
evsjv‡`k Dš§y³ wek¦we`¨vjq             mvwe©K gvb e¨e ’̄vcbv 

BDwbU 7 c„ôv-77 

 

 

 

 

 

mvwe©K gvb e¨e ’̄vcbvi GKwU ¸iæZ¡c~Y© welq n‡jv gvb e¨e ’̄vcbv wm‡÷gm&| gvb e¨e ’̄vcbv wm‡÷gm& n‡”Q GKwU 
AvbyôvwbK wbqg-Kvbyb hvi gva¨‡g gvb e¨e ’̄vcbvi RvZxq I AšÍR©vwZK gvb`Û eRvq ivLv nq| GB gvb`Û 
avivevwnK cwi‡kvab I cwiea©b cÖwµqvi wfZi w`‡q µgvš^‡q DbœZ n‡”Q| mvwe©K gvb e¨e ’̄vcbvi DrKl© eRvq 
ivLvi Rb¨ GB gvb`Û AbymiY I eRvq ivLv Riæix| G j‡ÿ¨ GB BDwb‡U gvb e¨e ’̄vcbv wm‡÷gm& Gi cÖK…wZ I 
gvb`Ûmg~n wb‡q Av‡jvPbv Kiv n‡q‡Q|  
 

 
BDwbU mgvwßi mgq   BDwbU mgvwßi m‡e©v”P mgq 2 mßvn 

G BDwb‡Ui cvVmg~n 

cvV-7.1:  gvb e¨e ’̄vcbv wm‡÷gm& : cÖK…wZ I gvb`Ð 

 

 
 

 

 

 
  

 

gvb e¨e ’̄vcbv wm‡÷gm& 
Quality Management Systems 

 

7 



evsjv‡`k Dš§y³ wek¦we`¨vjq             weweG (evsjv) †cÖvMÖvg 

BDwbU 7 c„ôv-78 

 

 

 

gvb e¨e¯’vcbv wm‡÷gm& t cÖK…wZ I gvb`Ð 
- 

 
D‡Ïk¨ 

G cvV †k‡l AvcwbÑ 
• gvb e¨e ’̄vcbv wm‡÷gm& Kx Zv Av‡jvPbv Ki‡Z cvi‡eb  
• AvB.Gm.I 9001- 2015 Kviv e¨envi Ki‡Z cv‡i Zv ej‡Z cvi‡eb  
• gvb e¨e ’̄vcbv wm‡÷gm& Gi myweavejx eY©bv Ki‡Z cvi‡eb  
• wba©vwiZ LvZ Abyhvqx AvB.Gm.I. gvb`Û ej‡Z cvi‡eb  
• AvB.Gm.I 9001- 2015 wbeÜ‡bi myweavejx eY©bv Ki‡Z cvi‡eb  
• gvb e¨e ’̄vcbv wm‡÷gm& Gi Avek¨Kxq AvBGmI 9001-2015 kZ©vejx eY©bv Ki‡Z cvi‡eb  
• gvb e¨e ’̄vcbv wm‡÷g ev Í̄evq‡bi c`‡ÿc¸wj eY©bv Ki‡Z cvi‡eb 
• `wjje×Ki‡Yi cÖwµqv e¨vL¨v Ki‡Z cvi‡eb  
• gvb wm‡÷‡gi `wjj wKfv‡e wjL‡Z nq Zv eY©bv Ki‡Z cvi‡eb 
• Af¨šÍixY wbixÿvi D‡×k¨vejx eY©bv Ki‡Z cvi‡eb  
• Af¨šÍixY wbixÿvi ch©vq¸‡jv ej‡Z cvi‡eb  
• gvb wm‡÷g wbeÜb cÖwµqv eY©bv Ki‡Z cvi‡eb 
• AvB.Gm.I 9001- 2015 wbeÜ‡bi avc¸‡jv eY©bv Ki‡Z cvi‡eb 

 

m~Pbv e³e¨  
(Introduction)  

GB cv‡V gvb e¨e ’̄vcbv wm‡÷gm& Gi aviYv, gvb`Û I ev Í̄evq‡bi mvwe©K welq wb‡q Av‡jvPbv Kiv n‡q‡Q| 
AvšÍR©vwZK gvb ms ’̄v (AvB.Gm.I) 9001-2015 Gi wb‡ ©̀wkZ gvb`Û eY©bv Kiv n‡q‡Q| gvb e¨e ’̄vcbv wm‡÷gm& 
Gi mnMvgx Kvh©µg wb‡qI Av‡jvPbv Kiv n‡q‡Q| hv †nvK, Avgiv cÖ_‡g gvb e¨e ’̄vcbv wm‡÷gm& Gi aviYv w`‡q 
ïiæ Kie|  

gvb e¨e¯’vcbv wm‡÷gm& Kx ?  
(What is ISO 9001-2015 Quality Management Systems ?)  
gvb e¨e ’̄vcbv wm‡÷gm& cÖwZôv‡bi gvb jÿ¨ AR©‡bi GKwU e¨e ’̄vcKxq ‡KŠkj| GwU mvsMVwbK D‡Ïk¨ AR©‡bi 
j‡ÿ¨ cwiPvwjZ GKwU e¨e ’̄v Ges GwU cÖvwZôvwbK †KŠkjMZ w`Kwb‡ ©̀kbv AbymiY K‡i gvb D‡Ïk¨ AR©b K‡i| 
gvb e¨e ’̄vcbv wm‡÷gm& n‡jv gvb cwjwm I D‡Ïk¨ AR©‡bi cÖwµqv, cÖYvjx I `vwqZ¡mg~n `wjje× Kivi GKwU 
AvbyôvwbK e¨e ’̄v ev wm‡÷g [A quality management system (QMS) is defined as a formalized system that 

documents processes, procedures, and responsibilities for achieving quality policies and objective]| GwU 
e¨emvq cÖwµqvmg~‡ni GKwU mgvnvi hvi myPviæ I `ÿ e¨env‡ii gva¨‡g †µZv‡`i Pvwn`v c~e©vci GKB iKg fv‡e 
c~iY Kiv nq I Zv‡`i mš‘wó e„w× Kiv nq|  

GKwU AvšÍR©vwZK gvb ms ’̄v (AvB.Gm.I) wek¦e¨vcx cY¨ I †mevi gvb`Û cÖYqb K‡i Zv ev Í̄evq‡bi Rb¨ gvb 
e¨e ’̄vcbv wm‡÷gm cÖeZ©‡bi cÖ‡qvRbxq c`‡ÿc wba©viY K‡i| AvšÍR©vwZK gvb ms ’̄v (AvB.Gm.I) GKwU AvšÍR©vwZK 
ms ’̄v hv 1987 mv‡j AvB.Gm.I 9001 gvb`Û I ev Í̄evqb kZ©vw` cÖKvk K‡i| AvB.Gm.I 9001 Gi eZ©gvb gvb`Û 
I ev Í̄evqb kZ©vw` †m‡Þ¤^i,2015 mv‡j cÖKvk ‡c‡q‡Q| ‡m Kvi‡Y GwU AvB.Gm.I 9001- 2015 bv‡g cwiwPZ|  

cvV-7.1 
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msMVbmg~n GB gvb`Û e¨envi K‡i †µZv‡`i Kv‡Q gvbm¤úbœ cY¨ ev †mev wbqwgZ fv‡e mieivn Kivi †hvM¨Zv 
cÖ`k©b K‡i I wbqš¿YKvix ms ’̄v‡`i kZ© c~iY K‡i| AvB.Gm.I 9000 µgaviv LyeB RbwcÖq GKwU gvb`Û Ges 
msMV‡bi c‡Y¨i gvb mb` cvIqvi GKgvÎ gvb`Û| eZ©gv‡b AvšÍR©vwZK gvb ms ’̄v (AvB.Gm.I)i 160wUiI †ekx 
†`‡ki RvZxq gvb wba©viY ms ’̄v m`m¨ Av‡Q|  

gvb e¨e ’̄vcbv wm‡÷gm& KZK¸‡jv e¨emvq cÖwµqvi mgwó hv avivevwnK fv‡e †µZv‡`i cÖ‡qvRb wgwU‡q Zv‡`i mš‘wó 
e„w× Kivi cÖ‡Póvq wb‡qvwRZ| GwU msMV‡bi D‡Ïk¨ I †KŠkjMZ w`K †K› ª̀ K‡i cªYqb Kiv nq| AvB.Gm.I 
9001- 2015 cÖewZ©Z gvb e¨e ’̄vcbv wm‡÷gm& msMV‡bi jÿ¨vejx I Avkv-fimv, bxwZgvjv, cÖwµqvmg~n, `wjj fz³ 
Z_¨vw` Ges GwU ev Í̄evqb I eRvq ivLvi Rb¨ cÖ‡qvRbxq m¤ú`vw`i K_v cÖKvk K‡i|  

gvb e¨e ’̄vcbv wm‡÷gm& Gi cÖv_wgK ch©v‡q mnR cwimsL¨vb I ˆ`ePqb c×wZ e¨envi K‡i wkí cY¨ Drcv`b 
jvB‡bi c~e©vbygvbK…Z d‡ji Dci ¸iæZ¡v‡ivc KiZ| wKš‘ wesk kZ‡K wkívwqZ mgv‡R kÖg BbcyUwU me‡P‡q e¨qeûj 
n‡q covq gvb e¨e ’̄vcbv wm‡÷gm& Gi ¸iæZ¡ ÔwUg mn‡hvwMZv I MwZgqZviÕ Dci wM‡q c‡o| G †ÿ‡Î avivevwnK 
Dbœqb P‡µi gva¨‡g mgm¨vi c~e©v‡ý ms‡KZ cvIqvi e¨e ’̄v cÖhy³ nq| GKwesk kZ‡K gvb e¨e ’̄vcbv wm‡÷gm& 
‡UKmBKiY I ¯̂”QZvi Dci ¸iæZ¡ w`‡Z ïiæ K‡i| †Kbbv, wewb‡qvMKvix I †µZv‡`i mš‘wó Ges gv‡bi cÖZ¨vwkZ 
aviYv GB ỳÕwU welq bZzb D‡`¨vM MÖn‡Yi mv‡_ †Rviv‡jv fv‡e m¤ú„³ n‡q c‡o| d‡j, gvb e¨e ’̄vcbv wm‡÷gm& Gi 
¸iæZ¡ hvwš¿KZv †_‡K gvbweKZvi Dci †ekx wbweó nq| GLb gvb e¨e ’̄vcbv wm‡÷gm&-G ev e¨e ’̄vq AvB.Gm.I. 
9000 cwievi wek¦e¨vcx eûj e¨eüZ gvb`Û| AvB.Gm.I. 19011 wbixÿv G mKj Kg©Kv‡Ûi gvb, ’̄vwqZ¡ I Zv‡`i 
mgwš^ZKiY K‡i _v‡K| gvb e¨e ’̄vcbv wm‡÷g hv ms‡ÿ‡c wKDGgGm ejv nq, Uvg©wU me©cÖ_g e„wUk e¨e ’̄vcbv 
civgk©K †Kb †µvPvi 1991 mv‡j e¨envi K‡ib Ges wKDGgGm wR‡bwiK g‡Wj ˆZwi K‡ib|  

GLb †`Lv hvK AvB.Gm.I 9001- 2015 Kviv e¨envi Ki‡Z cv‡i|  

AvB.Gm.I 9001- 2015 Kviv e¨envi Ki‡Z cv‡i?  
(Who can use ISO 9001-2015 ?) 
‡h †Kvb AvKv‡ii msMVb ev wkí GB AvB.Gm.I 9001- 2015 e¨envi Ki‡Z cv‡i| eZ©gv‡b we‡k¦i 160wU †`‡ki 
cÖvq 10 jÿ cÖwZôvb Zv‡`i gvb e¨e ’̄vcbv wm‡÷gm-G AvB.Gm.I 9001- 2015 e¨envi Ki‡Q|  
Gevi Avgiv AvB.Gm.I 9001- 2015 Gi myweavejx Av‡jvPbv Kie|  

gvb e¨e¯’vcbv wm‡÷gm& Gi myweavejx  
(Advantages of Quality Management Systems) 

1. AwaKZi †µZv mš‘wó  
2. DbœZ fvegywZ© I mybvg 
3. †Kv¤úvwbi m¤¢vebv m¤ú‡K© AwaKZi m‡PZbZv 
4. †µZv‡`i mv‡_ DbœZ m¤úK©  
5. mieivn mgq Dbœqb  
6. cÖvwZôvwbK `ÿZv e„w×  
7. Miwgj n«vm  
8. Awf‡hvM n«vm  
9. Avf¨šÍixY †hvMv‡hv‡Mi DbœwZ  
10. weµq e„w×  
11. cÖwZ‡hvwMZvg~jK myweavi DbœwZ 
12. AwaKZi Kg©Pvwi †cÖlYv  

Gevi †`Lv hvK AvB.Gm.I 9001- 2015 wbeÜb Ki‡j myweav wK| 
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AvB.Gm.I 9001- 2015 wbeÜ‡bi myweavejx  
(Benefits of ISO 9001-2015  Registration) 

AvB.Gm.I 9001- 2015 wbeÜb Ki‡j bvbvgyLx myweav cvIqv hvq| †m¸‡jv n‡jvv- 

1. gvb mb` cvIqv hv‡e| AvB.Gm.I 9001- 2015 wbeÜ‡bi d‡j †Kv¯úvwbi cY¨ ev †mevi gvb mb` cvIqv 
hv‡e, hv wek¦e¨vcx cY¨ ev †mev‡K MÖnY‡hvM¨ Ki‡e| ZvQvov, GLb ‡`‡k †`‡k cY¨ evRviRvZKi‡Yi c~e©kZ© 
n‡”Q GB AvB.Gm.I 9001- 2015 gvb mb`| Avi AvB.Gm.I 9001- 2015 wbeÜb Qvov GB gvb mb` cvIqv 
hvq bv|  

2. cÖwµqv ev wm‡÷g DbœZ n‡e| AvB.Gm.I 9001- 2015 Gi gvb wb‡ ©̀kbv AbymiY Ki‡j †Kv¤úvwbi cÖwµqv ev 
wm‡÷g DbœZ Kiv hvq Ges evRvi cÖwZ‡hvwMZvi Zzjbvg~jK mÿgZv AR©b Kiv hvq| AvB.Gm.I 9001- 2015 
wbeÜb Qvov GB wb‡ ©̀kbv jvf Kiv hvq bv Ges cÖ‡qvRb gZ civgk© I cÖwkÿY jvf Kiv hvq bv| G Rb¨ 
†Kv¤úvwbi cÖwµqv ev wm‡÷g Dbœq‡bi j‡ÿ¨ AvB.Gm.I 9001- 2015 wbeÜb Riæix| 

3. Aweivg Dbœqb n‡e| AvB.Gm.I cÖwZ cuvP eQi cici gvb wb‡ ©̀kbv DbœZ K‡i Ges bZzb gv‡bvbœqb Kvh©µg I 
wb‡ ©̀kbv cÖYqb K‡i| GB bZzb cwiewZ©Z gvb wb‡ ©̀kbv I c×wZ e¨envi K‡i cÖwµqvi Aweivg Dbœqb Kiv 
m¤¢e| GB cwiewZ©Z gvb wb‡ ©̀kbv I c×wZ cvIqvi Rb¨ AvB.Gm.I 9001- 2015 wbeÜb Kiv cÖ‡qvRb|  

 

wba©vwiZ LvZ Abyhvqx AvB.Gm.I. gvb`Û  
(Sector –specific Standards) 

1| AvB.Gm.I. 9000 

Drcv`bx I †mev cÖwZôv‡bi gvb wePv‡ii gvb`Û|  

• AvB.Gm.I. 9000-2015 t gvb e¨e ’̄vcbv wm‡÷‡gi †gŠwjK welq I cwifvlv|  

• AvB.Gm.I. 9001-2015 t gvb gvb e¨e ’̄vcbv wm‡÷g wbeÜ‡bi kZ©vejx|  

• AvB.Gm.I. 9004-2004 t msMV‡bi †UKmB mvd‡j¨i wb‡ ©̀wkKv|  

2| G.Gm. 9100 

gnvKvk wk‡íi gvb wm‡÷g| GwU wegvb ev Ab¨vb¨ gnvKvk hvb cÖ ‘̄Z wk‡íi gvb`Û| GwU GLb AvB.Gm.I. 9001- 
2000 AšÍfz©³ Kiv n‡q‡Q|  

3| AvB.G.wU.Gd. 16949 t 2016 

‡gvUihvb wk‡íi gvb e¨e ’̄vcbv wm‡÷‡gi gvb`Û|  

4| wU.Gj. 9000 

‡Uwj‡hvMv‡hvM wk‡íi gvb e¨e ’̄vcbv wm‡÷‡gi gvb`Û|  

5| AB.Gm.I./AvBBwm 17025-2017  

cixÿv I µgv¼b cixÿvMv‡ii `ÿZv wePv‡ii gvb`Û|  

6| AB.Gm.I. 15189 -2012  

wPwKrmv cixÿvMv‡ii gvb I `ÿZv wePv‡ii gvb`Û|  

Gevi †`Lv hvK AvB.Gm.I 9001- 2015 wbeÜ‡bi gva¨‡g gvb e¨e ’̄vcbv wm‡÷gm& ev Í̄evqb Ki‡Z n‡j wK wK KvR 
Ki‡Z n‡e| 
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gvb e¨e¯’vcbv wm‡÷gm& - Avek¨Kxq kZ©vejx  
(Quality Management Systems – Requirements) 
AvB.Gm.I 9001- 2015 wbeÜ‡bi Rb¨ KZK¸‡jv Avek¨Kxq wewaweavb AbymiY Ki‡Z nq I mswkøó `wjjcÎ Rgv 
w`‡Z nq| G¸‡jv AvB.Gm.I 9001- 2015 wbeÜ‡bi wb‡ ©̀wkKvq gvb e¨e ’̄vcbv wm‡÷gm& Gi cÖ‡qvRbxq kZ©vejx 
wn‡m‡e eY©bv Kiv n‡q‡Q| AvB.Gm.I 9001- 2015-‡Z 10wU aviv Av‡Q| †Kvb cÖwZôvb hw` AvB.Gm.I 9001- 
2015-‡Z wbeÜb Ki‡Z Pvq Zv n‡j Zv‡K G kZ©¸‡jv c~iY K‡i `wjjmn wbeÜ‡bi Rb¨ AvB.Gm.I m`i `ß‡i 
Av‡e`b Ki‡Z n‡e| Gevi kZ©vejx  µgavivq eY©bv Kiv nj|  

1.  AvIZv (Scope)  

AvšÍR©vwZK gvb`Û gvb e¨e ’̄vcbv wm‡÷gm& Gi Rb¨ cÖ‡qvRbxq kZ©vw` wbw ©̀ó K‡i hLb †Kvb msMVb : 

[K]  ‡µZv‡`i cÖ‡qvRb Abymv‡i cY¨ I †mev mieiv‡ni mÿgZv Ges cÖhy³ wewae× I wbqš¿Yg~jK 
cÖ‡qvRbmg~n wgUv‡bvi mÿgZv cÖ`k©‡bi `iKvi †eva K‡i; Ges  

[L]  gvb e¨e ’̄vcbv wm‡÷gm& Gi Kvh©Ki cÖ‡qv‡Mi gva¨‡g †µZv mš‘wó e„w× Kivi †Póv K‡i|  

AvšÍR©vwZK gvb`‡Ûi mKj cÖ‡qvRbxqZv n‡jv wR‡bwiK ev me©RbÁvZ Ges mKj †kÖYx I AvKv‡ii cÖwZôvb 
Ges mKj ai‡bi cY¨ I †mevi Rb¨ cÖ‡hvR¨|  

2.   gvbwba©viK m~Î (Normative References)  

gvbwba©viK m~Î n‡jv GB `wj‡j D‡jøwLZ m~Îmgyn I hv Gi ev Í̄evq‡b Acwinvh©¨| AvB.Gm.I 9000t 2005, gvb 
e¨e ’̄vcbv wm‡÷gm& - ‡gŠwjK welqvejx I kãvejx n‡jv GgbB GKUv gvbwba©viK m~Î hv cÖ‡qvMxq aviYv I msÁvmg~n 
cÖ`vb K‡i|  

3.   cwifvlv I msÁvmg~n (Terms and Definitions)  

GB `wj‡ji Rb¨ AvB.Gm.I 9000t 2015 cÖ`Ë cwifvlv I msÁvmg~n cÖ‡hvR¨ n‡e|  

4.   msMV‡bi †cÖwÿZ (Context of the Organization)  

4.1  msMVb I Zvi †cÖwÿZ Abyaveb t msMVb Zvi D‡Ïk¨ I †KŠkjMZ w`‡Ki m‡½ mswkøó Af¨šÍixY I ewnt¯’ 
welq¸‡jv wba©viY Ki‡e Ges gvb e¨e ’̄vcbv wm‡÷gm& Gi cÖZ¨vwkZ dj cvIqvi Rb¨ mÿgZv‡K cÖfvweZ K‡i 
Ggb welq¸‡jv wPwýZ Ki‡e| GKB m‡½ msMVb G me Z_¨vw` cwi‡eÿY I ch©v‡jvPbv Ki‡e|  

4.2  ¯̂v_©mswkøó cÿmg~‡ni cÖ‡qvRb I cÖZ¨vkv Abyaveb t ‡µZv‡`i cÖ‡qvRb Abymv‡i cY¨ I †mev mieiv‡ni 
mÿgZv Ges cÖhy³ wewae× I wbqš¿Yg~jK cÖ‡qvRbmg~n wgUv‡bvi mÿgZvi Dci msMV‡bi Af¨šÍixY I ewnt ’̄ 
welq¸‡jvi eZ©gvb I m¤¢ve¨ cÖfve Av‡Q e‡j msMVb t  

[K]  gvb e¨e ’̄vcbv wm‡÷gm& Gi m‡½ mswkøó AvMÖnx cÿ¸‡jv‡K wPwýZ Ki‡e;  

[L]  gvb e¨e ’̄vcbv wm‡÷gm& Gi m‡½ m¤úwK©Z G mKj AvMÖnx cÿ¸‡jvi cÖ‡qvRbxqZv wba©viY Ki‡e| msMVb 
G me AvMÖnx cÿ¸‡jvi cÖ‡qvRbxqZv m¤úwK©Z Z_¨vw` cwi‡eÿY I ch©v‡jvPbv Ki‡e|  

4.3  gvb e¨e ’̄vcbv wm‡÷gm& Gi AvIZv wba©viY : msMVb gvb e¨e ’̄vcbv wm‡÷gm& Gi AvIZv cÖwZôv Kivi Rb¨ Gi 
mxgv I cÖ‡qvM †ÿÎ wba©viY Ki‡e| GB AvIZv wba©viY Kivi mgq msMVb [K] Af¨šÍixY I ewnt ’̄ welq¸‡jv 
we‡ePbv Ki‡e; [L] msMV‡bi m‡½ ¯̂v_© mswkøó AvMÖnx cÿ¸‡jvi cÖ‡qvRbxqZv we‡ePbv Ki‡e; [M] msMV‡bi cY¨ 
I †mev we‡ePbv Ki‡e| msMVb Zvi wba©vwiZ gvb e¨e ’̄vcbv wm‡÷gm& Gi AvIZvi g‡a¨ c‡o Ggb me 
AvšÍR©vwZK gvb`‡Ûi cÖ‡qvRbxqZv¸‡jv cÖ‡qvM Ki‡e|  
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msMV‡bi gvb e¨e ’̄vcbv wm‡÷gm& Gi AvIZvi `vwjwjK Z_¨ msiÿY Ki‡Z n‡e I Zv mK‡ji Kv‡Q cÖvc¨ 
Ki‡Z n‡e| GB AvIZvq cY¨ I †mevi cÖKvi Ges AvšÍR©vwZK gvb`‡Ûi †h¸‡jv gvb e¨e ’̄vcbv wm‡÷gm& Gi 
AvIZvi g‡a¨ co‡Q bv Zvi MÖnY‡hvM¨ KviY I †hŠw³KZvi eY©bv _vK‡e| AvšÍR©vwZK gvb`‡Ûi m‡½ msMwZc~Y© 
e‡j ZLbB `vex Kiv hv‡e, hLb msMV‡bi gvb e¨e ’̄vcbv wm‡÷gm& G cÖhy³ n‡e bv e‡j ev` †`qv gvb`Û 
‡µZv mš‘wó I msMV‡bi cY¨ I †mevi gvb eRvq ivLvi mÿgZv‡K ÿwZMÖ ’̄ ev cÖfvweZ bv K‡i|  

4.4   gvb e¨e ’̄vcbv wm‡÷g Ges Gi cÖwµqvmg~n (Quality management system and its processes) 

msMVb GKwU gvb e¨e ’̄vcbv wm‡÷g cÖwZôv, ev Í̄evqb, eRvqKiY I Aweivg Dbœqb Ki‡e| G¸‡jv meB 
AvšÍR©vwZK gvb`‡Ûi cÖ‡qvRb Abymv‡i cÖ‡qvRbxq cÖwµqv I Zv‡`i wg_w®Œqvmn Ki‡Z n‡e| msMVb gvb 
e¨e ’̄vcbv wm‡÷g Gi Rb¨ cÖwµqv wba©viY Ki‡e Ges mgMÖ cÖwZôvbe¨vcx Zv‡`i cÖ‡qvM wbwðZ Ki‡e| G m‡½ 
AviI hv Ki‡Z n‡e Zv n‡jv -   

[K]  G me cÖwµqvi cÖ‡qvRbxq BbcyU I cÖZ¨vwkZ AvDUcyU wba©viY Ki‡e; 

[L]  G me cÖwµqvi ch©vqµwgKZv I wg_w®Œqv wba©viY Ki‡e; 

[M]  G me cÖwµqvi Kvh©Ki m¤úv`b I wbqš¿Y wbwðZ Kivi Rb¨ cÖ‡qvRbxq cwigvcK I c×wZ wba©viY I 
cÖ‡qvM Ki‡e; 

[N]  G me cÖwµqvi Rb¨ cÖ‡qvRbxq m¤ú` wba©viY I Zv‡`i cÖvc¨Zv wbwðZ Ki‡e; 

[O]  G me cÖwµqvi `vwqZ¡ I KZ©„Z¡ wbw ©̀ó Kv‡iv Dci Ac©Y Ki‡e; 

[P]  6.1 G ewY©Z cÖ‡qvRb Abymv‡i wba©vwiZ SuywK I my‡hvMmg~n †gvKv‡ejv Ki‡e; 

[Q]  G me cÖwµqvi g~j¨vqb Ki‡e I G me cÖwµqv hv‡Z cÖZ¨vwkZ dj w`‡Z cv‡i Zvi Rb¨ cÖ‡qvRbxq 
cwieZ©b ev Í̄evqb Ki‡e; 

[R]  cÖwµqvmgyn I gvb e¨e ’̄vcbv wm‡÷g Gi Dbœqb Ki‡e|  

4.4.2 hZUzKz cÖ‡qvRb, msMVbt  

[K]  cÖwµqvmg~‡ni Kvh© m¤úv`b‡K mnvqZv Kivi Rb¨ `vwjwjK Z_¨ eRvq Ki‡e; 

[L]  cwiKíbv Abymv‡i cÖwµqv KvR Ki‡Q GwU Av ’̄vi mv‡_ Rvbvi Rb¨ `vwjwjK Z_¨vw` msiÿY Ki‡e; 

5. †bZ…Z¡ (Leadership) 

5.1 †bZ…Z¡ I A½xKvi  

5.1.1 mvaviY : kxl© e¨e ’̄vcbv gvb e¨e ’̄vcbv wm‡÷g Gi mswkøó wel‡q †bZ…Z¡ I A½xKvi ‡h fv‡e cÖ`k©b Ki‡e:  

[K]  gvb e¨e ’̄vcbv wm‡÷g Gi Kvh©KwiZvi `vq-`vwqZ¡ MÖnY K‡i;  

[L]  gvb e¨e ’̄vcbv wm‡÷g Gi Rb¨ gvb cwjwm I gvb D‡Ïk¨vejx cÖwZôv K‡i Ges msMV‡bi †cÖÿvcU I 
†KŠkjMZ w`Kwb‡ ©̀kbv mv‡_ mvgÄm¨c~Y© K‡i; 

[M]  msMV‡bi e¨emvq cÖwµqvi mv‡_ gvb e¨e ’̄vcbv wm‡÷g Gi GKv½xKiY wbwðZ K‡i; 

[N]  cÖwµqv „̀wóf½x I SuywKwfwËK wPšÍvi e¨envi cÖeZ©b K‡i; 

[O]  gvb e¨e ’̄vcbv wm‡÷g Gi Rb¨ cÖ‡qvRbxq m¤ú` cÖvc¨Zv wbwðZ K‡i; 

[P]  Kvh©Ki gvb e¨e ’̄vcbv I gvb e¨e ’̄vcbv wm‡÷g Gi cÖ‡qvRbxq kZ©vw`i mv‡_ wgjKi‡Yi ¸iæZ¡ mKj‡K 
AewnZ K‡i; 

[Q]  gvb e¨e ’̄vcbv wm‡÷g cÖZ¨vwkZ dj AR©b K‡i‡Q Zv wbwðZ K‡i;  
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[R]  gvb e¨e ’̄vcbv wm‡÷g-G Ae`vb ivLvi Rb¨ e¨w³‡K Kv‡R RwoZ K‡i, wb‡ ©̀k`vb K‡i I mnvqZv 
K‡i; 

[S]  gv‡bvbœq‡b DbœwZ K‡i; 

[T]  e¨e ’̄vcK‡`i `vwq‡Z¡i AvIZvaxb Kv‡R †bZ…Z¡ cÖ`k©b Kivi gva¨‡g Ab¨vb¨ mswkøó e¨e ’̄vcKxq f~wgKvq 
mg_©b K‡i|  

5.1.2  †µZv †K› ª̀xKZv (Customer Focus) 

e¨e ’̄vcbv ‡µZv †K› ª̀xK †bZ…Z¡ I A½xKvi cÖ`k©b Kivi Rb¨ wbðZKiY Ki‡e †h : 

[K]  †µZv Ges wewae× I wbqš¿Yg~jK cÖ‡qvRbxq KvR¸‡jv wba©viY, Abyaveb I avivevwnK fv‡e c~iY Kiv 
n‡q‡Q; 

[L]  SuywK I my‡hvMmg~n hv cY¨ I †mevi gv‡bi mv‡_ mvgÄm¨Zv ÿwZMÖ ’̄ Ki‡Z cv‡i Ges †µZv mš‘wó e„w× 
Kivi mvg_©¨‡K evuavMÖ ’̄ Ki‡Z cv‡i Zv wba©viY I Acmvi‡Yi e¨e ’̄v Kiv n‡q‡Q;  

[M]  †µZv mš‘wó e„w× †K› ª̀xK cÖ‡Póv eRvq ivLv n‡q‡Q|  

5.2 cwjwm (Policy)  

5.2.1 gvb cwjwm cÖwZôvKiY  

kxl© e¨e ’̄vcbv Ggb gvb cwjwm cÖwZôv, ev Í̄evqb I eRvq ivL‡e hv t  

[K]  msMV‡bi D‡Ïk¨ I †cÖÿvc‡Ui Rb¨ Dchy³ I Gi †KŠkjMZ w`Kwb‡ ©̀kbv‡K mg_©b K‡i; 

[L]  gvb D‡Ïk¨ wba©vi‡Yi KvVv‡gv cÖ`vb K‡i; 

[M]  cÖ‡qvM ev ev Í̄evq‡bi cÖ‡qvRbxqZvmg~n‡K wgUv‡bvi A½xKvi e¨³ K‡i;  

[N]  gvb e¨e ’̄vcbv wm‡÷g-Gi Ae¨vnZ Dbœq‡bi A½xKvi e¨³ K‡i| 

5.2.2 gvb cwjwm AewnZKiY (Communicating the Quality Policy)  

gvb cwjwm Aek¨B t  

[K]  `wjje× Z_¨ wn‡m‡e cÖvc¨ I msiwÿZ _vK‡e; 

[L]  msMV‡bi g‡a¨ mK‡j Rvbv‡Z n‡e, eyS‡Z n‡e I msMV‡b cÖ‡qvM n‡e; 

[M]  mswkøó AvMÖnx h‡_vchy³ cÿM‡Yi Kv‡Q cÖvc¨ n‡e|  

5.3 mvsMVwbK f~wgKv, `vwqZ¡ I KZ©„Z¡ (Organization Roles, Responsibilities and Authorities)  

kxl© e¨e ’̄vcbv wbwðZ Ki‡e †h, msMV‡bi g‡a¨ m¤ú„³ c`wfwËK f~wgKvmg~‡n `vwqZ¡ I KZ©„Z¡ Ac©Y Kiv, AewnZ 
Kiv I mwVK fv‡e †evaMg¨ Kiv n‡q‡Q| kxl© e¨e ’̄vcbv `vwqZ¡ I KZ©„Z¡ Ac©Y Ki‡e G Rb¨ †h: 

[K]  gvb e¨e ’̄vcbv wm‡÷g AvšÍR©vwZK gvb`‡Ûi cÖ‡qvRbxq kZ©vw`i mv‡_ mvgÄm¨ wbwðZ Ki‡e; 

[L]  cÖwµqvmg~‡ni cÖZ¨vwkZ dj ev AvDUcyU mieivn wbwðZ Ki‡e; 

[M]  gvb e¨e ’̄vcbv wm‡÷‡gi cvi`wk©Zv Ges Dbœq‡bi my‡hvMmg~n m¤ú‡K© we‡kl K‡i kxl© e¨e ’̄vcK‡`i 
Kv‡Q cÖwZ‡e`b †ck Ki‡e; 

[N]  mgMÖ msMVbe¨vcx †µZv‡K› ª̀xKZvi cÖmvi wbwðZ Ki‡e;  

[O]  hLb gvb e¨e ’̄vcbv wm‡÷‡gi cwieZ©b mvab Kiv n‡e, ZLb gvb e¨e ’̄vcbv wm‡÷‡gi ALÛ ï×Zv 
wbwðZ Ki‡e|  
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6.  cwiKíbv (Planning)  

6.1  SuywK †gvKv‡ejv I my‡hvMmg~n MÖnY Kivi Kvh©µg (Action to address Risks and Opportunities)  

hLb gvb e¨e ’̄vcbv wm‡÷‡gi cwiKíbv Ki‡e, ZLb msMVb 4.1 I 4.2-‡Z ewY©Z kZ©vw` we‡ePbv Ki‡e Ges SuywK I 
my‡hvMmg~n ‡h¸‡jv wb‡q KvR Ki‡Z n‡e Zv wba©viY Ki‡e G Rb¨ †h t  

K]  gvb e¨e ’̄vcbv wm‡÷g Gi cÖZ¨vwkZ dj AR©b Ki‡Z ci‡e e‡j wbðqZv †`qv hv‡e;  

L]  cÖZ¨vwkZ Kvh©dj e„w× Kiv hv‡e; 

M]  d‡jvbœqb AwR©Z n‡e|  

6.1.2 msMVb cwiKíbv Ki‡e t  

K]  GB mKj SuywK I my‡hvM¸‡jvi Rb¨ Dchy³ Kvh©µg; 

L]  wKfv‡e (1) gvb e¨e ’̄vcbv wm‡÷g cÖwµqvi g‡a¨ Kvh©µg GKxfzZKiY I ev Í̄evqb Kiv hvq; Ges (2) 
GB mKj Kvh©µ‡gi Kvh©KvwiZv g~j¨vqb Kiv hvq| 

SuywK †gvKv‡ejv I my‡hvMmg~n MÖnY Kivi Kvh©µg †hb cY¨ I †mevi gvb eRvq ivLvi Dci m¤¢ve¨ cÖfve 
AvbycvwZK nq|  

6.2  gvb D‡Ïk¨vejx I ‡m¸wj AR©‡bi cwiKíbv cÖYqb  
 (Quality Objectives and Planning to Achieve them)  

6.2.1 msMVb gvb e¨e ’̄vcbv wm‡÷‡gi Rb¨ cÖ‡qvRbxq m¤ú„³ KvR, Í̄i I cÖwµqvmg~‡ni gvb D‡Ïk¨vejx cÖwZôv 
Ki‡e| gvb D‡Ïk¨vejx n‡e- 

K]  gvb cwjwmi mv‡_ msMwZc~Y©; 
_]  cwigvc‡hvM¨; 
M]  ev Í̄evq‡bi cÖ‡qvRbxqZv wfwËK; 
N]  cY¨ I †mevi mv‡_ mvgÄm¨cyY© Ges †µZv mš‘wó e„w×g~jK; 
O]  cwiaviY‡hvM¨; 
P]  AewnZKiY‡hvM¨; 
Q]  Dchy&³ gvÎvq AvaywbK|  
msMVb gvb D‡Ïk¨vejxi `wjje× Z_¨ msiÿY Ki‡e|  

6.2.2 gvb D‡Ïk¨vejxi AR©‡bi cwiKíbv cÖYq‡bi mgq msMVb wba©viY Ki‡et 
K]  wK Ki‡Z n‡e; 
L] wK m¤ú` jvM‡e; 
M]  KLb `iKvi n‡e; 
N]  KLb KvR †kl n‡e; 
O]  wKfv‡e dj g~j¨vqb Ki‡Z n‡e|  

 

6.3 cwieZ©‡bi Rb¨ cwiKíbv (Planning for Change)  

hLb msMVb gvb e¨e ’̄vcbv wm‡÷‡gi cwieZ©‡bi cÖ‡qvRbxqZv wba©viY Ki‡e, ZLb cwieZ©b¸‡jv Aek¨B 
cwiKwíZ fv‡e n‡Z n‡e (3.3 †`Lyb)| msMVb we‡ePbv Ki‡e t  
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K]  cwieZ©‡bi D‡Ïk¨ I Zvi m¤¢ve¨ cwiYwZ; 

L]  msMVb gvb e¨e ’̄vcbv wm‡÷‡gi ALÛ ï×Zv; 

M]  m¤ú‡`i cÖvc¨Zv; 

N]  `vwqZ¡ e›Ub ev cybte›Ub|  

7. mg_©b (Support)  

7.1 m¤ú`vw` (Resources)  

7.1.1 mvaviY  

msMVb gvb e¨e ’̄vcbv wm‡÷‡gi cÖwZôvKiY, ev Í̄evqb, eRvqKiY I Dbœq‡bi Rb¨ cÖ‡qvRbxq m¤ú`vw` 
wba©viY I mieivn Ki‡e| G †ÿ‡Î msMVb we‡ePbv Ki‡e t  

K]  we`¨gvb Af¨šÍixY m¤ú`vw`i mÿgZv I mxgve×Zvmg~n;  

L]  ewnt ’̄ mieivnKvix‡`i KvQ †_‡K wK m¤ú` wb‡Z n‡e|  

7.1.2  gvbyl (People) 

msMVb gvb e¨e ’̄vcbv wm‡÷‡gi Kvh©Ki ev Í̄evqb I Gi cÖwµqvmg~‡ni Kvh©m¤úv`b I wbqš¿‡Yi Rb¨ cÖ‡qvRb 
e¨w³‡`i ev gvbe m¤ú‡`i cÖ‡qvRb wba©viY I mieivn Ki‡e|  

7.1.3 AeKvVv‡gv (Infrastructure) 

msMVb Gi cÖwµqvmg~‡ni Kvh©m¤úv`b Ges cY¨ I †mevmg~‡ni gvb`‡Ûi m‡½ mvhyR¨ AR©‡bi Rb¨ cÖ‡qvRbxq 
AeKvVv‡gv wba©viY, mieivn I eRvq ivL‡e|  

†bvU t AeKvVv‡gvi g‡a¨ _vK‡e t 

K]  feb I mswkøó †mevmg~n; 

L]  hš¿cvwZ - nvW©Iq¨vi I mdUIq¨vimn; 

M]  cwienb m¤ú`; 

N]  Z_¨ I †hvMv‡hvM cÖhyw³|  

7.1.4 cÖwµqvmg~‡ni Kvh©m¤úv`b Rb¨ cwi‡ek (Environment for the Operation of Processes) 

msMVb Gi cÖwµqvmg~‡ni Kvq©m¤úv`b Ges cY¨ I †mevmg~‡ni gvb`‡Ûi m‡½ mvhyR¨ AR©‡bi Rb¨ cÖ‡qvRbxq 
cwi‡ek wba©viY, mieivn I eRvq ivL‡e|  

†bvU t GKwU Dchy³ cwi‡ek gbyl¨ I †fŠZ Dcv`v‡bi mswgkÖ‡Y MwVZ nq| †hgb [K] mvgvwRK Dcv`b h_v- 
ˆelg¨nxb, kvšÍ, Ø›Ønxb; [L] gb Í̄vwZ¡K Dcv`vb h_v- gvbwmK Pvc n«vmKvix, g‡bvR¡vjv cÖwZ‡ivaK, Av‡eM 
cÖwZ‡ivaK| GB mKj Ae ’̄v cY¨ I †mev †f‡` A‡bKvs‡k cwiewZ©Z n‡Z cv‡i|  
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7.1.5 cwiaviY I cwigvcK m¤ú`vw` (Monitoring and Measuring Resources) 

hLb cY¨ I †mevmg~‡ni cÖ‡qvRbxq kZ©vw`i m‡½ mvhyR¨ hvPvB Kivi Rb¨ cwiaviY ev cwigvcY e¨envi Kiv 
n‡e, ZLb msMVb Kvh©d‡ji h_v_©Zv I wbf©i‡hvM¨Zv wbwðZ Kivi cÖ‡qvRbxq m¤ú`vw` wba©viY I mieivn 
Ki‡e| msMVb GB g‡g© wbwðZ Ki‡e †h, mieivnK…Z m¤ú`vw` t 

K]  M„nxZ wbw ©̀ó ai‡Yi cwiaviY I cwigvcY Kv‡Ri Dc‡hvMx nq;  

L]  D‡Ïk¨ Abymv‡i Zv‡`i mvg‡_©¨i avivevwnKZv eRvq ivLv wbwðZ Kivi Rb¨ †m¸‡jvi iÿv‡eÿY Kiv 
nq| msMVb cwiaviY ev cwigvcY m¤ú`vw`i mvg‡_©¨i cÖgvY wn‡m‡e h_‡cvhy³ `wjje× Z_¨ msiÿY 
Ki‡e|  

7.1.5.2 cwigvcY AbymÜvb‡hvM¨Zv (Measurement Traceability) 

hLb cwigvcY AbymÜvb‡hvM¨Zv n‡”Q GKwU kZ© ev cwigvcK…Z d‡ji h_v_©Zv Dci A ’̄vi m„wói AZ¨vek¨K 
GKwU Ask wn‡m‡e we‡ewPZ, ZLb cwigvc Kivi hš¿cvwZ t  

K]  RvZxq ev AvšÍR©vwZK cwigvcb gvb`Ûmg~‡n cÖvß cwigvcb gvb`‡Ûi wfwË‡Z wbw ©̀ó mgq A‡šÍ ev 
e¨env‡ii Av‡M µgvw¼Z ev cixwÿZ ev Dfq fv‡e hvPvBK…Z n‡Z n‡e;  

L]  kbv³K…Z n‡Z n‡e, hv‡Z Zv‡`i Ae ’̄vb wba©viY Kiv hvq;  

M]  µgv¼b Ae ’̄vb I cieZ©x cwigvcb dj Awm× n‡Z cv‡i Ggb mgš^q, ÿqÿwZ ev AebwZ n‡Z 
myiwÿZ n‡Z n‡e|  

h_v_©Zv hvPvB Kivi †ÿ‡Î †Kvb wePvi cwigvcb hš¿ Abychy³ cÖgvwYZ n‡j msMVb cÖ‡qvRbxq Kvh© c`‡ÿc 
wb‡e|  

7.1.6 msMVb Ávb (Organization Knowledge) 

msMVb Ávb n‡jv †Kvb wbw ©̀ó msMV‡bi Kv‡Ri Rb¨ cÖ‡qvRbxq Ávb| GB Ávb AwfÁZvi gva¨‡g mvaviYZt 
AwR©Z nq| GwU n‡jv Z_¨ hv msMV‡bi D‡Ïk¨ AR©‡bi Rb¨ e¨eüZ nq I Ab¨‡`i Askx Kiv nq| GB Ávb 
msMV‡bi Af¨šÍixY Drm I ewnt ’̄ Drm †_‡K AwR©Z n‡Z cv‡i|  

• msMVb Gi cÖwµqvmg~‡ni Kvh©m¤úv`b Ges cY¨ I †mevmg~‡ni gvb`‡Ûi m‡½ mvhyR¨ AR©‡bi Rb¨ 
cÖ‡qvRbxq Ávb wba©viY Ki‡e|  

• GB Ávb Aek¨B eRvq ivL‡Z n‡e Ges cÖ‡qvRb g‡Zv cÖvc¨ n‡Z n‡e|  

• cwiewZ©Z Pvwn`v I aviv †gvKv‡ejv Kivi Rb¨ msMVb Gi PjwZ Ávb we‡ePbv Ki‡e Ges wKfv‡e 
cÖ‡qvRbxq AwZwi³ Ávb AR©b Kiv hvq ev Ávb fvÛv‡i cÖ‡ek Kiv hvq Ges cÖ‡qvRbxq nvjbvMv` Kiv 
hvq Zv wba©viY Ki‡e| 

7.2  mvg_©¨ (Competence) 

msMVb t  

K]  wb‡Ri wbqš¿‡Y Kvg©iZ e¨w³ ev e¨w³‡`i cÖ‡qvRbxq †hvM¨Zv ev mvg_©¨ wba©viY Ki‡e; 

L]  G mKj e¨w³MY h_vh_ wkÿv, cÖwkÿY ev AwfÁZvq `ÿ Zv wbwðZ Ki‡e; 

M]  †hLv‡b cÖ‡hvR¨, cÖ‡qvRbxq †hvM¨Zv AR©b Kivi Rb¨ Kvh©µg MÖnY Ki‡Z n‡e I M„nxZ Kvh©µ‡gi 
g~j¨vqb Ki‡e; 

N]  †hvM¨Zvi cÖgvY ¯̂iƒc h_vh_ `vwjwjK Z_¨ msiÿY Ki‡e|  
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7.3  m‡PZbZv (Awareness)  

msMVb wbwðZ Ki‡e †h, msMV‡bi wbqš¿‡Y Kg©iZ e¨w³ ‡h wel‡q m‡PZb Av‡Q t  

K]  gvb cwjwm; 

L]  m¤ú„³ gvb D‡Ïk¨vejx; 

M]  gvb e¨e ’̄vcbv wm‡÷‡g Zv‡`i Ae`vb, mv‡_ DbœZ Kvh©cvi`wk©Zvi myweavejx;  

N]  gvb e¨e ’̄vcbv wm‡÷‡gi cÖ‡qvRbxqZv m‡½ wgj bv Kivi cwiYwZ|   

7.4  ‡hvMv‡hvM (Communication)  

msMVb gvb e¨e ’̄vcbv wm‡÷‡gi m‡½ mvgÄm¨c~Y© Af¨šÍixY I ewnt ’̄ †hvMv‡hvM wba©viY Ki‡e G¸‡jvmn- 
K]  wK wel‡q †hvMv‡hvM; 
L]  KLb †hvMv‡hvM; 
M]  Kvi m‡½ †hvMv‡hvM; 
N]  wKfv‡e †hvMv‡hvM; 
O]  †K †hvMv‡hvM Ki‡e|  

7.5  `wjje×KiY (Documentation)  

7.5.1 mvaviY (General)  

msMV‡bi gvb e¨e ’̄vcbv wm‡÷g Ki‡e t 

K]  GB AvšÍR©vwZK gvb`Ûmg~‡ni cÖ‡qvRbxq Z_¨ `wjje×KiY; 

L]  gvb e¨e ’̄vcbv wm‡÷‡gi Kvh©KvwiZvi Rb¨ cÖ‡qvRbxq msMVb KZ©„K wba©vwiZ Z_¨ `wjje×KiY; 
msMV‡bi gvb e¨e ’̄vcbv wm‡÷g Dch©y³ `wjj¸‡jv AšÍf©y³ Ki‡e|  

7.5.2 m„wóKiY I nvjbvMv`KiY (Creating and Updating)  

`wjje× Z_¨ m„wóKiY I nvjbvMv`KiY Kivi mgq msMVb wbwðZ Ki‡e †h, h_vh_ - 

K]  wPwýZKiY I eY©bv Av‡Q; 

K]  KvVv‡gv ev dig¨vU I gva¨g e¨eüZ n‡q‡Q; 

M]  Dchy³Zv I ch©vßZvi Rb¨ ch©v‡jvPbv I Aby‡gv`b Av‡Q|  

7.5.3 `wjje× Z_¨ wbqš¿Y (Control of Documented Information)  

7.5.3.1  gvb e¨e ’̄vcbv wm‡÷g I AvšÍR©vwZK gvb`Û Abymv‡i PvwnZ `wjje× Z_¨ wbqš¿Y Kiv n‡e GwU wbwðZ 
Kivi Rb¨ †h -  

K]  hLb I †hLv‡b `iKvi GwU cÖvc¨ I e¨envi Dc‡hvMx; 

L]  GwU ch©vß fv‡e wbivc`|  

7.5.2. `wjje× Z_¨ wbqš¿Y Kivi Rb¨ msMVb wb‡¤œv³ Kvh©vejx mgvav Ki‡e t- 

K]  e›Ub, cÖ‡ek, wd‡i cvIqv I e¨envi;  

L]  mnRcvV¨ K‡i fvÛviKiY I msiÿY; 

M]  cwieZ©b wbqš¿Y; 

N]  aviY I web¨ Í̄KiY; 
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gvb e¨e ’̄vcbv wm‡÷‡gi cwiKíbv I Kvh©m¤úv`‡bi Rb¨ Avek¨K msMVb KZ…©K wba©vwiZ ewnt ’̄ Drm †_‡K cÖvß 
`wjje× Z_¨ h_vh_ fv‡e wPwýZ I wbqwš¿Z n‡Z n‡e|  

cÖgvY wn‡me msiwÿZ `wjje× Z_¨ AbvKvw•LZ cwieZ©b †_‡K myiwÿZ n‡Z n‡e|  

8. Kvh©m¤úv`b (Operation)  

8.1 Kvh©m¤úv`b cwiKíbv I wbqš¿Y (Operation Planning and Control)  

msMVb cY¨ I ‡mev mieiv‡ni cÖ‡qvRbxq kZ©vw` wgUv‡bvi m‡½ RwoZ cÖwµqvmg~‡ni (4.4 †`Lyb) cwiKíbv, 
ev Í̄evqb I wbqš¿Y Ki‡e Ges aviv 6-G ewY©Z KvR ev Í̄evq‡bi Rb¨ - 

K]  cY¨ I ‡mevi cÖ‡qvRb wba©viY Ki‡e; 

L]  (1) cÖwµqvmg~n I (2) cY¨ I †mev MÖn‡Yi gvcKvwV cÖwZôv Ki‡e;  

M]  cY¨ I †mevi kZ©vw` wgj Kivi Rb¨ cÖ‡qvRbxq m¤ú` wba©viY Ki‡e; 

N]  gvcKvwV Abymv‡i cÖwµqvmg~‡ni wbqš¿Y ev Í̄evqb Ki‡e; 

O]  hZ ~̀i cÖ‡qvRb `wjje× Z_¨ wba©viY, eRvqKiY I msiÿY Ki‡Z n‡e;  

(1) cwiKíbv gvwdK cÖwµqvmg~n m¤úvw`Z n‡q‡Q g‡g© Av ’̄v jv‡fi Rb¨; 

(2) cY¨ I †mevi kZ©vw`i mv‡_ wgj Av‡Q Zv cÖ`k©‡bi Rb¨; 

msMV‡bi Kv‡Ri Dchy³ K‡i AvDUcy‡Ui cwiKíbv Ki‡Z n‡e|  

msMVb cwiKwíZ cwieZ©b wbqš¿Y Ki‡e Ges ˆeix cÖfve bó Kivi Kvh©µg MÖnY K‡i AcÖZ¨vwkZ 
cwieZ©bmg~‡ni cwiYwZ ch©v‡jvPbv Ki‡e|  

msMVb evB‡ii cÖwZôv‡bi Kv‡Q Pzw³e× Drcv`b cÖwµqvmg~‡ni wbqš¿Y wbwðZ Ki‡e|   

8.2 cY¨ I ‡mevi cÖ‡qvRbxq kZ©vw` (Requirements for Products and Services)  

8.2.1 †µZv †hvMv‡hvM (Customer Communication)  

†µZv‡`i m‡½ †hvMv‡hv‡M _vK‡e t 

K]  cY¨ I ‡mev m¤ú‡K© Z_¨;  

L]  AbymÜvb, Pzw³ ev digv‡qk I †Kvb cwieZ©b ‡gvKv‡ejv Kiv; 

M]  †µZv Awf‡hvMmn cY¨ I ‡mev m¤úwK©Z djveZ©b MÖnY Kiv; 

N]  †µZv‡`i m¤ú`vw` ‡`Lfvj ev wbqš¿Y Kiv; 

O]  Riæix I AvKw¯§K NUbv †gvKv‡ejv Kivi mywbw ©̀ó KiYxq wba©viY Kiv|  

8.2.2 cY¨ I †mevi cÖ‡qvRbxq kZ© wba©viY (Determining the Requirements for Products and Services)  

‡µZv‡`i cY¨ I †mevi mieiv‡ni Av‡M cÖ‡qvRbxq kZ© wba©viY Kivi mgq msMVb wbwðZ Ki‡e †h t  

K]  cY¨ I †mevi cÖ‡qvRbxq kZ©vw` msÁv wba©viY Ki‡Z n‡e| G‡Z _vK‡e - 

(1) †Kvb cÖ‡hvR¨ wewae× I wbqš¿Yg~jK kZ©vw`; 

(2) msMVb †h¸‡jv cÖ‡qvRb g‡b Ki‡e; 

L]  mieivnK…Z cY¨ I †mevi e¨vcv‡i †Kvb `vex _vK‡j Zv msMVb cyiY Ki‡e|  

8.2.3 cY¨ I †mevi cÖ‡qvRbxq kZ©vw` ch©v‡jvPbv (Review of the Requirements for Products and Services)  
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msMVb wbwðZ Ki‡e †h, ‡µZv‡`i Kv‡Q mieivn‡hvM¨ cY¨ I †mevi cÖ‡qvRbxq kZ©vw` c~i‡Yi mÿgZv Zvi 
Av‡Q| msMVb †µZv‡`i Kv‡Q cY¨ I †mev mieiv‡ni A½xKvi Kivi Av‡M GKUv ch©v‡jvPbv m¤úv`b Ki‡e, 
hv‡Z _vK‡e t 

K]  †µZv KZ©„K wba©vwiZ mieivn Kvwjb I mieiv‡ni c‡ii Kvh©vejxmn cÖ‡qvRbxq kZ©vw`;  

L]  †µZv KZ©„K ewY©Z bq A_P wba©vwiZ e¨env‡ii Rb¨ cÖ‡qvRbxq kZ©vw`; 

M]  msMVb KZ©„K wba©vwiZ kZ©vw`; 

N]  cY¨ I †mevi cÖwZ cÖ‡hvR¨ wewae× I wbqš¿Yg~jK kZ©vw`; 

O]  Dchy©³ kZ©vw`i evB‡i Ab¨vb¨ Pzw³ ev digv‡q‡ki kZ©vw`; 

msMVb Ab¨vb¨ mKj kZ©vw` cyiY wbwðZ Ki‡e Ges digv‡qk MÖn‡Yi ev Pyw³ Kivi Av‡M †µZv kZ©vw` 
wbwðZ Ki‡e|  

8.2.3.2 msMVb ch©v‡jvPbvi dj Ges cY¨ I †mevi †Kvb bZzb kZ©vw` _vK‡j Zvi `wjje× Z_¨ msiÿY Ki‡e|  

8.2.4 cY¨ I †mevi cÖ‡qvRbxq kZ©vw` cwieZ©b (Changes to Requirements for Products and Services)  

msMVb wbwðZ Ki‡e ‡h, mswkøó `wjje× Z_¨ ms‡kvab Kiv n‡q‡Q Ges mswkøó e¨w³cY¨ I †mevi kZ©vw` 
cwieZ©‡bi mgq cwiewZ©Z kZ©vw` Rv‡b|  

8.3 cY¨ I †mevi bK&kv I Dbœqb (Design and Development of Products and Services)  

8.3.1 mvaviY (General)  

msMVb GKwU bKkv I Dbœqb cÖwµqv cÖwZôv, ev Í̄evqb I eRvq ivL‡e hv cieZ©x cY¨ I †mev mieivn 
wbwðZ Ki‡Z cÖ‡qvRb n‡e|  

8.3.2 bK&kv I Dbœqb cwiKíbv cÖYqb (Design and Development Planning)  

bK&kv I Dbœq‡bi ch©vq I wbqš¿Y wba©viY Kivi mgq msMVb we‡ePbv Ki‡e t  
K]  bK&kv I Dbœqb Kvh©vejxi cÖK…wZ, mgq Kvj I RwUjZv; 
L]  cÖ‡qvRbxq cÖwµqv Í̄img~n, cÖ‡hvR¨ I Dbœqb ch©v‡jvPbvmn;  
M]  bK&kv I Dbœq‡bi cÖ‡qvRbxq cÖwZcv`b I ˆeaKiY Kvh©vejx; 
N]  bK&kv I Dbœqb cÖwµqvi mv‡_ RwoZ `vwqZ¡ I KZ©e¨; 
O]  cY¨ I †mevi bK&kv I Dbœq‡bi Rb¨ cÖ‡qvRbxq Af¨šÍixY I ewnt ’̄ m¤ú`; 
P]  bK&kv I Dbœqb cÖwµqvi mv‡_ RwoZ e¨w³‡`i g‡a¨ cvi¯úvwiK wg_w®Œqvi wbqš¿Y; 
Q]  bK&kv I Dbœqb cÖwµqvi mv‡_ †µZv‡`i I e¨enviKvix‡`i RwoZKiY; 
R] cY¨ I †mevi cieZ©x mieiv‡ni cÖ‡qvRbxqZv;  
S] †µZviv I Ab¨vb¨ m¤ú„³ cÿMY KZ©„K bK&kv I Dbœqb cÖwµqvi Rb¨ cÖZ¨vwkZ wbqš¿Y gvÎv; 
T]  bK&kv I Dbœqb Kv‡Ri kZ©vw` c~iY n‡q‡Q Gi mg_©‡b `wjje× Z_¨|  

8.3.3 bK&kv I Dbœqb BbcyUm& (Design and Development Inputs)  

msMVb wbw ©̀ó ai‡bi cY¨ I †mev hvi bKk&v I Dbœqb Kiv n‡e Zvi cÖ‡qvRbxq kZ©vw` wba©viY Ki‡e| G 
†ÿ‡Î msMVb we‡ePbv Ki‡e t  
K]  Kvh© I cvi`wk©Zvi cÖ‡qvRbxq kZ©vw`; 
L]  bKk&v I Dbœqb Kv‡Ri c~‡e© msM„nwZ Z_¨; 
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M]  Av`k© gvb ev Abykxjb wewa, hv msMVb ev Í̄evqb Ki‡Z A½xKvie×; 
N]  cY¨ I †mevi cÖK…wZ Abymv‡i e¨_©Zvi m¤¢ve¨ cwiYwZ;  

BbcyU n‡e bKk&v I Dbœq‡bi D‡Ï‡k¨i Rb¨ ch©vß, m¤ú~Y©, I Ø¨_©nxb|  

Ø›Øc~Y© bKk&vi `wjjje× Z_¨ bKk&v I Dbœqb BbcyU wn‡m‡e msiÿY Ki‡Z n‡e| 

msMVb bKk&v I Dbœqb Bbcy‡Ui `wjje× Z_¨ msiÿY Ki‡e|  

8.3.4 bK&kv I Dbœqb wbqš¿Y (Design and Development Controls)  

msMVb bKk&v I Dbœqb cÖwµqv wbqš¿Y Ki‡e GwU wbwðZ Kivi Rb¨ †h: 
K]  AR©bxq dj msÁvwqZ n‡q‡Q; 
L]  bKk&v I Dbœq‡bi kZ©vw` c~i‡Yi mvg_©¨ g~j¨vqb Kv‡Ri ch©v‡jvPbv Kiv n‡q‡Q; 
M]  bKk&v I Dbœqb AvDUcyU Bbcy‡Ui kZ©vw` c~iY K‡i‡Q Zv wbwðZ Kivi Rb¨ hvPvB Kvh©vejx m¤úv`b 

Kiv n‡q‡Q;  
N]  ˆeaZv Kvh©vejx m¤úv`b Kiv n‡q‡Q hv‡Z wbwkPZ nq †h, cY¨ I †mevi wbw ©̀ó cÖ‡qvM ev cÖZ¨vwkZ 

e¨env‡ii kZ©vw` c~iY Kiv n‡q‡Q; 
O]  ch©v‡jvPbv ev cÖgvY I ˆeaZv wbwðZ Kivi Kvh© Kivi mgq D™¢zZ mgm¨vejx wPwýZ K‡i Zv mgvav 

Kivi e¨e ’̄v Kiv n‡q‡Q;  
P]  GB Kv‡Ri `wjje× Z_¨ msiÿY Kiv n‡q‡Q|  

8.3.5 bK&kv I Dbœqb AvDUcyUm& (Design and Development Outputs) 

K]  BbcyU kZ©vw` c~iY Kiv; 
L]  cY¨ I †mev mieiv‡ni cieZ©x cÖwµqvi Rb¨ ch©vß; 
M]  cwiaviY I g~j¨vq‡bi kZ©vw`i h‡_vchy³ I MÖnYxq gvb`‡Ûi m~Î;  
N]  cY¨ I †mevi ˆewkóvejx wPwýZ Kiv hv cÖZ¨vwkZ D‡Ïk¨ I Zv‡`i wbivc` I h_vh_ mieiv‡ni Rb¨ 

Avek¨K;  

msMVb GKwU bKkv I Dbœqb cÖwµqv cÖwZôv, ev Í̄evqb I eRvq ivL‡e, hv cieZ©x cY¨ I †mev mieivn wbwðZ 
Ki‡Z cÖ‡qvRb n‡e|  

msMVb cY¨ I ‡mevi bKk&v I Dbœqb Kivi mgq ev Zvic‡i Gi kZ©vw`i mv‡_ wgjKi‡Yi †ÿ‡Î †Kvb ÿwZKi cÖfve 
c‡o wb e‡j hZ ~̀i m¤¢e wbwðZ Kivi Rb¨ cwieZ©bmg~n wPwýZ, ch©v‡jvPbv I wbqš¿Y Ki‡e|  

msMVb `wjje× Z_¨ msiÿY Ki‡e hv‡Z _vK‡e t 
K]  bKk&v I Dbœqb Gi cwieZ©bmg~n; 
L]  Dbœq‡bi cwieZ©‡bi dj; 
M]  cwieZ©‡bi Aby‡gv`b; 
N]  wecixZ cÖfve cÖwZ‡iva Kivi Kvh©µg|  
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8.4 ewn¨K fv‡e mieivnK…Z cY¨ I †mevi wbqš¿Y (Control of Externally Provided processes, Products 

and SErvicess)  

8.4.1 mvaviY (General)  

msMVb wbwðZ Ki‡e †h, evwn¨K Dr‡mi cÖwµqv, cY¨ I †mevmg~n cÖ‡qvRbxq k‡Z©i mv‡_ msMwZc~Y©|  

evwn¨K Dr‡mi cÖwµqv, cY¨ I †mevmg~‡ni Rb¨ cÖ‡qvMxq wbqš¿Y wba©viY Ki‡e, hLb t 

K]  msMV‡bi wb‡Ri cY¨ I †mevi m‡½ evwn¨K Dr‡mi cY¨ I †mev hy³ n‡e; 

L]  msMV‡bi c‡ÿ evwn¨K Dr‡mi cY¨ I †mev mivmwi †µZvi Kv‡Q mieivn Kiv nq; 

M]  msMV‡bi wm×všÍ †gvZv‡eK †Kvb GKwU cÖwµqv ev Zvi cÖwµqvi Ask evwn¨K Drm †_‡K mieivn Kiv 
nq|  

msMVb evwn¨K Dr‡mi mieivnKvix‡`i cÖ‡qvRb Abymv‡i cÖwµqv ev cY¨ I †mev mieiv‡ni mÿgZvi 
g~j¨vqb, wbe©vPb, Kvh©cvi`wk©Zvi cwiaviY I cybtg~j¨vqb Kivi Rb¨ gvb`Û wba©viY I cÖ‡qvM Ki‡e| 
msMVb G mKj Kvh©vejxi `wjje× Z_¨ msiÿY Ki‡e|  

8.4.2 wbqš¿‡Yi aib I cwimi (Types and Extent of Control)  

msMVb wbwðZ Ki‡e †h, evwn¨K Drm †_‡K mieivnK…Z cÖwµqv, cY¨ I †mev msMV‡bi ‡µZv‡`i Kv‡Q 
gvbm¤§Z cY¨ ev †mev Ae¨vnZ fv‡e mieivn Kivi mÿgZv‡K †bwZevPK fv‡e cÖfvweZ K‡i bv| msMVb 
wbwðZ Ki‡e †h t  
K]  evwn¨K Drm †_‡K mieivnK…Z cÖwµqv gvb e¨e ’̄vcbv wm‡÷‡gi wbqš¿‡Yi g‡a¨ Av‡Q; 
L]  Dfq wel‡qi wbqš¿‡Yi msÁv w ’̄i Ki‡e, hv evwn¨K mieivnKvixi cÖwZ cÖ‡hvR¨ n‡e Ges Hme Dcv`vb 

hv D™¢zZ d‡ji cÖwZ cÖ‡hvR¨ n‡e; 
M]  we‡ePbv Kiv n‡q‡Q (1) evwn¨K Drm †_‡K mieivnK…Z cÖwµqv, cY¨ I †mev msMV‡bi ‡µZv‡`i 

Pvwn`v c~iY I cÖ‡qvMxq wewae× I wbqš¿Yg~jK kZ©vw` avivevwnK cÖwZcvjb Kivi mvsMVwbK  mÿgZvi 
Dci m¤¢ve¨ cÖfve; (2) evwn¨K mieivnKvixi e¨eüZ wbqš¿‡Yi Kvh©KvwiZv; 

N]  evwn¨K Drm †_‡K mieivnK…Z cÖwµqv, cY¨ I †mev †h kZ© c~iY K‡i Zv wbwðZ Kivi Rb¨ cÖ‡qvRbxq 
hvPvBKiY ev Ab¨vb¨ KvR wba©viY Kiv|  

8.4.3 evwn¨K mieivnKvix‡`i Z_¨ (Information for External Providers)  

msMVb evwn¨K mieivnKvix‡`i Zv‡`i cÖ‡qvRbxqZv Rvbv‡e t  
K]  cÖvße¨ cÖwµqv, cY¨ I †mev m¤ú‡K©;  
L]  Aby‡gvw`Z (1) cY¨ I †mev; (2) c×wZ, cÖwµqv I hš¿cvwZ; I (3) cY¨ I †mev mieivn m¤ú‡K©;  
M]  e¨w³i †hvM¨Zvmn `ÿZv ev mÿZv m¤ú‡K©; 
N]  msMVb KZ©„K cÖhy³ evwn¨K mieivnKvix‡`i Kvh©cvi`wk©Zv wbqš¿Y I cwiaviY m¤ú‡K©; 
O]  hvPvBKiY ev ˆeaKiY Kvh©vejx m¤ú‡K©, hv msMVb ev Zvi †µZviv evwn¨K mieivnKvix‡`i A½‡b 

m¤úv`b Ki‡Z Pvq|  

8.5 Drcv`b I †mev cÖ`vb (Production and Service Provisioin) 

8.5.1 Drcv`b I †mev mieivn wbqš¿Y (Control of Production and Service Provisioin) 

msMVb wbqwš¿Z Ae ’̄vq Drcv`b I mieivn ev Í̄evqb Ki‡e| wbqwš¿Z Ae ’̄vi g‡a¨ _vK‡e t  
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K]  `wjje× Z‡_¨i cÖvc¨Zv hv msÁvwqZ Ki‡e t (1) Drcv`bZe¨ cY¨, mieivn Kivi †mev ev †h KvR 
m¤úv`b Kiv n‡e Zv‡`i ˆewkó¨vejx; (2) †h dj AR©b Kiv n‡e;  

L]  Dchy³ cwiaviY I cwigvcb m¤ú`vw`i cÖvc¨Zv I e¨envi; 

M]  hvPvB Kivi Rb¨ h_vh_ Í̄‡i cwiaviY I cwigvcb Kvh©vejxi ev Í̄evqb Kiv GRb¨ †h, cÖwµqv ev 
AvDUcyUmg~‡ni gvb`Û Ges cY¨ I †mev MÖn‡Yi gvb`Û c~iY Kiv n‡q‡Q; 

N]  cÖwµqvmg~‡ni Rb¨ Dc‡hvMx AeKvVv‡gv I cwi‡e‡ki e¨envi;  

O]  cÖ‡qvRbxq †hvM¨Zvmn `ÿ †jvK wb‡qvM;  

P]  Drcv`b I †mev mieiv‡ni Rb¨ cÖwµqvmg~‡ni cwiKwíZ dj AR©b mÿgZv ˆeaKiY I KvjvwšÍK 
cybt‰eaKiY, †hLv‡b D™¢zZ dj cieZ©x cwiaviY ev cwigvcb e¨e ’̄vq hvPvB Kiv hvq bv; 

Q]  gbyl¨ fzj ms‡kvab KvR ev Í̄evqb; 

R]  evRv‡i Qvov, mieivn I mieivn-DËi KvRmg~n ev Í̄evqb|   

8.5.2 wPwýZKiY I AbymÜvb‡hvM¨Zv (Identification and Traceability)  

msMVb AvDUcyU wPwýZ Kivi Dchy³ c×wZ e¨envi Ki‡e, hLb cY¨ ev †mevi wgjKiY Riæix;  

msMVb cY¨ ev †mevi mieivn Kvwjb mg‡q cwiaviY I cwigvcb cÖ‡qvRbxqZvi cwi‡cÖwÿ‡Z AvDUcy‡Ui 
Ae ’̄vb wPwýZ Ki‡e;  

msMVb Zvi AvDUcy‡Ui ¯̂Zš¿¨ wPwýZKiY wbqš¿Y Ki‡e, hLb AbymÜvb‡hvM¨Zv GKUv kZ© Ges 
AbymÜvb‡hvM¨Zv Kvh©Ki Kivi Rb¨ `wjje× Z_¨ msiÿY Ki‡e|  

8.5.3 ‡µZv ev ewn¨K mieivnKvix‡`i ˆewkó¨ (Property Belonging to Customers or External Providers)  

msMVb ‡µZv ev evwn¨K mieivnKvix‡`i m¤ú`vw` mZK©Zvi mv‡_ †`Lfvj Ki‡e, hLb †m¸‡jv msMV‡bi 
wbqš¿‡Y _vK‡e ev msMVb e¨envi Ki‡e| 

msMVb ‡µZv ev ewn¨K mieivnKvix‡`i m¤ú`vw` wPwýZ, hvPvB, iÿv I wbivcËv w`‡e, hLb †m¸‡jv 
msMV‡bi Kv‡Q e¨env‡ii Rb¨ _vK‡e ev cY¨ I †mevi AšÍf©y³ wn‡m‡e _vK‡e|  

hLb ‡µZv ev ewn¨K mieivnKvix‡`i m¤ú`vw` nviv‡e, ÿwZ n‡e ev Ab¨ †Kvb fv‡e e¨env‡ii A‡hvM¨ 
n‡e, ZLb msMVb Zv †µZv ev ewn¨K mieivnKvix‡`i Rvbv‡e Ges Zvi `wjje× Z_¨ msiÿY Ki‡e|  

8.5.4 msiÿY (Preservation)  

msMVb Drcv`b I †mev mieiv‡ni mgq kZ© cyiY wbwðZ Kivi Rb¨ hZUzK cÖ‡qvRb dj msiÿY Ki‡e|  

8.5.5 mieivn cieZ©x Kvh©vejx (Post-delivery Activities)  

msMVb cY¨ I †mevi mswkøó mieivn cieZ©x Kvh©vejxi kZ©vw` c~iY Ki‡e| mieivn cieZ©x Kvh©vejxi gvÎv 
wba©vi‡Yi Rb¨ msMVb we‡ePbv Ki‡e t  
K] wewae× I wbqš¿Yg~jK kZ©vw`; 
L] wbR cY¨ I †mevi mv‡_ mswkøó m¤¢ve¨ AbvKvw•LZ cwiYwZ; 
M] wbR cY¨ I †mevi cÖK…wZ, e¨envi I cÖZ¨vwkZ †gqv`Kvj; 
N] †µZv cÖ‡qvRb; 
O]  †µZv djveZ©b|  
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8.5.6 cwieZ©b wbqš¿Y (Control of Changes)  

msMVb kZ© c~i‡Yi avivevwnKZv wbwðZ Kivi Rb¨ hZUzK cÖ‡qvRb cY¨ ev †mev mieiv‡ni cwieZ©b 
ch©v‡jvPbv I wbqš¿Y Ki‡e|  

msMVb cwieZ©‡bi dj, cwieZ©b Aby‡gv`bKvix e¨w³ ev e¨w³M‡Yi bvg, Ges ch©v‡jvPbv †_‡K D™¢zZ †Kvb 
cÖ‡qvRbxq M„nxZ Kvh©µ‡gi eY©bv m¤^wjZ `wjje× Z_¨ msiÿY Ki‡e|  

8.6  cY¨ I †mevi Qvo (Release of Products and Services)  

msMVb cY¨ I †mevi kZ©vw` c~iY n‡q‡Q wKbv Zv hvPvB Kivi Rb¨ h_vh_ ch©v‡q cwiKwíZ e¨e ’̄v ev Í̄evqb 
Ki‡e|  

†µZvi Kv‡Q cY¨ I †mevi Qvo n‡e bv hZÿY bv cwiKwíZ mg‡SvZv m‡šÍvlRbK fv‡e mgvß bv n‡e 
A_ev Dchy³ KZ©„cÿ KZ©„K Aby‡gvw`Z bv n‡e|  

msMVb cY¨ I †mev Qv‡oi Dci `wjje× Z_¨ msiÿY Ki‡e| GB `wj‡j _vK‡e (K) M„nxZ gvb`‡Ûi 
mv‡_ wgj nIqvi cÖgvYcÎ; (L) Qvo Aby‡gv`bKvix KZ©„c‡ÿi mÜvb| 

8.7 Miwgjhy³ AvDUcyUm& / dj wbqš¿Y (Control of Nonconforming Outputs)  

8.7.1  msMVb wbwðZ Ki‡e †h, †h me d‡ji (AvDUcy‡Ui) k‡Z©i mv‡_ wgj n‡e bv, ‡m¸‡jvi Abwf‡cÖZ e¨envi 
ev mieivn eÜ Kivi Rb¨ ‡m¸‡jv‡K wPwýZ I wbqš¿Y Kiv n‡q‡Q|  

msMVb Miwg‡ji cÖK…wZ I cY¨ I †mevi gvb-wg‡ji Dci Zvi cÖwZwµqvi wfwË‡Z h_vh_ Kvh©µg MÖnY 
Ki‡e| GKB e¨e ’̄v Miwgjhy³ cY¨ I †mev mieiv‡ni c‡i I mieivnKvwjb mg‡q cÖhy³ n‡e|   

msMVb Miwgjhy³ d‡ji †ÿ‡Î wb‡Pi †h †Kvb GKwU e¨e ’̄v MÖnY Ki‡Z cv‡i t  
K]  ms‡kvab; 
L]  cY¨ I †mevi mieivn wew”QbœKiY, euvav †`qv, †diZ †bqv, ev eÜ Kiv; 
M]  †µZv‡K AewnZKiY; 
N]  Qvo w`‡q MÖn‡Yi Rb¨ cÖvwaKvi`vb ÿgZvi Aby‡gv`b †bqv|  

Miwgjhy³ cY¨ ms‡kvab Kivi †ÿ‡Î gvb`‡Ûi mv‡_ wgj hvPvB Ki‡Z n‡e|  

8.7.2 msMVb `wjje× Z_¨ msiÿY Ki‡e hv‡Z _vK‡e t  
(K) Miwg‡ji weeiY; 
(L) M„nxZ Kvh©µg; 
(M) cÖvß Qv‡oi weeiY; 
(N) Miwg‡ji e¨vcv‡i Kvh©µg MÖnY wm×v‡šÍi wPwýZ KZ©„cÿ|  

9  Kvh©cvi`wk©Zv g~j¨vqb (Performance Evaluation)  

9.1 mvaviY (General)  

msMVb wba©viY Ki‡e t 
K]  †KvbwU cwiaviY I cwigvcb Ki‡Z n‡e; 
L]  ‰ea dj wbwðZ Kivi Rb¨ cwiaviY, cwigvcb, we‡kølY I g~j¨vqb Kivi c×wZmg~n; 
M]  KLb cwiaviY I cwigvcb Ki‡Z n‡e; 
N]  KLb cwiaviY I cwigvc‡bi dj we‡kølY I g~j¨vqb Ki‡Z n‡e; 
msMVb gvb e¨e ’̄vcbv wm‡÷‡gi cvi`wk©Zv I Kvh©KvwiZv g~j¨vqb Ki‡e|  
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msMVb d‡ji h_vh_ `wjje× Z_¨ msiÿY Ki‡e|  

9.1.2  ‡µZv mš‘wó (Customer Satisfaction) 

msMVb †µZv‡`i Pvwn`v I cÖZ¨vkv wK gvÎvq c~iY n‡”Q †m m¤ú‡K© †µZv‡`i Dcjwä ev g‡bvfve cwiaviY 
Ki‡e| msMVb GB Z_¨ msMÖ‡ni, cwiavi‡Yi I ch©v‡jvPbvi c×wZ wba©viY Ki‡e|  

9.1.3 we‡kølY I g~j¨vqb (Analysis and Evaluation)  

msMVb cwiaviY I cwigvc‡bi gva¨‡g cÖvß Dchy³ DcvË I Z_¨ we‡kølY I g~j¨vqb Ki‡e|  

we‡køl‡Yi dj hv g~j¨vq‡bi Rb¨ e¨eüZ n‡et  

K]  cY¨ I †mevi gvb-wgjKiY; 

L]  †µZv mš‘wói gvÎv; 

M]  gvb e¨e ’̄vcbv wm‡÷‡gi cvi`wk©Zv I Kvh©KvwiZv; 

N]  cwiKíbv h_vh_ fv‡e ev Í̄evwqZ n‡”Q wKbv;  

O]  SuywK I my‡hvM †gvKv‡ejvq M„nxZ Kvh©µ‡gi Kvh©KvwiZv; 

P]  evwn¨K mieivnKvix‡`i cvi`wk©Zv; 

Q]  gvb e¨e ’̄vcbv wm‡÷‡gi Dbœq‡bi cÖ‡qvRbxqZv|  

9.2  Af¨šÍixY wbixÿv (Internal Audit)  

9.2.1  msMVb cwiKwíZ wbw ©̀ó mgq A‡šÍ Af¨šÍixY wbixÿv m¤úv`b Ki‡e| G †_‡K ‡h Z_¨ Rvbv hv‡e Zv n‡jv 
gvb e¨e ’̄vcbv wm‡÷g-  
[K]  (1) gvb e¨e ’̄vcbv wm‡÷‡gi Rb¨ msMV‡bi wbR¯̂ gvb cÖ‡qvRb c~iY n‡”Q wKbv;  

(2) GB AvšÍR©vwZK gvb`‡Ûi kZ©vw` c~iY n‡”Q wKbv; 
[L] Kvh©Ki fv‡e ev Í̄evwqZ I eRvq ivLv n‡q‡Q|  

9.2.2 msMVb Ki‡e- 

K]  msNU‡bi nvi, c×wZ, `vwqZ¡, cwiKíbvi cÖ‡qvRbxq kZ©vw`, I cÖwZ‡e`b cÖ`vb mn GKwU wbixÿv 
†cÖvMÖvg cwiKíbv, cÖwZôv, ev Í̄evqb Ges eRvqKiY Ki‡e hv m¤ú„³ cÖwµqvmg~‡ni ¸iæZ¡, msMVb‡K 
cÖfvweZ K‡i Ggb cwieZ©bmg~n Ges c~‡e©i K…Z wbixÿvi dj we‡ePbv K‡i cÖYxZ n‡e;  

L]  wbixÿvi gvb`Û I cÖ‡Z¨K wbixÿv AvIZvi msÁvKiY Ki‡e; 

M]  wbixÿv cÖwµqvi D‡Ïk¨gyLxZv I wbi‡cÿZv eRvq wbwðZ Kivi Rb¨ wbixÿK wbe©vPb I wbixÿv 
m¤úv`b Ki‡e; 

N]  mswkøó e¨e ’̄vc‡Ki Kv‡Q wbixÿvi dj †cÖiY Kiv wbwðZ Ki‡e; 

O]  AbvKvw•LZ wej¤^ Qvov h_vh_ ms‡kvab I Kvh©µg MÖnY Ki‡e;  

P]  bixÿv †cÖvMÖvg ev Í̄evqb I wbixÿvi d‡ji cÖgvY wn‡m‡e `wjje× Z_¨ msiÿY Ki‡e|  

9.3  e¨e ’̄vcbv ch©v‡jvPbv (Management Review)  

9.3.1  mvaviY (General)  

gvb e¨e ’̄vcbv wm‡÷‡gi Ae¨vnZ Dchy³Zv, ch©vßZv, Kvh©KvwiZv Ges msMV‡bi †KŠkjMZ wb‡ ©̀kbvi mv‡_ 
mse×Zv wbwðZ Kivi Rb¨ cwiKwíZ weiwZ w`‡q kxl© e¨e ’̄vcbv Gi gvb ch©v‡jvPbv Ki‡e|  
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9.3.2 e¨e ’̄vcbv ch©v‡jvPbv  BbcyUm& (Management Review Inputs) 

  e¨e ’̄vcbv ch©v‡jvPbv cwiKíbv I m¤úv`b Ki‡Z n‡e †h welq¸‡jv we‡ePbv K‡i t  
K]  c~e©eZx e¨e ’̄vcbv ch©v‡jvPbv Kivi d‡j M„nxZ Kvh©µ‡gi eZ©gvb Ae ’̄v; 
L]  gvb e¨e ’̄vcbv wm‡÷‡gi m‡½ m¤úwK©Z Af¨šÍixY I evwn¨K welqvejxi cwieZ©b; 
M]  gvb e¨e ’̄vcbv wm‡÷‡gi cvi`wk©Zv I Kvh©KvwiZvi Z_¨ I †h wel‡qi aviv t  

1) ‡µZv mš‘wó I AvMÖnx cÿmg~‡ni djveZ©b; 
2) gvb D‡Ï‡k¨i AwR©Z gvÎv;  
3) cÖwµqv cvi`wk©Zv I cY¨ I †mevi gvb wgjKiY; 
4) Miwgj I Zv ms‡kva‡bi Kvh©µg; 
5) cwiaviY I cwigvcb dj; 
6) wbixÿvi dj; 
7) evwn¨K mieivnKvix‡`i Kvh©cvi`wk©Zv; 

N]  m¤ú‡`i ch©vßZv; 
O]  SuywK I my‡hvM †gvKv‡ejvq M„nxZ Kvh©µ‡gi Kvh©KvwiZv (6.1 †`Lyb); 
P]  Dbœq‡bi my‡hvM|  

9.3.3 e¨e ’̄vcbv ch©v‡jvPbv AvDUcyUm& (Management Review Outputs)  
e¨e ’̄vcbv ch©v‡jvPbv AvDUcyUm& ev d‡ji m‡½ †h welq¸‡jvi wm×všÍ I Kvh©µg mswkøó _vK‡e t  
K]  Dbœq‡bi my‡hvM; 
L]  gvb e¨e ’̄vcbv wm‡÷‡gi †Kvb cwieZ©‡bi cÖ‡qvRbxqZv; 
M]  cÖ‡qvRbxq m¤ú`; 
msMVb e¨e ’̄vcbv ch©v‡jvPbv d‡ji cÖgvY wn‡m‡e `wjje× Z_¨ msiÿY Ki‡e|  

10  Dbœqb (lmprovement)  

10.1  mvaviY (General)  

msMVb Dbœq‡bi my‡hvM wba©viY I wbe©vPb Ki‡e Ges †µZv Pvwn`v c~iY I †µZv mš‘wó e„w× Kivi Rb¨ 
cÖ‡qvRbxq †h †Kvb Kvh©µg ev Í̄evqb Ki‡e|  
GwUi g‡a¨ _vK‡e t  
K]  gv‡bi kZ©vw` c~i‡Yi Rb¨ I fwel¨‡Zi Pvwn`v I cÖZ¨vkv †gUv‡bvi Rb¨ cY¨ I †mevi gv‡bvbœqb; 
L]  AbvKvw•LZ cÖwZwµqv ms‡kvab, cÖwZ‡iva I n«vmKiY; 
M]  gvb e¨e ’̄vcbv wm‡÷‡gi cvi`wk©Zv I Kvh©KvwiZvi Dbœqb| 

10.2  Miwgj I ms‡kvabg~jK c`‡ÿc (Nonconformity and Corrective Action)  

10.2.1 hLb D™¢zZ Awf‡hvMmn Miwgj N‡U, msMVb Ki‡e t 
K]  Miwg‡ji cÖwZwµqv wn‡m‡e (1) GwU‡K wbqš¿Y I ms‡kvabx Kvh©µg MÖnY; (2) cwiYwZ †gvKv‡ejv Kiv; 
L]  Miwg‡ji KvjYmg~n we‡jvc Kivi Rb¨ Kvh©µ‡gi cÖ‡qvRb g~j¨vqb Kiv G Kvi‡Y †h, GwUi cybive„wË 

n‡e bv ev GwU Avevi NU‡e bv| G KvR Kivi Rb¨ t  
1) Miwg‡ii ch©v‡jvPbv I we‡kølY; 
2) Miwg‡ji KviY wba©viY; 
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3) hw` GKB ai‡bi Miwgj N‡U ev NUvi m¤¢vebv _v‡K Zv wba©viY; 
M]  cÖ‡qvRbxq Kvh©µg ev Í̄evqb; 
N]  M„nxZ ms‡kvaYxg~jK Kvh©µ‡gi Kvh©KvwiZv ch©v‡jvPbv;  
O]  cwiKíbvi mgq wba©vwiZ SuywK I my‡hv‡Mi nvjbvMv` Kiv, hw` cÖ‡qvRb nq; 
P]  gvb e¨e ’̄vcbv wm‡÷‡g cwieZ©b Kiv, hw` cÖ‡qvRb nq;  
Q]  ms‡kvabxg~jK Kvh©µg Miwg‡ji cÖwZwµqv †gvKv‡ejv Kivi Dchy³ n‡Z n‡e|  

10.2.2 msMVb †h¸‡jv cÖgvY wn‡m‡e `wjje× Z_¨ msiÿY Ki‡e- 
(1) Miwg‡ji cÖK…wZ I M„nxZ Kvh©µg; 
(2) M„nxZ ms‡kvabxg~jK e¨e ’̄vi dj|   

10.3  Aweivg Dbœqb (Continual Improvement)  

msMVb weiwZmn Dbœqb gvb e¨e ’̄vcbv wm‡÷‡gi Dchy³Zv, ch©vßZv I Kvh©KvwiZvi weiwZmn Dbœqb 
Ae¨vnZ ivL‡e|  

msMVb we‡kølY I g~j¨vqb dj Ges e¨e ’̄vcbv ch©v‡jvPbvi dj we‡ePbv Ki‡e GwU wba©vi‡Yi Rb¨ †h, 
weiwZmn Dbœq‡bi Ask wn‡m‡e †Kvb cÖ‡qvRb ev my‡hvM †gvKv‡ej Kiv `iKvi Av‡Q wKbv|  

gvb e¨e¯’vcbv wm‡÷g ev Í̄evqb  
(Implementation)  

gvb e¨e ’̄vcbv wm‡÷g ev Í̄evqb Ki‡Z n‡j KwZcq c`‡ÿc MÖnY Ki‡Z nq| †m¸‡jv wb‡P eY©bv Kiv n‡jv t  

1. kxl© e¨e ’̄vcbvi A½xKvi (Top Management Commitment) : AvBGmI 9001-2015 gvb`Û Abymv‡i gvb 
e¨e ’̄vcbv wm‡÷g ev Í̄evqb Ki‡Z n‡j Gi cÖwZ kxl© e¨e ’̄vcbvi A½xKvi me‡P‡q ¸iæZ¡c~Y© c`‡ÿc| GB 
gvb`‡Û kxl© e¨e ’̄vcbvi `vwqZ¡ †`qv n‡q‡Q| ZvQvov, kxl© e¨e ’̄vcbvi AvMÖn I A½xKvi bv _vK‡j cÖ‡qvRbxq 
m¤ú` eivÏ cvIqv hv‡e bv|  

2. e¨e ’̄vcbv cÖwZwbwa wb‡qvM (Appoint the Mangement Representation) : gvb e¨e ’̄vcbv wm‡÷g ev Í̄evqb 
cÖK‡íi Rb¨ cwiPvjK wn‡m‡e GKRb D”PZi e¨e ’̄vcK wb‡qvwRZ n‡eb| wZwb ev Í̄evq‡bi Kv‡R mgš^qK 
wn‡m‡e KvR Ki‡eb I wewfbœ c‡ÿi g‡a¨ †hvMv‡hvM -e¨w³ n‡eb| g‡b ivL‡Z n‡e, gvb e¨e ’̄v ev Í̄evq‡b 
msMV‡bi cÖ‡Z¨K e¨w³‡K m¤ú„³ Ki‡Z n‡e|  

3. m‡PZbZv (Awareness) : gvb e¨e ’̄v m¤ú‡K© cÖwZôv‡bi mKj‡K AewnZ n‡Z n‡e| mKj‡K gv‡bi D‡Ïk¨ 
m¤ú‡K© Rvb‡Z n‡e| gvb e¨e ’̄v cÖeZ©‡bi KviY, myweav I cwiYwZ m¤ú‡K© Rvb‡Z n‡e| G Rb¨, gvb I gvb 
e¨e ’̄v m¤ú‡K© mKj‡K cÖwkÿY w`‡Z n‡e|  

4. ev Í̄evqb wUg wb‡qvM (Appoint an Implementation Team) : wewfbœ Kvh© wefvM I Í̄i †_‡K ‡hvM¨ †jvK 
wb‡q cÖwZwbwaZ¡g~jK ev Í̄evqb wUg MVb K‡i Zv‡`i `vwqZ¡ w`‡Z n‡e| cuvPwU aviv h_v ‡bZ…Z¡, cwiKíbv, 
mnvqZv, Kvh©m¤úv`b, Kvh©cvi`wk©Zv g~j¨vqb I Dbœqb Gi Rb¨ Avjv`v Avjv`v wUg MVb K‡i w`‡Z n‡e| Zviv 
¯̂ ¯̂ †ÿ‡Î gvb e¨e ’̄vcbv wm‡÷‡gi cÖwµqvmg~n, Zv‡`i ch©vqµwgKZv I wg_w®Œqv wPwýZ I cwiPvjbv Ki‡e|  

5. cÖwkÿY (Training) : ev Í̄evqb wUg, ZË¡veavqK I Af¨šÍixY wbixÿv wUg‡K cÖwkÿY w`‡Z n‡e| ev Í̄‡e wUg 
†bZv‡K evB‡i †_‡K cÖwkwÿZ Kiv nq I wUg †bZv c‡i wUg m`m¨‡`i cÖK‡í cÖwkÿY †`b|  
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6. mgqm~wPKiY (Time Schedule) : ev Í̄evqb cÖK‡íi KvRmg~n wPwýZ K‡i cÖ‡Z¨K Kv‡Ri Rb¨ mgq wba©viY 
K‡i w`‡Z n‡e| Kv‡Ri GKUv ch©vqµwgK msNU‡bi wPÎ ˆZwi Ki‡Z n‡e| G fv‡e ev Í̄evqb cÖKí m¤úv`‡bi 
Kvh©Kvj wba©viY Ki‡Z n‡e| G †ÿ‡Î GK eQi Qq gvm mgq jvM‡Z cv‡i|  

7. Dcv`vb gvwjKvbv wbe©vPb (Select Element Owners) : cÖwZwU wm‡÷g Dcv`v‡bi GKRb ev GKwU `j‡K 
gvwjKvbv w`‡q `vwqZ¡ w`‡Z n‡e| GB e¨w³ ev e¨w³iv ev Í̄evqb wU‡gi m`m¨ n‡Z cv‡i| GKRb e¨w³ ev GKwU 
`j GK ev GKvwaK Dcv`v‡bi gvwjKvbv †c‡Z cv‡i| Dcv`v‡bi gvwjK bZzb m`m¨ wb‡q GKwU wUg MVb Ki‡Z 
cv‡i| GB wUg ev Í̄evqb cÖwµqvq gvwjK‡K mvnvh¨ Ki‡e|  

8. eZ©gvb wm‡÷g ch©v‡jvPbv (Review the Present System) : Dcv`vb gvwjK ev Zvi wUg eZ©gvb gvb wm‡÷g 
ch©v‡jvPbv Ki‡e| mKj gvb gvjvgvj, cÖYvjx, Kvh© wb‡ ©̀kbv I dig msMÖn Ki‡e| wm‡÷g Dcv`vb wfwË‡Z 
G¸‡jv evQvB Ki‡Z n‡e| wK Av‡Q Avi wK †bB Zv wPwýZ Ki‡e| GwU‡K dvivK we‡kølY e‡j| GwU evB‡ii 
civgk©K w`‡qI Kiv hvq|  

9. `wjj ‡jLv (Write the Documents) : wjwLZ gvb cwjwm I cÖYvjxi g¨vbyqvj ev weeiY cyw Í̄Kv wjL‡Z n‡e| 
wbw ©̀ó Kv‡Ri gvb wVK ivLvi Rb¨ h_vh_ Kvh© wb‡ ©̀kbv wjL‡Z n‡e| whwb wbqwgZ †h KvR K‡ib, wZwb GB Kvh© 
wb‡ ©̀kbv wjL‡eb| Z‡e †jLvi mgq weÁZv cÖ`k©b Ki‡Z n‡e, Zv bv n‡j `wjj RwUj I ÿwZKi n‡q co‡e|  

10. bZzb wm‡÷g cÖwZôv (Install the New System) : Gevi cwjwm, cÖYvjx I Kvh© wb‡ ©̀kbv msMV‡bi ‰`wbK 
Kv‡Ri wb‡ ©̀kbvq GKxfzZ Ki‡Z n‡e Ges †m Abyhvqx `wjje× Ki‡Z n‡e| me Dcv`vb GK mv‡_ ev Í̄evqb 
Kiv Riæix bq| cÖ‡Z¨K e¨w³ †hb cÖwkÿY cvq Zv wbwðZ Ki‡Z n‡e| 

11. Af¨šÍixY wbixÿv (Internal Audit) : gvb wm‡÷‡gi GKUv Af¨šÍixY wbixÿv Ki‡Z n‡e| wm‡÷g †h Kvh©Ki 
fv‡e KvR Ki‡Q Ges e¨e ’̄vcbv †h mvgwMÖK e¨e ’̄vcbv ch©v‡jvPbv Kivi Rb¨ cÖ‡qvRbxq Z_¨ cv‡”Q Zv wbwðZ 
Kivi Rb¨ GwU Ki‡Z n‡e| G cÖwµqvq †QvULv‡Uv fzj ms‡kvab n‡q hv‡e| wewfbœ wel‡q cÖwkÿYcÖvß †jvKRb 
w`‡q GB wbixÿv Ki‡Z n‡e|  

12. e¨e ’̄vcbv ch©v‡jvPbv (Management Review) : gvb jÿ¨ AR©‡b wm‡÷‡gi Kvh©KvwiZv hvPvB Kivi Rb¨ 
e¨e ’̄vcbv ch©v‡jvPbv Ki‡Z n‡e| cÖ‡qvR‡b wm‡÷g ms‡kvab Ki‡Z n‡e|  

13. c~e©g~j¨vqb (Preassessment) : GB avcwU Hw”QK| P~ovšÍ ev Í̄evq‡bi Av‡M GwU Kiv †h‡Z cv‡i|  

14. wbeÜb ( Registraiton) : Gevi AvB,Gm.I-‡Z wbeÜb Ki‡Z n‡e| GwUi wZbwU Ask t GKRb wbeÜK evQvB 
Kiv, Av‡e`bcÎ †ck Kiv I wbeÜ‡Ki wm‡÷g wbixÿv m¤úv`b| mKj cÖ‡qvRbxq KvMRcÎ w`‡q Av‡e`bcÎ 
Ki‡Z n‡e Ges me wKQz wVK _vK‡j AvB.Gm.I. mb` cvIqv hv‡e| G cÖwµqvi we Í̄vwiZ c‡i Av‡jvPbv Kiv 
n‡q‡Q|  

`wjj cÖ ‘̄ZKiY  
(Documentation) 

Avgiv Rvwb gvb wm‡÷g cY¨ ev †mevi gvb eRvq ivLvi GKUv c×wZ| GB gvb wm‡÷‡gi `wjj cÖ ‘̄ZKiY KvRwU 
PviwU ch©vqµwgK wb¤œgyLx av‡c m¤úvw`Z nq| GB ch©vqµwgK KvR¸‡jv Av‡jvPbv Kiv n‡e| cÖ_‡g GB †mvcv‡bi 
wPÎwU wb‡P †`Lyb|  
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`wjj cÖ ‘̄ZKiY wcivwgW 

 

cwjwm (Policy) 

`wjj cÖ ‘̄ZKi‡Yi cÖ_g ch©vq n‡”Q gvb cwjwm g¨vbyqvj ˆZwi Kiv| GB `wjj gv‡bi Rb¨ wK Ki‡Z n‡e Ges †Kb 
Ki‡Z n‡e Zv wbw ©̀ó K‡i eY©bv K‡i| GB gvb cwjwm g¨vbyqv‡ji ‡jLv n‡e ¯úó,mswÿß, ev Í̄evbyM I eyS‡Z mnR 
nq Ggb K‡i| †Kb gvb cwjwm Zv GK K_vq eY©bv Ki‡Z n‡e| GB weeiYx‡Z msMV‡bi gvb D‡Ïk¨vejx mswÿß 
AvKv‡i mnR msÁvq cÖKvk Ki‡Z n‡e|  

cÖYvjx (Procedure) 

`wjj cÖ ‘̄ZKi‡Yi wØZxq ch©vq n‡”Q gvb cÖYvjx| GB cÖYvjx‡Z ewY©Z gvb cwjwm¸‡jv ev Í̄evqb I m¤úv`b Kivi 
c×wZmg~n eY©bv Kiv nq| GLv‡b †K †Kvb KvR Ki‡e, KLb Ki‡e, †Kv_vq `wjj cÖ ‘̄ZKiY KvRUv Ki‡Z n‡e 
BZ¨vw` wbw ©̀ó fv‡e ewY©Z _v‡K| A‡bK msMV‡b cwjwm I cÖYvjx GK m‡½ eY©bv Kiv _v‡K|  

Kvh© wb‡ ©̀kbv (Work Instructions) 

Kvh© wb‡ ©̀kbv mvaviYZt wefvM, †gwmb, KvR ev cY¨ wfwËK cÖ ‘̄Z Kiv nq I wKfv‡e GKwU KvR Ki‡Z nq Zv av‡c 
av‡c eY©bv Kiv nq| GB wb‡ ©̀kbv we Í̄vwiZ AvKv‡i eY©bv Kiv nq| GB wb‡ ©̀kbvq Kv‡Ri we Í̄vwiZ bKkv, 
Kvh©m¤úv`b c×wZ, mgqm~wP, wbw ©̀ó KvR, Qwe, wfwWI ev Kv‡Ri bgybv BZ¨vw` _v‡K| †h KvR K‡i †m-B myPviæ 
fv‡e Kvh© weeiYx I wb‡ ©̀kbv wjL‡Z cv‡i| †Kbbv, †m cÖwµqv Rv‡b Avi mgm¨vI Rv‡b|  

wjwce×KiY (Records) 

Kv‡Ri Rb¨ AbymiYxq cwjwm, cÖYvjx I Kvh© wb‡ ©̀kbvi `wjj ‡jLvi KvRwU nj wjwce×KiY| GB wjwce×Kvix I 
Aby‡gv`bKvix e¨w³‡`i ¯̂vÿi I wmjmn GB †iKW© P~ovšÍ Kiv nq| GwU fwel¨‡Z cÖwkÿ‡Yi wfwË I m~Î wn‡m‡e 
KvR K‡i|  

`wjj †jLb (Writing the Documents)  

`wjj †jLvi Rb¨ KZK¸‡jv AbymiYxq wb‡ ©̀kbv Av‡Q| KviY Kv‡Ri wb‡ ©̀kbv `wjj n‡Z n‡e mnR I mswÿß| 
myZivs wb‡Pi welq¸‡jv eRvq †i‡L `wjj †jLb KvRUv Ki‡Z n‡e t 

• cÖwZwU aviYv GKUv Aby‡”Q‡` wjLyb| cÖwZwU Aby‡”Q‡`i GKUv b¤^i w`b|  
• mij ev‡K¨ wjLyb|  

 

cwjwm  

cÖYvjx  

Kvh© wb‡`©kbv  ev Abykxjb  

bw_ ev cÖgvY    
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• 13 ev 14 mvB‡Ri Aÿ‡i UvBc Kiæb| 
• ms‡ÿ‡c wjLyb A_©vr hv `iKvi ïay Zv-B wjLyb| 
• KwVb kã, A‡Pbv kã, j¤^v kã, RwUj evK¨, AcÖPwjZ kã I RviMb (we‡kl cwifvlv) e¨envi Ki‡eb bv 

ev Kg e¨envi Ki‡eb| 
• AcÖvmvw½K welq ev` w`b|  
• ‡K, wK, †Kb, KLb, †Kv_vq, wKfv‡e cÖkœ¸‡jvi DËi w`b| 
• j¤^v e³‡e¨i e`‡j ‡PK wmU I †d¬v WvqvMÖvg e¨envi Kiæb|  
• GKUv dig¨vU KvVv‡gv ˆZwi Kiæb Ges †mwU `wjj cÖ ‘̄ZKiY †mvcv‡bi me Í̄‡i e¨envi Kiæb|  
• cÖ‡Z¨KwU `wj‡ji GKUv wk‡ivbvg, we‡kl ms‡KZhy³ b¤^i hv cÖwZwU `wj‡ji Rb¨ Avjv`v, ZvwiL, 

cybt‡`Lvi b¤^i ev Aÿi Ges c„ôv msL¨v wjLyb| ‡hgb gvb bxwZ ms‡ÿ‡c gv.bx; Avi Dcv`vb n‡e 2.1 ev 
2.1.2 BZ¨vw`| gvb cÖYvjx n‡e gvcÖ|  

• g¨vbyqv‡j GKUv cÖ”Q` cvZv ivLyb Ges †mLv‡b _vK‡e msMV‡bi bvg, wVKvYv I `wj‡ji wk‡ivbvg| Zvici 
GKwU welq wb‡q GKwU cwi‡”Q` ïiæ Kiæb| cÖ‡Z¨K weeiYx‡Z cÖavb wbe©vnxi ¯̂vÿi msMÖn Kiæb|  

• GKUv g~j Kwc msiwÿZ ivLyb| GKwU wbqš¿Y Kwc‡Z cwieZ©b, cwi‡kvab Kiæb|  
• AvB.Gm.I. 9001-2015 Gi cÖ‡Z¨K Dcv`vb cwjwm g¨vbyqv‡j ivLyb| †hwU _vK‡e bv, †mLv‡b ÕcÖ‡hvR¨ bqÕ 

wjLyb|  
• mKj wb‡ ©̀kbv fwel¨r ev‡P¨ wjLyb A_©vr n‡e, _vK‡e BZ¨vw`|  
• `wjj wcivwg‡Wi wØZxq av‡c cÖYvjx g¨vbyqvj GKB fv‡e wjLyb| Kg _vK‡j cwjwm g¨vbyqv‡ji mv‡_ wjLyb|  
• cÖevn QK †QvU I mywbw ©̀ó ivLyb| AcÖ‡qvRbxq †Kvb Z_¨ ivL‡eb bv| cÖwµqv ¯úó I D¾¡j fv‡e Dc ’̄vcb 

Kiæb|  
• `wjj wcivwg‡Wi Z…Zxq av‡c Kvh© wb‡ ©̀kbv| Dch©y³ MvBWjvBb †g‡b wjLyb|  
• `wjj wcivwg‡Wi Z…Zxq av‡c wjwce×KiY| h_vh_ fv‡e wjwce× Kiæb| Dch©y³ MvBWjvBb †g‡b wjLyb| 

†jL¨, wWwRUvj wgwWqv h_v AwWI Ges wfwWI BZ¨vw` †h †Kvb ev Dfq gva¨‡g ‡iKW© Kiæb|  
• B›Uvi‡bU ev B›Uªv‡bU WvUv‡eR e¨envi Kiæb| GKwU I‡qe wfwËK wm‡÷g evwn¨K e¨env‡i LyeB Dc‡hvMx|  

 

Af¨šÍixY wbixÿv (Internal Audit) 

Af¨šÍixY wbixÿvi gva¨‡g gvb e¨e ’̄vcbv wm‡÷‡gi cÖZ¨vkv Abymv‡i KvR Ki‡Q wKbv Ges cÖZ¨vwkZ dj AwR©Z 
n‡q‡Q wKbv Zv cixÿv Kiv nq| Af¨šÍixY wbixÿv n‡”Q AvBGmI 9000 gvb`‡Ûi GKwU Ab¨Zg cÖavb Dcv`vb| 
gvb e¨e ’̄vcbv wm‡÷‡gi mKj Dcv`vb eQ‡i AšÍZt GKevi Af¨šÍixY wbixÿv Ki‡Z n‡e Ges cÖ‡qvRb Abymv‡i 
evisevi Kiv hvq|  

D‡Ïk¨vejx  

Af¨šÍixY wbixÿvi cuvPwU D‡Ïk¨ Av‡Q| ‡m¸‡jv n‡jv t  

1| `wjje× gvb e¨e ’̄vcbv wm‡÷‡gi mv‡_ cÖK…Z cvi`wk©Zvi wgj Av‡Q wKbv Zv vba©viY Kiv; 

2| NvUwZi †ÿ‡Î ms‡kvabxg~jK Kvh©µg ïiæ Kiv; 

3| c~‡e©i wbixÿvq wPwýZ Miwgj AvB‡Ug¸‡jvi AbyeZ©b Kiv; 

4| e¨e ’̄vcbvi Kv‡Q fvj fv‡e djveZ©b w`‡q gvb e¨e ’̄vcbv wm‡÷‡gi Ae¨vnZ DbœwZ Kiv; 

5| m¤¢ve¨ Dbœqb DrmvwnZ Kivi Rb¨ wbixÿK‡K cÖwµqv m¤ú‡K© wPšÍv Ki‡Z DØy× Kiv|  
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wbixÿK  

wbixÿK n‡eb GKRb †hvM¨Zv m¤úbœ wbixÿvi mb` cÖvß e¨w³| wbixÿvi bvbv wel‡qi Dci Zuvi cÖwkÿY _vK‡Z 
n‡e| GKRb wbixÿK wjwLZ I evPwbK †hvMv‡hv‡M `ÿ n‡eb, fvj †kÖvZv n‡eb, Ges †bvU wb‡Z cvi`k©x n‡eb| 
Ab¨vb¨ mnMvgx ¸Y _vK‡Z n‡e| wbixÿK D‡Ïk¨gyLx, mr I wbi‡cÿ n‡eb| Zuvi wbixÿvi gvb`Û m¤ú‡K© fvj 
aviYv _vK‡Z n‡e|  

‡KŠkj  

Af¨šÍixY wbixÿvq wZbwU †KŠkj e¨envi Kiv nq| ‡m¸wj n‡jv `wjj cixÿv, KvR ch©‡eÿY I mvÿvrKvi|  

`wjj cixÿvi ïiæ‡Z gvb g¨vbyqvj cixÿv Ki‡e| gvb e¨e ’̄vcbv wm‡÷‡gi cwjwmi AvIZv m¤ú‡K© Rvb‡e| G Qvov, 
µq Av‡`k, mieivnKvix wbe©vPb, m¤ú` Qv‡oi ˆea Av‡`kcÎ, I mswkøó KvMRcÎ hvPvB-evQvB Ki‡e|  

KvR ch©‡eÿY Kv‡j wbixÿK c‡Y¨i †ÿ‡Î Kvh© wPwýZKiY, m¤úv`b, ‡gvowKKiY, ¸`vgRvZKiY I wbivcËv †`qv 
c×wZ BZ¨vw` ch©‡eÿY Ki‡e|  

mvÿvrKvi †bqv GKUz KwVb KvR| gvb e¨e ’̄vcbvi mv‡_ mswkøó e¨w³‡`i mvÿvrKvi †bqv nq| GB mvÿvrKvi mnR 
cwi‡e‡k, m¤§vb I webq eRvq †i‡L wbw ©̀ó welq †K› ª̀xK cÖkœ K‡i wb‡Z n‡e| weP¨ywZ m¤ú‡K© Rvb‡Z †ekx mZK© 
n‡Z n‡e| cÖ‡qvR‡b Kg©Pvwii KvQ †_‡K wjwLZ fv‡e Zvi e³e¨ wb‡Z n‡e|  

cÖYvjx  

 wbixÿv Kivi Rb¨ cÖavb Af¨šÍixY wbixÿK GKUv wbixÿv cwiKíbv I GKUv †PK wj÷ ˆZwi Ki‡eb| GLv‡b 
Kv‡Ri ZvwjKv, `wj‡ji ZvwjKv, Kvh© wefv‡Mi bvg, wewaweavb, wbixÿv wU‡gi m`m¨‡`i bvg, mgqm~wP BZ¨vw` 
_v‡K| GB wbixÿv Kivi Av‡M I wbixÿvi KvR Pjv Kv‡j I wbixÿv †k‡l mfv Kivi `iKvi nq| G mfv¸‡jvi 
Av‡jvP¨m~wP cÖ ‘̄Z Ki‡Z nq| GKwU AvbyôvwbK wbixÿv Kivi hveZxq KvR Af¨šÍixY wbixÿvi †ÿ‡Î Ki‡Z nq|  

wbeÜb (Registration)  

gvb e¨e ’̄vcbv wbeÜb n‡”Q wbeÜK bvgK Z…Zxq cÿ KZ©„K cÖwZôv‡bi gvb e¨e ’̄vi g~j¨vqb I wbixÿv| GB wbeÜ‡bi 
ỳBwU Ask t GKRb wbeÜK wbe©vPb I wbeÜb cÖwµqv|  

wbeÜK wbe©vPb 

cÖwZwU †`‡ki RvZxq wbeÜK ¯̂xK…wZ cwil` wbeÜK mb` w`‡q _v‡K| GB cwil` ev †evW© cÖwZwôZ gvb`‡Ûi 
wfwË‡Z †hvM¨ cÖwZôvb‡K wbeÜK wn‡m‡e ¯̂xK…wZ mb` †`q nq| G Rb¨ gvwK©b hy³iv‡óª †iwR÷ªvi A¨v‡µwW‡Ukb 
†evW© (Registrar Accreditation Board) Ges evsjv‡`‡k evsjv‡`k A¨v‡µwW‡Ukb †evW© (Bangladesh 

Accreditation Board) i‡q‡Q| wbeÜK wbe©vP‡bi mgq we‡eP¨ welq¸‡jv n‡”Q t gvb wbeÜK wn‡m‡e mb` cÖvß, 
wbw ©̀ó wk‡í KvR Kiv AwfÁZv, m‡šÍvlRbK wbeÜb cÖwµqv Ges mgq I e¨q|  

wbeÜb cÖwµqv  

gvb mb` cvIqvi wbeÜb cÖwµqvq QqwU avc Av‡Q| wbeÜ‡bi Av‡e`b cÎ cvIqvi ci †iwR÷ªvi wbeÜb cÖwµqv ïiæ 
Ki‡eb| †m¸‡jv n‡”Q t (1) wbeÜ‡bi Av‡e`b- Av‡e`b c‡Î †iwR÷ªvi I wkí cÖwZôv‡bi AwaKvi I KZ©e¨ D‡jøL 
_vK‡e, †Kvb& gvb`‡Ûi gvb mb` †c‡Z Pvq Zv ejv _vK‡Z n‡e Ges mv‡_ mKj `wjj _vK‡e| (2) `wjj 
ch©v‡jvPbv - wbeÜK gvb wm‡÷‡gi `wjj¸‡jv cixÿv-wbixÿv Ki‡e| A‡bK wbeÜK ïay gvb cwjwm g¨vbyqvj Pvb, 
Avevi A‡bK wbeÜK cwjwm g¨vbyqvj I cÖYvjx g¨vbyqvj ỳÕ‡UvB Pvb| (3) c~e© g~j¨vqb- ‡ckK…Z Av‡e`b I `wj‡j 
†Kvb eo ai‡bi KgwZ ev weP¨ywZ Av‡Q wKbv Zv G ch©v‡q †`Lv nq| A‡bK wbeÜK G avcwU ev` †`b| (4) wbeÜb- 
wbe©vwPZ gv‡bi mv‡_ msMV‡bi mKj `wjj wgj cvIqv †M‡j GKwU c~Y© wbixÿv m¤úv`b Kiv nq| cÖavb wbixÿK 
mgvwß mfv Ki‡eb| mKj kZ© c~iY n‡j cÖwZóvb gvb mb` cv‡e| k‡Z©i bMY¨ NvUwZ _vK‡j kZ© mv‡c‡ÿ gvb mb` 
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cv‡e| Avi k‡Z©i †ekx NvUwZ _vK‡j gvb mb` cv‡e bv| (5) AbyeZ©b bRi`vwi - gvb mb` cÖ`v‡bi Qq gv‡mi 
gv_vq bRi`vwi wbixÿv Kiv nq| gvb e¨e ’̄vcbv wm‡÷g mwVK fv‡e KvR Ki‡Q wKbv Zv hvPvB Kivi Rb¨ bgybv 
cixÿv Kiv nq| cÖwZwU gvb mb` wZb eQ‡ii Rb¨ ˆea _v‡K|  

mgvwß gšÍe¨ (Closing Comments)  

evsjv‡`‡k evsjv‡`k ÷vÛvWm© GÛ †Uw÷s BÝwUwUDU (weGmwUAvB) AvBGmI 9001 mb` (gvb e¨e ’̄vcbv wm‡÷g), 
AvBGmI 14000 mb` (cwi‡ek e¨e ’̄vcbv wm‡÷g) I AvBGmI 22000 mb` (Lv`¨ wbivcËv e¨e ’̄vcbv wm‡÷g) 
w`‡q _v‡K| G Qvov AviI K‡qKwU AvBGmI mb` cÖ`vbKvix cÖwZôvb evsjv‡`‡k KvR K‡i| ‡hgb wUGbwf 
AvBGmI 9001 -2015 mb`, AvBGmI 14001 -2015 mb`, AvBGmI 45001 -2018 mb`, AvBGmI 22000 -
2018 mb`, AvBGmI 22000 -2004 mb`, AvBGmI 13485 mb`, AvBGmI 27001 mb`, AvBGmI 22301 
mb`, AvBGmI 37001 mb`, AvBGmI 39001 -2015 mb`, AvBGmI 50001 mb` cÖ`vb K‡i| cvkvcvwk 
BDbvB‡UW mvwU©wd‡Kkb mvwf©m wjwg‡UW; BDAviGm evsjv‡`k wjwg‡UW; G‡RG evsjv‡`k wjwg‡UW; †Møvevj MÖæc 
evsjv‡`k; GWfvÝW G‡mm‡g›U mvwf©‡mm; GmwRGm evsjv‡`k wjwg‡UW; e¨y‡iv †fwiUvm (evsjv‡`k) cÖvB‡fU 
wjwg‡UWI GKB iK‡gi mb` w`‡q _v‡K|  

 

 mvims‡ÿc:  

gvb e¨e ’̄vcbv wm‡÷gm& mvwe©K gvb e¨e ’̄vcbvi GKwU ¸iæZ¡c~Y© welq| AvBGmI mb` †c‡Z n‡j mvwe©K gvb 
e¨e ’̄vcbv cÖeZ©b I ev Í̄evqb Ki‡Z n‡e| AvBGmI 9001-2015 Gi gvb`Ûmg~n we Í̄vwiZ fv‡e eY©bv Kiv 
n‡q‡Q| gvb mb` cvIqvi Rb¨ wK wK kZ© c~iY Ki‡Z n‡e Zvi eY©bv Kiv n‡q‡Q Ges evsjv‡`‡k eZ©gv‡b †Kvb 
†Kvb cÖwZôvb gvb wbixÿvi mb` cÖvß I Zviv wK wK AvBGmI w`‡Z cv‡i Zv GLv‡b ejv n‡q‡Q| wbeÜK 
wbe©vP‡bi mgq we‡eP¨ welq¸‡jv n‡”Q t gvb wbeÜK wn‡m‡e mb` cÖvß, wbw ©̀ó wk‡í KvR Kiv AwfÁZv, 
m‡šÍvlRbK wbeÜb cÖwµqv Ges mgq I e¨q| wbeÜb cÖwµqvq QqwU avc Av‡Qt wbeÜ‡bi Av‡e`b, `wjj 
ch©v‡jvPbv, c~e© g~j¨vqb, wbeÜb, I AbyeZ©b bRi`vwi| `wjje×Ki‡Yi KvRUv wKfv‡e Ki‡Z nq I `wjj 
wKfv‡e wjL‡Z n‡e Zvi wb‡ ©̀kbv¸‡jv eY©bv Kiv n‡q‡Q| 
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BDwbU DËi g~j¨vqb  

 
1. gvb e¨e ’̄vcbv wm‡÷gm& Kx Zv e¨vL¨v Kiæb|  
2. AvB.Gm.I 9001- 2015 Kviv e¨envi Ki‡Z cv‡i Zv ejyb|  
3. gvb e¨e ’̄vcbv wm‡÷gm& Gi myweavejx eY©bv Kiæb|  
4. wba©vwiZ LvZ Abyhvqx AvB.Gm.I. gvb`Û¸‡jvi bvg I LvZ ejyb|  
5. AvB.Gm.I 9001- 2015 wbeÜ‡bi myweavejx eY©bv Kiæb|  
6. gvb e¨e ’̄vcbv wm‡÷gm& Gi Avek¨Kxq AvBGmI 9001-2015 kZ©vejx eY©bv Kiæb| 
7. gvb e¨e ’̄vcbv wm‡÷g ev Í̄evq‡bi c`‡ÿc¸wj eY©bv Kiæb|  
8. `wjje×Ki‡Yi cÖwµqv e¨vL¨v Kiæb|  
9. gvb wm‡÷‡gi `wjj wKfv‡e wjL‡Z nq Zv eY©bv Kiæb|  
10. Af¨šÍixY wbixÿvi D‡×k¨vejx eY©bv Kiæb|  
11. Af¨šÍixY wbixÿvi ch©vq¸‡jv eY©bv Kiæb|  
12. gvb wm‡÷g wbeÜb cÖwµqv eY©bv Kiæb|  
13. AvB.Gm.I 9001- 2015 wbeÜ‡bi avc¸‡jv eY©bv Kiæb| 

 
 


