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The Terms and Definitions of ISO/TC 176 Standards 
 
ISO 9000 contains the terms and definitions that apply to all quality management and QMS 
standards developed by ISO/TC 176, and other sector specific QMS standards based on 
those standards. At the time of its publication, ISO 9000:2015 contained 146 terms and 
definitions. 
 
Since 2015, there have been several additions and revisions. These added terms and 
revised definitions are contained in the standards that gave rise to these changes. However, 
they have not yet been included in a revision or amendment to ISO 9000. 
 
The purpose of this document is to provide an up-to-date listing of ISO/TC 176 terms and 
definitions. For convenience, the terms are listed in alphabetical order in contrast to ISO 
9000 where the terms are arranged in conceptual order. This information was up to date on 
29 September 2022. The table lists 229 terms and definitions. 
 
The terms and definitions are presented in the way they appear in the ISO Online Browsing 
Platform (OBP). 
 
A hyperlink attached to each term takes you to the term entry of the source standard in the 
OBP. 
 
 
Key to table 
 

Terms from ISO 9000:2015 are shaded in white in the right-hand column  

The 8 terms shaded in yellow in the right-hand column are those that have been 
revised since ISO 9000:2015 was published. The standards giving rise to these 
revisions are identified in the right-hand column. 

 

The 83 terms shaded in green in the right-hand column are those that have been 
introduced since ISO 9000:2015 was published. The standards giving rise to 
these added terms are identified in the right-hand column along with the clause 
number in that standard. 

 

The 65 terms shaded in blue in the right-hand column are those that are used in 
ISO 9001:2015. There have been no changes to these terms and definitions. 

 

 
 
  

https://www.iso.org/obp/ui
https://www.iso.org/obp/ui
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Term and Definition 
Standard, 
Clause No. 

accountability 

state of a local government (3.3) being answerable for its decisions and 
activities to the controlling interests of its society and every customer/citizen 
(3.2), to other legal authorities, and, more broadly, to any other party interested 

Note 1 to entry: In the case of regional or national governments, this includes 
being answerable to the local governments and societies in which they govern 
and operate. 

[SOURCE:ISO 26000:2010, 2.1, modified — The wording of the definition has 
been changed and the note to entry has been added.] 

ISO 18091:2019, 
3.9 

activity 

identified piece of work that is required to be undertaken to complete a 
project (3.3) 

Note 1 to entry: The activity in a project can generally be recognized as the 
smallest identified entity. 

ISO 10006:2017, 
3.1 

activity 

<project management> smallest identified object of work in a project (3.4.2) 

[SOURCE:ISO 10006:2003, 3.1, modified] 

ISO 9000:2015, 
3.3.11 

aggregation model 

combined view of the current state of organizational change 

Note 1 to entry: The combined view presents the positions of interested 
parties (3.3) on the change matrix (3.2). 

ISO/TS 
10020:2022, 3.1 

association 

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

[SOURCE:ISO 10003:2007, 3.1] 

ISO 9000:2015, 
3.2.8 

https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.9
https://www.iso.org/obp/ui#iso:std:iso:10006:ed-3:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
https://www.iso.org/obp/ui/#iso:std:iso:ts:10020:ed-1:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
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Term and Definition 
Standard, 
Clause No. 

audit 

systematic, independent and documented process (3.4.1) for 
obtaining objective evidence (3.8.3) and evaluating it objectively to determine 
the extent to which the audit criteria (3.13.7) are fulfilled 

Note 1 to entry: The fundamental elements of an audit include 
the determination (3.11.1) of the conformity (3.6.11) of 
an object (3.6.1) according to a procedure (3.4.5) carried out by personnel 
not being responsible for the object audited. 

Note 2 to entry: An audit can be an internal audit (first party), or an external 
audit (second party or third party), and it can be a combined audit (3.13.2) or 
a joint audit (3.13.3). 

Note 3 to entry: Internal audits, sometimes called first-party audits, are 
conducted by, or on behalf of, the organization (3.2.1) itself 
for management (3.3.3)review (3.11.2) and other internal purposes, and can 
form the basis for an organization’s declaration of conformity. Independence 
can be demonstrated by the freedom from responsibility for the activity being 
audited. 

Note 4 to entry: External audits include those generally called second and 
third-party audits. Second party audits are conducted by parties having an 
interest in the organization, such as customers (3.2.4), or by other persons on 
their behalf. Third-party audits are conducted by external, independent auditing 
organizations such as those providing certification/registration of conformity or 
governmental agencies. 

Note 5 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition and 
Notes to entry have been modified to remove effect of circularity between audit 
criteria and audit evidence term entries, and Notes 3 and 4 to entry have been 
added. 

ISO 9000:2015, 
3.13.1 

audit client 

organization (3.2.1) or person requesting an audit (3.13.1) 

[SOURCE:ISO 19011:2011, 3.6, modified — Note to entry has been deleted] 

ISO 9000:2015, 
3.13.11 

audit conclusion 

outcome of an audit (3.13.1), after consideration of the audit objectives and 
all audit findings (3.13.9) 

[SOURCE:ISO 19011:2011, 3.5] 

ISO 9000:2015, 
3.13.10 

audit criteria 

set of policies (3.5.8), procedures (3.4.5) or requirements (3.6.4) used as a 
reference against which objective evidence (3.8.3) is compared 

[SOURCE:ISO 19011:2011, 3.2, modified — The term “audit evidence” has 
been replaced by “objective evidence”] 

ISO 9000:2015, 
3.13.7 

audit evidence 

records, statements of fact or other information, which are relevant to the audit 
criteria (3.13.7) and verifiable 

[SOURCE:ISO 19011:2011, 3.3, modified — Note to entry has been deleted] 

ISO 9000:2015, 
3.13.8 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
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Term and Definition 
Standard, 
Clause No. 

audit findings 

results of the evaluation of the collected audit evidence (3.13.8) against audit 
criteria (3.13.7) 

Note 1 to entry: Audit findings 
indicate conformity (3.6.11) or nonconformity (3.6.9). 

Note 2 to entry: Audit findings can lead to the identification of opportunities 
for improvement (3.3.1) or recording good practices. 

Note 3 to entry: In English, if the audit criteria (3.13.7) are selected 
from statutory requirements (3.6.6) or regulatory requirements (3.6.7), the 
audit finding can be called compliance or non-compliance. 

[SOURCE:ISO 19011:2011, 3.4, modified — Note 3 to entry has been 
modified] 

ISO 9000:2015, 
3.13.9 

audit plan 

description of the activities and arrangements for an audit (3.13.1) 

[SOURCE:ISO 19011:2011, 3.15] 

ISO 9000:2015, 
3.13.6 

audit programme 

set of one or more audits (3.13.1) planned for a specific time frame and 
directed towards a specific purpose 

[SOURCE:ISO 19011:2011, 3.13, modified] 

ISO 9000:2015, 
3.13.4 

audit scope 

extent and boundaries of an audit (3.13.1) 

Note 1 to entry: The audit scope generally includes a description of the 
physical locations, organizational units, activities and processes (3.4.1). 

[SOURCE:ISO 19011:2011, 3.14, modified — Note to entry has been modified] 

ISO 9000:2015, 
3.13.5 

audit team 

one or more persons conducting an audit (3.13.1), supported if needed 
by technical experts (3.13.16) 

Note 1 to entry: One auditor (3.13.15) of the audit team is appointed as the 
audit team leader. 

Note 2 to entry: The audit team can include auditors-in-training. 

[SOURCE:ISO 19011:2011, 3.9, modified] 

ISO 9000:2015, 
3.13.14 

auditee 

organization (3.2.1) being audited 

[SOURCE:ISO 19011:2011, 3.7] 

ISO 9000:2015, 
3.13.12 

auditor 

person who conducts an audit (3.13.1) 

[SOURCE:ISO 19011:2011, 3.8] 

ISO 9000:2015, 
3.13.15 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.14
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.16
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.15
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.15
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
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Term and Definition 
Standard, 
Clause No. 

ballot proposal 

legislation proposal or policy question submitted for vote by the electorate 
(3.2.8) 

Note 1 to entry: There are several types of ballot proposal. These differ based 
on who is motivating the ballot proposal, whether it is a citizen or the 
legislature, and the people who are to form the electorate for the ballot 
proposal. 

Note 2 to entry: Proposals concerning the election (3.2.7) of 
candidates (3.2.1) for public office are generally not considered to be ballot 
proposals. 

ISO/TS 
54001:2019, 3.1.3 

benchmarking 

comparative evaluation and/or analysis of similar operational practices 

[SOURCE:ISO 14644-16:2019, 3.3.1] 

ISO 10010:2022, 
3.4 

benchmarking 

activity of measurement and analysis that an organization can use to search 
for and compare practices inside and outside the organization, with the aim of 
improving its performance 

Note 1 to entry: Benchmarking can be applied to policies, strategies and 
objectives, processes and their operation, products, services and the 
organization's structures. 

ISO 10014:2021, 
3.8 

best practice 

method that has been proven to work well and produce the best results, and is 
therefore recommended to be adopted as a model 

Note 1 to entry: A method described as a best practice has usually been tested 
over time and validated through repeated trials before being accepted as 
worthy of broad adoption. 

ISO 10014:2021, 
3.5 

business-to-consumer electronic commerce transaction 

B2C ECT 

set of interactions between an organization (3.2) and a consumer (3.3) for 
the provision of products and services, facilitated online 

ISO 10008:2022, 
3.1 

business-to-consumer electronic commerce transaction code 

B2C ECT code 

promise or set of promises made by organizations (3.2) to consumers (3.3), 
and related provisions in support of B2C ECTs (3.1) 

Note 1 to entry: Promises can include elements of what are commonly referred 
to as “terms and conditions”. 

ISO 10008:2022, 
3.4 

https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.3
https://www.iso.org/obp/ui/#iso:std:iso:10010:ed-1:v1:en:term:3.4
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.8
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.5
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.4
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.4
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.1


Terms in TC 176 Standards Alphabetical Listing 

Page 6 of 40  Version 1, 2022-09-29 

Term and Definition 
Standard, 
Clause No. 

business-to-consumer electronic commerce transaction provider 

B2C ECT provider 

organization (3.2) that supplies a B2C ECT (3.1) process or activity to the 
organization and that is external to the organization operating the B2C ECT 
system 

Note 1 to entry: B2C ECT providers include organization reliability assurance 
providers, financial intermediaries (e.g. payment card companies), product and 
service information providers, consumer information protection and security 
assurance providers, product and service delivery providers, and dispute 
resolution providers. 

ISO 10008:2022, 
3.5 

campaign financing oversight plan 

document specifying the activities, responsibilities and resources for monitoring 
the finances of political campaigns 

ISO/TS 
54001:2019, 3.2.5 

candidate 

person who competes for public office in an election (3.2.7) 

ISO/TS 
54001:2019, 3.2.1 

capability 

ability of an object (3.6.1) to realize an output (3.7.5) that will fulfil 
the requirements (3.6.4) for that output 

Note 1 to entry: Process (3.4.1) capability terms in the field of statistics are 
defined in ISO 3534-2. 

ISO 9000:2015, 
3.6.12 

challenge 

action that questions an aspect of, or the entirety of, the 
electoral service (3.1.5) 

Note 1 to entry: The distinction between a challenge and an 
electoral complaint (3.1.9) is that an electoral complaint is formally lodged 
with the competent electoral authority. Disputes include both challenges and 
electoral complaints. 

ISO/TS 
54001:2019, 3.1.8 

challenged ballot 

ballot of an individual that is challenged for eligibility 

Note 1 to entry: Challenged ballots are generally held out of the count in a 
separate list and only counted if subsequent eligibility is established. 

ISO/TS 
54001:2019, 
3.3.10 

change control 

<configuration management> activities for control of the output (3.7.5) after 
formal approval of its product configuration information (3.6.8) 

[SOURCE:ISO 10007:2003, 3.1, modified] 

ISO 9000:2015, 
3.3.10 

change matrix 

two-dimensional array showing the relationship between product or service 
realization stages and organizational change stages 

Note 1 to entry: The product or service realization stages are presented on the 
x-axis and organizational change stages on the y-axis. 

ISO/TS 
10020:2022, 3.2 

https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.5
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.5
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:3534:-2:en
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.8
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.3.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui/#iso:std:iso:ts:10020:ed-1:v1:en:term:3.2
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Term and Definition 
Standard, 
Clause No. 

characteristic 

distinguishing feature 

Note 1 to entry: A characteristic can be inherent or assigned. 

Note 2 to entry: A characteristic can be qualitative or quantitative. 

Note 3 to entry: There are various classes of characteristic, such as the 
following: a)   physical (e.g. mechanical, electrical, chemical or biological 
characteristics); b)   sensory (e.g. related to smell, touch, taste, sight, hearing); 
c)   behavioural (e.g. courtesy, honesty, veracity); d)   temporal (e.g. 
punctuality, reliability, availability, continuity); e)   ergonomic (e.g. physiological 
characteristic, or related to human safety); f)   functional (e.g. maximum speed 
of an aircraft). 

ISO 9000:2015, 
3.10.1 

combined audit 

audit (3.13.1) carried out together at a single auditee (3.13.12) on two or 
more management systems (3.5.3) 

Note 1 to entry: The parts of a management system that can be involved in a 
combined audit can be identified by the relevant management system 
standards, product standards, service standards or process standards being 
applied by the organization (3.2.1). 

ISO 9000:2015, 
3.13.2 

competence 

ability to apply knowledge and skills to achieve intended results 

Note 1 to entry: Demonstrated competence is sometimes referred to as 
qualification. 

Note 2 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding Note 1 to entry. 

ISO 9000:2015, 
3.10.4 

competence 

ability to apply knowledge (3.4) and skills (3.3) to achieve intended results 

[SOURCE:ISO 9000:2015, 3.10.4, modified — The notes to entry have been 
removed.] 

Revised in ISO 
10015:2019, 3.1 

competence acquisition 

process (3.4.1) of attaining competence (3.10.4) 

[SOURCE:ISO 10018:2012, 3.2, modified] 

ISO 9000:2015, 
3.4.4 

complainant 

person, organization (3.9) or their representative making a complaint (3.3) 

ISO 10001:2018, 
3.2 

complainant 

person, organization (3.8) or their representative making a complaint (3.2) 

[SOURCE:ISO 10001:2018, 3.2] 

ISO 10002:2018, 
3.1 

complainant 

person, organization (3.12) or their representative, making a complaint (3.3) 

Note 1 to entry: In this document, customers (3.4) who refer their complaints 
to a provider in the first instance are also considered to be “complainants”. 

[SOURCE:ISO 10001:2018, 3.2, modified — Note 1 to entry has been added.] 

ISO 10003:2018, 
3.2 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.4
https://www.iso.org/obp/ui#iso:std:iso:10015:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.4
https://www.iso.org/obp/ui#iso:std:iso:10001:ed-2:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:10002:ed-3:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:10003:ed-2:v1:en:term:3.2
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Term and Definition 
Standard, 
Clause No. 

complaint 

<customer satisfaction> expression of dissatisfaction made to an 
organization (3.2.1), related to its product (3.7.6) or service (3.7.7), or the 
complaints-handling process (3.4.1) itself, where a response or resolution is 
explicitly or implicitly expected 

[SOURCE:ISO 10002:2014, 3.2, modified — The term “service” has been 
included in the definition] 

ISO 9000:2015, 
3.9.3 

concession 

permission to use or release (3.12.7) a product (3.7.6) or service (3.7.7) that 
does not conform to specified requirements (3.6.4) 

Note 1 to entry: A concession is generally limited to the delivery of products 
and services that have nonconforming (3.6.9)characteristics (3.10.1) within 
specified limits and is generally given for a limited quantity of products and 
services or period of time, and for a specific use. 

ISO 9000:2015, 
3.12.5 

configuration 

interrelated functional and physical characteristics (3.10.1) of 
a product (3.7.6) or service (3.7.7) defined in product configuration 
information (3.6.8) 

[SOURCE:ISO 10007:2003, 3.3, modified — The term “service” has been 
included in the definition] 

ISO 9000:2015, 
3.10.6 

configuration 

interrelated functional and physical characteristics of a product or service 
defined in configuration information (3.5) 

Revised in ISO 
10007:2017, 3.1 

configuration authority 

configuration control board 

dispositioning authority 

person or a group of persons with assigned responsibility and authority to 
make decisions on the configuration (3.10.6) 

Note 1 to entry: Relevant interested parties (3.2.3) within and outside 
the organization (3.2.1) should be represented on the configuration authority. 

[SOURCE:ISO 10007:2003, 3.8, modified] 

ISO 9000:2015, 
3.1.5 

configuration baseline 

approved product configuration information (3.6.8) that establishes 
the characteristics (3.10.1) of a product (3.7.6) or service (3.7.7) at a point 
in time that serves as reference for activities throughout the life cycle of the 
product or service 

[SOURCE:ISO 10007:2003, 3.4, modified — The term “service” has been 
included in the definition] 

ISO 9000:2015, 
3.10.7 

configuration baseline 

approved configuration information (3.5) that establishes the characteristics of 
a product or service at a point in time that serves as reference for activities 
throughout the life cycle of the product or service 

Revised in ISO 
10007:2017, 3.2 

configuration information 

requirements for product or service design, realization, verification, operation 
and support 

ISO 10007:2017, 
3.5 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:10007:ed-3:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:10007:ed-3:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:10007:ed-3:v1:en:term:3.5
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Term and Definition 
Standard, 
Clause No. 

configuration item 

entity within a configuration (3.1) that satisfies an end use function 

ISO 10007:2017, 
3.3 

configuration management 

coordinated activities to direct and control configuration (3.10.6) 

Note 1 to entry: Configuration management generally concentrates on 
technical and organizational activities that establish and maintain control of 
a product (3.7.6) or service (3.7.7) and its product configuration 
information (3.6.8) throughout the life cycle of the product. 

[SOURCE:ISO 10007:2003, 3.6, modified — Note 1 to entry has been 
modified] 

ISO 9000:2015, 
3.3.9 

configuration object 

object (3.6.1) within a configuration (3.10.6) that satisfies an end-use 
function 

[SOURCE:ISO 10007:2003, 3.5, modified] 

ISO 9000:2015, 
3.3.13 

configuration status accounting 

formalized recording and reporting of product configuration 
information (3.6.8), the status of proposed changes and the status of the 
implementation of approved changes 

[SOURCE:ISO 10007:2003, 3.7] 

ISO 9000:2015, 
3.8.14 

configuration status accounting 

formalized recording and reporting of configuration information (), the status 
of proposed changes and the status of the implementation of approved 
changes 

Revised in ISO 
10007:2017, 3.4 

conformity 

fulfilment of a requirement (3.6.4) 

Note 1 to entry: In English the word “conformance” is synonymous but 
deprecated. In French the word “compliance” is synonymous but deprecated. 

Note 2 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding Note 1 to entry. 

ISO 9000:2015, 
3.6.11 

https://www.iso.org/obp/ui#iso:std:iso:10007:ed-3:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.13
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.14
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:10007:ed-3:v1:en:term:3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
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Term and Definition 
Standard, 
Clause No. 

consumer 

individual member of the general public who is the end user of products and 
services 

Note 1 to entry: For the purposes of this document, use of the term “consumer” 
includes a range of potential and existing product or service users, e.g. 

— those thinking about using or purchasing a product or a service; 

— those who have purchased a one-off product or service; 

— those in a short- or long-term product or service contract; 

— end users of a product or a service paying directly for the product or service; 

— end users of a product or a service not paying for the product or service. 

Note 2 to entry: The end user might not be the customer who purchased the 
product or service, e.g. persons having a meal at a restaurant that is paid for 
either by one person in this group or by a different person. 

[SOURCE:ISO/IEC Guide 76:2020, 3.5, modified — The phrase “services or 
service-related goods (e.g. a smart speaker)” has been replaced by “products 
and services” and the term “product” has been added to the term “service” in 
the notes to entry.] 

ISO 10008:2022, 
3.3 

content 

<business-to-consumer electronic commerce transaction> wording, images 
and related mechanisms associated with communicating information about 
the organization (3.2), its products and services, and the B2C ECT (3.1) 
system 

ISO 10008:2022, 
3.6 

context of the organization 

combination of internal and external issues that can have an effect on 
an organization’s (3.2.1) approach to developing and achieving 
its objectives (3.7.1) 

Note 1 to entry: The organization’s objectives can be related to 
its products (3.7.6) and services (3.7.7), investments and behaviour towards 
its interested parties (3.2.3). 

Note 2 to entry: The concept of context of the organization is equally applicable 
to not-for-profit or public service organizations as it is to those seeking profits. 

Note 3 to entry: In English, this concept is often referred to by other terms such 
as “business environment”, “organizational environment” or “ecosystem of an 
organization”. 

Note 4 to entry: Understanding the infrastructure (3.5.2) can help to define 
the context of the organization. 

ISO 9000:2015, 
3.2.2 

https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.6
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:10008:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.2
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Term and Definition 
Standard, 
Clause No. 

continual improvement 

recurring activity to enhance performance (3.7.8) 

Note 1 to entry: The process (3.4.1) of establishing objectives (3.7.1) and 
finding opportunities for improvement (3.3.1) is a continual process through 
the use of audit findings (3.13.9) and audit conclusions (3.13.10), analysis 
of data (3.8.1), management (3.3.3)reviews (3.11.2) or other means and 
generally leads to corrective action (3.12.2) or preventive action (3.12.1). 

Note 2 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding Note 1 to entry. 

ISO 9000:2015, 
3.3.2 

contract 

binding agreement 

ISO 9000:2015, 
3.4.7 

correction 

action to eliminate a detected nonconformity (3.6.9) 

Note 1 to entry: A correction can be made in advance of, in conjunction with or 
after a corrective action (3.12.2). 

Note 2 to entry: A correction can be, for 
example, rework (3.12.8) or regrade (3.12.4). 

ISO 9000:2015, 
3.12.3 

corrective action 

action to eliminate the cause of a nonconformity (3.6.9) and to prevent 
recurrence 

Note 1 to entry: There can be more than one cause for a nonconformity. 

Note 2 to entry: Corrective action is taken to prevent recurrence 
whereas preventive action (3.12.1) is taken to prevent occurrence. 

Note 3 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding Notes 1 and 2 to entry. 

ISO 9000:2015, 
3.12.2 

culture 

integrated shared values, beliefs, history, ethics, attitudes and observed 
behaviours 

Note 1 to entry: In this document, “culture” refers to organizational culture. 

ISO 10010:2022, 
3.1 

customer 

person or organization (3.2.1) that could or does receive a product (3.7.6) or 
a service (3.7.7) that is intended for or required by this person or organization 

EXAMPLE: 

Consumer, client, end-user, retailer, receiver of product or service from an 
internal process (3.4.1), beneficiary and purchaser. 

Note 1 to entry: A customer can be internal or external to the organization. 

ISO 9000:2015, 
3.2.4 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.1
https://www.iso.org/obp/ui/#iso:std:iso:10010:ed-1:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
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Term and Definition 
Standard, 
Clause No. 

customer satisfaction 

customer’s (3.2.4) perception of the degree to which the customer’s 
expectations have been fulfilled 

Note 1 to entry: It can be that the customer’s expectation is not known to 
the organization (3.2.1), or even to the customer in question, until 
the product (3.7.6) or service (3.7.7) is delivered. It can be necessary for 
achieving high customer satisfaction to fulfil an expectation of a customer even 
if it is neither stated nor generally implied or obligatory. 

Note 2 to entry: Complaints (3.9.3) are a common indicator of low customer 
satisfaction but their absence does not necessarily imply high customer 
satisfaction. 

Note 3 to entry: Even when customer requirements (3.6.4) have been agreed 
with the customer and fulfilled, this does not necessarily ensure high customer 
satisfaction. 

[SOURCE:ISO 10004:2012, 3.3, modified — Notes have been modified] 

ISO 9000:2015, 
3.9.2 

customer satisfaction code of conduct 

promises, made to customers (3.2.4) by an organization (3.2.1) concerning 
its behaviour, that are aimed at enhance  customer satisfaction (3.9.2) and 
related provisions 

Note 1 to entry: Related provisions can include objectives (3.7.1), conditions, 
limitations, contact information (3.8.2), 
and complaints (3.9.3) handling procedures (3.4.5). 

Note 2 to entry: In ISO 10001:2007, the term “code” is used instead of 
“customer satisfaction code of conduct”. 

[SOURCE:ISO 10001:2007, 3.1, modified — The term “code” has been 
removed as an admitted term, and Note 2 to entry has been modified] 

ISO 9000:2015, 
3.9.5 

customer service 

interaction of the organization (3.2.1) with the customer (3.2.4) throughout 
the life cycle of a product (3.7.6) or a service (3.7.7) 

[SOURCE:ISO 10002:2014, 3.5, modified — The term “service” has been 
included in the definition] 

ISO 9000:2015, 
3.9.4 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.5
https://www.iso.org/obp/ui#iso:std:iso:10001:ed-1:en
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
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customer/citizen 

person or organization that could or does receive a product (3.5) or a service 
(3.6) intended for or required by them 

Note 1 to entry: For purposes of this document, customer/citizen refers to an 
organization, community or person that receives a product and service from 
the local government (3.3), whether in return for payment or not. 

Note 2 to entry: Local governments should recognize the various 
customers/citizens and should achieve a balanced response to all their needs 
and expectations. For example, inhabitants, neighbours, tourists, natives or 
some citizens who are taxpayers, and whose contributions serve to finance the 
products or services of the local government, might not be the same citizens as 
those who benefit most from the products or services provided, as described in 
relevant public policies. 

Note 3 to entry: The term “customer” can sometimes cause controversy in local 
government/public administration and even in public international law, since it 
is related to the mercantile legislation. However, due to its wide adoption and 
usefulness in the standardization of quality management systems, the use of 
the term “customer” has been adopted in this document, and is used in 
combination with “citizen”. 

[SOURCE:ISO 9000:2015, 3.2.4, modified — In the term “/citizen” has been 
added, the definition has been slightly reworded, the example has been 
removed and the note to entry has been replaced with three new notes to 
entry.] 

ISO 18091:2019, 
3.2 

dashboard 

combination of numerical and graphical data displays used to present the 
performance and trends of key results 

EXAMPLE: 

Traffic light charts; Pareto charts; pie charts; trend charts. 

ISO 10014:2021, 
3.4 

data 

facts about an object (3.6.1) 

ISO 9000:2015, 
3.8.1 

declaration of results 

process of officially announcing the results of vote counting (3.3.5) to convey 
the validity of the election (3.2.7) 

ISO/TS 
54001:2019, 3.3.7 

defect 

nonconformity (3.6.9) related to an intended or specified use 

Note 1 to entry: The distinction between the concepts defect and 
nonconformity is important as it has legal connotations, particularly those 
associated with product (3.7.6) and service (3.7.7) liability issues. 

Note 2 to entry: The intended use as intended by the customer (3.2.4) can be 
affected by the nature of the information (3.8.2), such as operating or 
maintenance instructions, provided by the provider (3.2.5). 

ISO 9000:2015, 
3.6.10 

dependability 

ability to perform as and when required 

[SOURCE: IEC 60050-192, modified — Notes have been deleted] 

ISO 9000:2015, 
3.6.14 

https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.3.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.14
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Term and Definition 
Standard, 
Clause No. 

design and development 

set of processes (3.4.1) that transform requirements (3.6.4) for 
an object (3.6.1) into more detailed requirements for that object 

Note 1 to entry: The requirements forming input to design and development are 
often the result of research and can be expressed in a broader, more general 
sense than the requirements forming the output (3.7.5) of design and 
development. The requirements are generally defined in terms 
of characteristics (3.10.1). In a project (3.4.2) there can be several design 
and development stages. 

Note 2 to entry: In English the words “design” and “development” and the term 
“design and development” are sometimes used synonymously and sometimes 
used to define different stages of the overall design and development. In 
French the words “conception” and “développement” and the term “conception 
et développement” are sometimes used synonymously and sometimes used to 
define different stages of the overall design and development. 

Note 3 to entry: A qualifier can be applied to indicate the nature of what is 
being designed and developed (e.g. product (3.7.6) design and 
development, service (3.7.7) design and development or process design and 
development). 

ISO 9000:2015, 
3.4.8 

determination 

activity to find out one or more characteristics (3.10.1) and their characteristic 
values 

ISO 9000:2015, 
3.11.1 

deviation permit 

permission to depart from the originally specified requirements (3.6.4) of 
a product (3.7.6) or service (3.7.7) prior to its realization 

Note 1 to entry: A deviation permit is generally given for a limited quantity of 
products and services or period of time, and for a specific use. 

ISO 9000:2015, 
3.12.6 

dispute 

<customer satisfaction> disagreement, arising from a complaint (3.9.3), 
submitted to a DRP-provider (3.2.7) 

Note 1 to entry: Some organizations (3.2.1) allow their customers (3.2.4) to 
express their dissatisfaction to a DRP-provider in the first instance. In this 
situation, the expression of dissatisfaction becomes a complaint when sent to 
the organization for a response, and becomes a dispute if not resolved by the 
organization without DRP-provider intervention. Many organizations prefer their 
customers to first express any dissatisfaction to the organization before 
utilizing dispute resolution external to the organization. 

[SOURCE:ISO 10003:2007, 3.6, modified] 

ISO 9000:2015, 
3.9.6 

dispute resolver 

<customer satisfaction> individual person assigned by a DRP-
provider (3.2.7) to assist the parties in resolving a dispute (3.9.6) 

EXAMPLE: 

Staff, volunteer, contract (3.4.7) personnel. 

[SOURCE:ISO 10003:2007, 3.7, modified] 

ISO 9000:2015, 
3.1.6 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.7
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Term and Definition 
Standard, 
Clause No. 

document 

information (3.8.2) and the medium on which it is contained 

EXAMPLE: 

Record (3.8.10), specification (3.8.7), procedure document, drawing, report, 
standard. 

Note 1 to entry: The medium can be paper, magnetic, electronic or optical 
computer disc, photograph or master sample, or combination thereof. 

Note 2 to entry: A set of documents, for example specifications and records, is 
frequently called “documentation”. 

Note 3 to entry: Some requirements (3.6.4) (e.g. the requirement to be 
readable) relate to all types of documents. However there can be different 
requirements for specifications (e.g. the requirement to be revision controlled) 
and for records (e.g. the requirement to be retrievable). 

ISO 9000:2015, 
3.8.5 

documented information 

information (3.8.2) required to be controlled and maintained by 
an organization (3.2.1) and the medium on which it is contained 

Note 1 to entry: Documented information can be in any format and media and 
from any source. 

Note 2 to entry: Documented information can refer to: —   the management 
system (3.5.3), including related processes (3.4.1); —   information created in 
order for the organization to operate (documentation); —   evidence of results 
achieved (records (3.8.10)). 

Note 3 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. 

ISO 9000:2015, 
3.8.6 

DRP-provider 

dispute resolution process provider 

person or organization (3.2.1) that supplies and operates an 
external dispute (3.9.6) resolution process (3.4.1) 

Note 1 to entry: Generally, a DRP-provider is a legal entity, separate from the 
organization or person as an individual and the complainant. In this way, the 
attributes of independence and fairness are emphasized. In some situations, a 
separate unit is established within the organization to handle 
unresolved complaints (3.9.3). 

Note 2 to entry: The DRP-provider contracts (3.4.7) with the parties to provide 
dispute resolution, and is accountable for performance (3.7.8). The DRP-
provider supplies dispute resolvers (3.1.6). The DRP-provider also utilizes 
support, executive and other managerial staff to supply financial resources, 
clerical support, scheduling assistance, training, meeting rooms, supervision 
and similar functions. 

Note 3 to entry: DRP-providers can take many forms including not-for-profit, 
for-profit and public entities. An association (3.2.8) can also be a DRP-
provider. 

Note 4 to entry: In ISO 10003:2007 instead of the term DRP-provider, the term 
“provider” is used. 

[SOURCE:ISO 10003:2007, 3.9, modified] 

ISO 9000:2015, 
3.2.7 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.8
https://www.iso.org/obp/ui#iso:std:iso:10003:ed-1:en
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Term and Definition 
Standard, 
Clause No. 

economic benefit 

benefit attained through the effective implementation of management system 
processes and resources to generate value and improve the health and overall 
worth of the organization and its relevant interested parties 

ISO 10014:2021, 
3.3 

effectiveness 

extent to which planned activities are realized and planned results are 
achieved 

Note 1 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding “are” before “achieved”. 

ISO 9000:2015, 
3.7.11 

efficiency 

relationship between the result achieved and the resources used 

ISO 9000:2015, 
3.7.10 

election 

occasion providing the means for an electorate (3.2.8) to communicate a 
choice by casting a vote 

Note 1 to entry: The choice is generally made between contesting 
candidates (3.2.1) or political organizations (3.2.2), or may be between 

ballot proposals (3.1.3). 

ISO/TS 
54001:2019, 3.2.7 

electoral body 

public institution having legal and administrative responsibility for the 
preparation and conduct of elections (3.2.7) according to the legal framework 
of the country 

Note 1 to entry: The responsibility involves all aspects of conducting an 
election (3.2.7) and includes related activities such as referenda, citizen 
initiatives or revocation of the mandate and balloting. 

ISO/TS 
54001:2019, 3.1.1 

electoral client 

person or organization that receives an electoral service (3.1.5) 

Note 1 to entry: Electoral clients include voters, political organizations 
(3.2.2), candidates (3.2.1) and other people or organizations that receive 
electoral services from the electoral body (3.1.1) according to the applicable 
legal framework. 

ISO/TS 
54001:2019, 
3.1.10 

electoral complaint 

formal challenge (3.1.8) expressing dissatisfaction 

ISO/TS 
54001:2019, 3.1.9 

electoral education 

process of informing people of the electoral system and electoral processes 

Note 1 to entry: Electoral education includes informing people of their 
democratic rights, eligibility to vote, election (3.2.7) procedures, such as dates, 
times and places of voting, registration of political organizations and 
candidates’ (3.2.3) requirements, and voting mechanisms and other issues 
within the electoral process. 

ISO/TS 
54001:2019, 
3.2.10 

https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.10
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.7
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.1
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.10
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.9
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.10
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Clause No. 

electoral equipment 

hardware required to conduct an election (3.2.7) within local legal 
requirements 

Note 1 to entry: Electoral equipment can include ballot boxes and seals, voting 
compartments, furniture and necessary temporary structures. 

ISO/TS 
54001:2019, 
3.2.12 

electoral logistics 

process that establishes the steps needed to organize and conduct an 
election (3.2.7) 

ISO/TS 
54001:2019, 3.2.4 

electoral materials 

documentation required to conduct an election (3.2.7) within local legal 
requirements 

Note 1 to entry: These electoral materials can differ from one country or area to 
another but generally include items such as laws and regulations, ballot 
papers, training manuals, election posters, essays, observation reports, 
technical assessments, administrative guidelines, electoral forms and codes of 
conduct. 

ISO/TS 
54001:2019, 
3.2.11 

electoral quality management system 

quality management system for electoral bodies (3.1.1) 

ISO/TS 
54001:2019, 3.1.6 

electoral service 

legal and administrative practices and processes performed by the 
electoral body (3.1.1) 

Note 1 to entry: The electoral service is required to fulfil the electoral body’s 
responsibilities to the electorate (3.2.8) and other electoral clients (3.1.10) in 
compliance with the legal framework. 

ISO/TS 
54001:2019, 3.1.5 

electoral service development plan 

specification of the requirements to be met by an electoral body (3.1.1) in the 
delivery of its electoral service (3.1.5) in documented form 

ISO/TS 
54001:2019, 3.1.4 

electorate 

group of people in a country or other designated area who have the right to 
vote 

ISO/TS 
54001:2019, 3.2.8 

engagement 

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

ISO 9000:2015, 
3.1.4 

external provider 

external supplier 

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

EXAMPLE: 

Producer, distributor, retailer or vendor of a product (3.7.6) or 
a service (3.7.7) 

ISO 9000:2015, 
3.2.6 

https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.12
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.11
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.6
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.5
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.4
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7


Terms in TC 176 Standards Alphabetical Listing 

Page 18 of 40  Version 1, 2022-09-29 

Term and Definition 
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Clause No. 

feedback 

<customer satisfaction> opinions, comments and expressions of interest in 
a product (3.7.6), a service (3.7.7) or a complaints-handling process (3.4.1) 

[SOURCE:ISO 10002:2014, 3.6, modified — The term “service” has been 
included in the definition] 

ISO 9000:2015, 
3.9.1 

financial benefit 

organizational improvement expressed in monetary form 

Note 1 to entry: Financial benefits should be realized by implementing cost-
effective management system processes. 

ISO 10014:2021, 
3.2 

form 

documented information to be maintained and used to record data required by 
the quality management system 

Note 1 to entry: A form becomes documented information to be retained (i.e. a 
record) when data are entered. 

ISO 10013:2021, 
3.2 

governance 

legitimate, responsible (3.8), accountable (3.9) and efficient system by which 
a local government (3.3) makes and implements decisions in pursuit of its 
objectives in the interests of a given community 

ISO 18091:2019, 
3.10 

grade 

category or rank given to different requirements (3.6.4) for 
an object (3.6.1) having the same functional use 

EXAMPLE: 

Class of airline ticket and category of hotel in a hotel brochure. 

Note 1 to entry: When establishing a quality requirement (3.6.5), the grade is 
generally specified. 

ISO 9000:2015, 
3.6.3 

guide 

<audit> person appointed by the auditee (3.13.12) to assist the audit 
team (3.13.14) 

[SOURCE:ISO 19011:2011, 3.12] 

ISO 9000:2015, 
3.13.13 

human factor 

characteristic (3.10.1) of a person having an impact on an object (3.6.1) 
under consideration 

Note 1 to entry: Characteristics can be physical, cognitive or social. 

Note 2 to entry: Human factors can have a significant impact on a 
management system (3.5.3). 

ISO 9000:2015, 
3.10.3 

improvement 

activity to enhance performance (3.7.8) 

Note 1 to entry: The activity can be recurring or singular. 

ISO 9000:2015, 
3.3.1 

information 

meaningful data (3.8.1) 

ISO 9000:2015, 
3.8.2 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:10013:ed-1:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.13
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.14
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.14
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.1
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information system 

<quality management system> network of communication channels used 
within an organization (3.2.1) 

ISO 9000:2015, 
3.8.4 

infrastructure 

<organization> system (3.5.1) of facilities, equipment 
and services (3.7.7) needed for the operation of an organization (3.2.1) 

ISO 9000:2015, 
3.5.2 

innovation 

new or changed object (3.6.1) realizing or redistributing value 

Note 1 to entry: Activities resulting in innovation are generally managed. 

Note 2 to entry: Innovation is generally significant in its effect. 

ISO 9000:2015, 
3.6.15 

inspection 

determination (3.11.1) of conformity (3.6.11) to 
specified requirements (3.6.4) 

Note 1 to entry: If the result of an inspection shows conformity, it can be used 
for purposes of verification (3.8.12). 

Note 2 to entry: The result of an inspection can show conformity 
or nonconformity (3.6.9) or a degree of conformity. 

ISO 9000:2015, 
3.11.7 

interested party 

stakeholder 

person or organization (3.2.1) that can affect, be affected by, or perceive itself 
to be affected by a decision or activity 

EXAMPLE: 

Customers (3.2.4), owners, people in an organization, providers (3.2.5), 
bankers, regulators, unions, partners or society that can include competitors or 
opposing pressure groups. 

Note 1 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding the Example. 

ISO 9000:2015, 
3.2.3 

intervention 

process through which the behaviour of an organization is changed 

ISO/TS 
10020:2022, 3.4 

involvement 

taking part in an activity, event or situation 

ISO 9000:2015, 
3.1.3 

joint audit 

audit (3.13.1) carried out at a single auditee (3.13.12) by two or more 
auditing organizations (3.2.1) 

ISO 9000:2015, 
3.13.3 

knowledge 

human or organizational asset enabling effective decisions and action in 
context 

[SOURCE:ISO 30401:2018, 3.25, modified — The notes to entry have been 
removed.] 

ISO 10015:2019, 
3.4 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.15
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui/#iso:std:iso:ts:10020:ed-1:v1:en:term:3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:10015:ed-2:v1:en:term:3.4
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lagging indicator 

metric () that gives an indication of past performance 

ISO 10014:2021, 
3.10 

leading indicator 

metric () that gives an indication of expected performance 

ISO 10014:2021, 
3.9 

local government 

part of government in a country or nation that is typically closest to the 
population, is in charge of managing, governing and promoting development of 
a local area, and is responsible (3.8) for the definition, design, development 
and institutionalization of its public policies expressed in the provision of 
products (3.5) or services (3.6) to its customers/citizens (3.2) 

Note 1 to entry: The basis for a local government can be, for example, a 
territorial division and the national and/or regional political and administrative 
organizations that are closest to the population. It is typically a public entity 
formed by territory, population, government and legislation, it has its own legal 
capacity, and it states its own political, administrative, cultural and historical 
heritage and regulatory capability. In some countries, local governments 
include the executive and legislative authorities. 

ISO 18091:2019, 
3.3 

local government process 

set of interrelated or interacting activities of the local government (3.3), which 
use inputs (e.g. public policies, resources, customer/citizen (3.2) needs and 
expectations) to provide an expected output 

Note 1 to entry: Some examples of process inputs are public policies, 
resources, customer/citizen needs and expectations. 

Note 2 to entry: Annex B provides some examples of typical local government 
processes. 

ISO 18091:2019, 
3.4 

management 

coordinated activities to direct and control an organization (3.2.1) 

Note 1 to entry: Management can include 
establishing policies (3.5.8) and objectives (3.7.1), and processes (3.4.1) to 
achieve these objectives. 

Note 2 to entry: The word “management” sometimes refers to people, i.e. a 
person or group of people with authority and responsibility for the conduct and 
control of an organization. When “management” is used in this sense, it should 
always be used with some form of qualifier to avoid confusion with the concept 
of “management” as a set of activities defined above. For example, 
“management shall…” is deprecated whereas “top 
management (3.1.1) shall…” is acceptable. Otherwise different words should 
be adopted to convey the concept when related to people, e.g. managerial or 
managers. 

ISO 9000:2015, 
3.3.3 

https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.10
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.9
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.1
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management system 

set of interrelated or interacting elements of an organization (3.2.1) to 
establish policies (3.5.8) and objectives (3.7.1), and processes (3.4.1) to 
achieve those objectives 

Note 1 to entry: A management system can address a single discipline or 
several disciplines, e.g. quality management (3.3.4), financial management or 
environmental management. 

Note 2 to entry: The management system elements establish the 
organization’s structure, roles and responsibilities, planning, operation, 
policies, practices, rules, beliefs, objectives and processes to achieve those 
objectives. 

Note 3 to entry: The scope of a management system can include the whole of 
the organization, specific and identified functions of the organization, specific 
and identified sections of the organization, or one or more functions across a 
group of organizations. 

Note 4 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by modifying Notes 1 to 3 to entry. 

ISO 9000:2015, 
3.5.3 

measurement 

process (3.4.1) to determine a value 

Note 1 to entry: According to ISO 3534-2, the value determined is generally the 
value of a quantity. 

Note 2 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding Note 1 to entry. 

ISO 9000:2015, 
3.11.4 

measurement management system 

set of interrelated or interacting elements necessary to achieve metrological 
confirmation (3.5.6) and control of measurement processes (3.11.5) 

[SOURCE:ISO 10012:2003, 3.1, modified] 

ISO 9000:2015, 
3.5.7 

measurement process 

set of operations to determine the value of a quantity 

ISO 9000:2015, 
3.11.5 

measuring equipment 

measuring instrument, software, measurement standard, reference material or 
auxiliary apparatus or combination thereof necessary to realize 
a measurement process (3.11.5) 

ISO 9000:2015, 
3.11.6 

metric 

verifiable measurement used for quantifying or evaluating a result 

EXAMPLE: 

Indicator; performance indicator; key performance indicator. 

ISO 10014:2021, 
3.1 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:3534:-2:en
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.5
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.1
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metrological characteristic 

characteristic (3.10.1) which can influence the results of 
measurement (3.11.4) 

Note 1 to entry: Measuring equipment (3.11.6) usually has several 
metrological characteristics. 

Note 2 to entry: Metrological characteristics can be the subject of calibration. 

ISO 9000:2015, 
3.10.5 

metrological confirmation 

set of operations required to ensure that measuring equipment (3.11.6) 
conforms to the requirements (3.6.4) for its intended use 

Note 1 to entry: Metrological confirmation generally includes calibration 
or verification (3.8.12), any necessary adjustment or repair (3.12.9), and 
subsequent recalibration, comparison with the metrological requirements for 
the intended use of the equipment, as well as any required sealing and 
labelling. 

Note 2 to entry: Metrological confirmation is not achieved until and unless the 
fitness of the measuring equipment for the intended use has been 
demonstrated and documented. 

Note 3 to entry: The requirements for intended use include such considerations 
as range, resolution and maximum permissible errors. 

Note 4 to entry: Metrological requirements are usually distinct from, and are not 
specified in, product (3.7.6) requirements. 

[SOURCE:ISO 10012:2003, 3.5, modified — Note 1 to entry has been 
modified] 

ISO 9000:2015, 
3.5.6 

metrological function 

functional unit with administrative and technical responsibility for defining and 
implementing the measurement management system (3.5.7) 

[SOURCE:ISO 10012:2003, 3.6, modified] 

ISO 9000:2015, 
3.2.9 

mission 

<organization> organization’s (3.2.1) purpose for existing as expressed 
by top management (3.1.1) 

ISO 9000:2015, 
3.5.11 

monitoring 

determining (3.11.1) the status of a system (3.5.1), a process (3.4.1), 
a product (3.7.6), a service (3.7.7), or an activity 

Note 1 to entry: For the determination of the status there can be a need to 
check, supervise or critically observe. 

Note 2 to entry: Monitoring is generally a determination of the status of 
an object (3.6.1), carried out at different stages or at different times. 

Note 3 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition and 
Note 1 to entry have been modified, and Note 2 to entry has been added. 

ISO 9000:2015, 
3.11.3 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
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nonconformity 

non-fulfilment of a requirement (3.6.4) 

Note 1 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. 

ISO 9000:2015, 
3.6.9 

object 

entity 

item 

anything perceivable or conceivable 

EXAMPLE: 

Product (3.7.6), service (3.7.7), process (3.4.1), 
person, organization (3.2.1), system (3.5.1), resource. 

Note 1 to entry: Objects can be material (e.g. an engine, a sheet of paper, a 
diamond), non-material (e.g. conversion ratio, a project plan) or imagined (e.g. 
the future state of the organization). 

[SOURCE:ISO 1087-1:2000, 3.1.1, modified] 

ISO 9000:2015, 
3.6.1 

objective 

result to be achieved 

Note 1 to entry: An objective can be strategic, tactical, or operational. 

Note 2 to entry: Objectives can relate to different disciplines (such as financial, 
health and safety, and environmental objectives) and can apply at different 
levels (such as strategic, organization (3.2.1)-
wide, project (3.4.2), product (3.7.6) and process (3.4.1)). 

Note 3 to entry: An objective can be expressed in other ways, e.g. as an 
intended outcome, a purpose, an operational criterion, as a quality 
objective (3.7.2) or by the use of other words with similar meaning (e.g. aim, 
goal, or target). 

Note 4 to entry: In the context of quality management systems (3.5.4)quality 
objectives (3.7.2) are set by the organization (3.2.1), consistent with 
the quality policy (3.5.9), to achieve specific results. 

Note 5 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by modifying Note 2 to entry. 

ISO 9000:2015, 
3.7.1 

objective evidence 

data (3.8.1) supporting the existence or verity of something 

Note 1 to entry: Objective evidence can be obtained through 
observation, measurement (3.11.4), test (3.11.8), or by other means. 

Note 2 to entry: Objective evidence for the purpose of audit (3.13.1) generally 
consists of records (3.8.10), statements of fact or 
other information (3.8.2) which are relevant to the audit criteria (3.13.7) and 
verifiable. 

ISO 9000:2015, 
3.8.3 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.7
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observer 

<audit> person who accompanies the audit team (3.13.14) but does not act as 
an auditor (3.13.15) 

Note 1 to entry: An observer can be a member of the auditee (3.13.12), a 
regulator or other interested party (3.2.3) who witnesses the audit (3.13.1). 

[SOURCE:ISO 19011:2011, 3.11, modified — The verb “audit” has been 
removed from the definition; Note to entry has been modified] 

ISO 9000:2015, 
3.13.17 

official election results 

final declaration of the outcome of an election (3.2.7), certified and issued by 
an electoral body (3.1.1), or any other lawfully designated body 

ISO/TS 
54001:2019, 3.3.8 

organization 

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

Note 1 to entry: The concept of organization includes, but is not limited to, sole-
trader, company, corporation, firm, enterprise, authority, 
partnership, association (3.2.8), charity or institution, or part or combination 
thereof, whether incorporated or not, public or private. 

Note 2 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by modifying Note 1 to entry. 

ISO 9000:2015, 
3.2.1 

output 

result of a process (3.4.1) 

Note 1 to entry: Whether an output of the organization (3.2.1) is 
a product (3.7.6) or a service (3.7.7) depends on the preponderance of 
the characteristics (3.10.1) involved, e.g. a painting for sale in a gallery is a 
product whereas supply of a commissioned painting is a service, a hamburger 
bought in a retail store is a product whereas receiving an order and serving a 
hamburger ordered in a restaurant is part of a service. 

ISO 9000:2015, 
3.7.5 

outsource (verb) 

make an arrangement where an external organization (3.2.1) performs part of 
an organization’s function or process (3.4.1) 

Note 1 to entry: An external organization is outside the scope of 
the management system (3.5.3), although the outsourced function or process 
is within the scope. 

Note 2 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. 

ISO 9000:2015, 
3.4.6 

outsourced electoral process 

process that the electoral body (3.1.1) needs for its electoral quality 
management system (3.1.6) and that the electoral body chooses to have 
performed by an external party 

ISO/TS 
54001:2019, 3.1.2 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.17
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.14
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.15
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.1
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.3.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.2
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oversight of campaign financing 

process for evaluating the mechanisms that regulate the legal framework and 
its enforcement mechanisms for resources made available to 
candidates (3.2.1) or political organizations (3.2.2) within an electoral 
process 

ISO/TS 
54001:2019, 3.2.6 

people development 

encouragement of employees to acquire new or advanced competence (3.1) 
by creating learning and training opportunities with circumstances to deploy the 
outcomes that have been acquired 

ISO 10015:2019, 
3.2 

performance 

measurable result 

Note 1 to entry: Performance can relate either to quantitative or qualitative 
findings. 

Note 2 to entry: Performance can relate to 
the management (3.3.3) of activities (3.3.11), processes (3.4.1), 
products (3.7.6), services (3.7.7), systems (3.5.1) or organizations (3.2.1). 

Note 3 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by modifying Note 2 to entry. 

ISO 9000:2015, 
3.7.8 

policy 

<organization> intentions and direction of an organization (3.2.1) as formally 
expressed by its top management (3.1.1) 

Note 1 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. 

ISO 9000:2015, 
3.5.8 

political organization 

organization with similar political aims and opinions that seeks to influence 
public policy by getting its candidates (3.2.1) elected to public office 

ISO/TS 
54001:2019, 3.2.2 

polling station 

place where a voter can cast a vote in secret 

ISO/TS 
54001:2019, 3.3.2 

preliminary election results 

uncertified information provided by the electoral body (3.1.1), or any other 
lawfully designated body, regarding the outcome of the election (3.2.7), after 
the polls have closed but before the final results are declared 

ISO/TS 
54001:2019, 3.3.6 

preventive action 

action to eliminate the cause of a potential nonconformity (3.6.9) or other 
potential undesirable situation 

Note 1 to entry: There can be more than one cause for a potential 
nonconformity. 

Note 2 to entry: Preventive action is taken to prevent occurrence 
whereas corrective action (3.12.2) is taken to prevent recurrence. 

ISO 9000:2015, 
3.12.1 

https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.6
https://www.iso.org/obp/ui#iso:std:iso:10015:ed-2:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.1
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.2
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.3.2
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.3.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
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procedure 

specified way to carry out an activity or a process (3.4.1) 

Note 1 to entry: Procedures can be documented or not. 

ISO 9000:2015, 
3.4.5 

process 

set of interrelated or interacting activities that use inputs to deliver an intended 
result 

Note 1 to entry: Whether the “intended result” of a process is 
called output (3.7.5), product (3.7.6) or service (3.7.7) depends on the 
context of the reference. 

Note 2 to entry: Inputs to a process are generally the outputs of other 
processes and outputs of a process are generally the inputs to other 
processes. 

Note 3 to entry: Two or more interrelated and interacting processes in series 
can also be referred to as a process. 

Note 4 to entry: Processes in an organization (3.2.1) are generally planned 
and carried out under controlled conditions to add value. 

Note 5 to entry: A process where the conformity (3.6.11) of the resulting 
output cannot be readily or economically validated is frequently referred to as a 
“special process”. 

Note 6 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified to prevent circularity between process and output, and Notes 1 
to 5 to entry have been added. 

ISO 9000:2015, 
3.4.1 

process approach 

systematic approach to management in which an organization identifies, 
monitors and manages its internal processes and their interactions 

ISO 10014:2021, 
3.6 

process owner 

person (or team) responsible for defining and maintaining a process 

Note 1 to entry: At the organizational level, the process owner is the person (or 
team) responsible for the description of a standard process; at the project level, 
the process owner is the person (or team) responsible for the description of the 
defined process. A process can therefore have multiple owners at different 
levels of responsibility. 

[SOURCE:ISO/IEC/IEEE 24765:2017, 3.3068] 

ISO 10010:2022, 
3.3 

process owner 

person with assigned responsibility and authority for a process 

Note 1 to entry: The responsibilities of a process owner can include defining, 
developing and deploying the process, communicating with interested parties, 
measuring and monitoring the results of the process and continually improving 
the performance of the process. 

ISO 10014:2021, 
3.7 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.11
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.6
https://www.iso.org/obp/ui/#iso:std:iso:10010:ed-1:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.7
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product 

<local government> output of a local government process (3.4) that can be 
provided with or without any transaction between the local government (3.3) 
and the customer/citizen (3.2) 

Note 1 to entry: Some examples of products of local government are licences, 
documents, grants, permissions, roads and landfills. 

ISO 18091:2019, 
3.5 

product 

output (3.7.5) of an organization (3.2.1) that can be produced without any 
transaction taking place between the organization and the customer (3.2.4) 

Note 1 to entry: Production of a product is achieved without any transaction 
necessarily taking place between provider (3.2.5) and customer, but can often 
involve this service (3.7.7) element upon its delivery to the customer. 

Note 2 to entry: The dominant element of a product is that it is generally 
tangible. 

Note 3 to entry: Hardware is tangible and its amount is a 
countable characteristic (3.10.1) (e.g. tyres). Processed materials are tangible 
and their amount is a continuous characteristic (e.g. fuel and soft drinks). 
Hardware and processed materials are often referred to as goods. Software 
consists of information (3.8.2) regardless of delivery medium (e.g. computer 
programme, mobile phone app, instruction manual, dictionary content, musical 
composition copyright, driver's license). 

ISO 9000:2015, 
3.7.6 

product configuration information 

requirement (3.6.4) or other information for product (3.7.6) design, 
realization, verification (3.8.12), operation and support 

[SOURCE:ISO 10007:2003, 3.9, modified] 

ISO 9000:2015, 
3.6.8 

productivity 

ability to generate, create, enhance or deliver products, services and 
knowledge 

ISO 10014:2021, 
3.11 

progress evaluation 

<project management> assessment of progress made on achievement of the 
project (3.4.2) objectives (3.7.1) 

Note 1 to entry: This assessment should be carried out at appropriate points in 
the project life cycle across project processes (3.4.1), based on criteria for 
project processes and product (3.7.6) or service (3.7.7). 

Note 2 to entry: The results of progress evaluations can lead to revision of 
the project management plan (3.8.11). 

[SOURCE:ISO 10006:2003, 3.4, modified — Notes to entry have been 
modified] 

ISO 9000:2015, 
3.11.9 

https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.12
https://www.iso.org/obp/ui#iso:std:iso:10014:ed-2:v1:en:term:3.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.11
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project 

unique process (3.4.1), consisting of a set of coordinated and controlled 
activities with start and finish dates, undertaken to achieve 
an objective (3.7.1) conforming to specific requirements (3.6.4), including the 
constraints of time, cost and resources 

Note 1 to entry: An individual project can form part of a larger project structure 
and generally has a defined start and finish date. 

Note 2 to entry: In some projects the objectives and scope are updated and 
the product (3.7.6) or service (3.7.7)characteristics (3.10.1) defined 
progressively as the project proceeds. 

Note 3 to entry: The output (3.7.5) of a project can be one or several units of 
product or service. 

Note 4 to entry: The project’s organization (3.2.1) is normally temporary and 
established for the lifetime of the project. 

Note 5 to entry: The complexity of the interactions among project activities is 
not necessarily related to the project size. 

[SOURCE:ISO 10006:2003, 3.5, modified — Notes 1 to 3 have been modified] 

ISO 9000:2015, 
3.4.2 

project 

unique process undertaken to achieve an objective 

Note 1 to entry: A project generally consists of a set of coordinated and 
controlled activities (3.1) with start and finish dates, conforming to specific 
requirements, including the constraints of time, cost and resources 

Note 2 to entry: An individual project can form part of a larger project structure 
and generally has a defined start and finish date. 

Note 3 to entry: In some projects the objectives and scope are updated and the 
product or service characteristics defined progressively as the project 
proceeds. 

Note 4 to entry: The output of a project can be one or several units of product 
or service. 

Note 5 to entry: The project’s organization is normally temporary and 
established for the lifetime of the project. 

Note 6 to entry: The complexity of the interactions among project activities is 
not necessarily related to the project size. 

Revised in ISO 
10006:2017, 3.3 

project life cycle 

defined set of phases from the start to the end of the project () 

[SOURCE:ISO 21500:2012, 2.12] 

ISO 10006:2017, 
3.8 

project management 

planning, organizing, monitoring (3.11.3), controlling and reporting of all 
aspects of a project (3.4.2), and the motivation of all those involved in it to 
achieve the project objectives 

[SOURCE:ISO 10006:2003, 3.6] 

ISO 9000:2015, 
3.3.12 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:10006:ed-3:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:10006:ed-3:v1:en:term:3.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
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project management plan 

document (3.8.5) specifying what is necessary to meet 
the objective(s) (3.7.1) of the project (3.4.2) 

Note 1 to entry: A project management plan should include or refer to the 
project’s quality plan (3.8.9). 

Note 2 to entry: The project management plan also includes or references such 
other plans as those relating to organizational structures, resources, schedule, 
budget, risk (3.7.9)management (3.3.3), environmental management, health 
and safety management, and security management, as appropriate. 

[SOURCE:ISO 10006:2003, 3.7] 

ISO 9000:2015, 
3.8.11 

project organization 

temporary structure that includes project roles, responsibilities and levels of 
authority and boundaries that need to be defined and communicated to all 
interested parties of the project (3.3) 

ISO 10006:2017, 
3.6 

project phase 

division of the project life cycle (3.8) into manageable sets of activities, such 
as conception, development, realization and termination 

ISO 10006:2017, 
3.7 

provider 

supplier 

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

EXAMPLE: 

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

Note 1 to entry: A provider can be internal or external to the organization. 

Note 2 to entry: In a contractual situation, a provider is sometimes called 
“contractor”. 

ISO 9000:2015, 
3.2.5 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.3
https://www.iso.org/obp/ui#iso:std:iso:10006:ed-3:v1:en:term:3.6
https://www.iso.org/obp/ui#iso:std:iso:10006:ed-3:v1:en:term:3.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
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Term and Definition 
Standard, 
Clause No. 

public policy 

principled guide to a course of actions taken in accordance with the intentions 
and direction of a local government (3.3), as formally expressed by its top 
management (3.1), as a response to a perceived need 

Note 1 to entry: Public policy is generally adopted, implemented, and enforced 
by a specific public agency, who expect results. 

Note 2 to entry: The principles of the local government are usually stated in 
response to a perceived problem of the citizens, acting as a constituency, 
formulated by a specific political process, and adopted, implemented and 
enforced by a specific public agency or local governmental area, who expect 
results. 

Note 3 to entry: An example of public policy expressed in a product (3.5) or 
service (3.6) is the local government responsibility (3.8) for water, i.e. the 
provision of water to citizens through pipelines. There are two principles 
embedded in this course of actions or services: 

a) the provision of water to the entire population; 

b) the provision of water in an affordable manner. 

There is a specific characteristic of this product and service: 100 % drinkable 
for health reasons. 

Note 4 to entry: Another example of public policy that is not clearly a product or 
service is the promotion of gender equality (see Table A.3, indicator 4). Gender 
equality should be an important public policy in any local government, and it 
should be the basis for a programme in which the outputs focus on this issue. 
This is one case in which public policy goes much further than simply a product 
or service. 

ISO 18091:2019, 
3.11 

quality 

degree to which a set of inherent characteristics (3.10.1) of 
an object (3.6.1) fulfils requirements (3.6.4) 

Note 1 to entry: The term “quality” can be used with adjectives such as poor, 
good or excellent. 

Note 2 to entry: “Inherent”, as opposed to “assigned”, means existing in 
the object (3.6.1). 

ISO 9000:2015, 
3.6.2 

quality assurance 

part of quality management (3.3.4) focused on providing confidence 
that quality requirements (3.6.5) will be fulfilled 

ISO 9000:2015, 
3.3.6 

quality characteristic 

inherent characteristic (3.10.1) of an object (3.6.1) related to 
a requirement (3.6.4) 

Note 1 to entry: Inherent means existing in something, especially as a 
permanent characteristic. 

Note 2 to entry: A characteristic assigned to an object (e.g. the price of an 
object) is not a quality characteristic of that object. 

ISO 9000:2015, 
3.10.2 

quality control 

part of quality management (3.3.4) focused on fulfilling quality 
requirements (3.6.5) 

ISO 9000:2015, 
3.3.7 

https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.10.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
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Standard, 
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quality culture 

culture (3.1) supporting the achievement of a quality policy and objectives, 
and the delivery of products and services that meet the needs and 
expectations of customers and other relevant interested parties 

ISO 10010:2022, 
3.2 

quality improvement 

part of quality management (3.3.4) focused on increasing the ability to 
fulfil quality requirements (3.6.5) 

Note 1 to entry: The quality requirements can be related to any aspect such 
as effectiveness (3.7.11), efficiency (3.7.10) or traceability (3.6.13). 

ISO 9000:2015, 
3.3.8 

quality management 

management (3.3.3) with regard to quality (3.6.2) 

Note 1 to entry: Quality management can include establishing quality 
policies (3.5.9) and quality objectives (3.7.2), and processes (3.4.1) to 
achieve these quality objectives through quality planning (3.3.5), quality 
assurance (3.3.6), quality control (3.3.7), and quality improvement (3.3.8). 

ISO 9000:2015, 
3.3.4 

quality management system 

part of a management system (3.5.3) with regard to quality (3.6.2) 

ISO 9000:2015, 
3.5.4 

quality management system consultant 

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

Note 1 to entry: The quality management system consultant can also assist in 
realizing parts of a quality management system (3.5.4). 

Note 2 to entry: ISO 10019:2005 provides guidance on how to distinguish a 
competent quality management system consultant from one who is not 
competent. 

[SOURCE:ISO 10019:2005, 3.2, modified] 

ISO 9000:2015, 
3.1.2 

quality management system realization 

process (3.4.1) of establishing, documenting, implementing, maintaining and 
continually improving a quality management system (3.5.4) 

[SOURCE:ISO 10019:2005, 3.1, modified — Notes have been deleted] 

ISO 9000:2015, 
3.4.3 

quality manual 

specification (3.8.7) for the quality management system (3.5.4) of 
an organization (3.2.1) 

Note 1 to entry: Quality manuals can vary in detail and format to suit the size 
and complexity of an individual organization (3.2.1). 

ISO 9000:2015, 
3.8.8 

quality objective 

objective (3.7.1) related to quality (3.6.2) 

Note 1 to entry: Quality objectives are generally based on 
the organization's (3.2.1)quality policy (3.5.9). 

Note 2 to entry: Quality objectives are generally specified for relevant 
functions, levels and processes (3.4.1) in the organization (3.2.1). 

ISO 9000:2015, 
3.7.2 

https://www.iso.org/obp/ui/#iso:std:iso:10010:ed-1:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.13
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.4
https://www.iso.org/obp/ui#iso:std:iso:10019:ed-1:en
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
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Clause No. 

quality plan 

specification (3.8.7) of the procedures (3.4.5) and associated resources to 
be applied when and by whom to a specific object (3.6.1) 

Note 1 to entry: These procedures generally include those referring to quality 
management (3.3.4)processes (3.4.1) and 
to product (3.7.6) and service (3.7.7) realization processes. 

Note 2 to entry: A quality plan often makes reference to parts of the quality 
manual (3.8.8) or to procedure documents (3.8.5). 

Note 3 to entry: A quality plan is generally one of the results of quality 
planning (3.3.5). 

ISO 9000:2015, 
3.8.9 

quality plan 

specification of the actions, responsibilities and associated resources to be 
applied to a specific object 

[SOURCE:ISO 9000:2015, 3.8.9, modified — The phrase “procedures and 
associated resources to be applied when and by whom” has been replaced by 
“actions, responsibilities and associated resources”, and the notes to entry 
have been deleted.] 

Revised in ISO 
10005:2018, 3.2 

quality planning 

part of quality management (3.3.4) focused on setting quality 
objectives (3.7.2) and specifying necessary operational processes (3.4.1), 
and related resources to achieve the quality objectives 

Note 1 to entry: Establishing quality plans (3.8.9) can be part of quality 
planning. 

ISO 9000:2015, 
3.3.5 

quality policy 

policy (3.5.8) related to quality (3.6.2) 

Note 1 to entry: Generally the quality policy is consistent with the overall policy 
of the organization (3.2.1), can be aligned with the 
organization’s vision (3.5.10) and mission (3.5.11) and provides a framework 
for the setting of quality objectives (3.7.2). 

Note 2 to entry: Quality management principles presented in this International 
Standard can form a basis for the establishment of a quality policy. 

ISO 9000:2015, 
3.5.9 

quality requirement 

requirement (3.6.4) related to quality (3.6.2) 

ISO 9000:2015, 
3.6.5 

record 

document (3.8.5) stating results achieved or providing evidence of activities 
performed 

Note 1 to entry: Records can be used, for example, to 
formalize traceability (3.6.13) and to provide evidence 
of verification (3.8.12), preventive action (3.12.1) and corrective 
action (3.12.2). 

Note 2 to entry: Generally records need not be under revision control. 

ISO 9000:2015, 
3.8.10 

registration of political organizations and candidates 

process of registering the entitlement of political organizations (3.2.2) and 
candidates (3.2.1) to participate in elections (3.2.7) 

ISO/TS 
54001:2019, 3.2.3 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.5
https://www.iso.org/obp/ui#iso:std:iso:10005:ed-3:v1:en:term:3.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.13
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.2.3
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regrade 

alteration of the grade (3.6.3) of 
a nonconforming (3.6.9)product (3.7.6) or service (3.7.7) in order to make it 
conform to requirements (3.6.4) differing from the initial requirements 

ISO 9000:2015, 
3.12.4 

regulatory requirement 

obligatory requirement (3.6.4) specified by an authority mandated by a 
legislative body 

ISO 9000:2015, 
3.6.7 

release 

permission to proceed to the next stage of a process (3.4.1) or the next 
process 

Note 1 to entry: In English, in the context of software and documents (3.8.5), 
the word “release” is frequently used to refer to a version of the software or the 
document itself. 

ISO 9000:2015, 
3.12.7 

repair 

action on a nonconforming (3.6.9)product (3.7.6) or service (3.7.7) to make 
it acceptable for the intended use 

Note 1 to entry: A successful repair of a nonconforming product or service 
does not necessarily make the product or service conform to 
the requirements (3.6.4). It can be that in conjunction with a repair 
a concession (3.12.5) is required. 

Note 2 to entry: Repair includes remedial action taken on a previously 
conforming product or service to restore it for use, for example as part of 
maintenance. 

Note 3 to entry: Repair can affect or change parts of the nonconforming 
product or service. 

ISO 9000:2015, 
3.12.9 

requirement 

need or expectation that is stated, generally implied or obligatory 

Note 1 to entry: “Generally implied” means that it is custom or common 
practice for the organization (3.2.1) and interested parties (3.2.3) that the 
need or expectation under consideration is implied. 

Note 2 to entry: A specified requirement is one that is stated, for example 
in documented information (3.8.6). 

Note 3 to entry: A qualifier can be used to denote a specific type of 
requirement, e.g. product (3.7.6) requirement, quality 
management (3.3.4) requirement, customer (3.2.4) requirement, quality 
requirement (3.6.5). 

Note 4 to entry: Requirements can be generated by different interested parties 
or by the organization itself. 

Note 5 to entry: It can be necessary for achieving high customer 
satisfaction (3.9.2) to fulfil an expectation of a customer even if it is neither 
stated nor generally implied or obligatory. 

Note 6 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding Notes 3 to 5 to entry. 

ISO 9000:2015, 
3.6.4 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.3.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.9.2
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resolution of electoral disputes 

process by which the electoral body (3.1.1) resolves disputes arising out of 
the electoral process 

ISO/TS 
54001:2019, 3.1.7 

responsibility 

having an obligation to do something, or having control over or care for 
someone 

Note 1 to entry: In context of this document, “responsible” means trustworthy, 
reliable, capable, able, competent, qualified to make decisions and activities 
that affect society, institutions, the economy and the environment. The 
responsible activities of the local government (3.3) are those which it has the 
duty to perform in order to take care of the customers/citizens (3.2) as 
persons, their possessions and interests, so that they have confidence in it. 

Note 2 to entry: The responsible activities of the local government are not only 
those that imply the fulfilment of legal requirements, but also those directly 
related to customer/citizen satisfaction and confidence. 

ISO 18091:2019, 
3.8 

review 

determination (3.11.1) of the suitability, adequacy or effectiveness (3.7.11) of 
an object (3.6.1) to achieve established objectives (3.7.1) 

EXAMPLE: 

Management review, design and development (3.4.8) review, review 
of customer (3.2.4)requirements (3.6.4), review of corrective 
action (3.12.2) and peer review. 

Note 1 to entry: Review can also include the determination 
of efficiency (3.7.10). 

ISO 9000:2015, 
3.11.2 

rework 

action on a nonconforming (3.6.9)product (3.7.6) or service (3.7.7) to make 
it conform to the requirements (3.6.4) 

Note 1 to entry: Rework can affect or change parts of the nonconforming 
product or service. 

ISO 9000:2015, 
3.12.8 

https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.1.7
https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
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risk 

effect of uncertainty 

Note 1 to entry: An effect is a deviation from the expected — positive or 
negative. 

Note 2 to entry: Uncertainty is the state, even partial, of deficiency 
of information (3.8.2) related to, understanding or knowledge of, an event, its 
consequence, or likelihood. 

Note 3 to entry: Risk is often characterized by reference to potential events (as 
defined in ISO Guide 73:2009, 3.5.1.3) and consequences (as defined 
in ISO Guide 73:2009, 3.6.1.3), or a combination of these. 

Note 4 to entry: Risk is often expressed in terms of a combination of the 
consequences of an event (including changes in circumstances) and the 
associated likelihood (as defined in ISO Guide 73:2009, 3.6.1.1) of occurrence. 

Note 5 to entry: The word “risk” is sometimes used when there is the possibility 
of only negative consequences. 

Note 6 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. The original definition has 
been modified by adding Note 5 to entry. 

ISO 9000:2015, 
3.7.9 

scrap 

action on a nonconforming (3.6.9)product (3.7.6) or service (3.7.7) to 
preclude its originally intended use 

EXAMPLE: 

Recycling, destruction. 

Note 1 to entry: In a nonconforming service situation, use is precluded by 
discontinuing the service. 

ISO 9000:2015, 
3.12.10 

service 

<local government> output of a local government process (3.4) that has at 
least one activity performed at the interface between the 
local government (3.3) and customer/citizen (3.2) and that is generally 
intangible 

EXAMPLE: 

Garbage collection, street lighting, public transportation, educational services, 
gender protection, security, potable water access, green areas, safe 
playgrounds. 

Note 1 to entry: In most of the public services, local government requires 
citizen collaboration to deliver public services, e.g. garbage collection. 

ISO 18091:2019, 
3.6 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:guide:73:ed-1:en:clause:3.5.1.3
https://www.iso.org/obp/ui#iso:std:iso:guide:73:ed-1:en:clause:3.6.1.3
https://www.iso.org/obp/ui#iso:std:iso:guide:73:ed-1:en:clause:3.6.1.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.12.10
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.6
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service 

output (3.7.5) of an organization (3.2.1) with at least one activity necessarily 
performed between the organization and the customer (3.2.4) 

Note 1 to entry: The dominant elements of a service are generally intangible. 

Note 2 to entry: Service often involves activities at the interface with the 
customer to establish customer requirements (3.6.4) as well as upon delivery 
of the service and can involve a continuing relationship such as banks, 
accountancies or public organizations, e.g. schools or hospitals. 

Note 3 to entry: Provision of a service can involve, for example, the following: 
—   an activity performed on a customer-supplied tangible product (3.7.6) (e.g. 
a car to be repaired); —   an activity performed on a customer-supplied 
intangible product (e.g. the income statement needed to prepare a tax return); 
—   the delivery of an intangible product (e.g. the delivery 
of information (3.8.2) in the context of knowledge transmission); —   the 
creation of ambience for the customer (e.g. in hotels and restaurants); 

Note 4 to entry: A service is generally experienced by the customer. 

ISO 9000:2015, 
3.7.7 

skill 

learned capacity to perform a task to a specified expectation 

[SOURCE:ISO 30401:2018, 3.30] 

ISO 10015:2019, 
3.3 

specific case 

<quality plan> subject of the quality plan (3.8.9) 

Note 1 to entry: This term is used to avoid repetition of 
“process (3.4.1), product (3.7.6), project (3.4.2) or contract (3.4.7)” 
within ISO 10005. 

[SOURCE:ISO 10005:2005, 3.10, modified — Note 1 to entry has been 
modified] 

ISO 9000:2015, 
3.8.15 

specific case 

<quality plans> subject of a quality plan (3.2) 

Note 1 to entry: The specific case can be a process, product, service, project, 
contract or other intended output for the quality plan. 

Revised in ISO 
10005:2018, 3.3 

specification 

document (3.8.5) stating requirements (3.6.4) 

EXAMPLE: 

Quality manual (3.8.8), quality plan (3.8.9), technical drawing, procedure 
document, work instruction. 

Note 1 to entry: A specification can be related to activities (e.g. procedure 
document, process (3.4.1) specification and test (3.11.8) specification), 
or products (3.7.6) (e.g. product 
specification, performance (3.7.8) specification and drawing). 

Note 2 to entry: It can be that, by stating requirements, a specification 
additionally is stating results achieved by design and 
development (3.4.8) and thus in some cases can be used as 
a record (3.8.10). 

ISO 9000:2015, 
3.8.7 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.2
https://www.iso.org/obp/ui#iso:std:iso:10015:ed-2:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.15
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.2
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.7
https://www.iso.org/obp/ui#iso:std:iso:10005:en
https://www.iso.org/obp/ui#iso:std:iso:10005:ed-3:v1:en:term:3.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.7
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.9
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.10
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spoiled ballot 

voting card that is found to be defective by the local voting rules and not 
included in the vote count 

Note 1 to entry: Common examples of rules establishing criteria for treating a 
ballot as spoiled include failing to mark the ballot or defacing it, marking more 
choices than permitted, and filling a preference ballot out of sequence. 

ISO/TS 
54001:2019, 3.3.9 

statistical technique 

statistical method 

methodology for the analysis of quantitative data associated with variation in 
products, processes, services and phenomena under study to provide 
information on the object of the study 

Note 1 to entry: Statistical techniques are equally applicable to qualitative (non-
numeric) data if such data can be converted to quantitative (numeric) data. 

ISO 10017:2021, 
3.1 

statutory requirement 

obligatory requirement (3.6.4) specified by a legislative body 

ISO 9000:2015, 
3.6.6 

strategy 

plan to achieve a long-term or overall objective (3.7.1) 

ISO 9000:2015, 
3.5.12 

success 

<organization> achievement of an objective (3.7.1) 

Note 1 to entry: The success of an organization (3.2.1) emphasizes the need 
for a balance between its economic or financial interests and the needs of 
its interested parties (3.2.3), such as customers (3.2.4), users, 
investors/shareholders (owners), people in the organization, providers (3.2.5), 
partners, interest groups and communities. 

ISO 9000:2015, 
3.7.3 

sustained success 

<organization> success (3.7.3) over a period of time 

Note 1 to entry: Sustained success emphasizes the need for a balance 
between economic-financial interests of an organization (3.2.1) and those of 
the social and ecological environment. 

Note 2 to entry: Sustained success relates to the interested parties (3.2.3) of 
an organization, such as customers (3.2.4), owners, people in an 
organization, providers (3.2.5), bankers, unions, partners or society. 

ISO 9000:2015, 
3.7.4 

system 

set of interrelated or interacting elements 

ISO 9000:2015, 
3.5.1 

technical expert 

<audit> person who provides specific knowledge or expertise to the audit 
team (3.13.14) 

Note 1 to entry: Specific knowledge or expertise relates to 
the organization (3.2.1), the process (3.4.1) or activity to be audited, or 
language or culture. 

Note 2 to entry: A technical expert does not act as an auditor (3.13.15) in 
the audit team (3.13.14). 

[SOURCE:ISO 19011:2011, 3.10, modified — Note 1 to entry has been 
modified] 

ISO 9000:2015, 
3.13.16 

https://www.iso.org/obp/ui#iso:std:iso:ts:54001:ed-1:v1:en:term:3.3.9
https://www.iso.org/obp/ui#iso:std:iso:10017:ed-1:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:10017:ed-1:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.12
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.5
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.16
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.14
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.14
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.4.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.15
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.13.14
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test 

determination (3.11.1) according to requirements (3.6.4) for a specific 
intended use or application 

Note 1 to entry: If the result of a test shows conformity (3.6.11), it can be used 
for purposes of validation (3.8.13). 

ISO 9000:2015, 
3.11.8 

top management 

person or group of people who directs and controls an organization at the 
highest level 

Note 1 to entry: For the purposes of this document, the organization is the local 
government (3.3). 

Note 2 to entry: Top management is the authority that presides over and 
performs the provisions and agreements of the local government. Titles and 
functions can vary significantly according to country and culture. Typical 
examples include mayor, regional governor, head of the local council, 
municipal president, intendant, director, city manager and city leader. 

Note 3 to entry: The local council is the assembly of the local government that 
is regulated by a specific legislation. The local council is often selected by a 
local electoral process. It is normally formed of the local mayor, councillors, 
public servants and trustees. It can also be the local public corporation in 
charge of managing the interests of a territory and its population. 

[SOURCE:ISO 9000:2015, 3.1.1, modified — The three notes of entry have 
been replaced with three new notes to entry.] 

ISO 18091:2019, 
3.1 

top management 

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

Note 1 to entry: Top management has the power to delegate authority and 
provide resources within the organization. 

Note 2 to entry: If the scope of the management system (3.5.3) covers only 
part of an organization, then top management refers to those who direct and 
control that part of the organization. 

Note 3 to entry: This constitutes one of the common terms and core definitions 
for ISO management system standards given in Annex SL of the Consolidated 
ISO Supplement to the ISO/IEC Directives, Part 1. 

ISO 9000:2015, 
3.1.1 

traceability 

ability to trace the history, application or location of an object (3.6.1) 

Note 1 to entry: When considering a product (3.7.6) or a service (3.7.7), 
traceability can relate to: —   the origin of materials and parts; —   the 
processing history; —   the distribution and location of the product or service 
after delivery. 

Note 2 to entry: In the field of metrology, the definition in ISO/IEC Guide 99 is 
the accepted definition. 

ISO 9000:2015, 
3.6.13 

https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.8
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.11.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.4
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.11
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.8.13
https://www.iso.org/obp/ui#iso:std:iso:18091:ed-2:v1:en:term:3.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.1.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.2.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.5.3
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.13
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.6.1
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.6
https://www.iso.org/obp/ui#iso:std:iso:9000:ed-4:v1:en:term:3.7.7
https://www.iso.org/obp/ui#iso:std:iso-iec:guide:99:en
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transparency 

openness about decisions and activities that affect society, the economy and 
the environment, and willingness to communicate these in a clear, accurate, 
timely, honest and complete manner 

Note 1 to entry: Transparency can be the result of processes, procedures, 
methods, data sources and assumptions used by the local government (3.3) 
that ensure appropriate information is made available to customers/citizens 
and other interested parties. 

[SOURCE:ISO 26000:2010, 2.24, modified — The note to entry has been 
added.] 

ISO 18091:2019, 
3.7 

validation 

confirmation, through the provision of objective evidence (3.8.3), that 
the requirements (3.6.4) for a specific intended use or application have been 
fulfilled 

Note 1 to entry: The objective evidence needed for a validation is the result of 
a test (3.11.8) or other form of determination (3.11.1) such as performing 
alternative calculations or reviewing documents (3.8.5). 

Note 2 to entry: The word “validated” is used to designate the corresponding 
status. 

Note 3 to entry: The use conditions for validation can be real or simulated. 

ISO 9000:2015, 
3.8.13 

verification 

confirmation, through the provision of objective evidence (3.8.3), that 
specified requirements (3.6.4) have been fulfilled 

Note 1 to entry: The objective evidence needed for a verification can be the 
result of an inspection (3.11.7) or of other forms 
of determination (3.11.1) such as performing alternative calculations or 
reviewing documents (3.8.5). 

Note 2 to entry: The activities carried out for verification are sometimes called a 
qualification process (3.4.1). 

Note 3 to entry: The word “verified” is used to designate the corresponding 
status. 

ISO 9000:2015, 
3.8.12 

vision 

<organization> aspiration of what an organization (3.2.1) would like to 
become as expressed by top management (3.1.1) 

ISO 9000:2015, 
3.5.10 

vote casting 

act through which a voter expresses a preference for a candidate (3.2.1) who 
runs for public office or for a ballot proposal (3.1.3) 

Note 1 to entry: Casting of the vote should be universal, secret and personal. 
See the Universal Declaration of Human Rights referring to universal suffrage 
in Article 21, subsection (3): “The will of the people shall be the basis of the 
authority of government; this will shall be expressed in periodic and genuine 
elections which shall be by universal and equal suffrage and shall be held by 
secret vote or by equivalent free voting procedures.”[7]. 

ISO/TS 
54001:2019, 3.3.3 

vote counting 

process of taking account of votes cast by the electorate (3.2.8) in order to 
determine the final results of an electoral process 

ISO/TS 
54001:2019, 3.3.5 
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voter list 

part of voter registry (3.2.13) used by poll workers at each 
voting location (3.3.1) 

ISO/TS 
54001:2019, 
3.2.14 

voter registry 

database of voters 

ISO/TS 
54001:2019, 
3.2.13 

voting equipment 

object, device or implement for capturing the votes of the electorate (3.2.8) 

ISO/TS 
54001:2019, 3.2.9 

voting incident 

event that is not part of the standard operation of the voting process and that 
causes, or may cause, disruption to or a reduction in the quality of the voting 
process 

ISO/TS 
54001:2019, 3.3.4 

voting location 

venue containing one or more polling stations (3.3.2) 

ISO/TS 
54001:2019, 3.3.1 

work environment 

set of conditions under which work is performed 

Note 1 to entry: Conditions can include physical, social, psychological and 
environmental factors (such as temperature, lighting, recognition schemes, 
occupational stress, ergonomics and atmospheric composition). 

ISO 9000:2015, 
3.5.5 

work instruction 

detailed description of how to perform tasks 

EXAMPLE: 

Detailed written descriptions, flow charts, templates, models, technical notes 
incorporated into drawings, specifications, equipment instruction manuals, 
pictures, audios and videos, checklists or combinations thereof. 

Note 1 to entry: Work instructions can be documented. 

Note 2 to entry: Work instructions describe any materials, equipment and 
documented information to be used. When relevant, work instructions include 
acceptance criteria. 

ISO 10013:2021, 
3.1 

workflow 

series of activities necessary to complete a task 

Note 1 to entry: A workflow that is partially or completely carried out without 
manual interference can be referred to as an “automated workflow”. 

Note 2 to entry: Workflows can be documented. 

ISO 10013:2021, 
3.3 
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