leidréttingar, Urbaetur, stddugar umbaetur, breytingar sem marka pattaskil, nysképun
og endurskipulagningu.

10.2 Frabrigdi og urbaetur

10.2.1 Pegar frabrigdi & sér stad, par med talid pau sem koma fram vegna kvartana, skal skipulagsheildin:
a) bregdast vid frabrigdinu og, eftir pvi sem vid a:
1) gripa til adgerda til pess ad styra pvi og leidrétta,
2) takast & vid afleidingarnar,
b) meta porfina 4 adgerdum til ad eyda orsdk(um) frabrigdisins til pess ad pad endurtaki sig ekki eda eigi sér stad annars
stadar med pvi ad:
1) ryna og greina frabrigdid,
2) akvarda orsakir frabrigdisins,
3) akvarda hvort svipud frabrigdi séu fyrir hendi eda geetu mogulega att sér stad,
c) innleida adgerdir sem kann ad vera porf 4,
d) ryna markvirkni peirra Grbéta sem gripid hefur verid til,
e) uppfeera dhaettu og teekifeeri, sem akvordud voru vid skipulagningu, ef porf krefur,
f) gera breytingar & gaedastjornunarkerfinu ef porf krefur.

Urbaetur skulu vera videigandi midad vid ahrif frabrigdanna sem i ljos hafa komid.
10.2.2 Skipulagsheildin skal vardveita skjalfestar upplysingar sem sénnunargégn um:
a) edli frabrigdanna og adgerdir sem gripid var til i kjolfario,

b) nidurstodur hvers kyns urbota.

10.3 Stodugar umbaetur

Skipulagsheildin skal beeta stodugt hentugleika, naegjanleika og markvirkni geedastjérnunarkerfisins.

Skipulagsheildin skal ihuga nidurstédur greininga og mats og fralag ryni stjérnenda til pess ad dkvarda hvort um sé ad raeda
parfir eda teekifeeri sem takast skal 4 vid sem 1id i sto6dugum umbodtum.
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NOTE Examples of improvement can include correction, corrective action, continual improvement, breakthrough change, innovation and
re-organization.

10.2 Nonconformity and corrective action

10.2.1  When a nonconformity occurs, including any arising from complaints, the organization shall:
a) react to the nonconformity and, as applicable:
1) take action to control and correct it;
2) deal with the consequences;
b) evaluate the need for action to eliminate the cause(s) of the nonconformity, in order that it does not recur or occur
elsewhere, by:
1) reviewing and analysing the nonconformity;
2) determining the causes of the nonconformity;
3) determining if similar nonconformities exist, or could potentially occur;
c) implement any action needed;
d) review the effectiveness of any corrective action taken;
e) update risks and opportunities determined during planning, if necessary;
f) make changes to the quality management system, if necessary.

Corrective actions shall be appropriate to the effects of the nonconformities encountered.
10.2.2 The organization shall retain documented information as evidence of:

a) the nature of the nonconformities and any subsequent actions taken;

b) the results of any corrective action.

10.3 Continual improvement

The organization shall continually improve the suitability, adequacy and effectiveness of the quality management system.

The organization shall consider the results of analysis and evaluation, and the outputs from management review, to
determine if there are needs or opportunities that shall be addressed as part of continual improvement.
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Vioauki A
(til upplysinga )

Skyringar a nyrri uppbyggingu, hugtakanotkun og hugmyndum

A1 Uppbygging og hugtakanotkun

Uppbygging kafla (p.e. r6d kafla) og hluta af hugtakanotkun i pessari Utgafu pessa alpjédastadals hefur verid breytt fra fyrri
utgafu (ISO 9001:2008) til pess ad beeta samsvorun hans vid adra stjornunarkerfisstadla.

Engin krafa er gerd um pad i alpjédastadli pessum ad uppbyggingu hans og hugtakanotkun eigi ad beita i skjalfestum upp-
lysingum gaedastjéornunarkerfis skipulagsheildar.

Uppbyggingu kafla er ztlad ad veita samfellda framsetningu krafna frekar en ad pjona sem likan ad skjalfestingu stefnu
skipulagsheildar, markmida hennar og ferla. Uppbygging og efni skjalfestra upplysinga sem tengjast geedastjéornunarkerfi
geta oft verid meira videigandi fyrir notendur ef tenging er baedi vid ferlin sem starfreekt eru i skipulagsheildinni og upp-
lysingar sem vidhaldid er i 60rum tilgangi.

Engin krafa er gerd um ad hugtokum sem skipulagsheild notar sé skipt ut fyrir hugtokin sem notud eru i alpjodastadli pess-
um til pess ad tilgreina krofur gaedastjornunarkerfis. Skipulagsheildir geta valid ad nota hugtok sem henta rekstri peirra (t.d.
ad nota ,skrar”, ,skjalfesting” eda , samskiptareglur” fremur en ,skjalfestar upplysingar”; eda , birgir”, ,samstarfsadili” eda
Lseljandi” fremur en ,ytri veitandi”). | t6flu A.1 er syndur helsti munurinn & hugtakanotkun milli pessarar Gtgafu pessa
alpjodastadals og fyrri utgafu.

Tafla A.1 - Helsti munur a hugtakanotkun milli ISO 9001:2008 og ISO 9001:2015

1ISO 9001:2008 1SO 9001:2015
Vorur Vorur og pjonusta

Undanskilid Ekki notad

(Sja grein A.5 vardandi nénari utlistun & notkunarsvidi)

Fulltrai stjérnenda Ekki notad

(Sambeerileg dbyrgd og vold eru tilgreind en ekki er gerd krafa
um sérstakan fulltraa stjornenda)

Skjalfesting, gaedahandbok, skjalfestar verklagsreglur, skrar Skjalfestar upplysingar

Vinnuumhverfi Umbhverfi til starfraekslu ferla

Voktunar- og maelingarbinadur Audlindir til voktunar og maelinga

Keypt vara Vorur og pjénusta sem veittar eru utanfra
Birgir Ytri veitandi

A.2  Vorur og pjonusta

i 1SO 9001:2008 var hugtakid ,vara” notad pannig ad pad nadi til allra flokka fralags. bessi Utgafa pessa alpjodastadals notar
,VvOrur og pjonusta“. ,Vorur og pjonusta” tekur til allra flokka fralags (vélbunadar/buinadar, pjénustu, hugbinadar og unn-
inna efna).

Ad ,pjonusta” skuli vera sérstaklega tilgreind hefur pann tilgang ad undirstrika muninn milli véru og pjénustu pegar sumum

krofum er beitt. Eiginleiki pjonustu er ad a.m.k. hluti frdlagsins raungerist & samskiptafletinum vid vidskiptavininn. Petta
pydir til ad mynda ad samraemi vid krofur er ekki endilega heegt ad stadfesta fyrir veitingu pjonustunnar.

i flestum tilvikum eru vorur og pjénusta notud saman. Flest pad fralag sem skipulagsheild veitir vidskiptavinum, eda sem
peim er 14tid i té af ytri veitendum, felur i sér baedi vorur og pjonustu. Til ad mynda getur pjénusta fylgt apreifanlegri eda
dapreifanlegri voru eda apreifanleg eda dapreifanleg vara getur fylgt pjénustu.

50

Skjal petta er verndad af akvaedum hofundalaga og afritun pess og dreifing er med 6llu 6heimil nema skv. samkomulagi vid Stadlarad islands.



Notkunarheimild: Kaupandi pessa skjals Gardar Jonsson (2409647249) hefur heimild til ad nota pad & 1 vinnustdd/vum skv. samningsskilmalum Stadlarads Islands. 15.3.2023.

ISTEN ISO 9001:2015

Annex A
(informative)

Clarification of new structure, terminology and concepts

A1 Structure and terminology

The clause structure (i.e. clause sequence) and some of the terminology of this edition of this International Standard, in
comparison with the previous edition (ISO 9001:2008), have been changed to improve alignment with other management
systems standards.

There is no requirement in this International Standard for its structure and terminology to be applied to the documented
information of an organization’s quality management system.

The structure of clauses is intended to provide a coherent presentation of requirements, rather than a model for documenting
an organization’s policies, objectives and processes. The structure and content of documented information related to a
quality management system can often be more relevant to its users if it relates to both the processes operated by the
organization and information maintained for other purposes.

There is no requirement for the terms used by an organization to be replaced by the terms used in this International
Standard to specify quality management system requirements. Organizations can choose to use terms which suit their
operations (e.g. using “records”, “documentation” or “protocols” rather than “documented information”; or “supplier”,
“partner” or “vendor” rather than “external provider”). Table A.1 shows the major differences in terminology between this
edition of this International Standard and the previous edition.

Table A.1 - Major differences in terminology between ISO 9001:2008 and ISO 9001:2015

1ISO 9001:2008

1ISO 9001:2015

Products

Products and services

Exclusions

Not used

(See Clause A.5 for clarification of applicability)

Management representative

Not used

(Similar responsibilities and authorities are assigned
but no requirement for a single management representative)

Documentation, quality manual, documented procedures, records

Documented information

Work environment

Environment for the operation of processes

Monitoring and measuring equipment

Monitoring and measuring resources

Purchased product

Externally provided products and services

Supplier

External provider

A2 Products and services

ISO 9001:2008 used the term “product” to include all output categories. This edition of this International Standard uses
“products and services”. “Products and services” include all output categories (hardware, services, software and processed
materials).

The specific inclusion of “services” is intended to highlight the differences between products and services in the application
of some requirements. The characteristic of services is that at least part of the output is realized at the interface with the
customer. This means, for example, that conformity to requirements cannot necessarily be confirmed before service
delivery.

In most cases, products and services are used together. Most outputs that organizations provide to customers, or are
supplied to them by external providers, include both products and services. For example, a tangible or intangible product

can have some associated service or a service can have some associated tangible or intangible product.
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A.3 A0 skilja parfir og veentingar hagsmunaadila

i grein 4.2 eru tilgreindar kréfur til skipulagsheildarinnar um ad akvarda pa hagsmunaadila sem varda gaedastjérnunarkerfid
og krofur pessara hagsmunaadila. Hins vegar gefur 4.2 ekki i skyn utvikkun & krofum geedastjérnunarkerfisins at fyrir um-
fang alpjodastadals pessa. Eins og tilgreint er i umfangskaflanum ma beita alpjédastadli pessum pegar skipulagsheild parf
ad syna fram & getu sina til ad bjoda ad stadaldri vorur og pjonustu sem maeeta krofum vidskiptavina og videigandi 10g-
bodnum krofum og stjérnvaldskréfum, og midar ad pvi ad baeta dnaegju vidskiptavina.

Engin krafa er i alpjodastadli pessum um ad skipulagsheildin taki mid af hagsmunaadilum sem hun hefur dkvedid ad skipti
ekki mali fyrir gaedastjornunarkerfi sitt. Pad er skipulagsheildarinnar ad akveda hvort tiltekin krafa viokomandi hagsmuna-
adila skipti mali fyrir geedastjérnunarkerfi hennar.

A.4  Aheettugrundud hugsun

Hugmyndin um dhaettugrundada hugsun hefur verid undirliggjandi i fyrri atgafum alpjédastadals pessa, t.d. i formi krafna
um skipulagningu, ryni og umbaetur. | alpjodastadli pessum eru tilgreindar kréfur um ad skipulagsheild skilji samhengi sitt
(sja 4.1) og akvardi dhaettu sem grunn ad skipulagningu (sja 6.1). | pessu felst beiting dhaettugrundadrar hugsunar vardandi
skipulagningu og innleidingu ferla geedastjérnunarkerfis (sja 4.4) og pad hjalpar til ad dkvarda umfang skjalfestra upplys-
inga.

Einn megintilgangur gaedastjornunarkerfis er ad gegna hlutverki fyrirbyggjandi verkfeeris. Pess vegna er ekki ad finna i
alpjodastadli pessum sérstakan kafla eda grein um forvarnir. Hugmyndin um forvarnir er sett fram med notkun aheettu-
grundadrar hugsunar pegar settar eru fram krofur geedastjornunarkerfis.

Aheettugrundada hugsunin sem beitt er i alpjodastadli pessum hefur gert mégulegt ad draga ur fjdlda forskriftarkrafna og
setja i stad peirra krofur sem byggja @ frammistodu. Pad er meiri sveigjanleiki en i ISO 9001:2008 vardandi krofur um ferli,
skjalfestar upplysingar og abyrgd innan skipulagsheildar.

Po6tt i 6.1 sé tilgreint ad skipulagsheild skuli skipuleggja adgerdir til pess ad taka & dheaettu er engin krafa gerd um formlegar
adferdir vid dheettustjornun eda skjalfest dhaettustjérnunarferli. Skipulagsheildir geta akvedid hvort prda eigi vidtekari
aoferdafraedi vid dheettustjérnun en krafist er samkvaemt alpjodastadli pessum, t.d. med notkun annarrar leidsagnar eda
stadla.

Ekki fela oll ferli gaedastjornunarkerfis i sér sama dheettustig ad pvi er vardar getu skipulagsheildar til pess ad nd markmidum
sinum, og ahrif évissu eru ekki hin somu fyrir allar skipulagsheildir. Samkvamt peim kr6fum sem settar eru fram i 6.1 ber
skipulagsheildin abyrgd & beitingu sinni 8 ahaettugrundadri hugsun og adgerdunum sem hun gripur til i pvi skyni ad takast
a vid dheettu, p.m.t. hvort vardveita beri skjalfestar upplysingar sem sénnunargdogn um akvordun sina a ahaettu.

A5 Notkunarsvid

i alpjodastadli pessum er ekki er visad til ,undanskilins“ med tilliti til notkunarsvids krafna hans fyrir gaedastjérnunarkerfi
skipulagsheildar. Hins vegar getur skipulagsheild rynt notkunarsvid krafnailjosi steerdar edafleekjustigs skipulagsheildarinnar,
stjérnunarlikansins sem hun tekur upp, umfangs starfsemi skipulagsheildarinnar og edlis dhaettu og teekifeera sem verda a
vegi hennar.

Um kréfur um notkunarsvid er fjallad i 4.3, par sem skilgreindar eru adstaedurnar par sem skipulagsheild getur dkvedid ad
ekki sé unnt ad beita krofu a eitthvert peirra ferla sem falla undir umfang geedastjornunarkerfisins. Skipulagsheild getur
einungis akvedid ad krafa eigi ekki vid ef dkvordun hennar hefur ekki pzer afleidingar ad misbrestur verdi & pvi ad na
samraemi voru og pjonustu.

A.6  Skjalfestar upplysingar

Sem lidur i samraemingu vid adra stjornunarkerfisstadla hefur verid tekin upp sameiginleg grein um ,skjalfestar upplys-

ingar” an verulegrar breytingar eda vidbota (sja 7.5). Par sem vid & hefur texti annars stadar i alpjéddastadli pessum verid
samstilltur vid krofur hennar. Af pvi leidir ad ,skjalfestar upplysingar” er notad um allar krofur vardandi skjol.
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A3 Understanding the needs and expectations of interested parties

Subclause 4.2 specifies requirements for the organization to determine the interested parties that are relevant to the quality
management system and the requirements of those interested parties. However, 4.2 does not imply extension of quality
management system requirements beyond the scope of this International Standard. As stated in the scope, this International
Standard is applicable where an organization needs to demonstrate its ability to consistently provide products and services
that meet customer and applicable statutory and regulatory requirements, and aims to enhance customer satisfaction.

There is no requirement in this International Standard for the organization to consider interested parties where it has
decided that those parties are not relevant to its quality management system. It is for the organization to decide if a
particular requirement of a relevant interested party is relevant to its quality management system.

A.4  Risk-based thinking

The concept of risk-based thinking has been implicit in previous editions of this International Standard, e.g. through
requirements for planning, review and improvement. This International Standard specifies requirements for the organization
to understand its context (see 4.1) and determine risks as a basis for planning (see 6.1). This represents the application of
risk-based thinking to planning and implementing quality management system processes (see 4.4) and will assist in deter-
mining the extent of documented information.

One of the key purposes of a quality management system is to act as a preventive tool. Consequently, this International
Standard does not have a separate clause or subclause on preventive action. The concept of preventive action is expressed
through the use of risk-based thinking in formulating quality management system requirements.

The risk-based thinking applied in this International Standard has enabled some reduction in prescriptive requirements and
their replacement by performance-based requirements. There is greater flexibility than in ISO 9001:2008 in the requirements
for processes, documented information and organizational responsibilities.

Although 6.1 specifies that the organization shall plan actions to address risks, there is no requirement for formal methods
for risk management or a documented risk management process. Organizations can decide whether or not to develop a
more extensive risk management methodology than is required by this International Standard, e.g. through the application
of other guidance or standards.

Not all the processes of a quality management system represent the same level of risk in terms of the organization’s ability
to meet its objectives, and the effects of uncertainty are not the same for all organizations. Under the requirements of 6.1,
the organization is responsible for its application of riskbased thinking and the actions it takes to address risk, including
whether or not to retain documented information as evidence of its determination of risks.

A5 Applicability

This International Standard does not refer to “exclusions” in relation to the applicability of its requirements to the organ-
ization’s quality management system. However, an organization can review the applicability of requirements due to the size
or complexity of the organization, the management model it adopts, the range of the organization’s activities and the nature
of the risks and opportunities it encounters.

The requirements for applicability are addressed in 4.3, which defines conditions under which an organization can decide
that a requirement cannot be applied to any of the processes within the scope of its quality management system. The
organization can only decide that a requirement is not applicable if its decision will not result in failure to achieve conformity
of products and services.

A.6  Documented information
As part of the alignment with other management system standards, a common clause on “documented information” has
been adopted without significant change or addition (see 7.5). Where appropriate, text elsewhere in this International

Standard has been aligned with its requirements. Consequently, “documented information” is used for all document
requirements.
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Par sem i ISO 9001:2008 voru notud sérstok hugtok & bord vid ,skjal” eda ,skjalfestar verklagsreglur”, ,,geedahandbdk” eda
~gaedaskipulag” eru i pessari utgafu pessa alpjédastadals skilgreindar krofur um ad ,vidhalda skjalfestum upplysingum®.

Par sem i ISO 9001:2008 var notad hugtakid ,skrar” um skjol sem porf var a til pess ad lata i té sbnnunargdégn um samrasmi
vid krofur, er pad nu sett fram sem krafa um ad ,vardveita skjalfestar upplysingar”. Skipulagsheildin ber abyrgd a pvi ad
akvarda hvada skjalfestar upplysingar purfi ad vardveita, timabilid sem parf ad vardveita peer og midlana sem nota 4 til
vardveislu peirra.

Krafa um ad ,vidhalda” skjalfestum upplysingum utilokar ekki pann moguleika ad skipulagsheildin kunni einnig ad purfa
ad ,vardveita” somu skjalfestu upplysingar i sérstokum tilgangi, t.d. ad vardveita eldri utgafur peirra.

Pegar i alpjédastadli pessum er visad til ,upplysinga” fremur en ,skjalfestra upplysinga” (t.d. i 4.1: ,,Skipulagsheildin skal
vakta og ryna upplysingar um pessi ytri og innri malefni”), er ekki gerd krafa um ad pessar upplysingar séu skjalfestar. |
slikum tilvikum getur skipulagsheildin akvedid hvort naudsynlegt sé eda videigandi ad vidhalda skjalfestum upplysingum
eda ekki.

A7 Pekking skipulagsheildar

i 7.1.6 i alpjodastadli pessum er fjallad um porfina a pvi ad akvarda og stjérna pekkingu sem skipulagsheildin vidheldur til
pess ad tryggja starfraekslu ferla hennar og ad hun geti nad fram samraemi voru og pjoénustu.

Krofur vardandi pekkingu skipulagsheildar voru teknar upp i pvi skyni ad:
a) vernda skipulagsheildina fyrir pekkingartapi, t.d.

— vegna starfsmannaveltu,

— vegna misbrests & pvi ad fanga og deila upplysingum,
b) hvetja skipulagsheildina til pess ad afla sér pekkingar, t.d.

— med pvi ad leera af reynslu,

— med leidsogn,

— med arangursvidmidum.

A.8  Styring a ferlum, vorum og pjonustu sem veitt eru utan fra

Um allar gerdir ferla, vOoru og pjonustu sem veitt eru utan fra er fjallad i 8.4, t.d. hvort heldur med:
a) kaupum fra birgi,

b) samkomulagi vid hlutdeildarfélag,

c) utvistun ferla til ytri veitanda.

Utvistun hefur alltaf edlislaegan eiginleika pjonustu, par sem ad minnsta kosti ein athofn & sér 6hjakvaemilega stad a sam-
skiptafleti veitandans og skipulagsheildarinnar.

Styringar sem krafist er vegna ytri veitingar geta verid afar breytilegar, had edli ferla, voru og pjonustu. Skipulagsheildin
getur beitt dhaettugrundadri hugsun til pess ad dkvarda tegund og umfang styringa sem videigandi eru gagnvart tilteknum
ytri veitendum og ferlum, vorum og pjénustu sem veitt eru utan fra.
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Where 1SO 9001:2008 used specific terminology such as “document” or “documented procedures”, “quality manual” or
“quality plan”, this edition of this International Standard defines requirements to “maintain documented information”.

Where ISO 9001:2008 used the term “records” to denote documents needed to provide evidence of conformity with
requirements, this is now expressed as a requirement to “retain documented information”. The organization is responsible
for determining what documented information needs to be retained, the period of time for which it is to be retained and the
media to be used for its retention.

A requirement to “maintain” documented information does not exclude the possibility that the organization might also
need to “retain” that same documented information for a particular purpose, e.g. to retain previous versions of it.

Where this International Standard refers to “information” rather than “documented information” (e.g. in 4.1: “The organ-
ization shall monitor and review the information about these external and internal issues”), there is no requirement that this
information is to be documented. In such situations, the organization can decide whether or not itis necessary or appropriate
to maintain documented information.

A.7  Organizational knowledge

In 7.1.6, this International Standard addresses the need to determine and manage the knowledge maintained by the
organization, to ensure the operation of its processes and that it can achieve conformity of products and services.

Requirements regarding organizational knowledge were introduced for the purpose of:
a) safeguarding the organization from loss of knowledge, e.g.

— through staff turnover;

— failure to capture and share information;
b) encouraging the organization to acquire knowledge, e.g.

— learning from experience;

— mentoring;

— benchmarking.

A.8 Control of externally provided processes, products and services

All forms of externally provided processes, products and services are addressed in 8.4, e.g. whether through:
a) purchasing from a supplier;

b) an arrangement with an associate company;

c) outsourcing processes to an external provider.

Outsourcing always has the essential characteristic of a service, since it will have at least one activity necessarily performed
at the interface between the provider and the organization.

The controls required for external provision can vary widely depending on the nature of the processes, products and
services. The organization can apply risk-based thinking to determine the type and extent of controls appropriate to partic-
ular external providers and externally provided processes, products and services.
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Vioauki B
(til upplysinga)

Adrir alpjédastadlar um gaedastjornun og gaedastjornunarkerfi sem proadir hafa verid af ISO/TC 176

Alpjodastadlarnir sem lyst er i vidauka pessum hafa verid proadir af ISO/TC 176 til pess ad veita studningsupplysingar fyrir
skipulagsheildir sem beita pessum alpjodastadli og til pess ad veita leidsogn fyrir skipulagsheildir sem kjésa ad ganga
lengra en krafist er samkveemt honum. Leidsogn eda krofur i skjolunum sem talin eru upp i vidauka pessum baeta ekki vid
eda breyta krofum pessa alpjodastadals.

i toflu B.1 eru synd tengslin milli pessara stadla og videigandi kafla i alpjédastadli pessum.

i vidauka pessum er ekki ad finna tilvisanir til atvinnugreinastadla um gaedastjornunarkerfi, sem préadir hafa verid af
ISO/TC 176.

Alpjodastadall pessi er einn af premur kjarnastodlum sem ISO/TC 176 hefur préad.

— IS0 9000 Geedastjornunarkerfi — Grunnatridi og idordasafn veitir naudsynlegan bakgrunn fyrir réttan skilning og inn-
leidingu & alpjodastadli pessum. Meginreglum gaedastjornunar er lyst i smaatridum i ISO 9000 og tekid hefur verid mid
af peim vid proun pessa alpjédastadals. Pessar meginreglur eru ekki krofur i sjalfu sér, en pser mynda grunninn ad
kréfunum sem tilgreindar eru i pessum alpjédastadli. [ ISO 9000 eru skilgreind hugtok, skilgreiningar og hugmyndir sem
notud eru i alpjodastadli pessum.

— {150 9001 (pessum alpjodastadli) eru tilgreindar krofur sem mida fyrst og fremst ad pvi ad veita traust 4 voru og pjon-
ustu sem skipulagsheild veitir og par med ad baeta dnesegju vidskiptavina. Einnig ma gera rad fyrir ad vidhlitandi inn-
leiding hans leidi til annars avinnings fyrir skipulagsheild, svo sem baettra innri samskipta, betri skilnings og styringar a
ferlum skipulagsheildarinnar.

— IS0 9004 Stjérnun sem midar ad vidvarandi arangri fyrirtzekis (skipulagsheildar) - Gaedastjornunarndlgun veitir leid-
sogn fyrir skipulagsheildir sem velja ad ganga lengra en krafist er samkveemt pessum alpjodastadli, til pess ad takast &
vid breidara svid vidfangsefna sem leitt geta til umbéta & heildarframmistodu skipulagsheildarinnar. i 1ISO 9004 er ad
finna leidsogn um sjalfsmatsadferdir sem gera skipulagsheild kleift ad meta proskastig geedastjérnunarkerfis sins.

Alpjodastadlarnir sem fjallad er um hér ad nedan geta hjalpad skipulagsheildum pegar peer eru ad koma 4 eda leitast vid
a0 baeta gaedastjornunarkerfi sin, ferli sin eda starfsemi sina.

— IS0 10001 Gaedastjérnun — Anaegja vidskiptavina — Leidbeiningar um sidareglur fyrir skipulagsheildir veitir leidsogn til
skipulagsheildar vid akvordun & pvi hvort dkveedi hennar um dansegju vidskiptavina maeta porfum og veentingum
vidskiptavina. Notkun hans getur beett traust vidskiptavina a skipulagsheild og beett skilning vidskiptavina a pvi hvers
megi veenta af skipulagsheild og par med dregid ur likum & misskilningi og kvértunum.

— IS0 10002 Gaedastjérnun — Anaegja vidskiptavina — Leidbeiningar um medferd skipulagsheilda & kvértunum veitir leid-
sogn um ferli til medferdar & kvortunum med pvi ad vidurkenna og takast 4 vid parfir og veentingar peirra sem kvarta og
leysa Gr kvortunum sem berast. | ISO 10002 er sett fram opid, markvirkt kerfi sem er audvelt i notkun til medferdar a
kvortunum, par med talid til pjalfunar a folki. Par er einnig ad finna leidsogn fyrir litil fyrirtaeki.

- 1S0O 10003 Gadastjornun — Anaegja vidskiptavina — Leidbeiningar um lausn deilumala utan skipulagsheilda veitir leid-
sogn um markvirka og hagkveema lausn deilumaéla vegna kvartana sem tengjast vorum. Lausn deilumala veitir leid til
urbota pegar skipulagsheild reedur ekki bét @ kvortunum innan hennar. Flestar kvartanir ma leysa med arangursrikum
heetti innan skipulagsheildar 4n dtakamalsmeodferdar.

— IS0 10004 Gaedastjérnun - Anaegja vidskiptavina - Leidbeiningar um véktun og maelingar veitir leidbeiningar um adgerdir
til pess ad baeta dnaegju vidskiptavina og dkvarda teekifeeri til umbdta &4 vorum, ferlum og einkennum sem hafa gildi fyrir
vidskiptavini. Slikar adgerdir geta eflt tryggd vidskiptavina og hjalpad til ad halda vidskiptavinum.
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Annex B
(informative)

Other International Standards on quality management and quality management systems
developed by ISO/TC 176

The International Standards described in this annex have been developed by ISO/TC 176 to provide supporting information
for organizations that apply this International Standard, and to provide guidance for organizations that choose to progress
beyond its requirements. Guidance or requirements contained in the documents listed in this annex do not add to, or
modify, the requirements of this International Standard.

Table B.1 shows the relationship between these standards and the relevant clauses of this International Standard.

This annex does not include reference to the sector-specific quality management system standards developed by ISO/TC
176.

This International Standard is one of the three core standards developed by ISO/TC 176.

— 1S0 9000 Quality management systems — Fundamentals and vocabulary provides an essential background for the proper
understanding and implementation of this International Standard. The quality management principles are described in
detail in ISO 9000 and have been taken into consideration during the development of this International Standard. These
principles are not requirements in themselves, but they form the foundation of the requirements specified by this
International Standard. ISO 9000 also defines the terms, definitions and concepts used in this International Standard.

— IS0 9001 (this International Standard) specifies requirements aimed primarily at giving confidence in the products and
services provided by an organization and thereby enhancing customer satisfaction. Its proper implementation can also
be expected to bring other organizational benefits, such as improved internal communication, better understanding and
control of the organization’s processes.

— 1S0 9004 Managing for the sustained success of an organization — A quality management approach provides guidance
for organizations that choose to progress beyond the requirements of this International Standard, to address a broader
range of topics that can lead to improvement of the organization’s overall performance. ISO 9004 includes guidance on
a self-assessment methodology for an organization to be able to evaluate the level of maturity of its quality management
system.

The International Standards outlined below can provide assistance to organizations when they are establishing or seeking
to improve their quality management systems, their processes or their activities.

— IS0 10001 Quality management — Customer satisfaction — Guidelines for codes of conduct for organizations provides
guidance to an organization in determining that its customer satisfaction provisions meet customer needs and expec-
tations. Its use can enhance customer confidence in an organization and improve customer understanding of what to
expect from an organization, thereby reducing the likelihood of misunderstandings and complaints.

— 1S0 10002 Quality management — Customer satisfaction — Guidelines for complaints handling in organizations provides
guidance on the process of handling complaints by recognizing and addressing the needs and expectations of com-
plainants and resolving any complaints received. ISO 10002 provides an open, effective and easy-to-use complaints
process, including training of people. It also provides guidance for small businesses.

— IS0 10003 Quality management — Customer satisfaction — Guidelines for dispute resolution external to organizations
provides guidance for effective and efficient external dispute resolution for product-related complaints. Dispute
resolution gives an avenue of redress when organizations do not remedy a complaint internally. Most complaints can
be resolved successfully within the organization, without adversarial procedures.

— 1S0O 10004 Quality management — Customer satisfaction — Guidelines for monitoring and measuring provides guidelines
for actions to enhance customer satisfaction and to determine opportunities for improvement of products, processes
and attributes that are valued by customers. Such actions can strengthen customer loyalty and help retain customers.
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— IS0 10005 Gadastjornunarkerfi — Leidbeiningar um gaedaskipulag veitir leidsdgn um ad koma 4 og nota gaedaskipulag
sem leid til pess ad tengja krofur ferlis, voru, verkefnis eda samnings vid vinnulag og starfsheetti sem stydja vid raungerd
voru. Avinningurinn af pvi ad koma & gaedaskipulagi er aukid traust a pvi ad krofur verdi uppfylitar, ad ferlum sé styrt og
s hvatning sem pad getur veitt peim sem ad malum koma.

— 1SO 10006 Gaedastjornunarkerfi — Leidbeiningar um gaedastjornun i verkefnum getur att vid um verkefni, stéor og sma,
einfold og flokin, og einstdk verkefni jafnt og pau sem eru hluti af safni verkefna. ISO 10006 er til notkunar af halfu
starfsmanna sem stjérna verkefnum og sem purfa ad tryggja ad skipulagsheildir sinar beiti peim venjum sem er ad finna
i ISO geedastjornunarkerfisstodlum.

— ISO 10007 Geaedastjornunarkerfi — Leidbeiningar um samstaedustjornun er til hjalpar fyrir skipulagsheildir sem beita
samstaedustjérnun fyrir teeknileg og stjornunarleg aform yfir liftima voru. Samstaedustjornun ma nota til pess ad maeeta
peim kréfum um audkenningu og rekjanleika véru sem tilgreindar eru i pessum alpjodastadli.

— 1SO 10008 Gaedastjornun — Anaegja vidskiptavina — Leidbeiningar um rafraen vidskipti milli fyrirtaekja og neytenda veitir
leidsdgn um hvernig skipulagsheild getur komid & markvirku og hagkveemu kerfi rafreenna vidskipta milli fyrirteekja og
neytenda og pannig lagt grunn ad pvi ad neytendur hafi aukid traust & rafreenum vidskiptum, baett getu skipulagsheildar
til pess ad gera vidskiptavininn dnaegdan og hjalpad til ad draga ur kvortunum og deilum.

— 1S0 10012 Meelistjornunarkerfi — Krofur vardandi maeliferli og meelibinad veitir leidsdogn um stjérnun 8 meeliferlum og
meelifraedilegri stadfestingu meelibiinadar sem notud eru til pess ad stydja vid og syna fram & hlitingu vid meelifreedilegar
krofur. [ 1SO 10012 eru sett fram gaedastjérnunarvidmid fyrir maelistiornunarkerfi til pess ad tryggja ad maelifraedilegar
krofur séu uppfylltar.

— ISO/TR 10013 Leidségn um skjalfestingu i gaedastjornunarkerfi veitir leidsdgn um préun og vidhald peirrar skjalfestingar
sem naudsynleg er fyrir geedastjornunarkerfi. ISO/TR 10013 ma nota til pess ad skjalfesta stjérnunarkerfi d6nnur en pau
sem heyra undir ISO gaedastjérnunarkerfisstadlana, t.d. umhverfisstjérnunarkerfi og 6ryggisstjérnunarkerfi.

— 1SO 10014 Gaedastjornun — Leidbeiningar til pess ad raungera fjarhagslegan og efnahagslegan dvinning er beint ad
yfirstjorn. Par eru veittar leidbeiningar um ad raungera fjarhagslegan og efnahagslegan avinning med pvi ad beita
meginreglum geedastjornunar. Hann audveldar beitingu meginreglna um stjérnun og val & adferdum og verkfaerum sem
greida fyrir vidvarandi arangri skipulagsheildar.

— IS0 10015 Gaedastjornun — Leidbeiningar um pjalfun veitir leidbeiningar til pess ad adstoda skipulagsheildir ad takast &
vid malefni sem varda pjalfun. ISO 10015 ma beita hvenaer sem leidsagnar er porf vid ad tulka tilvisanir til ,menntunar”
og ,pjalfunar” i ISO gaedastjornunarkerfisstodlunum. Tilvisanir til ,pjalfunar” taka til allra tegunda menntunar og pjalf-
unar.

— ISO/TR 10017 Leidsogn um tolfraediadferdir fyrir ISO 9001:2000 skyrir tolfreedilegar adferdir sem leida af peim breytileika
sem merkja ma i hegdun og nidurstodum ferla, jafnvel vid adstaedur sem virdast stodugar. Tolfreedilegar adferdir gera
kleift ad nyta betur fyrirliggjandi gogn til adstodar vid akvardanatoku og par med hjalpa peer til vid ad gera stodugar
umbaetur & geedum vara og ferla til pess ad né fram dnaegju vidskiptavina.

— IS0 10018 Gaedastjornun — Leidbeiningar um patttoku og haefni folks veitir leidbeiningar sem ahrif hafa & patttoku félks
og haefni. Gaedastjornunarkerfi veltur & patttoku haefs folks og hvernig pvi er kynnt skipulagsheildin og pad sampeett
henni. Hofudmali skiptir ad dkvarda, préa og meta pa pekkingu, kunnattu, hegdun og pad vinnuumhverfi sem krafist
er.

— IS0 10019 Leidbeiningar um val d gaedastjornunarkerfisradgjéfum og notkun & pjonustu peirra veitir leidségn um val a
gaedastjornunarkerfisradgjofum og notkun & pjonustu peirra. Hann veitir leidsdgn um ferlid til pess ad meta haefni

gaedastjornunarkerfisradgjafa og veitir traust a pvi ad parfir og veentingar skipulagsheildarinnar vardandi pjénustu rao-
gjafans verdi uppfylltar.
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— IS0 10005 Quality management systems — Guidelines for quality plans provides guidance on establishing and using
quality plans as a means of relating requirements of the process, product, project or contract, to work methods and
practices that support product realization. Benefits of establishing a quality plan are increased confidence that
requirements will be met, that processes are in control and the motivation that this can give to those involved.

— 1S0O 10006 Quality management systems — Guidelines for quality management in projects is applicable to projects from
the small to large, from simple to complex, from an individual project to being part of a portfolio of projects. ISO 10006
is to be used by personnel managing projects and who need to ensure that their organization is applying the practices
contained in the ISO quality management system standards.

— IS0 10007 Quality management systems — Guidelines for configuration management is to assist organizations applying
configuration management for the technical and administrative direction over the life cycle of a product. Configuration
management can be used to meet the product identification and traceability requirements specified in this International
Standard.

— IS0 10008 Quality management — Customer satisfaction — Guidelines for business-to-consumer electronic commerce
transactions gives guidance on how organizations can implement an effective and efficient business-to-consumer
electronic commerce transaction (B2C ECT) system, and thereby provide a basis for consumers to have increased
confidence in B2C ECTs, enhance the ability of organizations to satisfy consumers and help reduce complaints and
disputes.

— IS0 10012 Measurement management systems — Requirements for measurement processes and measuring equipment
provides guidance for the management of measurement processes and metrological confirmation of measuring
equipment used to support and demonstrate compliance with metrological requirements. ISO 10012 provides quality
management criteria for a measurement management system to ensure metrological requirements are met.

— ISO/TR 10013 Guidelines for quality management system documentation provides guidelines for the development and
maintenance of the documentation necessary for a quality management system. ISO/TR 10013 can be used to document
management systems other than those of the ISO quality management system standards, e.g. environmental man-
agement systems and safety management systems.

— 1S0O 10014 Quality management — Guidelines for realizing financial and economic benefits is addressed to top manage-
ment. It provides guidelines for realizing financial and economic benefits through the application of quality management
principles. It facilitates application of management principles and selection of methods and tools that enable the sus-
tainable success of an organization.

— ISO 10015 Quality management — Guidelines for training provides guidelines to assist organizations in addressing
issues related to training. ISO 10015 can be applied whenever guidance is required to interpret references to “education”
and “training” within the ISO quality management system standards. Any reference to “training” includes all types of
education and training.

— ISO/TR 10017 Guidance on statistical techniques for ISO 9001:2000 explains statistical techniques which follow from the
variability that can be observed in the behaviour and results of processes, even under conditions of apparent stability.
Statistical techniques allow better use of available data to assist in decision making, and thereby help to continually
improve the quality of products and processes to achieve customer satisfaction.

— ISO 10018 Quality management — Guidelines on people involvement and competence provides guidelines which
influence people involvement and competence. A quality management system depends on the involvement of competent
people and the way that they are introduced and integrated into the organization. It is critical to determine, develop and
evaluate the knowledge, skills, behaviour and work environment required.

— IS0 10019 Guidelines for the selection of quality management system consultants and use of their services provides
guidance for the selection of quality management system consultants and the use of their services. It gives guidance on

the process for evaluating the competence of a quality management system consultant and provides confidence that the
organization’s needs and expectations for theconsultant’s services will be met.
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— IS0 19011 Leidbeiningar um uttektir 4 stiornunarkerfum veitir leidsdgn um stjérnun Uttektaraaetlunar, um skipulagningu
og framkveemd uttektar a stjérnunarkerfi, svo og um haefni og mat 4 uttektarmanni og uttektarteymi. ISO 19011 er atlad
ao gilda um uttektarmenn, skipulagsheildir sem innleida stjornunarkerfi og skipulagsheildir sem purfa ad gera uttektir &
stjornunarkerfum.

Tafla B.1 - Tengsl milli annarra alpjédastadla um gaedastjornun og gaedastjornunarkerfi og kafla pessa alpjodastadals

Kafli i pessum alpjodastadli
Annar alpjédastadall

4 5 6 7 8 9 10
ISO 9000 Allar Allar Allar Allar Allar Allar Allar
ISO 9004 Allar Allar Allar Allar Allar Allar Allar
ISO 10001 8.2.2,8.5.1 9.1.2
ISO 10002 8.2.1 9.1.2 10.2.1
ISO 10003 9.1.2
ISO 10004 9.1.2,9.1.3
ISO 10005 5.3 6.1,6.2 Allar Allar 9.1 10.2
ISO 10006 Allar Allar Allar Allar Allar Allar Allar
ISO 10007 8.5.2
ISO 10008 Allar Allar Allar Allar Allar Allar Allar
ISO 10012 7.15
ISO/TR 10013 7.5
ISO 10014 Allar Allar Allar Allar Allar Allar Allar
ISO 10015 7.2
ISO/TR 10017 6.1 7.15 9.1
ISO 10018 Allar Allar Allar Allar Allar Allar Allar
ISO 10019 8.4
ISO 19011 9.2
ATHUGASEMD ,Allar” gefur til kynna ad allar greinar i tilgreindum kafla pessa alpjodastadals tengist hinum alpjédastadlinum.
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ISO 19011 Guidelines for auditing management systems provides guidance on the management of an audit programme,
on the planning and conducting of an audit of a management system, as well as on the competence and evaluation of
an auditor and an audit team. ISO 19011 is intended to apply to auditors, organizations implementing management
systems, and organizations needing to conduct audits of management systems.

Table B.1 - Relationship between other International Standards on quality management and quality management
systems and the clauses of this International Standard

Other International

Clause in this International Standard

Standard 4 5 6 7 8 9 10
I1SO 9000 All All All All All All All
1ISO 9004 All All All All All All All
1ISO 10001 8.2.2,8.5.1 9.1.2

1ISO 10002 8.2.1 9.1.2 10.2.1
1ISO 10003 9.1.2

1ISO 10004 9.1.2,9.1.3

1ISO 10005 5.3 6.1, 6.2 All All 9.1 10.2
1ISO 10006 All All All All All All All
1ISO 10007 8.5.2

ISO 10008 All All All All All All All
1ISO 10012 7.1.5

ISO/TR 10013 7.5

1ISO 10014 All All All All All All All
1ISO 10015 7.2

ISO/TR 10017 6.1 7.1.5 9.1

1ISO 10018 All All All All All All All
1ISO 10019 8.4

1ISO 19011 9.2

NOTE “All” indicates that all the subclauses in the specific clause of this International Standard are related to the other International

Standard.
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Stadlarad [slands er vettvangur hagsmunaadila til ad vinna ad stédlun og notkun
stadla & Islandi. R4did starfar & grundvelli laga um st6dlun.

Stadlarad stendur fyrir namskeidum og veitir radgjof, upplysingar og pjénustu um
hvadeina er lytur ad stoédlum og stddlun. Jafnframt sér Stadlarad um solu stadla fra
fjolmoérgum stadlastofnunum.

Stadlarad er fulltrdi (slands | alpjédlegu stadlasamtékunum 1SO og IEC og
evropsku stadlasamtokunum CEN og CENELEC og ETSI og patttakandi i norreenu
stodlunarsamstarfi INSTA.

Helstu verkefni eru:
= Umsjén med stadlagerd & [slandi.

= Ad adhaefa og stadfesta pa stadla sem skylt er vegna adildar Stadlarads
ad erlendum stadlasamtokum.

= Ad greida fyrir pvi ad islenskum st6dlum verdi beitt i opinberri stjérn-
syslu og hjé einkaadilum.

= AJ starfraekja midstod stodlunarstarfs & (slandi sem pjénustar stofnanir,
fyrirteeki, einstaklinga og samtok sem vilja nyta sér stadla.

Stadlarad [slands tekur ekki efnislega afstodu til stadla og dkvedur ekki hvad skuli
stadlad. Akvardanir um pad eru teknar af peim sem eiga hagsmuna ad geeta og peir
greida fyrir verkefnin.

A vegum Stadlarads starfa fjogur fagstadlarad:
Byggingarstadlarad (BSTR)
Fagstadlarad i fiskimalum (FIF)
Fagstadlarad i upplysingataekni (FUT)
Rafstadlarad (RST)

A vegum Stadlarads starfa einnig fagstjérnir { geedamalum og { véltaskni.

pad er einfalt og fyrirhafnarlitid ad panta og finna stadla a netinu
www.stadlar.is

Islenskir stadlar

[Sigpritecel verndad af akpesduyihairdalaga oggiritundigssiogaireifing st4aest@staBpiriknema skysanaaangdleg vio Stadlarad Islands.






