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Review of Standards. To keep abreast of progress in industry, Joint Australian/New
Zealand Standards are subject to periodic review and are kept up to date by the issue
of amendments or new editions as necessary. It is important therefore that Standards
users ensure that they are in possession of the latest edition, and any amendments
thereto.

Full details of all Joint Standards and related publications will be found in the

Standards Australia and Standards New Zealand Catalogue of Publications; this
information is supplemented each month by the magazines ‘The Australian Standard’
and ‘Standards New Zealand’, which subscribing members receive, and which give
details of new publications, new editions and amendments, and of withdrawn
Standards.

Suggestions for improvements to Joint Standards, addressed to the head office of either
Standards Australia or Standards New Zealand, are welcomed. Notification of any
inaccuracy or ambiguity found in a Joint Australian/New Zealand Standard should be
made without delay in order that the matter may be investigated and appropriate action
taken.
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PREFACE

This Standad is technicaly identicd with and has been reproduce from 1SO 9004-2:1991 Quality

managemetand quality systen elementsPait 2—Guidelines for services publishel by the International
Organizatim for Standardizatio (ISO). The Australian Committee provided input to the International
Committee ISO/TC 176 in the preparatio of the draft ISO 9004-2 It isissual as a joint Standad under
the terms of the Memorandmm of Understandig betwea Standard Australia and the Standards
Association of New Zealard with the objecs of reducirg technica barriers to trade betwea the two

natiors and fostering the introductian of quality managemetnsystens within the servie industry.

ISO 90042 shoul be read in conjuncticn with 1SO 9004-t Quality managemenand quality system
elements—Guidelineswvhich provides guidan@ on the technical administratie and human factors
affecting the quality of producs or services at all stage from detection of nead to custome satisfaction.
The guidane provided by ISO 90042 can be applied when implementirg a quality systen or quality
improvemem progran for an existing servie or when developimg aquality systen for a new or modified
service Additiona guidan@ on the applicatian of quality systen Standardin Australian and New Zealand
servie industries is provided in Appendi AA.

For the purpo® of this Australian/Nev Zealard Standardthe 1SO text should be modified by replacement
of referencs to othe publicatiors with reference to Australian or New Zealard Standards.

Referene to Internationd Standard Australian or New Zealard Standard
ISO

9000 Quality managemetand quality assurance AS 3900/ Quality systems—Guide to
Standards—Guideliree for selectim and NZS 9000 selection and use

use
9000-3 Quality managememnand quality assurance AS 3900.3  Quality managemenand quality
Standards NZS 9003 assurane Standards
Pat 3: Guidelines for the application of Pat 3: Guidelines for the ap-
ISO 9001 to the development, plication of 1SO 9001 to
supply and maintenance of the development supply
software and maintenance of
software

9001 Quality systems—Model for quality AS 3901/ Quality systems for design/
assurance in design/development, NZS 9001 development, production,

production installation and servicing installation and servicing

9002 Quality systems—Model for quality AS 3902/ Quality systens for production
assurane in productian and installation NZS 9002 and installation

9003 Quality systems—Model for quality AS 3903/ Quality systems for final
assurane in final inspection and test NZS 9003 inspection and test

9004-1 Quality managemen and quality system AS 3904.Y Quality managemenand quality
elements—Guidelines NZS 9004.1 systan elements—Guidelines

10011 Guidelines for auditing quality systems AS 3911/ Guidelines for auditing quality
NZS 10011 systems
AS 3911.1/ Pat 1: Auditing
NZS 10011.1
AS 3911.2/ Pat 2: Qualification criteria for
NZS 10011.2 autitors
AS 3911.3/ Pat 3: Managirg audi programs
NZS 10011.3

© Copyright— STANDARDS AUSTRALIA/STANDARDS NEW ZEALAND

Usess of Standard are remindel tha copyright subsiss in all Standard Australia and Standard New Zealard publicatiors and
software Excepg where the Copyright Act allows and excep where provided for belov no publicatiors or software producel by
Standard Australia or Standard New Zealard may be reproducedstoral in aretrievd systen in any form or transmitte by any
mears without prior permissim in writing from Standard Australia or Standard New Zealand Permissiom may be conditiond on an
appropriaé royalty payment Australian requess for permissiom and information on commercié softwale royalties shoul be directed
to the hea office of Standard Australia New Zealar requess$ shout be directed to Standard New Zealand.

Up to 10 percen of the technicé contert pages of a Standad may be copied for use exclusivey in-house by purchasers
of the Standad without paymer of a royalty or advice to Standard Australia or Standard New Zealand.
Inclusion of copyright materid in compute software prograns is also permitted without royalty paymen provided such
prograns are usel exclusivey in-hous by the creatos of the programs.
Care shoull be taken to ensue that materid usel is from the current edition of the Standad and that it is updatel wheneve the
Standad is amendd or revised The numbe and date of the Standad shouH therefoe be clearly identified.

The use of materid in print form or in compute softwarme prograns to be used commercially with or without payment or in
commerci& contracs is subjed to the paymen of a royalty. This policy may be varied by Standard Australia or Standard New
Zealard at any time.
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Introduction

Quality and customer satisfaction are important subjects receiving
increasing attention worldwide. This part of ISO 9004 provides a response
to this awareness and seeks to encourage organizations and companies to
manage the quality aspects of their service activities in a more effective
manner.

This part of ISO 9004 builds on the quality management principles given in
the ISO 9000 to ISO 9004 series. It recognises that a failure to meet quality
objectives can have consequences that may adversely affect the customer.
the organization and society. It further recognises that it is a management
responsibility to ensure that such failures are prevented.

The creation and maintenance of quality in an organization is dependent
upon a systematic approach to quality management aimed at ensuring that
customer needs are understood and met. The achievement of quality
necessitates a commitment to quality principles at all levels in the
organization and a continual review and improvement of the established
system of quality management based on feedback of the customer’s
perception of the service provided.

The successful application of quality management to a service provides
significant opportunities for

— improved service performance and customer satisfaction,
— improved productivity, efficiency and cost reduction, and
— improved market share.

To achieve these benefits, a quality system for services should also respond
to the human aspects involved in the provision of a service by

— managing the social processes involved in a service,
— regarding human interactions as a crucial part of service quality,

— recognizing the importance of a customer’s perception of the
organization’s image, culture and performance,

— developing the skills and capability of personnel, and

— motivating personnel to improve quality and to meet customer
expectations.
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