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FOREWORD

This Standard was approved by the Sectoral
Committee on Basic Standards and authorised for
adoption and publication as a Sri Lanka Standard

by the council of the Sri Lanka Standards Institution
2305 - 02~ {0

This is the second part of the series of standard
Glossaries on Standardization and Quality
Management.

The first part of the standard is; Part 1 -
Standardization related activities.

This part contains terms and definitions related to
quality concepts, quality systems, quality tools and
techniques and quality management.

In the preparation of this standard the valuable
assistance derived from the Vocabularies published
by the International Organization for Standardization
and American Society for Quality control are
gratefully appreciated.

1 SCOPE

This part of glossary contains terms and definitions
related to quality concepts, quality systems, quality
management, quality tools and techniques.
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2 GENERAL TERMS
1.1 entity

that which can be individually described and
considered .

NOTE :

A eninne iy be, Jor example. an aclivify or g
PFOCCSS, a Proaiuct, an organizalion, a Systcin or
7 PEISON, OF ARy COmbination thereol

2.2 process

set ol inter-related resources and activities which
transform inputs into outputs.

NOTE:

Resources may include personnel, finance,
Jacitiries, cquipmient, fechnigues and melhods.

23 procedure
specified way to perform an activity.

NOTES :
L manny cases, procedures are documented,
Jor exainple, qualify Sysiem procedures.

2 When a procedure is documented, Hie lerm
written procedure” or “documented
procedire s frequently used.

I A wrien or documented procedure usually
CONTGINIS PUTPOSCS and scope of an aclivity what
shall be done and by whom, when, where and
hon 1t shall be dore what materials, equipment
and doctnents shall be used, ard fhow it shall be
controficd and recorded

2.4 product
result of a process
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NOTES :
Z Zhere are jJour gereric product
categories, as jollon:s

- Services (e.g. [ransport)

- sgfiware (e g compulter program,
dictionary),

- Aardware(eg. engine mechanical part)

- processed malerials (e.g. lubricant),

Marny products comprise elements belonging fo
asfjerent generic product categories. Whether the
product is then called service, soffware, hardware
or processed material depends on the dominant
element. For example the offered product

“awiomobile ” consists of hardware (e.g. fvres)
processed materials (eg. fuel cooling lguid)
sgftware (eg. engine control sofiware, driver’s
AN, and service (€. g. operaling explanalions
Liven by the salesman),

2 Service is the result of at least one activify

recessarily performed ar the interface berween

e supplier and customer and is generally

atangible. Frovision of a service can involve,
Jor example, the following .

- an acliviy performed on a customer-
supplied tangible product fe.g. automobile fo be
repalred);

- an acrvity performed on a cusfomer-
supplied intangible product fe.g. the income
statement needed lo prepare a lax refurny),;

- the delivery of an intangrble product (e.g.
the delivery of informalion in the context of
Arionledge transmission);

- the crealion of ambience for the customer
re.g. i hotels and restaurants).

Seftnare consisis of information and is generally
mlangible and can be in the Jorm of approactkes,
LraHSaClions Or Drocedures
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Hardyware I's generally fangible and its amount is
a comuniadle characteristic. Frocessed materialy
are generally langible and therr amount Is &
conlinuous characleristic. Hardware and
processed materials offen are reférred fo as goods.

J Quality assurance is mainly Jocused on
intended prodict.

2.5 service

result generated by activities at the interface between
the supplier and the customer and by supplier internal
activities to meet the customer needs.

NOTES:

L The supplier or the customer may be
represented at the interface by personnel or
CGULDmer,

2 Customer activities at the interface with the
Supplrcr may be essential fo the service delivery.

S Deliverv or use of tangrble products may
Jorm part of the service delivery.

4 A service may be linked with the
manufacture and supply of fangible product

2.6 service delivery

those supplier activities necessary to provide the
service.

2.7 organization

group of people and facilities with an arrangement
of responsibilities, authorities and relationships.

example company, corporation, firm, enterprise,
institution, charity, sole trader, association or parts
or combinatton there of .

NOTES :
/! The arrangement is generally orderdy

2 Anorganization can be public or privale
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J This definirion Is valid for the purposes of

guality management system standards. 7he terin
“organization " is defined dpfjerently in ISOZEC
Gurde 2.

2.8  organizational Structure

arrangement of responsibilities, authorities, and
relationships between people.

NOTES:

/7 The arrangement is generally orderiy.

2 A formal expression of the organizational
Structure is offen provided i a gualily manual
or a gualify plan for a project.

J Thescope of an organizational structiure
canr Inclide refevant interfaces lo exiernal
OIGaANIZFIONS.

2.9  customer
organization or person that receives a product.

Example Consumer, client, end-user, retailer,
beneficiary and purchaser.

NOTE.:

A customer can be tnternal or external ‘o the
OrZNIZAHON.

2,10 external customer

person or organization who receives a product, a
service, or information but is not part of the
organization supplymng t.

2.11  internal customer

recipient (person or department) of another person’s

or department’s output (product, service or
information) within an organization.
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2.12 purchaser
customer in a contractual situation.

NOTE :

The purchaser is sometimes referred fo as the
“business second partv.”

2.13  contractor
supplier in a contractual situation.
NOTE:

The contractor is somelimes referred (o as the
“DUSIHCSS Jlrst party

2.14  sub-contractor
organization that provides a product to the supplier.

NOTE :

The subcontractor may also be called
“subsupplier”

2.15 supplier

organization or person that provides a product
Example producer, distributor, retailer or vendor of
a product or provider of a service or information.

NOTES :

/A supplicr can be internal or exiernal (o the
OFGaANI=ANIO,

2 In a contractual situation a supplier s
sonetimes called “contractor’
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2.16 interested party

person or group having an interest in the performance
or success of an organization,

example:- customers, owners, people in an
organization, suppliers, bankers, unions, partners or
society.

NOTE :

A group can comprise an organizalion, a part
hereay, or more than one orgeanizalion.

2.17 perceived needs

customers’ needs based on their perceptions.

2.18 stated needs

needs as expressed by customers.

2.19 inputs

all the means employed by a process to produce its
product.

2.20 outputs

goods, services, wastes or other possible results of
the transformation process.

2.21  processed material

tangible product generated by transforming raw
material into a desired state.

NOTES :

/. The state of processed material can be
lgid, gas, pardiculale material, ingol, filment
or sheet

2 Frocessed material is nprcally delivered in
arums, bags, lanks, cylinders, cans, pipelines or
7olls.
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2.22  project

unique process, consisting of a set of cordinated and
controlled activities with start and finish dates,
undertaken to achieve an objective conforming to
specific requirements, including the constraints of time,
cost and resources.

NOTES:

/A idnvdnal project can form part of a larger
DFQICCT SETUtCire

2 L some projects the objeclives are refined

and prodicct characlerisiics defined progressively
a5 N0 Projoct procecds

I The outcome of a project may be one or several
RS of product,

3 TERMS RELATED TO QUALITY
3.1 quality

degree to which a set of inherent characteristics fulfils
requirements

NOTES:

! The term “quality " can be used with adjectives
SHCh as poor, good or excellent,

2 hiherent ] as opposed fo “assigned ] means
EVISHNG 111 Someihing, especially as a permancil
characlerisne.

3.2 grade

category or rank given to different quality requirements
for products, processes or systems having the same

functional use.

Example: Class of airline ticket and category of hotel
guide.
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NOTE :

Hlhicn establishing a gqualily reguirement, the
grade is generally specified,
33 requirement

need or expectation that is stated, generally implied
or obligatory

NOTES:

/" Generally implred " means that it Is custom
ar CONMON praclice for rhe organizalion, s
custoniers and other interested paries, that the
need or expectarion under consideralion Is
mplied

2 A qualifier can be used fo denole a specific
npe of requirement, e.g. product reguirement
GUALIIY MANGGCMENL reqguire/ment, customer
reGUIrement.

I A speciiied requirement is one whick is stated,
Jor example, i a document

I Reguirements can be generaled by different
rnleresied paries.

3.4  requirements of society

obligations resulting from laws, regulations, rules,
codes, statutes and other considerations.

NOTES:

Lo "Other considerations ” include notably
profection of the environmernt, kealth, sa/e,
security, conservation of energy and natural
resources.

2 Al requirements of society should be takern
7O aecont when defining Ihe requirements Jor
Gy,

S Reguirements gfSociery mcliae jurisarciional
and regulatory reguirements. These may vary
Jrom one Jurisaiction (o anolher.
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3.5  dependability

collective term used to describe the availability
performance and its influencing factors: reliability
performance, maintainability performance and
maintenance-support performance.

NOTES:

/1 Dependability is used only for general

AeSCIIPIONS 11 HOR-GUANTIGlve (erms.

2 Dependability is one of the time relarcd
aspects of quality.
3.6  compatibility

ability of entities to be used together under specific
conditions to fulfil! relevant requirements.

NOTE:

The aborve definition is vald for the purposes of
qualify standards. The ferm “compatibility " Is
defined differently in Pare 7 of this standard,

3.7 interchangeability

ability of an entity to be used in place of another,
without modification, to fultill the same requirements.

NOTES :
L A4 gqualifier swuch as  functional
mnterchangeability”  or  “dimensional

mterchangeabriity " should be used depending on
SPACCLIIC CIFCUTNSIANICES.

2 The abovedefinition Is valid for the purposes
of  guality  standards. The  term
“nterehangeability "' s defined dfferently in Fart
! of this standard,
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3.8  safety

state in which the risk of harm (to persons}) or damage
is limited to an acceptable level.

NOTES:
/. Safety is one of the aspects of quality.

2 The above definition is valid for the
purposes of quality standards. The lerm “safey”
5 defined differently in Part / of this standard.

3.9  conformity

fullfilment of specified requirements.
NOTE :

The above definition is valid for the purposes of
quality standards. The term “conformity” is
defined differently in Part [ of this standard,

3.10 nonconcormity

non fullfilment of a specified requirement.

NOTE :

The definition covers the departure or absence
of or1e or more guality characteristics [rncluding
dependabilily characteristics/, or quality sysicm
elements from specified requirements.

3.11 defect

non-fulfillment of a requirement related to an intended
or specified use

NOTES :

7/ The distinction between the concepls defect
and nonconformily Is Imporiant as It fas legal
connotaiions, pariicularly those assocrated with
product labillty issues, Conseguently the lerm
‘Wefect  should be used with extreme caution.
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2 The rtended use as infended by the customer
can be affected by the nature of the IO mMAtion,
SUCH as Operarng or matnienance IHSIPUCHIOMNS,
provided by the supplier.

3.12  product liability

generic term used to describe theonus ona producer
or others to make restitution for loss related to

personal injury, property damage ot other harm
caused by a product.

NOTE :

The logal and financial mplications of prodict
Liability may vary from one Jurisaiction 1o aromer.

3.13  product development

experimental process of choosing the product
features that respond to customer neexds.

3.14  process control

systematic evaluation of performance ofaprocess,
and the taking of corrective action in the event of
non-conformance.

3.15 process capability

inherent ability of a process to reproduce its results
consistantly during multiple cycles of operation.

3.16 qualification process

Process of demonstrating whether an entity is
capable of fulfilling specified requirements.

NOTE :

The term “gualifications " Is Somelmes used to
designate IS process.
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3.17 qualified

status given to an entity when the capability of fulfilling
specified requirements has been demonstrated.

3.18 inspection

conformity evaluation by observation and judgement
accompanied as appropriate by measurement,
testing or gauging.

3.19 self-inspection

inspection of the work by the performer of that work,
according to specified rules.

NOTE :

The results of selfcinspection may be used jfor
Drocess controf,

3.20 detection

those activities designed to detect non-conformances
already in products and services.

3.21 prevention

those activities designed to prevent non-
conformances in products and services.

3.22 imperfection

quality characteristic’s departure from its intended
level or state without any association to conformance
to specification requirements or to the usability ofa
product or a service.

3.23 error

discrepancy between a computed, observed, or

measured value or condition and the true, specified
or theoretically correct value or condition.
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NOTE :

Error can be caused by a jaully riem, jor
example, a compuring error made Oy jaulty
COMPLUICE CGUIDMICH!,

3.24 error-proofing (mistake-proofing,
foolproofing)

building safeguards into the technology of a process
or reduce inadvertent human error.

3.25 failure

termination of the ability of an item to perform a
required function.

3.26 verification

confirmation by examination and provision of
objective evidence that specified requirements have
been fulfilled.

3.27 validation

confirmation by examination and provision of
objective evidence that the particular requirements
for a specific intended use are fulfilled.

NOTES :

/o Iu design and developmens, validarion
CONCErNSs the process of examining a product [o
determine conformity with user needs.

2 Falidation is normally performed on the firnal
product wider defined operating conditions. f7
may be necessary in earlier stages.

J The term Crvafidated ' Is wused fo designate
e corresponding statis.

4 Multpple validavions may be carried out if
there are djfférent infended uses.
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3.28 objective evidence

information which can be proved true, based on facts
obtained through observation, measurement, test or
other means.

3.29 total quality management

management approach of an organization, centred
on quality, based on the participation of all its
members and aiming at long-term success through
customer satisfaction, and benefits to all members of
the organization and to society.

NOTES:

/. Theevpression “all ils members “designales
personnel in all deparimernts and at all levels of
1he organizationa/ structure.

2 Thestrong andpersisient leadershp of fop
management and the edication and traming of
all members of the organization are essential for
the siccess of this approacs.

7 In total quality management, the concept
of quality relates fo the achievement of all
managerial objectives.

4 The concepr "benefils fo sociely " implies,

as needed, Julfillment of the regquirements of
saciety.

S Toral quality management (70M) or paris
of it are sometimes called “rtotal guality’,
"CHOC” (company wide gualify control),
“TOC " (total gualily control) and so on.

3.30 customer satisfaction

customer’s perception of the degree to which the
customer’s requirements have been fulfilled.

NOTES :

7/ Cuslomer complainis are a common indicalor
of low cusiomer sarisfaction but their absence
does not necessarily imply Aigh customer
sarsjaction.
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2 Fven when customer reguirements fave becrn
agrecd with the customer and fulfilled this does
KOOI HECCSSQITIY ENSUre AIPR CUSIOmer Salisfaclion.

3.31 quality function deployment
structured method in which customer requirements are

translated into appropriate technical requirements for
each stage of product development and productions.

NOTE :

7his process is offen referred fo as lstening to the
voice of the customer.

3.32 quality improvement

part of quality management focused on increasing the
ability to tulfill quality requirements.

NOTE:

The reguiremeits can be related to any aspect such
as ¢ifectivencss, efficiency or traceability .

3.33  continual improvement

recurring activity to increase the ability to fulfil
requirements.

NOTE :

The process of establishing obyectives and finding
OPROFIUNITES JOor [mprovement is a continual
Drocess through He use of audiz findings andaudiy
CONCIUSIONS, analVsis of dala, managemen reviens
or other meais and generally feads fo corrective
aclion  or preverine aclion.
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4 TERMS RELATED TO THE
QUALITY SYSTEM

4.1 quality policy

overall intentions and direction of an organization with
regard to quality, as formally expressed by top
management.

NOTE :

The guality policy jforms one element of the
corporate policy and is authorized by fop
IR FCEN!.

4.2 quality management

coordinated activities to direct and control an
organization with regard to quality.

NOTE :

Direction and control with regard ro quality
generally mcludes establishment of the guality
policy and qualily objectives quality planning,
guality control, guallly

assurance and guality mnprovement .

4.3 strategic quality management

a structured process for establishing long range
quality goals, at the highest levels of organization,
and defining the means to be used to reach those
goals.
4.4 quality planning

part of quality management focused on setting
quality objectives and specifying necessary
operational processes and related resources to fulfil
the quality objectives.

NOTE :

Establishing quality plans can be part of quality
planning,
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4.5 quality control

operational techniques and activities that are used
to tulfill requirements for quality.

NOTES :

/. Cuality control mvoelves operational

rechnigucs and acirvities aimed both ar
IRONITOIIIG & ProOcess and al eliminaling causes

of unsatisfactory performance at all stages of

the quality loop in order fo ackieve economic
cliectiveness.

2 Some gquality control and guality
aSSUranNCe actions are irerrelated,

4.6 quality assurance

part of quality management focused on fulfilling
quality requirements.

4.7 quality system

organizational structure, procedures, processes and
resources needed to implement quality management.

NOTES:

Lo The guality sypstem showld be as
comprehensive as needed lo meel the qualily
obyectives.

2 The gualitv system of an organizalion is
designed primarilv to satisfy the internal
managerial necds of the organization. [l 1§
broader thar the regirrements of a particular
clstomer, who crvaliares onrly the relevarit part
of the guality svsiem,

J For contractual or mandatory quality
assCSSMEnt purposes, demonstration of e
implementation of identificd guality system
elenents inay be reguired,
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4.8  management review

formal evaluation by top management of the status
and adequacy of the quality system in relation to
quality policy objectives.

NOTES :

1. Managements review may include revien of
the quality

2 Quality audit resulls are one of the possible
THPULS [0 management revien.

I The term “top management” refers fo the
management of the organizalion Whose gualily
System Is being reviewed,

4.9 contract review

systematic activities carried out by the supplier before
signing the contract to ensure that requirements for

quality are adequately defined, free from ambiguity,
documented and can be realized by the supplier.

NOTES :

/. The contract revien: is the responsibility
of the Supplier but carn be carried out yjorntly with
the customer.

2 A contract review may be repeated at
different phases of the contract as needed.

4.10  design review

documented, comprehensive and systematic

examination of a design to evaluate its capability to
fulfill the requirements for quality identify problems,
if any, and propose the development of solutions.

NOTE :

A aesign review can be conducted at any siage
of the design process, but should in any case be
condicted al the complelion of this process.

21

48 oePmwmosn 530@mR

DO SHoTROE gi@e Seo gOCY
=dofed HNHID ©H INHEHITE IOE
oe@mndec s L9990 o le.

co:
. De@mmnlien LaSosHul 9990
Ea&ade gED Sa omdae.

2. oot Zoshn SHSC HeIMHIH
E@8@ERS 3¢ 8 0D OS5 Sl Fooud.

3. DD =sddfa S@8nedcd mdne I
groooed DEE®»IMI TS RO E
HEPMWITH: W seecsy olfoiel.

49 &S558 Bbmsow

HPOe See P 4oz c@rH+od oG
HEOODE O §BIE coISless e AT
eFADOD B 6D AT 8o EEdndis s
D3 O o 9 DL B39 wem HER@
goicos] 5380 go@ weE®nd B8y &g olp
D DAPHE DHHDSHS.

odmed:

1. 585a® Eamerw B9 srE@ndeo
D06 Do ol S NSeniHme) SR HLEE
¢ Geome oHe.

2. &Ep® Laswenww GEpe® LU gud
DET OO HIMIET MO WE MBS

410 BoEEBwos ER0@ED

oo weem & oo «Spde HIOC
45 BT JOEO. TS FIDR LD
oo S80G ne Soed escldny HED weam
B¢ eedy HAPBE N FoOLBGIH (BISEd)
sdanon Eome HIL.

&OmeD:

B eEdnda EASneew cHUEEE BI;
EenDfed D@ qRUMEDE w¢ oD D80
cexd el S e®® HNTEe ghiaved &
8¢ e go oD



411  quality manual
document stating the quality policy and describing
the quality system of an organization.

NOTES:

£ A guality mamial may relate o the tolality
af an organizalion s activities or only ro a part
of it The uile and scope of the manual reflects
the freld of application.

2 A quality manial witl normally contarn or
A ARV

a)  Qralitypolicy.

b)) The responsibilities, authoritics and inter-
relaronships ofpersonnel who manage, perform
verify or review work affecting guality,

o) The quality system procedures and
TISTFHCTEONS,

&) A statement Jor reviewing, updaling and
conirolling the manial

I A qualiyy manual can vary in depth and

Jormat fo suit the needs of an organization. [/t
Ay comprise more than one document.
Depending on the scope of the mannal, a
gualificr mayv be used, for example, " gualdty
assurance manial ", “quality manggement
micrinital

4.12 quality plan

document specifying which procedures and
associated resources shall be applied by whom and
when to a specific project, product, process or
contract.

NOTES:
1 These procedures generally include those referring

to quality management processes and to product
realization processes.
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2 A quality plan often makes reference to parts of
the quality manual or to procedure documents.

3 A quality plan is generally one of the results of
quality planning,

4.13  specification

document stating requirements

1. aqualifier should be used to indicate the type
of specification, such as “product specification”, **
test specification” etc.

2. a specification should refer to or include
drawings, patterns or other relevant documents and
indicate the means and the criteria whereby
conformity can be checked.

4.14  record

document which furnishes objective evidence of
activities performed or results achieved.

NOTES:

/L A guality record provides objective evidence
of the extent of the fulfiliment of the requirements

Jor guallly fe.g. prodauct gualily record/ or the
effectiveness of the operation of a guality system
element (e.g. quality system record).

2 Some of the purposes of qualily records are
demornstration, fraceability and preveniive and
correciive actions.

J. A record can be written or stored on any
dala medium,

4.15 supplier quality assurance

confidence that a supplier’s product or service will
fulfill its customers’ needs. This confidence is
achieved by creating a relationship between the
customer and supplier that ensures the product will

be fit for use with minimal corrective action and
inspection.
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4.16 traceability
ability to trace the history, application or location of
an entity by means of recorded identifications.

NOTES :

L The term traceabriity U may fane one of
IRree Qi meaniings.

a) Ll aprodict Sense, It may relate 1o
(7 The orggin of materials and parts
() The product processing Ristory,

i) The distribution and location of the product
aficr defiverr.

b I a calibration sense, 1t relales measuring
CQUIPIMEn 10 Ralional or e nalional standards,
PrIa standards, basic prysical constants or
PrOPCIICS, or reference inalerials,

o) I oa data-collection sense, It relates
calcilarion and data generated throughout the
qualiny loop somcetimes back fo the requrrements
Jor qualily for an erity.

2 Al aspects of trace-ability reguirements, {f’
any, should be clearly specified, for example, i
rerms of periods of time, pomnt of origin or
R freaion.

5. TERMS RELATED TO TOOLS AND
TECHNIQUES

5.1 quality loop

conceptual model of interacting activities that
influence quality at the various stages ranging from
the identification of needs to the assessment of
whether these needs have been satisfied.

NOTE:

The gualipy spival is a stmilar concepr. 24
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3.2 quality-related costs

those costs incurred in ensuring and assuring
satisfactory quality, as well as the losses incurred
when satisfactory quality is not achieved.

NOTES:

/. Quality-refated costs are classified within an
Organizalion according 1o iis onn crileria.

2 There are four caltegories of cosls, mnternal
Jatlure costs (cosls associated with defecits found
before the customer recerves e product or
service), external jarlure costs (costs associaled
with defects found afier the cusiomer recernves
the product or service), appraisal cosis (cosis
mcurred to defermine the degree of conformance

lo quality requirements), and prevention cos/s
(cost picurred fo keep failure and appraisal cosis
10 @ MR,

53 quality losses

losses caused by not realizing the potential of
resources in processes and activities.

NOTES :

L Some evamples of guality losses are the loss
of customer satisfaction, loss of opportunity o
add more value lo the customer, e organizalion
or socrety, as well as waste of resources and
malerials,

2 Some losses might be djfficult lo guaniiy

but can be very significant such as loss of good
V7/4

5.4  model for quality assurance

standard or selected set of quality system
requirements combined to satisfy the quality
assurance needs of a given situation.
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5.5 degree of demonstration

extent to which evidence is produced to provide
confidence that specitied requirements are fulfilled.

5.6  quality evaluation

systematic examination of the extent to which an
entity is capable of fulfilling specified requirements.

NOTES:

/5 A gquality evaluation may be used ro
arerine supplier guality capabifity. /n this case,
dopending on SPECIIC CIrCUmsiances, e
result of guality evaluation may be used jor
qualiicalion, approval regisiralion, certificalion
Or Accreditation purposes.

2 An additional gualificr may be used with
the term Cquality evaluation ” depending on the
scope (e.g. process, personnct, syvstem), and
HRIg (0.8, pre contract) of the guality evaluation
such as pre contract process guality
eraliation !

J dworverall supplier guality evaliation also
may clide an appraisal of financial and
lechnical resonrees.

4 Quality evaluation Is sometimes called
“qualify assessment”] " quality appraisal "or
GUality surver | in Spectiic Clrcumsiances.

5.7 quality surveillance

continual monitoring and verification of the status of
an entity and analysis of records to ensure that
specitied requirements are being fulfilled.

NOTES:

/. Qualipy surveiftance may be carried out by,
or o bohalf of, the clstomer.

2 Quality surveillance may mclude observing
and monitoring controls which can prevent the
deferioration or degradalion of an ety (e.g.
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I “Continual” may mean either constant or
Jrequent.

5.8 quality audit

systematic and independent examination to determine
whether quality activities and related results comply
with planned arrangements and whether these

arrangements are implemented effectively and are
suitable to achieve objectives.

NOTES:

/. The quality audit typically applies ro, bur
s nof limited fo, a quality system or elements
thereof| to processes, 1o products, or 1o Services.
Such audils are offen called “guality system
audll ] “process guality audiy| “product guality
audl! "or " service quality audit”!

2 Quality audits are carried out by staff not
raving airect responsrbility in the areas being
audit bur, preferably, working in co-operation
with the relevant personrnel

J Orne purposes of a quality audi? is to
eraluate the need jor tmprovement or corrective
action. An audlt skould nor be confused with
guality surverflance or inspectiorn activities
performed Jor the purposes gf process controf
or prodaiict acceplance.

4 Cuality audits can be conducred for
witernal or external purposes.

5.9  quality audit observation

statement of fact made during a quality audit and
substantiated by objective evidence.
5.10  auditor (quality)

person qualified to perform quality audits.
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NOTE :

A guality auditor desigrated fo manage a guality
audit is called a “lead guality auditor”.

5.11 auditee
organization being audited.

5.12 preventive action

action taken to eliminate the causes of a potential
nonconformity defect or other undesirable situation
in order to prevent occurrence.

NOTE :

The preventnve actions may imolve changes, such
as 1 procedures and Sysiems, o achieve qualily
mmproyement ar any stage of the quality 00p.
5.13  corrective action

action taken to eliminate the causes of an existing

nonconformity defect or other undesirable situation
in order to prevent recurrence.

NOTES:

/. The corrective actions may involve
changes, such as in procedures and Systems, o
achiene qualty improvement ar any siage of 1e
giality loop.

2 There s a distinction between
‘correction " and “corrective action "

al “Correction " refers 1o reparr, renwork or
adjustment and relates to the disposition of an
CYISHIG RONCORSOrINILY.

&/ “Corrective action " related to the
elimination of the causes of a nonconjormily.
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5.14  disposition of nonconformity

action to be taken to deal with an existing
nonconforming entity in order to resolve the
nonconformity.

NOTE:

7he action may take the jorm of for example,
COrrection Such as repatr or rework, re-grade,
SCrap, CONCESSION and amenament of a documen!
OF d 1'equUIrement.

5.15 production permit/ permit deviation

written authorization to depart from the originally
specified requirements for a product prior to its
production.

NOTE:

A production permil is for a fimirted guaniiyy or
period and jor a specified use.

5.16 waiver concession

written authorization to use or release a product
which does not conform to the specified
requirements.

NOTE :

A warver is mited to the shipment of a product
that has Speciiic NoRconjorming characlerisics
within specific deviations, jor a limited time or
GUATIY.

5.17 repair

action taken on a nonconforming product so that it
will fulfill the intended usage requirements although
it may not conform to the originally specified
requirements.

NOTES:

/L Repair is one npe of disposition of @
HONCONRJOrINing product.
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2 Repair mcludes remedial action taken fo
FCSIONe, Jor usage, da once corforming but non

HONCONIOIINING Prodiucs, Jor example, as part of

PRI ETIIRNCT.

5.18  rework
action taken on a nonconforming product so that it
will tulfill the specified requirements.

NOTE :

Rework is one fipe of disposition of a
ROICORIOTTHING PFOGUC,

5.19  check sheet

simple data recording device. The check sheet is
customer-designed by the user, which allows
customer to readily interpret the results. The check
sheet is onc of the seven tools of quality.

5.20 cause-and-effect diagram

tool for analysing process dispersion. The diagram
illustrates the main causes and sub causes leading to
an effect (symptom). It is also referred to as the
“Ishikawa diagram” and the “fishbone diagram™.
This is one of the seven tools of quality.

5.21 control chart

a chart with upper and lower control limits on which
values of some statistical measure for a series of
samples of sub-groups are plotted. The chart
trequently shows a central line to help detect a trend
of plotted values towards either control limit. Thisis
one of the seven tools of quality.

5.22 flowchart

graphical representation of the steps in a process.
Flowcharts are drawn to better understanding

processes. The flow chart is one of the seven tools
of quality.
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5.23  histogram

graphic summary of variationin aset of data. The
pictorial nature of the histogram lets people see
patterns that are difficult to see in a simple table of
numbers. The histogram is one of the seven tools of

quality.
5.24 pareto chart

graphical tool for ranking causes from most significant
to least significant. It is based on the pareto principle.
The pareto chart is one of the seven tools of quality.
5.25 scatter diagram

graphical technique to analyze the relationship
between two variables. Two sets of data are plotted
on a graph, with the y axis being used for the

variable to make the prediction. The scatter diagram
is one of the seven tools of quality.

5.26 decision matrix

matrix used by teams to evaluate problems or
possible solutions.

NOTE:

Afler a matriv is drawn fo evaliuale possible
SOLLTONS, Jor example, the leam Lsiy them in 1he
Jar-leff vertical column. Next the lfeam selects
crileria [o rale the possrble solutions, wriling them
across the fop row. Hhrrdly each possible solution
s rated on a scale of / o 5 jor eack criferia and
the rating recorded in the corresponding grid,
Finally, ratings ofal! the criteria Jor each possible
solution are added fo determine ils rotal score.
7he roral score Is then used 1o belp decide whick
solution deserves the most alfention,

5.27 force field analysis
technique for analysing the forces that will aid or
binder an organization in reaching an objective.
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NOTE :

An arrow pornting ro an objective Is drawn the
mddle of a piece of paper. The factors that will
ard the objective s ackievement (called the
ariving jorces) are listed on the lefl side of the
arron; /e Jactors that will hinder its achirevement
(called the resiranung forces) are listed on the
r{gh! Side of the arrow.

5.28 matrix diagram (spreadsheet)

orderly arrangement of planning information
consisting usually of (a) horizontal rows to set out
the elements undergoing planning and (b) vertical
columns to set out the resulting product/process
responses.

5.29 statistical quality control (SQC)

application of statistical techniques to control quality.
NOTES:

7 These lechnrgues melude the use of frequency
aisirbutions, measure of central fendency and
dispersion, controlcharts, acceplance sampling,
FESFCSSION analyses, rests of significance el

2 Oicn the term statistical process control’
(SPC) wused interchangeably with statistical
qality control mcludes acceplance sampling as
well as stalistical process control,

5.30 statistical process control

application of statistical techniques to control
process.

NOTE:

Ofren the lerm statistrcal gualipy control 'is used
nterehangeably with statistical process controf.
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6 OTHER TERMS ASSOCIATED
WITH QUALITY MANAGEMENT

6.1 brainstorming

technique that teams use to generate ideas on a
particular subject. Each person in the team is asked
to think creatively and write down as many ideas as
possible the ideas are not discussed or reviewed until
after the brainstorming session.

6.2 benchmarking

improvement process in which a company measures
its performance against that of best-in-class
companies, determines how those companies
achieved their performance levels, and uses the
information to improve its own performance. The
subjects that can be benchmarked include strategies,
operations, processes and procedures.

6.3 quality circle

quality improvement or self improvement study
groups composed of a small number of employees
(10 or fewer) and their supervisor.

6.4 facilitator

person specially trained to assist project teams in
carrying out their products.

6.5 just-in-time manufacturing

optimal material requirement planning system for a
manufacturing process in which there islittle or no
manufacturing material inventory on hand at the
manufacturing siteand little or no incoming inspection.

6.6 kaizen

japanese term that means gradual unending
improvement by doing little things better than setting
and achieving increasingly higher standards.
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6.7 pareto principle

phenomenon that, in any population which
contributes to a common effect, a relative few ofthe
contributors account for the bulk of the effect.

6.8 plan-do-check (PDCA) cycle
four step process for quality improvement.
NOTES:

/ n the first step (plan), a plan to effect
rmprovement is developed, in the second siep
(o), the plan is carried out preferably on a small
scale. fin the third step (check), the effects of the
plan are observed. In the last siep (act) the
resulls are studied to determine what was learned
and what can be predicred

2 The Plan-do-check-act cycle is sometimes

referred o as the “shewhart cycle  and as the
“Lerming cycle ”.

6.9 reliability

probability that an item can perform a required

function under given condition for a given time
interval.

NOTES :

/1t Is generally assumed that the ifem Is in @
state [0 perjorm 1his required funiclion ar the
vegnming of the ime nierval

2 The term reliability performance gualjfied by
s probability.

6.10 quality engineering
analysis of a manufacturing system at all stages to

maximize the quality of the process itself and the
products it produces.
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6.11 vital few useful many

principle which is used under the Pareto principle
suggesting that most effects come from relatively few
causes; that is 80 per cent of the effects come from
20 per cent of the possible causes. The 20 per cent
of the possible causes are referred to as the ‘vital
few’; the remaining causes are referred to as the
‘useful many’.

NOTE :

S Juran, when defined this Drinciple, referred
10 the remaining causes as the trivial marny but
realizing that no problems are frivial in quality
AssUrance, i was changed 1o as usefid many |
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SLS CERTIFICATION MARK

The Sri Lanka Standards Institution is the owner of the
registered certification mark shown below. Beneath the mark,
the number of the Sri Lanka Standard relevant to the product
is indicated. This mark may be used only by those who have
obtained permits under the SLS certification marks scheme.
The presence of this mark on or in relation to a product
conveys the assurance that they have been produced to comply
with the requirements of the relevant Sri Lanka Standard
under a well designed system of quality control inspection
and testing operated by the manufacturer and supervised by
the SLSI which includes surveillance inspection of the factory,
testing of both factory and market samples.

Further particulars thhe terms and conditions cyrthe permit
may be obtained from the Sri Lanka Standards Institution,
17, Victoria Place, Elvitigala Mawatha, Colombo 08.

Printed at SLSI (Printing Unit)
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SRI LANKA STANDARDS INSTITUTION

The Sri Lanka Standards Institution (SLSI) is the National Standards Organization of Sri Lanka
established under the Sri Lanka Standards Institution Act No. 6 of 1984 which repealed and
replaced the Bureau of Ceylon Standards Act No. 38 of 1964. The Institution functions under
the Ministry of Science & Technology.

The principal objects of the Institution as set out in the Act are to prepare standards and
promote their adoption, to provide facilities for examination and testing of products, to operate
a Certification Marks Scheme, to certify the quality of products meant for local consumption
or exports and to promote standardization and quality control by educational, consultancy

and research activity.

The Institution is financed by Government grants, and by the income from the sale of its
publications and other services offered for Industry and Business Sector. Financial and

administrative control is vested in a Council appointed in accordance with the provisions of

the Act.

The development and formulation of National Standards is carried out by Technical Experts
and representatives of other interest groups, assisted by the permanent officers of the Institution.
These Technical Committees are appointed under the purview of the Sectoral Committees
which in turn are appointed by the Council. The Sectoral Committees give the final Technical
approval for the Draft National Standards prior to the approval by the Council of the SLSI.

All members of the Technical and Sectoral Committees render their services in an honorary
capacity. In this process the Institution endeavours to ensure adequate representation of all

view points.

In the International field the Institution represents Sri Lanka in the International Organization
for Standardization (ISO), and participates in such fields of standardization as are of special

interest to Sri Lanka.

Printed at the Sri Lanka Standards Institution, 17, Victoria Place, Elvitigala Mawatha,
Colombo 08.
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