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ISO-WwWKTb UM He ISO-WKTL — BOT B 4ém Bonpoc!

The ISO 9000 series of standards has formalized systems for evaluating the ability of any firm to
consistently design, produce, and deliver quality products and services. Despite its widespread

international acceptance, ISO 9000 is surrounded by controversy and criticism. The literature is

clearly divided in its assessment of ISO 9000, which is viewed as either a variant of Total Quality
Management (TQM) or a paper-driven process of limited value (Curkovic & Pagell, 1999).

ISO 9000 should not be viewed as a variant of Total Quality Management (TQM) or any other
complete quality system. ISO 9000 only ensures that a quality system exists, and cannot guarantee its
functionality (Curkovic & Handfield, 1996).

Many times we were told that a new measurement system, maintenance program, or significant
improvement in quality was directly or indirectly due to becoming ISO-certified (Curkovic & Pagell,
1999).

One of the chief criticisms of ISO 9000 is the amount of paperwork involved (Curkovic & Pagell,
1999).

For example, a design engineer at an automotive supplier started his job prior to certification and
realized 2 months into his job that he was working from engi- neering drawings which were
outdated. The designs had been changed over a dozen times, but the original drawings were not
updated because the supplier did not formally track and document changes. This delayed the
customer's program and the sup- plier was not given consideration for future business because of
the delay. The design engineer acknowledged that the certification process has prevented this from
occurring again because everyone involved in the new product development process now formally
tracks and documents design changes as they occur. This has: (1) reduced new product development
times; (2) reduced costs; and (3) most importantly, helped satisfy customers (Curkovic & Pagell,
1999).

Another company which manufactured high-end quality office furniture for Fortune 500 companies
was using a very informal and unstructured new product development process prior to ISO 9000
certification. [...] By formalizing the new product development process via docu- mentation, the
company has reduced the number of engineering changes made during the design process and has
almost eliminated them once the product gets into production. This has reduced: (1) new product
development times; (2) production start-up problems; and (3) costs (Curkovic & Pagell, 1999).

ISO 9000 has been criticized because it does nothing to guarantee continuous improvement, which is
the underpinning of TQM. Formalized processes called to attention the need and opportu- nity for
improvement projects such as: (1) unscheduled machine downtime; (2) machine set-up, die change,
and machine changeover times; (3) excessive cycle time; (4) scrap, rework, and repair; (5) excessive
use of floor space; and (6) exces- sive variation. All of these projects present opportunities to
improve quality, time, cost, and even flexibility (Curkovic & Pagell, 1999).

For many companies, being ISO 9000-certified is actually a way to save money, even if they receive
no quality benefits. Companies without certification face two equally unpleasant circumstances.
First is the possibility detailed in the beginning of the paper, the inability to get work. The second
possibility is that the companies will have to get certified by each of their customers, individually.
Rather than having a single certification that is rec- ognized worldwide, they will need to go through
each customer's unique program. These individual certification programs may be less expensive than
ISO 9000 but over time, the cumulative costs could be much higher (Curkovic & Pagell, 1999).

Kvaliteedijuhtimise konspekt. Koostatud: Aleksei KorovitSev, 2025



Kvaliteedijuhtimise konspekt. Koostatud: Aleksei Korovitsev, 2025

ISO 9000 does not have to be a paper-driven process that does not guarantee out- comes. We have
found that companies who are willing to invest the time and energy into doing the process right can
and do gain significant benefits. However, those companies which see certification as merely a game

to get, or keep business, will not reap additional benefits (Curkovic & Pagell, 1999).

Kvaliteedijuhti- | EFQM mudel ISO 9001:2015 | Kuus sigmat mudel
missiisteemi kvaliteedijuhtimis-
mudel siisteem
Eesmirk Taita voi1 iletada koigi | Saavutada Teenida rahaline tulu
huvigruppide (klient, | kliendirahulolu 1dbi | labi kliendirahulolu
omanik, tootaja, ihiskond) | korge  kvaliteediga
ootused toodete
Strateegia Enesehindamise teel mddta, | Ariprotsesside Korge kvaliteet ja
kui kaugel ollakse teel | korraldamine vastu | madal
taiuslikkuse poole, | nduetekohaseid ebadnnestumisméaar
analiilisida oma puudujdidke | standardeid koigis
ning leida lahendusi driprotsessides
Rakendamise Pideva taiustamise | Pideva  tdiustamise | Pideva tdiustamise
metoodika pohimattel mudel (soovituslik) pohimottel
Kiriitilised tegurid | Juhtkonna toetus, kooskola | Eelkoige Juhtkonna kaasatus
rakendamisel organisatsioonis, tippjuhtkonna ja osalemine; seotus
vadrtuspohine piihendumus; aga ka | klientidega;
kommunikatsiooni ettevottesisene tthildamine ettevotte
strateegia (tdhenduslikkus) | kommunikatsioon dristrateegia ja
infrastruktuuriga
Eelised Fookus koigil | Kindlustunne Jatkuv  protsesside
huvigruppidel; tihe suhtlus | kliendile (kvaliteedi | parendamine;
organisatsiooni siseselt; | tagamine ja kontroll); | tohustamine ja
enesehindamise peegeldus | dokumenteeritud kulude vihendamine
protsessid;
oskusteabe allikas.
Integreerimine Mudel on voimalik | Soovituslik ISO 9004 | Kasutada Lean
teiste jargmine samm peale ISO | piisiva edu | mudeli osana (Lean
stisteemidega rakendamist saavutamiseks; hea | kuus sigmat).
alus EFQM-ile Soovituslik liita
olemasolevale ISO
9001 siisteemile kui
ka EFQM-ile ja
teiste
taiuslikkusemudelite
ga.

Allikas: J&hvikas, K. (2016). 1ISO STANDARDIL POHINEVA KVALITEEDJUHTIMISSUSTEEMI
RAKENDAMISE SEOSED ETTEVOTTE TULEMUSNAITAJATEGA EESTI MOOBLITOOSTUSE NAITEL.
[Magistrit66, Tartu Ulikool]. DSpace. http://hdl.handle.net/10062/52387

Samas tulemusnaitaja vaartused on labi aastate siiski pigem ebastabiilsed ja kohti ka langevad. Veel
on oluline valja tuua, et lisandvaartus tootaja kohta kdrgeima vaartusega aasta oli tiks aasta enne

sertifitseerimist. Eeltoodu vdib viidata olulisele protsesside korrastamisele just enne sertifitseerimist,
et jouda soovitud sertifikaadini (J6hvikas, 2016).
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Joonis 14. Lisandvéirtus tootaja kohta enne ja pérast sertifitseerimist, eurodes
Allikas: autori koostatud.

Arvutusandmetest ndhtub, et sertifitseerimisele jargneva ja eelneva perioodi miigitulude suhe on

keskmiselt Ghest kdrgem, mis tdhendab, et ettevotete midgitulu on keskmiselt parast
sertifitseerimist kdrgem kui enne sertifitseerimist (J6hvikas, 2016).
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Joonis 15. Miiligitulu enne ja parast sertifitseerimist, tuhandetes eurodes
Allikas: autori koostatud.

Arvutusandmetest ndhtub, et sertifitseerimisele jargneva ja eelneva perioodi arikasumi suhe on
keskmiselt tihest kdrgem, mis tdhendab, et ettevGtete drikasum on keskmiselt parast sertifitseerimist
korgem kui enne sertifitseerimist. Tabelist 6 on ka ndha, et drikasum on mitmetel ettevotetel enne
sertifitseerimist olnud negatiivne, selle tulemusena on ka sertifitseerimise eelse perioodi keskmine
drikasum negatiivne. Sertifitseerimise jargsel perioodil on aga arikasum keskmiselt positiivne
(Johvikas, 2016).
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Joonis 17. Arikasum kolm aastat enne ja kolm aastat pérast sertifitseerimist, tuhandetes
eurodes
Allikas: autori koostatud.

Tabelis 7 toodud andmete pdhjal on naha, et kuigi kdigi nelja uuritava naitaja korral on
sertifitseerimise jargne keskvaartus kdrgem kui sertifitseerimise eelne keskvaartus, siis t-testi alusel
osutus statistiliselt oluliseks iksnes midgitulu erinevus (t = 3,90, p =0,001). Seega v&ib analtusi
pohjal vaita, et ettevotete keskmine milgitulu 3-aastase perioodi jooksul parast sertifitseerimist on
korgem kui 3- aastase perioodi jooksul enne sertifitseerimist. Erinevused lisandvaartus tdotaja kohta,
aastakeskmises to0tajate arvus ja arikasumis ei ole aga statistiliselt olulised (JOhvikas, 2016).

Tabel 7. Ettevotte tulemusniitajate sertifitseerimiseelse ja —jargsete nditajate erinevuse
t-test

L-3a e =3 aagtat ‘péirast Erinevus | t-statistik p
keskmine keskmine
Miitigitulu, eur (tuhandetes) 3214 4574 1 360 3.9 0,001
Lisandvaartus tootaja kohta, eur 15494 17 579 2 085 1,22 0,239
Tootajate arv 72,8 78,3 3.5 0,59 0,562
Arikasum, eur (tuhandetes) -19 212 231 1,36 0,118

Mitmed varasemad uuringud on kinnitanud ettevotte tootlikkuse tdusu peale 1ISO 9001
sertifitseerimist [abi suurema kvaliteedi réhuasetuse 53 sisemistel protsessidel ja
kvaliteediteadlikkuse tGusu ettevottes, vahenenud raiskamise ja topelttegevuste (Dick et al. 2008:
689; Ratnasingam et al. 2013; Sharma 2005 jt viidatud J6hvikas, 2016 j.).

Esimene enim korduseid saanud strateegiliste tegurite kategooria on strateegia ja pika plaani
puudumine, mis mdjutab tootlikkust ja ehitusettevotted peavad eduka tuleviku nimel po6rama
rohkem tdhelepanu strateegilise juhtimisele. Organisatsioonid tunnevad ebamugavust vajalike
sammude astumisel, kuid strateegiline juhtimine aitab neil koostada tegevuskava, mille abil suunata
oma organisatsiooni muutuval turul (Must & Aruvili, 2023).
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Strateegia ja selle juhtimine vGimaldavad ettevotetel reageerida muutustele turul ja seelabi tagada
edu, kuid takistuseks on elluviimise halb juhtimine, ebapiisavad juhtimisoskused ja to66tajate
vastumeelsus jagada oma teadmisi (Cater ja Pucko, 2010 viidatud Must & Aruvili, 2023 j.).
SOnastatud strateegiate ellu viimata jatmine muudab kogu planeerimise kasutuks, mistdttu on oluline
juhtide siivenemine mitte ainult strateegia koostamisele, vaid ka selle elluviimisele. On tahtis, et
juhid arendaksid juhtimisoskusi ja looksid to6tajatele mugava, kaasava ja teadmisi jagava keskkonna
(Must & Aruvali, 2023).

Viies enim korduseid saanud strateegiliste tegurite kategooria on kvaliteedijuhtimise vahene
rakendamine, mille mdju tootlikkusele tuleb valja Vrijhoef ja Koskela (2005) uuringust, kus leiti, et
ehitusettevotete kvaliteedijuhtimine on muude sektoritega vorreldes suhteliselt madal. Ehituses

keskendutakse lepingutingimuste taitmisele, mitte tdiendavale rahalisele kasule voi

konkurentsieelisele oma tegevust parendades. Seega tdahelepanuta on kliendile orienteeritus ja
keskendutakse vaid toode Gigeaegsusele ja eelarves pilsimisele (Must & Aruvili, 2023).

- EESTVEDAINI TOOKORRALIDUS INFO PUUDUS TOOTURG STRATEEGIA SPETSIALISTIST
2|8 JUHENDAMINE ARIMUDEL PROJEK TIPOHINE TOORULTUUR MUUTUV JUHID
2|8 KAASAMINE KULTUUR KULUEFEKTIVSUS HARIDUS KESKKOND JUHTIMISE KVAI
- 1BE JUHTIMINE TUHTIMISE TEADMUSE KEERULINI TUHTIMINE KOMPETENTSID
= = ARENDMAINE POHIMOTTED JAGAMINE VALDKOND ARIMUDEL DIGI TEADMISED

EESMARGID TULEMUSTELE SIDUSRUHMAD OPERATIIVNE
ORIENTEERITUS IUHTIMINE
ORG Ot ORG YALINS T STRAL O
J i MITTETOIMIV ARENDAMATA : e [ STRATEEGIA JA JUHTIMIS-
PUUDULIK TOO } fop CANISATSIOON) [ PROTSESSID 1A | [ SERTOR ULDIN PIKA PLAANI KOMPETENTSIDE
INIMESTEGA JA TOOKULTUUR TOOMEETODID PARSSIV MOR PUUDUMINE PUUDUMINE:
SUUNAMINE JUHTIMISE- TOOKORRALDUS TURU SUURLS TEGEVUSKAVAD JURTIMISVEAD

a EESTYEDAMINE POIIMOTTED ROLLID VALDEONNA- EESMARGID TAGAJARJIED

= JUHENDAMINE VAARTUSED RAISKAMINE ERIPARA RESSURSID EESTVEDAMINE

- KAASAMINE KULTUUR TEADMUSE- TELLUA ROLL TULEMUS. EMPAATIA

é KOOLITAMINE KOOSTOO JAGAMINE TOOVOTIAD JUITIMINE MEESKOND
] MENTORLUS STRUKTUUR SUS HARIDUSSOST IIVERSIFITSEER.

JUHTIMINE LABIPAISTVLS EFERTIIVSUS

Joonis 2. Eesti ehitusettevotete tootlikkust takistavad tegurid ja vordlus teooriaga

Keenan ja Rostami (2019) leidsid, et kvaliteedislisteemi rakendamisel paraneb kiirelt ehitusettevotete
téhusus, sealhulgas suurem juhtimiskontroll ning defektide registreerimine ja vahendamine. Samuti
toodi valja pikaajalised m&jud, mida avaldab juhtimispdhimd&tetega kaasnev ettevotte suhtumise
muutmine: kui kehtestatakse ettevétte nduded ja kohustused, tdstetakse esile kvaliteedi olulisust
ning soodustatakse koost66- ja meeskonnatdo kultuuri, paranevad aja edenedes tulemused. Leiud
naitavad selgelt, et kvaliteedijuhtimissiisteemi rakendamine avaldab positiivset m&ju ehitustegevuse
tulemuslikkusele (Must & Aruvili, 2023).
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Joonis 6. Ettevotte eesmirgid ISO 9001 standardi juurutamisel

Vidide, et ettevotetes pole tootajatel piisavalt ajaressurssi ISO 9001:2015
kvaliteedijuhtimissiisteemiga tegeleda, ei saanud tagasisidena vaga palju toetust. Kui
kvaliteedijuhtimissiisteem toimib ja on tugevalt integreeritud igapaevase t66ga, ei olegi ajaressurss
takistavaks faktoriks ISO 9001:2015 haldamisel. Neli vastajat olid pigem ndus ja kaks vastajat tdiesti
nous vditega, et takistavaks teguriks ISO 9001:2015 haldamisel on padevate t66tajate puudumine
(Jaeger-Kalpus, 2020).

Kvaliteedijuht Gldjuhul on juhtkonna poolt pandud vastutavaks ISO 9001:2015 tagamise eest, kui ei
ole juhtkonna poolt maaratud kedagi teist. Kdikide meeskonnaliikmete toe puudumisel, st kui méned
tootajad ei tdida oma osa slisteemi tagamisel, on kvaliteedijuhil v6i kvaliteedijuhtimissiisteemi eest
vastutajal kogu stisteemi raske (iksi hallata (Jaeger-Kalpus, 2020).
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Joonis 8. Takistavad tegurid ISO 9001:2015 KVIS toimimisel (n=12).

Ettevotte siseselt kasutusel oleva ISO 9001:2015 kvaliteedijuhtimissiisteemi igapdevast toimimist
tuleks lihtsustada. See tdestab, et autori poolt tostatatud probleem on olemas ja ettevotted peavad
sellega tegelema, et saada tdit kasu ISO 9001:2015 kvaliteedijuhtimissiisteemist. Ettevdtte sisene
kvaliteedijuhtimissiisteem ja selle haldamine peaks olema lihtsalt ilesehitatud ja kergesti hallatav.
Kui ettevotte I1SO 9001 kvaliteedijuhtimissiisteemi toimimine on problemaatiline, peaks ettevotte
vOtma eesmargiks seda lihtsustada, parandades slisteemi kasutajasdbralikumaks ja hdlpsamini
hallatavaks (Jaeger-Kalpus, 2020).

T66 autor kiisis ettevotete kdest, mida nemad naeks lahendusena, kuidas ISO 9001:2015 igapdevane
toimimine ettevotetes oleks hdlpsamini tagatud? Olulisemate punktidena toodi vélja:

 kdiki asjasse puutuvaid osapooli tuleb kaasata kohe juurutamise algusest, et tagada korraparane
kvaliteedijuhtimissiisteemi toimimine;

¢ igal tasandil peab vastutuse vdotma, eriti oluline on juhtide teadlik ja metoodiline eestvedamine;
* ettevotte siseselt tuleb kasutada reaalseid m&ddikuid ja jalgida andmete trende;

¢ riskianallilsi koostamisel kaasata kdik osakonnajuhid ning selle abil teha tegevusplaanid;

* uute tootajate lisandumisel panna rohku sisekoolitustele;

¢ vdltima keerukaid, Gledokumenteeritud ja blirokraatlikke siisteeme;

¢ oluline on motiveerida lihtt66tajat kvaliteedi tagamiseks;

 ettevOttes peaks olema konkreetne inimene, kes kvaliteedijuhtimisega igapdevaselt tegeleb.
(Jaeger-Kalpus, 2020).

ISO 9001:2015 standardis on dokumentatsiooni osas deldud (ISO 9001:2015 p 4.4.2):
“Organisatsioon peab vajalikul maaral toimivana hoidma dokumenteeritud teabe oma protsesside
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toimimiseks ning 49 sailitama dokumenteeritud teabe, kindlustamaks protsesside labiviimise
kavandatud viisil”. Iga organisatsioon saab ise otsustada, kui palju ta dokumenteerib. Kui ettevdttele
tundub, et ISO 9001:2015 haldamine nduab liigset paberimajandust, siis peaks métlema, milleks lihte
vOi teist paberit taidetakse ja kas seda (ildse on vaja. Sama peaks tegema ka moéddikute ehk
tulemuslikkuse vétmenaitajatega (Jaeger-Kalpus, 2020).

Usna paljud ettevotted piirduvad nii 6elda “sertifikaadi hoidmisega” ning tanu sellele nahakse
rutiinset ISO 9001 kvaliteedijuhtimisstisteemi haldamist, kui igapdevatood takistavat tegurit. Seega,
olles teinud suure t606 kvaliteedijuhtimissiisteemi juurutamisel, ei oska ettevotted
kvaliteedijuhtimissiisteemi toimivana hoida, seda pidevalt parendada ja saada sellest loodetud kasu
(Jaeger-Kalpus, 2020).

HenoHMMaHMe BbICILIMM PYKOBOACTBOM MHOMMX OPraHn3aLmii CBOMX BeayLein poim n o6sa3aHHocTen
npu co3gaHmmn, GYHKLMOHNPOBAHUM U NOCTOAHHOM Yy/ydlleHUn pesyastatusHoctn CMK,
npeanucaHHbix n. 5.1 NCO 9001:2000, - 6bITb MOXKET, OCHOBHasA NpUYMHa Heycnexa (Eroposa, 2006).

Ecnu 6bl Bce pykoBOAMTENM OblIN 03ab0YEHbI BONPOCaMU MEHEAKMEHTA KayecTBa U ero
Pe3yNbTaTUBHOCTbIO, Er0 PeasibHOM NOb30M A/19 OPraHM3aLLMK, @ HE TeM, KaK MOCKopee Nosy4mTb
cepTtuduKart, To ycnex ot BHeagpeHua CMK 6bin 6bl 6onee Bnevatnsaowmm (Eroposa, 2006).

Mpexxae Bcero, caeayert NOHATb, YTo NpeacTasnfeT cobom ctaHgapT MCO 9001:2000. Co3aaH OH Kak
YHUPUUMPOBAHHDBIN AOKYMEHT, NPUMEHMMBbIN K OpraHn3aumam ntoboro suaa, pasmepa,
NocTaB/iAeMOMN NPOAYKLMU UK YCIYTK, A TakKe Gpopmbl cobcTBeHHOCTU. CTaHZapT npeacTaBaseT
coboli "ckenet", KOTOpbIM yCTaHaBAUBAET TpeboBaHMA Ha YPOBHE YTO A0MKHO BbIThb peasin3oBaHo B
opraHusaumn. A maTepmnanunsyetcs sToT "'ckeneT" camoi opraHu3aumneit NyTem MHTEPNPETaLUnN Kak
peann3oBaTb 3aaHHble cTaHgapToM TpeboBaHuMA. NoaToMy Ntobaa opraHM3auma, Npexae Yem
paspabotatb CMK, gonkHa nHTepnpetupoBatb MCO 9001:2000 NnpMMeEHUTENBHO K CBOEN
cneundmrke, a He NepenucbiBaTh TEKCT cTaHaapTa (Eroposa, 2006).

OZHMM 13 CaMblX PacnpOCTPaHEHHbIX NPeApPacCyAKoB, N0 ero MHEHUIO, ABAAeTcA abcontoTM3aums
oTpac/ieBblXx 0COBEHHOCTEN 1 CNeundUKK B yNpasBaeHUN KauecTBoM. K. [yKypaH yTBEpKAAET, UTo
"...HECMOTPA Ha HaMYMe PeasbHO CYLLECTBYIOLWMX PA3MYMIA B TEXHONOTMW, NPON3BOACTBEHHOWM
KY/IbTYpe U UCTOPUN, C TOYKM 3pEHUA YNPaBJAEHUA KaueCTBOM OpraHM3aummn U NpeanpuaTma He
OT/IYAIOTCA APYT OT Apyra. Bce oHM abCcoNOTHO MAEHTUYHbI: UCMO/B3YIOTCA aHaNOTUYHbIE
KOHLeNTya bHble NoAxoAbl, TpebyeTca ogHOTUNHAA UCXOA4HAA MHPOopMauma ana 0606LeHns,
NPUMEHAIOTCA OLHM U Te e MeToAbl aHanu3a. NpeogoneHne UCTOPUYECKMN CIIOKUBLLMXCA
npespaccyaKoB ABAAETCS OAHUM U3 Hanbosiee BaXKHbIX 3/1eMEHTOB B paclUMpeHnn macutabos
BHeZpeHMA KoHUenuumn ynpasneHuns kayectsom'" (Eroposa, 2006).

Mpu cepTndMKaumm HeobXoAMMO NOHATb, Kak 1 Kem paspabotaHa CMK. Hanpumep, ecain CMK
NoJIHOCTbIO pa3paboTaHa NepcoHaNoOM Cy»Kb KauyecTBa UM CTaHAAPTM3aLLMM, OHA HE MOXKET BbITb
pe3ynbTaTUBHOM, TaK KaK NepcoHan 3TUX CNyKO He MOXKeT ObITb KOMMNETEHTHbIM BO BCEX BOMPOCAX.
[na ocTanbHOro nepcoHana Takasa paspaboTka byaeT MHOPOAHOM U HEMOHATHOM, BOCMPUHUMATDL ee
6yayT popmanbHO, KaK HaBA3aHHYIO NOBUHHOCTL (Eroposa, 2006).

He peanusaumsa (MrHopupoBaHMe) NpUHUMMNE NOCTOAHHOIO yay4yweHuaA. XoTsa TpeboBaHuA
noctoaHHoro ynyyweHmna CMK copepkatca Bo mHormx nyHKktax MCO 9001:2000, 8 CMK opraHusauunm
OHM 334aCTYH0 He NAAHUPYIOTCA U, CNef0BaTeNbHO, HE BbIMOHAKOTCA MO0 BbINOAHATCA YaCTUYHO.
MocKoNbKy NOTPEBHOCTU M OXUMAAHMA NOTPebUTENEl CO BpEMEHEM U3MEHALIOTCA, OPraHn3aLma
[OOJIKHA MOCTOAHHO pearMpoBaTb Ha 3TU U3MEHEHWUA U COOTBETCTBEHHO NMOCTOAHHO yay4ylaTb CBOKO
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npoaykumio (ycayrm) n npoueccsl. K npoueccam MoKeT MPUMEHATLCA METOL0I0TUA YAYYLLIEHUS
PDCA (umkn Oemunra-LyxapTa) (Eroposa, 2006).

Lee et al. (2009) found that the experience of their sample of SMEs in adopting the ISO 9001:2000
standard was, on average, four years, which is somewhat less than the experience in the present
study (14 percent for more than eight years; 32.4 percent for five-to-eight years; 33.3 percent for
three-to-five years; and 20.3 percent for fewer than three years) (viidatud Psomas et al., 2010 j).

The present study thus concludes that the critical areas that should be considered by a small-to-
medium service company are (in descending order of importance):

. the internal motivation of the company;

. the attributes of the company;

. employee attributes;

. the requirements of the quality system; and

. the attributes of the external environment.

(Psomas et al., 2010).

Taking account of the individual critical factors represented by these latent constructs, it is apparent
that a SME service company requires:

. the right motives for implementing the standard (especially a desire to improve its internal
environment);

. suitable infrastructure, facilities, and equipment (in accordance with contemporary advanced
technology);

. trained employees who are actively involved in implementing the quality standard;

. the right conditions for the implementation of the system in terms of financial resources, time, and
the paperwork required; and

. awareness of the attributes of the external market to which the company belongs

(Psomas et al., 2010).

The manager should first ensure that the firm’s motivation for implementing the standard is
internally oriented, rather than being externally oriented. The next important area that a quality
manager should focus on is the development of human resources. The aim in this regard is to
develop an educated workforce of employees who are committed to quality procedures and are
empowered to take part in decisions about quality issues (Psomas et al., 2010).

In summary, quality managers of SME service companies should be aware that simply fulfilling a
quality standard’s minimal requirements is insufficient. The effectiveness of implementing ISO 9001
requires a clear focus on all of the above-mentioned critical areas. If quality managers fail to address
these wider issues (regarding motivation, organizational culture, human resources, infrastructure,
and so on), the full benefits of a QMS based on ISO 9001 will never be achieved (Psomas et al.,
2010).
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[JQRM
20 7 Average of 150 2001 Average of non
, certified (n = 111) certified (n = 109) p
Financial critevia hie nma**
Profitability 347 0.629
Turnover 326 006"
766 Market share 320 002" "
Receivables turnover 3.33 2498 0.026"*
Inventory turmover 343 318 0.081
Internal business criteria 366 3.71 (1608
Error, waste and re-processing costs 339 351 0,408
Capacity utilization rate 3.4 3AT 0.663
Defective product ratio 3.89 189 0554
Manufacturing lead time 378 188 0412
Employee satisfaction level 3.70 378 0.4%
Customer crifena 1.16 1.19 0.795
Number of compiaint from
Customers 1.14 .15 054
.23 $.22 0878
r ing
products 126 £.25 0964
On-time and full delivery 1.09 .23 0175
Response speed of technical service L10 $.08 0.824
lImovation and learming criteria 3.74 3.62 0278
The success of offering new
products to market 373 368 0.713
Competitive position L07 379 0018°
Regular training for employees 37 347 0,087
20 2 Return of education 3.56 34 0,395
[l‘fjlblle l\ barace Time and cost savings won by
tietences between mmplementing new methods 3.64 373 0.517
ISO 9001 certified and : prfete i ,
BT IR R Overall average 3.77 368 R
non-<Certied compunies
i terms of performance Note: Significant at: "p < 006 and **p < 001

We only found a statistically significant difference in the 0.05 level of significance between ISO 9001
certified and non-certified companies in terms of financial criteria (p=0.009). Significant differences
were not found in terms of internal business criteria, customer criteria and innovation and learning
criteria. Only under the subsection “innovation and learning”, we found a statistical significant
difference in the 0.05 significance level between ISO 9001 certified and non-certified companies in
terms of competitive position (p= 0.018) (SITKI ILKAY & Aslan, 2012).

Many factors such as motivation for certification, quality practices, consultancy service during the
certification period, senior management’s support and attitude, employees’ attitude, company size,
time since certification and strategic orientation of the company affect the certification-performance
relationship (SITKI ILKAY & Aslan, 2012).

The only significant difference between certified and non-certified companies we did find was in
terms of financial criteria, a subsection of performance, in the 0.01 level of significance. Actually we
expected certified companies to improve themselves primarily in internal business processes and
customer criteria, and then that these improvements would affect financial measures. However, the
situation was opposite.When financial criteria were examined, we found certified companies were
significanly better especially at turnover and market share. This may have resulted from the use of
the certificate as an advertising and sales tool (SITKI iLKAY & Aslan, 2012).

Motivation for certification is also a key factor affecting the performance of certified companies. In
the literature it is claimed that companies which are motivated internally have higher performance
than companies which are motivated externally (SITKI iLKAY & Aslan, 2012).
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An alternative for SME’s after certification would be investigating how efficient and in what level ISO
9001 requirements are done. In subjects that performance improvement has not been observed,
system practice activities need to be continuously improved. In other words if no improvement in
performance is observed after certification, then the system is so-called certified and this is the case
for most SME’s (SITKI ILKAY & Aslan, 2012).
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