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4. Context of the organization

4.1 Understanding the organization and its context

‘There are no additional requirements for this section of ISO 9001

4.2 Understanding the needs and expectations of interested parties

‘There are no additional requirements for this section of ISO 9001

4.3 Determining the scope of the quality management system

‘Additional requirements for TL 9000 are shown below

4.3.C.1 Declaration of Requirement and Measurement Applicability — The organization shall declare in
its registration profile any requirements determined as not applicable, as well as any measurement

exemptions claimed.

4.3.C.1-NOTE 1 It is not necessary for an organization to declare a TL 9000 requirement as not applicable if the
requirement is outside the scope of the TL 9000 registration specialty option(s) the organization has selected. Also, it is
not necessary for an organization to declare as not applicable any TL 9000 requirement where the requirement itself or

an associated note states the requirement is not applicable to the organization’s product or service category type.

4.3.C.1-NOTE 2 See Measurements Handbooks for definition of measurement exemptions.

4.3.C.2 TL 9000 Profile and Scope — An organization seeking certification shall determine, in coordination
with its Certification Body (CB), the

— TL 9000 scope statement,

— 1S0O 9001 scope statement,

— requirements determined as not applicable,
— measurement exemptions,

— registration specialty options,

— NACE codes,

— product categories,

— locations or sites,

— 1SO 9001 version,

— TL 9000 Requirements and Measurements release levels, and

——use-of-Advanced-Surveillance-and-Reassessment-RProcedure (ASRP)-
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All the registration information shall be recorded and maintained on TL 9000’s Registration Management

System (RMS) in a registration profile. The TL 9000 Administrator shall provide relevant information to the

IAF database of accredited certifications. The certificate issued by the CB shall reference the registration

profile on the RMS by the TL ID number assigned to the registration by the TL 9000 Administrator when

the profile is created.

The scope statement shall include

a)

b)

an identification of the organization being registered, which may encompass the entire
organization, an organizational unit, or a combination of units, and
products/product lines covered by the registration. If not all products/product lines are included in

the registration, then either the included or excluded products/product lines shall be listed.

The scope statement shall not include

a)
b)
c)
d)

e)

product category codes,

locations or sites,

ISO 9001, Requirements Handbook and Measurements Handbook release levels,
registration specialty option, and

other parameters identified as individual fields in the registration profile.

4.4 Quality management system and its processes
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There are no additional requirements for this section of ISO 9001
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8. Operation

8.1 Operational planning and control

8 =

8.1 EHOHERVEH

Additional requirements for TL 9000 are shown below

TL 9000 :BANE R EFIH % LL IR

8.1.C.1 Life Cycle Model — The organization shall establish and maintain documented information that
covers the life cycle of its products and services. The documented information shall include, as
appropriate, the processes, activities, and tasks involved in the concept, definition, development,

introduction, production, operation, maintenance, and disposal of products or cessation of services.

8.1.C.1-NOTE 1 The life cycle model should take into consideration sustainability practices such as improved energy
performance and resource consumption, ecologically responsible disposal, and proper end-of-life treatment. A life
cycle assessment should be considered to facilitate the analysis of the relevant environmental topics. See

Sustainability in the Glossary for examples of environmental topics to consider.

8.1.C.1-NOTE 2 The new product or service introduction methods should include provisions for such programs as
quality and reliability prediction studies, pilot production, demand and capacity studies, sales and service personnel

training, customer documentation and training, and new product or service post-introduction evaluations.

8.1.C.2 Product and Service Security — The organization shall establish and maintain methods for the
identification and analysis of security risks and vulnerabilities for products and services throughout their life
cycle. The results of the analysis shall be used to support secure network operation by prevention or
mitigation of security vulnerabilities in product and service design and operational controls. The continuing
effectiveness of the design and operational controls shall be assessed throughout the product and service

life cycle by the selection and use of appropriate security measurements.

8.1.C.2-NOTE 1 The requirement focuses on risks related to the possible exploitation of vulnerabilities through

communication and/or user/operator interfaces of products and services.

8.1.C.2-NOTE 2 As defined in ISO 270014, an operational control is a means of managing risk, including policies,
documented information, guidelines, practices, or organizational structures, which can be administrative, technical,
management, or legal in nature. Examples of operational controls include a process for granting and removing access
(both physical and logical) to systems, documented operating procedures, documented change control procedures,

and procedures to control the installation of software on operational systems.

8.1.C.2-NOTE 3 The 'Security Measurements Guidance Document' referenced at t19000.org/links may be used as a

resource in selecting and establishing appropriate security measurements for products and services.
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8.1.C.3 End of Life Planning — The organization shall maintain documented information for the
discontinuance of manufacturing and/or support of products and services. The documented information
should include

a) cessation of full or partial support after a certain period of time,

b) archiving product and/or service documentation and software,

c) responsibility for any future residual support issues,

d) transition to the new product and/or service, if applicable,

e) accessibility of archive copies of data, and

f) disposition of the organization’s parts and assembilies.

8.1.C.4 Tools Management — The organization shall ensure that internally developed software and/or

tools used in the product and service life cycle are subject to the appropriate quality method(s).

8.1.C.4-NOTE Examples of tools to be managed include design and development, testing, configuration management,
documentation, scripts, customizations, dies, stamps, fixtures, and diagnostic tools, as well as software used to build

and test product.

8.2 Requirements for products and services

8.2.1 Customer communication

‘Additional requirements for TL 9000 are shown below

8.2.1.C.1 Problem Severity Classification — Except for those products and services specifically excluded
from severity level reporting, the organization shall assign severity levels to customer-reported problems
based on the impact to the customer in accordance with the definitions of critical, major, and minor
problem reports contained in the Measurements Handbook. The severity level shall be used in determining

the timeliness of the organization’s response.

8.2.1.C.1-NOTE The customer and the organization should jointly determine the priority for resolving customer

reported problems.

8.2.1.C.2 Problem Escalation — The organization shall maintain documented information for the

escalation and resolution of customer-reported problems.

8.2.1.C.3 Problem Report Feedback — The organization shall provide the customer with feedback on

problem reports.

8.2.1.HS.1 Product Replacement — The organization shall maintain documented information for

identifying and replacing products that are unfit to remain in service.

8.2.1.HS.2 Notification About Critical Problem Reports — The organization shall maintain documented

information to notify all customers who may be affected by a critical problem report.
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8.2.1.V.1 Notification About Critical Service Disruption — The organization shall establish and maintain

a method for affected customers to obtain real time information about current outages.

8.2.1.V.1-NOTE This requirement is applicable only to organizations that supply services to end-customers.

8.2.2 Determining the requirements for products and services

There are no additional requirements for this section of ISO 9001

8.2.3 Review of requirements for products and services
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Additional requirements for TL 9000 are shown below

8.3.3.C.2 Design and Development Requirements — Design and development requirements shall be
defined and documented, and should include

a) quality and reliability requirements,

b) functions and capabilities of the products and services,

c) business, organizational, and user requirements,

d) safety, environmental, sustainability, security, and privacy requirements,

e) manufacturability, installability, usability, interoperability, and maintainability requirements,
f)  design constraints,

g) testing requirements,

h) product computing resources,

i) lessons learned from previous projects and retrospectives, and

j)  hardware packaging requirements. (including environmental topics).

8.3.3.C.2 NOTE See Sustainability in the Glossary for examples of environmental topics to consider.

8.3.3.C.3 Requirements Allocation - The organization shall document the allocation of product and service

requirements to their architecture.

8.3.3.C.3-NOTE Examples of requirements which should be allocated are response time for software, heat dissipation

for hardware, and service response time for services.

8.3.4 Design and development controls
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Additional requirements for TL 9000 are shown below
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8.3.4.C-NOTE Organizations may include customers or third parties during various validation stages.
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8.3.4.C.1 Verification of User Documentation - The organization shall verify the customer and/or user

documentation for products and services prior to delivery.

8.3.4.HS.1 Stress Testing — To confirm design margins, the organization shall test the product under stress

conditions, including, but not limited to

a) out-of-boundary and invalid input conditions,
b) high-volume and peak load simulations, and
c) operational errors.

8.3.4.HS.2 Abnormal Conditions - The organization shall test the products to confirm expected product

operation under abnormal conditions, which shall include, as appropriate

a) hardware failures,

b) software failures,

c) operations, administration, maintenance and provisioning (OAM&P) errors,
d) overload traffic,

e) invalid user input, and

f) system recovery from an outage.

8.3.4.HS.3 System Testing — The product release shall be subjected to system testing in accordance with

test documentation (see 8.3.2.C.4).

8.3.4.HS.4 Release Management - The organization shall maintain documented information to ensure that
the release and delivery of products and related documentation are carried out under controlled conditions.
The documented information should provide for the delivery to the customer of

a) product information and release schedules,

b) detailed descriptions of product features delivered, including any changes incorporated in new and
existing products or releases, and

c) advisories regarding current or planned changes to contractual terms (see 8.3.6.C.2).
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8.3.5 Design and development outputs

Additional requirements for TL 9000 are shown below

8.3.5 &Kt BEENLLDOT YRSy b

8.3.5.HS.1 Product Design and Development Output — Product design and development outputs to

support, maintain, and use the product should include, but are not limited to

a) system architecture,

b) system detailed design,
c) source code, and

d) user documentation.

8.3.5.HS.1-NOTE Product design and development output may also include items such as training materials and

Application Program Interface (API) specifications.

8.3.5.V.1 Services Design and Development Output - The required output from the services design and
development shall contain a complete and precise statement of the service to be provided. Design and

development outputs should include, but are not limited to

a) documented service delivery information,

b) resource and skill requirements,

c) reliance on external providers,

d) service characteristics subject to customer evaluation, and
e) standards of acceptability for each service characteristic.

8.3.6 Design and development changes
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Additional requirements for TL 9000 are shown below

8.3.6.C.1 Change Management Process - The organization shall maintain documented information to
ensure that all requirements and design changes, which may arise at any time during the product and service
life cycle, are managed and tracked in a systematic and timely manner. The organization shall ensure that
changes which adversely affect mutually agreed conditions for quality, reliability, and functional intent are

reviewed with the customer prior to approval. Management of changes should include

a) impact analysis, including impact on resources and schedule,
b) planning,

c) implementation,

d) testing,

e) documentation,

f) communication, and

g) review and approval.

8.3.6.C.1-NOTE A change management process is required throughout the life cycle. For example, during design and
development, the organization needs the ability to react to rapidly changing customer requirements and take advantage
of emerging technologies with an encompassing, responsive change management process. After General Availability,

the change management process scope considers how changes to the operation and maintenance of products and
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services and the installed base impact the community of interested parties. The consideration includes quality, reliability,

and functional intent.

8.3.6.C.2 Informing Customers of Design Changes — The organization shall ensure that customers are

informed when design changes affect contractual commitments.

8.3.6.C.3 Problem Resolution Configuration Management — The organization shall ensure that its

configuration management system tracks fixes to problems and incorporates those fixes in future revisions.

8.3.6.H.1 Component Changes - The organization shall maintain document documented information to
ensure that material or component substitutions or changes do not adversely affect conformity to
product/service requirements or performance. The documented information should include

a) functional testing,

b) qualification testing,

C) stress testing,

d) approved parts listing, and/or

e) critical parts listing.
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8.4 Control of externally provided processes, products and services
8.4.1 General

)Additional requirements for TL 9000 are shown below|

8.4.1.C.1 Procurement Process — The organization shall maintain documented information on the
procurement process to ensure

a) product and service requirements are clearly defined,

b) risks are understood and managed,

c) qualification criteria are established,

d) acceptance criteria are established,

e) contracts are defined,

f) proprietary, usage, ownership, warranty, and licensing rights are satisfied,

g) future support for products and services is planned,

h) ongoing supply-base management and monitoring is in place, and

i) external provider selection criteria are defined.
8.4.1.C.1 NOTE Sustainability requirements should be considered when selecting external providers such as, but not
limited to supplier sustainability performance, supply principles, code of conduct, or internationally recognized

standards.

8.4.1.C.2 External Provider Performance Management — The organization shall plan and perform

external provider performance management and development activities so that

a) external provider quality performance is tracked, and feedback is provided to external providers to
drive continual improvement, and

b) for identified key external providers, alignment toward conformity to TL 9000 requirements and
measurements or other appropriate quality management systems for the external provider’s products

and services occurs, with a preference toward TL 9000.

8.4.1.C.2-NOTE 1 External provider performance management planning and activities should be in conjunction with the

organization improvement processes of Section 10.

8.4.1.C.2-NOTE 2 It is recognized that it is not possible for an organization to provide the same level of interaction with
all external providers. The level provided may depend on the amount of business with an external provider, the criticality
of products or services, history of problems, organization expectations,

significance of an external provider within the supply chain or other factors.

8.4.1.C.2-NOTE 3 Examples of alignment toward conformity to appropriate quality management systems may include
a) surveys,

b) external provider questionnaires,

c) external provider education and training regarding conformance to standards,

d) the use of TL 9000 requirements and measurements, in full or in part,

e) second-party audits evaluating TL 9000 conformance or conformance to an appropriate quality management

system, and

TL 9000 Quality Management System Requirements Handbook 6.3

8A4MNKrOREEINE kX, MEKNY—EXOEH
8.4.1 —i%

TL 9000 :BANE R EFIH % LL IR

s

8.4.1.C1 FAZET B X — ML, ROFHEZMEEICT D20
FIUTR 5720,
a) WEKOY—EROERFHEZWMEIZERT D,

PRIET B ADLEAL LIz fER L7

b) U X7 ZBRLOEHT S,
c) ARMEDIEMEAMESLT D,
d) ALY D,

e) HWEMET D,

f) JUREME, FEIME, PTAME, PRAE, FraFEMEZT R D,

g) WA —ERADORROIIRA T D,

h) ke 22 A~ — X DEF B & BRI DMFAET B,

i) SR E OB ERLELBET D,
8.4.1.CA-1ERE AN E OIBEOBRITIZ B 21T, 2UE DR rTaEtE N7 +—~ A, G, 1TEIH
i, ULEREAICERD b e E O R AT REE O BRFH A BE T RE 720, ZNIZRET S H O T
AN

8.41.C.2 /NBIRHEE DT +—< U RAFH — ML, ROFENFEITIND L5 IINBIRHEHE D87 4 —

YU AREHL, HERIELHIEE A FHE LER LRI S R0,

a) SR IE OB/ T +—~  ANBE S, ARRISGE 2 HEE T D 7o AN I T — RNy I
fEftxi s,

b) HFiE S - FEARAMIBIRAE (T U, SN I O B o OV — 7 (2 TL 9000 K =510 K ONAIE VA & A
DEE~YRT AL BT AT AAOJEG OFEETIX, TL 9000 Z##5%7 2,

8.4.1.C.2-7E50 1 AMIMBIEME DX T o —~  ZAFBGH M L ONENE, 7 v a > 10 OMEOUE T vt X & EEMT S
NAEZENRLEE LY,

8.4.1.C.2-{ERL 2 M2y, T OIMPIRMEH IZ[R — L~V O AR ZRIT 5 Z LB ARETRW Z LTS h T 5,
kI D L, ANRAEE & o B U AR, RSO — A OETEN, REOERE, Mo, v T 1 F
= — O D DRI ALE O BmEME T E OfMOERIZ L 5,

8.4.1.C.2-1¥50 3WMUIR B~ 1Y AV bV AT AAOEE AT 7= OFNIILLT 2 &6,
a) &

b) AMEIRMEE~DT L — b

c) BUE~OEE BT 2RI OEE K OFIHR

d)  2&TOXTEHA72 TL 9000 BRI K& ONHIE L O A

e) TL9000 XTI R E~ R AL N AT ADfE & FHIT 258 _FH A




f)  Certification to TL 9000 or other quality standards accredited by a signatory of the IAF MLA (where this is
available) or by the appropriate sector accreditation body. Examples include ISO 90012, AS9100;, CMMI, IATF
16949, etc.

8.4.2 Type and extent of control
There are no additional requirements for this section of ISO 9001|

8.5.4.S.1 Software Malware Protection — The organization shall establish and maintain methods for

software virus malware prevention, detection, and removal from the deliverable product.

8.5.5 Post-delivery activities
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Additional requirements for TL 9000 are shown below

8.5.5.H.1 Testing of Repair and Return Products - Repair and return products shall be subjected to the

appropriate evaluation(s) and/or test(s) to ensure functionality to product specification(s).

8.5.5.HS.1 Emergency Service Provisioning - The organization shall ensure that services and resources
are available to support recovery from emergency failures of product in the field throughout its expected
life. The organization shall identify potential situations that may have an impact on its ability to provide the
emergency service and shall have response plans to address these situations. These plans shall be based

on risk and periodically assessed.

8.5.5.5.1 Software Patching Information - The organization shall maintain documented information for

software patching that

a) guides the decision to solve problems by patching,

b) addresses patch development information, propagation (forward and backward), and resolution,

c) is consistent with customer needs or contractual requirements for maintenance support,

d) ensures that the organization provides the customer with a statement of impact on the customer's
operation for each patch, and

e) ensures that all documentation required to describe, test, install, and apply a patch has been verified

and delivered with the patch.

8.5.6 Control of changes
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‘There are no additional requirements for this section of ISO 9001
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‘ Additional requirements for TL 9000 are shown below
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8.6.HV.1 Inspection and Test Documentation — Each inspection or testing activity performed during
production, operation, maintenance, and disposal of products or cessation of services shall have detailed 8.6 %Eﬁ&(ﬁ"j‘*— EXDY Y —X

documentation. Details should include, but are not limited to

a) parameters to be checked with acceptable tolerances, TL 9000 ;BN ERFIEHZ VL FIZAT

b) the use of statistical techniques, control charts, etc.,

c) sampling plan, including frequency, sample size, and acceptance criteria, 8.6.HV.1 REKUVRBROXEA — 4, EH, AT LRORE OFEFLS T — B 2D 1% 8 L T
IND, Kx ORETARBRIGENE, FMACEICLRTER 6700, FEleSGEICE, ROFHEZED
HIENEELY, L, ZUHOHEAIZRET 2 HOTIER,

a) FTx=v I I NERAHFREREZRFHO/NT A—H

f) defect classification scheme, b) MEHOTLE, AR L o

g) method for designating an inspection item or lot, and Q) BHEE, VLT OB OGRS 7Y v /R

d) handling of nonconformities,

e) documented information to be retained (see 7.5.3),

h) electrical, functional, and feature testing. d) A B
e) PREFT D CEAL LIztEH(7.5.3 2)
8.6.HV.2 Documentation Retained from Inspection and Test Activities - Documentation retained from ) KOS R
inspection or test activities during any part of the product’s or service’s life cycle shall include 9) BAEEE IRED v b EiEET S ik
a) product or service identification, hy A, MERER OUEMERER
b) quantity of product,
¢) documented procedure(s) followed, 8.6.HV.2 BER UBRBIESIC B L TR LIS — 0 U3 — B AD T A 79 2 LOIEEO G T
d) person(s) performing the test or inspection, BOUTRABRISENCE U CHREE L7 3CEICIE, ROFHEZ GO RITIER 5720,
e) calibrated equipment used (see 7.1.5), a) BTV — B X0k
f) date performed, b) O E
g) testand inspection results, and c) WHT H3FEN L-FIA
h) number, type, and as applicable, severity of defects found. d) ABOUIRE O E#H
e) MM L7oIRIER 2 45(7.1.5 )
8.6.S.1 Test Documentation - Documented information retained from software testing shall include f) R
a) test results, g) AREBEORAEOR R
b) analysis of test results, h) FAINTZXRMEOH, FEEROEYT 556 IXERE

c) conformity to expected results, and
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d) problem reporting for nonconforming items.

8.7 Control of nonconforming outputs

8.7.1

‘There are no additional requirements for this section of ISO 9001 ‘

8.7.2 87 AREARTURNTy FOEH

‘There are no additional requirements for this section of ISO 9001 ‘
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9. Performance evaluation

9.1 Monitoring, measurement, analysis and evaluation

9.1.1 General

‘Additional requirements for TL 9000 are shown below.

9.1.1.C.1 Process Measurement — Process measurements shall be identified, documented, and
monitored at appropriate points to ensure continued suitability and promote increased effectiveness of
processes. Key process measurements that impact conformity to requirements should have specific
targets or control limits established. When planned results are not achieved, correction and corrective

action shall be taken, as appropriate.

9.1.2 Customer satisfaction

9 INT F—= v AT

9.1 B, HIE, otk OFHE

011 —%
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Additional requirements for TL 9000 are shown below.

9.1.2.C.1 Customer Satisfaction Data — The organization shall collect data directly from customers. This

data shall be trended and analyzed for improvement opportunities.

9.1.3 Analysis and evaluation
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Additional requirements for TL 9000 are shown below.

9.1.3.C.1 Trend Analysis of Nonconforming Product or Service — Trend analysis of nonconforming
product or service shall be performed on a defined, regular basis and results utilized as input for corrective

action and continual improvement.

9.1.3.C.2 Performance Data — The quality management system shall include the collection and analysis of
product or service performance data including no trouble found (NTF) for hardware and software products
which can be used to help identify the cause and frequency of failure. This information shall be provided to

the appropriate organizations to foster continual improvement.

9.1.3.C.3 Sustainability Assessment — The organization should assess the status of its sustainability
efforts as appropriate to its organization, products, and services.

9.1.3.C.3-NOTE 1 A sample sustainability assessment model is available at t19000.org/resources/resources.

9.1.3.C.3-NOTE 2 The assessment results should be considered during planning and should be appropriate to the

organization, products, and services.
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9.2 Internal audit
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‘There are no additional requirements for this section of ISO 9001.
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9.2.2

Additional requirements for TL 9000 are shown below

9.2.2

9.2.2.C.1 Internal Audit Program Planning — The internal audit program shall include all applicable

Requirements and Measurements Handbook requirements. TL 9000 EHNEE R HIH 2 DL Rl

9.3 Management review 9.2.2.C.1 NEEE S/ T AjHE — NHEA Y 12T MF, & CTOMA AR ERFEL CEEA Y B
7 7 OERFEHEZGORITNILR B0,

9.3.1 General

There are no additional requirements for this section of ISO 9001 9.3 ‘?* ‘?))‘ Vg ]‘ LrEa—

. 931 —&
9.3.2 Management review inputs
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Additional requirements for TL 9000 are shown below
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9.3.2.C.1 Sustainability Assessment Results — The results from sustainability assessment should be

reviewed during the management review and areas for improvement identified (see 9.1.3.C.3). TL 9000 ;B ERFFHE A LL ISR

9.3.3 Management review outputs . ) .
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There are no additional requirements for this section of ISO 9001
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Appendix B - Glossary

Accredited Certification

Bodies

ASRP

Certification

Configuration

Management

Design Change

Design and Development
Process Quality

Measurements

Disaster Recovery

Electrostatic Discharge

End-customer

End of Life

Field Replaceable Unit

Note: The definitions of the following terms are to be used when interpreting and auditing to the associated
TL 9000 handbooks.

Qualified organizations certified by a national body (e.g., ANSI-ASQ
National Accreditation Board in the U.S.) to perform audits to TL 9000
and to register the audited company when they are shown as conforming

to the TL 9000 requirements.

Advanced Surveillance and Reassessment Procedure.

Procedure(s) by which a third party gives written assurance that a
product, process, or quality management system conforms to specified

requirements.

A discipline applying technical and administrative direction and
surveillance to identify and document the functional and physical
characteristics of a configuration item, control changes to those

characteristics, record and report changes, processing and

implementation status, and verify conformance to specified requirements.

Changes affecting form, fit, and/or function including 1SO 9000:2015

definition for “Design and Development.”
A suite of indicators employed during the design and development of the

product to assess its quality and maturity.

The response to an interruption in the ability to recreate and service the
product and service throughout its life cycle by implementing a plan to
recover an organization’s critical functions.

The transfer of charge between bodies at different electrical potential.

See Measurements Handbook Glossarys;.

See “Product Discontinued” in Measurements Handbook Glossaryis;.
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FRE
(Certification)
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(Configuration
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BEEE

(Design Change)

et - BRIk 2DME
HIE

(Design and
Development Process
Quality Measurements)
KEHIA

(Disaster Recovery)

HEXNE
(Electrostatic Discharge)
R
(End-customer)
BAFMKT

(End of Life)

BUs 2 ATRE = v |
(Field Replaceable Unit)
Fix

R E

(Fix)
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(General Availability)
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(Life Cycle Model)
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Fix

General Availability

Life Cycle Model

Maintenance

Malware

Method

No Trouble Found (NTF)

Operator

Outage

Patch

Plan

Problem Escalation

A distinctly separate part that has been designed so that it may be
exchanged at its site of use for the purposes of maintenance or service

adjustment.

A correction to a problem that either temporarily or permanently corrects

a defect.

The start of the General Availability Phase. See Measurements

Handbook Glossaryjs for “General Availability Phase.”

The processes, activities, and tasks involved in the concept, definition,
development, production, operation, maintenance, and, if required,

disposal of products, spanning the life of products.

Any activity intended to keep a functional hardware or software unit in
satisfactory working condition. The term includes tests, measurements,

replacements, adjustments, changes, and repairs.

Software intentionally designed to cause damage to a computer, server, client, or

computer network.

A means by which an activity is accomplished which is not necessarily
documented but which is demonstrated to be consistent and effective throughout
the organization. Effective implementation of a method is demonstrated by the
existence of verifiable objective evidence (e.g., observation or retained
documented information).

See Measurements Handbook Glossaryis).

Person who operates machinery, tools or equipment.

See Measurements Handbook Glossaryis).

An interim software change between releases delivered or made available for
delivery to the field. It consists of one or more changes to affected parts of the
program.

A scheme or method of acting, proceeding, etc., developed in advance.

The process of elevating a problem to appropriate management to aid in its

resolution.
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PRSF

(Maintenance)

<NV xTT

(Malware)

Fik
(Method)

MEREI

(No Trouble Found (NTF))

AFR—L—X
(Operator)
(A
(Outage)
Ny F
(Patch)

FHE
(Plan)

oA L— g v

(Problem Escalation)

RS
(Problem Report)

A=E A
(Program)
JTARNTF—T b
(QUEST Forum)

(EE 1<
(Reliability)
Wi
(Return)

YRI<RXTPRA b
(Risk Management)
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Problem Report

Program

TIA QUEST Forum

Reliability

Return

Risk Management

Service Provider

Severity

Sustainability

System Test

Temporary Fix

Test Plan

Work Instructions

See Measurements Handbook Glossaryis).

A planned, coordinated group of activities, procedure(s), etc., often for a specific

purpose.

Quality Excellence for Suppliers of Telecommunications

The ability of an item to perform a required function under stated conditions for a

stated time period.

Any unit returned for repair or replacement due to any suspected mechanical or
electrical defect occurring during normal installation, testing, or in-service

operation of the equipment.

A proactive approach for enabling business continuity. A loss prevention
methodology that encompasses identification and evaluation of risk, selection of
risks to control, identification of preventive actions, cost benefit, analysis and

implementation of mitigating plans.

A company that provides information and communication technologies services.

See Measurements Handbook Glossarys).

Meeting the needs of the present without compromising the ability of future
generations to meet their own needs. This includes environmental, social and
economic topics such as environmental management, resource efficiency
optimization, carbon footprint and ozone depletion, corporate and social
responsibility, supply chain management, stakeholder engagement,
organizational engagement and capability, eco-design, end to end delivery,

circular economy and life cycle management.

Testing conducted on a complete integrated system to evaluate the system’s

conformance to its specified requirements.

See Measurements Handbook Glossary[5].

Describes the scope, strategy, and methodology for testing.

Type of document that provides information about how to perform activities and

processes consistently.
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Y= RSN AHF
(Service Provider)
BERM

(Severity)

Frfot T REME Rt
(Sustainability)

VAT LEBR
(System Test)
B ERBEAE
(Temporary Fix)
REEEE
(Test Plan)
1ekfarE

(Work Instructions)
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ISO 9000:2015 Defined Terms [1] the numbers after each item below

reference the ISO 9000:2015 document

A
audit 3.13.1
audit client 3.13.11
audit conclusion 3.13.10
audit criteria 3.13.7
audit evidence 3.13.8
audit findings 3.13.9
audit programme 3.13.4
audit team 3.13.14
auditee 3.13.12
auditor 3.13.15

capability 3.6.12
characteristic 3.10.1
competence 3.10.4
concession 3.12.5
conformity 3.6.11
context of the organization 3.2.2
continual improvement 3.3.2
correction 3.12.3
corrective action 3.12.2
customer 3.2.4
customer satisfaction 3.9.2

D
defect 3.6.10
dependability 3.6.14
design and development 3.4.8
deviation permit 3.12.6
document 3.8.5
documented information 3.8.6

E
effectiveness 3.7.11
efficiency 3.7.10
external provider 3.2.6

F
feedback 3.9.1

G
grade 3.6.3

|
information 3.8.2
infrastructure 3.5.2
inspection 3.11.7
interested party 3.2.3
involvement 3.1.3

M
management 3.3.3
management system 3.5.7
measurement 3.11.4
measurement management system 3.5.7
measurement process 3.11.5
measuring equipment 3.11.6

nonconformity 3.6.9

(0]
objective evidence 3.8.3
organization 3.2.1

P
performance 3.7.8
preventive action 3.12.1
procedure 3.4.5
process 3.4.1
product 3.7.6
project 3.4.2
provider 3.2.5

Q
quality 3.6.2
quality assurance 3.3.6
quality characteristic 3.10.2
quality control 3.3.7
quality improvement 3.3.8
quality management 3.3.4
quality management system 3.5.4
quality manual 3.8.8
quality objective 3.7.2
quality plan 3.8.9
quality planning 3.3.5
quality policy 3.5.9

record 3.8.10
regrade 3.12.4
release 3.12.7
repair 3.12.9
requirement 3.6.4
review 3.11.12
rework 3.12.8
risk 3.7.9

scrap 3.12.10
service 3.7.7
specification 3.8.7
supplier 3.2.5
system 3.5.1

T
technical expert 3.13.16
test 3.11.8
top management 3.1.1
traceability 3.6.13

validation 3.8.13
verification 3.8.12

w
work environment 3.5.5
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ISO 9000:2015 TEZEIN TV A B FOAHEE % OFK 13 1SO 9000:2015 % 5

e

W o

audit B 3.13.1

audit client Efd#EE 31311

audit conclusion EEER 21310
audit criteria EXEEMW3 137

audit evidence EFEEEM 3122

audit findings E¥FPHR. 3139
auditprogramme BEF o 553134
audit team EFF—5h 31314

auditee #FEEH 31312

auditor EBEH 31315

C
capability SERaEH 3 612
chamcternstic ¥#E 3101
competence F1@ 2104
concession $¥PHEM 2125
conformity &S 3.6.11
context of the organization #iEDHER 3.2.2
continual improvement gEEEHXNE 232
correction 3123
corrective action =EAE 3122
customer BiE324
customer satisfaction EE@EE 202

defect K5 36.10

dependability 72T 5.5 2614
design and development 23} - R348
deviation permit o 3.12.6

document #3385

documented information ZEEL=EL 86

E
effectiveness HEME 37 11
efficiency #h3 3710
external provider ASEEHE 326

F
feedback 7. —FAxF 301

G
grade SF 363

information B3 3.8.2

infrastructure A ~»7FFARTFHFF3» 3572
inspection & 3117

interested party FIZ=EEE 323
involvement 3wy 3.1.3

M

Magngggemnt TRV EEER, ERER

management system =22 PATAILT

Measurement BME 3114

measurement management | system M=% 52
»ERFATAIAT

measurement process MESo¥A 3115

measuring equipment MESRE 2116

M
Nonconformity Fa& 269

0
objective evidence ZREFER 253
omanization #E3.21

5]
performance A7 —< X 37.8
preventive action TEFELulE 3121
procedurs 3FEME 3.45

process o 341

product B 376

project e =% 1 242

provider fffF 3.25

quality &8 362

guality assurance SEEMNE 336

guality characteristic S&BE#4% 3102

quality control SE®EI 37

guality improvement SEE 335

quality management SE-R2OR2 - R334

quality management system SBE=2F2 Fi-A
Fh354

quality manual &B~==74A388

quality objective ;BB 3.7.2

quality plan SEziRE 359

quality planning SE2HE 3.3.5

quality policy S&EF# 350

R
record k3510
regrade BEdEF 2124
release W U—=x 3127
repair &2 3.12.9
requirement ERFE 364
review L-¥==—>311"12
rework EEL 3128
risk YR&» 3749

s
scrap A¥ F»7 31210
service ¥—¥RA 37T
specification fHEE2I27
supplier f##F 325
system T A7 5351

T
technical expert BE#FEME 313216

test 3B 3.11.8

top management ReF=wR2IA R 311
traceability FL—F U F .0 3613

v

validation 23 ¥ 3.8 13
verification W@ 3.5.12

W
work environment fEREERiE 355
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