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Abstract. Despite the numerical success of ISO 9000 quality management systems, the certification is much
criticized, as it is not a risk-free undertaking. A review of the literature on this issue indicates that organizations often
lack flexibility in the design and implementation of quality management systems, the level of the utilization of em-
ployees’ skills and knowledge is low. This is because organizations usually approach this process of implementation in
an empiric way. ISO 9000 certification can deliver business and financial benefits, but the managers of organizations
should carefully design the ISO 9000 implementation strategy. To develop a mature quality management system, criti-
cal success factors for ISO 9000 certification benefits should be considered in the early phases of their planning and
designing processes. The article presents the critical success factors for ISO 9000 certification benefits which can help
plan and implement quality management systems according to the 9000 standard most successfully. The investigation
has shown that very important for ISO 9000 financial benefits is a well-developed ISO 9000 implementation strategy.
Strategic orientation is a moderating factor influencing the relationship between ISO 9000 certification benefits and
the firm’s financial performance. In the present study, a strong interdependence between the companies’ certification
motivation factors and the results obtained was determined. From the overall findings of the investigation, it can be
concluded that strong internal motivation or willingness to improve a company’s quality helps establish a quality man-
agement system that leads to external benefits (such as the improvement of the company’s position in the market) as
well as to internal benefits. Continuous improvement of processes, people and system, the reward system, team work,
the measurement of performance and communication during the post-certification period are all critical success factors
for the sustainable quality management system and for successful results of ISO 9000 certification. Quality auditors
are in a powerful position to increase the value of certifications. Value-added audit may not only produce data for the
use in granting a certificate, for improving documentation or for enforcing conformity, but also for making managerial
decisions concerned with economy, staff development, technology, growth, product and processes, because these deci-
sions are based on current performance.
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Introduction

The ISO 9000 family of standards has been de-
veloped to assist any organization in all sectors re-
gardless of size, type and activity to implement and
operate effective quality management systems (EN
ISO 9000:2005, 2005). The application of interna-
tional standards benefits manufacturers, service pro-
viders, users, consumers and regulators as well as
supports sustainable development. Certification
based on international standards gives confidence
and facilitates access to world markets, and its popu-

larity continues today. According to the ISO Survey
(2009), ‘up to the end of December 2008, at least
982,832 ISO 9001 certificates had been issued in
176 countries and economies’ and ‘[t]he 2008 total
represents an increase by 3% over 2007. Services
have significantly increased their share of certifi-
cates, with service providers accounting for 40% of
all ISO 9001 certificates compared to 32% in 2007.
To improve competitiveness around the
world, ISO 9000 has been widely adopted as a qual-
ity management system, but with mixed success
(Kuo et al., 2009). Despite the numerical success of
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ISO 9000, the certification is much criticized, as it is
not a risk-free undertaking. ISO 9000 certification
does not guarantee improved performance due to the
high explicit and implicit costs associated with its
implementation (Van der Wiele et al., 2005). Lately,
various studies have confirmed that ISO 9000 certi-
fication is too expensive, too time-consuming, re-
source-consuming, too formalized and impersonal,
and that costs are greater than the benefits derived
(Bhuiyan and Adam, 2005; Casadesus and Karapet-
rovic, 2005).

The management systems standards ISO 9001
(quality) and ISO 14001 (environment) have gained
recognition in Lithuania. On one hand, ISO 9001
alone up until the end of January 2010 approached
1,013 certifications across a diverse range of organi-
zations in the manufacturing, service and govern-
ment areas. On the other hand, the numbers of certi-
fications to ISO 14001 have substantially jumped in
the last few years to as high as 530. The Lithuanian
business and organizations of all kinds have been
rapidly changing over recent years. Organizations
and companies are becoming increasingly dependent
on each other and foreign partners for business,
prosperity and socioeconomic change and environ-
mental responsibility. To remain effective and rele-
vant, standardization and standards’ processes need
to meet the changing expectations of industry, regu-
latory authorities, society and multiple stakeholders.

Under these changing conditions, there is an es-
sential necessity for the usage of international stan-
dards. The risks of not doing things right are high, so
the management systems have to be carefully posi-
tioned according to international standards and
guidelines. These management systems help organi-
zations address increasing regulation on environ-
mental, quality, trading and societal fronts and grow-
ing stakeholders’ demands on industry. The man-
agement systems based on international standards
are a part of the process of moving forward. The
demands of organizations have intensified over re-
cent years due to rapid social, political and environ-
ment changes, and standards play a role in determin-
ing corporate performance and license to operate.

The implementation of a quality management
system and its subsequent certification is a voluntary
process supported by the organization’s own strat-
egy, motivations, policies and goals. To have more
benefits from ISO 9000 certification, organizations
may to take into consideration that the design and
implementation of an organization’s quality man-
agement system is influenced by the organization’s
strategy, its size and structure, organizational envi-
ronment and its changes as well as the risks associ-
ated with that environment (EN ISO 9001:2008,
2008). In this connection it can be stated that al-
though ISO 9000 has become a common knowledge
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in organizations and the standard is widely adopted
in different industries and sectors, it can be a source
of competitive advantage, because ISO certified
organizations can implement the standard in very
different ways. It is reasonable to believe that some
factors such as corporate vision and strategy, motiva-
tion and continuous improvement as well as com-
petitiveness in the marketplace could have a crucial
influence on the strategy of the implementation of
ISO 9000.

The purpose of this article is to try to identify
the critical success factors for ISO 9000 certification
benefits which can help successfully plan and im-
plement quality management systems according to
the 9000 standard.

1. Influence of Strategic Factors

The key to customer satisfaction and competi-
tive success has been discovered to lie in emphasiz-
ing and achieving product and service quality (Lai et
al., 2002). Quality may be considered as a strategic
competitive tool, and organizations cannot afford to
ignore the strategic implications of quality for their
competitive position. Lee et al. (2009: 653) analyzed
the implementation and performance outcomes of
ISO 9000 in service organizations and showed that
managers in organizations ‘must realize that ISO
9000 is capable of generating a competitive advan-
tage only if top management is fully committed to
the program implementation from a strategic per-
spective’. The most important factor is the way the
certification is perceived by top/senior management,
as this is classified as the most influential factor for
implementing the standard. If certification is per-
ceived in a negative way, top management would not
implement the standard, accordingly, if the standard
is perceived positively, top management will provide
full support to ISO 9000 certification. This is evi-
denced through the fact that top management acts as
a driver of the implementation of quality manage-
ment systems through the provision of necessary
resources as well as a key to continuous improve-
ment through the creation of values, goals and sys-
tems to satisfy customer expectations and improve
organization performance (Chin and Choi, 2003). In
order to achieve the true value associated with certi-
fication, it should be made consistent with an or-
ganization’s strategic directions and should not stop
at ISO 9000:2000, and the identified barriers should
be reduced or eliminated in order to have an effec-
tive implementation (Magd, 2008). This, in turn, will
result in the expected outcome. What is more, in
enhancing the level of the true value of the standard
and its effective implementation, instruction by pro-
fessional organizations/institutions on the true mean-
ing of the standard and the new changes as well as
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on how these changes can impact organizations is
strongly recommended (Magd, 2008).

Some studies deal with the relationship between
the values and requirements that underpin the ISO
9000 standard and important strategic and organiza-
tional dimensions. Control or creativity orientation is
an important dimension that supports many strategic
management choices of organizations (Ghani et al.,
2002). Control-orientation in organizations is syn-
onymous with bureaucracy; control-oriented organi-
zations are centralized, characterized by extensive
departmentalization, high formalization, mainly
downward communication and the usage of process-
oriented strategies, while their operational excellence
is mainly marked by a highly disciplined and struc-
tured way of doing business. The ISO 9000 standard,
by requiring all processes and procedures to be
documented undoubtedly, is commonly associated
with control-oriented organizations (Molina et al.,
2004). This standard enhances the control of man-
agement systems by documentation and formaliza-
tion (manuals, procedures, instructions, protocols,
etc.) and systematization (hierarchical, orderliness,
sequentially interacting processes) (Anwar and Jab-
noun, 2006). Organizations of this type get benefits
from ISO 9000 certification very easily.

In the opposite side of a strategic spectrum are
the creativity-oriented organizations. Organizations
of this type use cross-hierarchical, flexible and func-
tional teams, are characterized by low formalization,
lateral, upward and downward communication sys-
tem, almost continually search for market opportuni-
ties and, accordingly, institute or need to institute
highly flexible structures and practices (Donaldson,
2001). The normative values of institutionalization,
documentation and systematization embodied in the
ISO 9000 standard militate the options for structural
fluidity’ creativity and innovation (Mallak et al.,
1997). Therefore, organizations of this type face
certain difficulties in implementing quality manage-
ment systems according to the ISO 9001 standard.

Abdullah and Ahmad (2009) analyzed the fit
between organizational structures, management ori-
entation, knowledge orientation and the values of
ISO 9000 standard. They postulated that the more
mechanistic and explicit knowledge-based organiza-
tions would enjoy ISO certification, while the more
organic and tacit knowledge-based organizations
would experience tensions arising from the lack of
fit. Hence, conceptually, the standard would work
best in more mechanistic and routine knowledge-
based settings. Creativity-oriented strategies would
find the standard quite dysfunctional, while control
and operation-based strategies would be likely to
benefit the most from the certification.

Some authors classify organizations into three
categories of strategic orientation, namely, cost lead-
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ership, market differentiation and focus strategy, and
conclude that strategic orientation is a moderating
factor influencing the relationship between registra-
tion to a quality scheme such as the ISO 9000 and
the organization’s financial performance (Dimara et
al., 2004).

The latest version of ISO 9000 indicates that the
standard is constituted by eight principles (ISO
9000: 2005). Thus, it is possible that ‘certified or-
ganizations may not implement these principles in
similar extents and may exhibit varying patterns of
implementation by paying extra attention to some
principles that are in the line with their corporate
strategies’ (Lee et al., 2009: 647). Therefore, the
managers of organizations should carefully design
the ISO 9000 implementation strategy. With a well-
developed ISO 9000 strategy, the implementation of
the standard can be better aligned with the environ-
ment of an organization so as to accomplish com-
petitive advantages and optimal performance.

2. Influence of Motivation Factors

ISO 9001 certification benefits can be classified
into external and internal. The first ones are related
to improvements in terms of marketing and promo-
tional aspects, increase in customer satisfaction and
the improvement of market share, while internal
benefits are related to organizational improvements,
the reward system, team work, the measurement of
performance and communication, continuous im-
provement (Coleman and Douglas, 2003; Gotzamani
and Tsiotras, 2002).

As an external motivation factor, ISO 9001 cer-
tification is frequently used as a marketing tool
(Poksinska et al., 2006). Some companies state that
without ISO 9000 certification they would not be
able to sign a significant number of contracts (Doug-
las et al., 2003). Bhuiyan and Alam (2004), with
reference to the results of their survey, concluded
that concerning U.S. companies, one of the most
important underlying reasons for becoming certified
was the existence of commercial relationship with
European markets. Customer pressure is also one of
the main motivations to achieve ISO 9000 certifica-
tion mentioned by companies (Martinez-Costa and
Martinez-Lorente, 2003).

A strong interdependence between the compa-
nies’ certification motivations and the results ob-
tained exists. When firms simply react to external
pressures for getting certified, they may treat ISO
9000 certification as a prime goal in itself, adopt a
minimalist approach to achieve it and thus achieve
limited internal performance improvements (Quazi
and Jakobs, 2004). Rodriguez-Escobar, Gonzalez-
Benito and Martinez-Lorente analyzed the ‘dissatis-
faction that ISO 9000 has created in small compa-
nies’ (2006: 509). According to them, ‘for small
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companies, certification is only a guarantee that the
company is using a quality management system ac-
cording to a list of requisites and procedures. How-
ever, the benefits that have been attributed to ISO
9000 have often been overstated, so that companies
tend to generate high expectations that are difficult
to realize completely’ (Rodriguez-Escobar, Gon-
zalez-Benito and Martinez-Lorente, 2006: 515). Bi-
azzo (2005) suggests that there must be an evolution
towards the so-called performance/management au-
dit model, in order to increase the ability to unveil
conformity and thus increase the value of certifica-
tions. The evolution of the logic of audits assumes
particular importance in the context of small and
medium-sized enterprises, since these companies
tend to implement formal quality systems only when
there is a significant external pressure to do so, and
when they do, their approach to the implementation
of ISO 9001 standards tends to be minimalist.

Organizations that see certification as an oppor-
tunity to improve internal processes and systems
rather than merely seek to get a certificate on the
wall will get broader positive results from ISO 9000
certification (Llopis and Tari, 2003). Lundmark and
Westelius (2006) revealed that the strongest, most
obvious and most valued effects of the ISO 9000
standards were clearer and more apparent working
procedures and responsibilities. The most apparent
problem was found to be bureaucracy, which can
lead to reduced flexibility. The findings of the stud-
ies by Van der Wiele et al. (2005) showed an overall
positive perception of the value of the ISO
9000:2000 quality management system standards
and a consistently higher appreciation of the 2000
version compared with the 1994 version.

The value of quality management systems, ac-
cording to the 9001 standard, depends on the way
they are implemented. The performance of quality
management systems could improve, if companies
would diligently adopt the new standard rather than
attempt to incorporate it into the existing quality
management systems (Michaela et al., 2007). Lead-
ership style also influences performance. Leadership
styles that support the implementation of ISO
9000:2000 are empowerment and contingent reward
(Naceur and Abdullah, 2005). Lin and Wu (2005)
propose a knowledge-creating model for ISO
9001:2000 that an organization can use to gain the
knowledge needed to enhance quality and perform-
ance. It also provides a prepared framework for or-
dering and structuring an organization’s knowledge.
Llopis and Tari (2003) suggest that companies con-
cerned about internal reasons are those which:

e  obtain higher profits deriving from the im-
plementation of a quality system;

e reach a greater practical implementation of
quality management principles;
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e are most likely to progress towards total
quality management.

Fotopoulos and Psomas (2010) investigated ISO
9001:2000 implementations in the Greek food sector
and showed that the major reasons for certification,
unlike benefits, concerned firstly the internal and
then the external business environment, and no par-
ticular difficulties were observed during the standard
implementation. From the overall findings of the
study, the authors concluded that strong internal
motivation or willingness to improve a company’s
quality could help establish a quality management
system that leads to external benefits such as the
improvement of a company’s position in the market
as well as to internal benefits. Similar results were
obtained by RuZevicius et al. (2004). Their research
revealed that the implementation of quality man-
agement systems mostly resulted in internal benefits
of intangible nature. In addition, although the main
reasons to start implementing a quality system are
the pursuance of external advantages, the implemen-
tation generally results in an increase in internal
benefits such as improvement of the definition of the
responsibilities and obligations of employees, a de-
crease in non-conformities, better communication
among employees and increased efficiency.

White et al. (2009) examined the rationale for
establishing a quality management system by obtain-
ing ISO 9001:2000 certifications in non-profit small
to medium enterprises in the UK and showed that
through a correct development of a quality manage-
ment system a company was able to generate bot-
tom-line savings and business performance en-
hancement. The study identified the process of the
preparation for certification and showed that when
the quality management system is developed as part
of a coherent initiative, lasting performance im-
provements are achieved.

Magd (2008) analyzed the implementation of
ISO 9001:2000 in the Egyptian manufacturing sector
and indicated that Egyptian manufacturing organiza-
tions were aware of ISO 9001:2000 and considered it
to be relevant. The main motives for seeking ISO
9000 certification were the improvement of the effi-
ciency of quality systems and the achievement of
customer’s satisfaction. The vital benefits received
from the implementation of the certificate were im-
proved documentation and improvement in the effi-
ciency of the quality management system.

3. Influence of Financial Factors

There is a multitude of variables that could in-
fluence a company’s business financial performance.
Thus, it is very important to define a group of vari-
ables which must reflect the impact of quality man-
agement system implementation over company fi-
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nancial performance (Heras et al., 2002). The studies
carried out in this area and the conclusions made so
far are of a contradictory nature (Sampaio et al.,
2009). Some authors conclude that there is a positive
relationship between ISO 9001 certification and
companies’ financial improvements. Musa et al.
(2007) examined the long-term impact of ISO 9000
certification on business performance. The study
compared the monthly stock returns and variability
of the returns of ISO 9000 certified and non-ISO
9000 certified firms traded on the Istanbul Stock
Exchange from January 1997 to September 2005.
The results of the analysis of annual two-year, three-
year, four-year averages of monthly stock returns
indicated that ISO 9000 certified firms generally had
higher returns and lower variability of returns than
non-ISO 9000 certified firms.

Dimara et al. (2004) examined the impact of the
implementation of a quality management system
over a company’s financial performance in a frame-
work of strategic orientation and concluded that if all
the firms under investigation were pooled together,
there would be no significant difference in their fi-
nancial performance indicators after a period of six
years following the implementation of ISO 9000.
However, if the firms were examined separately
according to their strategic orientation, in firms pur-
suing a cost leadership strategy a statistically signifi-
cant growth of financial profitability indicators
would be noticed, while in firms pursuing a market
differentiation strategy a statistically significant
growth of their turnover and market share would be
observed. Thus, strategic orientation is a moderating
factor influencing the relationship between ISO 9000
certification benefits and a company’s financial per-
formance.

However, as it has already been stated, various
studies confirmed that ISO 9000 certifications are
too expensive, too time-consuming, resource-
consuming, too formalized and impersonal, and that
costs are greater than the benefits derived (Bhuiyan
and Adam, 2005; Casadesus and Karapetrovic,
2005).

Despite the definite benefits of ISO 9001, its
main flaw is the reliance on third-party audits that
waste a company’s resources (Dearing, 2007). Wu
and Lui (2010) proposed measurement indicators
and a relationship model for the evaluation of ISO
9000 certified companies. The evaluated indicators
are comprised of five perspectives: finance, cus-
tomer, internal processes, learning and growing and
corporate mission. A causal relationship is found to
exist among the five perspectives. The analysis of
the effect of ISO 9000 certification on corporate
performance showed that ISO certification positively
enhanced all five proposed performance perspec-
tives:
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¢ from the financial perspective, ISO certifica-
tion would be beneficial to the promotion of activi-
ties, improvement of profitability and the productiv-
ity of facilities;

o from the customer perspective, ISO certifica-
tion would create positive customer sentiment for
specific manufacturing industries, promote cus-
tomer’s long-term support and enhance customer
satisfaction and loyalty;

e from the internal process perspective, ISO
certification would effectively improve the stan-
dardization and systematization of production proc-
esses and further reinforce the overall working envi-
ronment;

e from the learning and growth perspective,
ISO certification would allow enterprises to effec-
tively use market information to understand custom-
ers’ behaviour and reactions, make corporate goals
more compliant with social needs and improve cor-
porate reputation and brand image;

e from the corporate mission perspective, ISO
certification would definitely and effectively estab-
lish trust between enterprises and customers to en-
hance customer satisfaction. Through the standardi-
zation and systematization of operations, production
processes could be improved along with corporate
and brand image.

4. Influence of Continuous Improvement
Factors

Very important is the continuous improvement
stage of the post-certification period. The continuous
improvement stage is actually the phase where the
maintenance of the quality system is carried out.
This phase is important if an organization wants to
continuously improve and reap the long term bene-
fits of having a quality management system in place
(Nanda, 2005). Ab Wahid and Corner (2009) inves-
tigated critical success factors and problems in ISO
9000 maintenance. The results showed that top man-
agement, other employees, the reward system, team
work, continuous improvement, the understanding of
the ISO 9000 itself, the measurement of performance
and communication are all critical success factors for
ISO 9000 maintenance and for successful results of
certification. Continuous improvement of processes,
people and system are also very important factors for
the sustainable quality management system. It is
useful to apply other methods and tools to achieve
the demanded quality. Miguel and Dias (2009) pro-
posed a framework for combining ISO 9001 re-
quirements with quality function deployment. The
main results indicated that the proposed framework
could assist in developing products and prioritizing
critical operational functions and ISO 9001:2000
requirements.
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Organizations that implement ISO 9000 quality
management systems willingly and have a positive
attitude towards it are more likely to report improved
organization performance than those organizations
that implement ISO 9000 certification in a reaction-
ary mode due to customer pressure. Terziovski and
Power (2007) analyzed the impact of the continuous
improvement approach to ISO 9000 -certification
benefits and arrived at several important conclu-
sions. The high-level finding was that organizations
that sought ISO 9000 certification with a proactive
approach driven by continuous improvement strat-
egy were more likely to derive significant benefits,
as a result. What is more, noteworthy is their finding
that organizations can effectively use ISO 9000 cer-
tification as a means of promoting and facilitating
quality culture, where the quality auditor is an im-
portant player in the process. The strongest positive
association was found between a continuous im-
provement strategy and improved business perform-
ance.

5. Influence of Auditing Factors

Quality auditors are in a powerful position to
increase the ability to unveil conformity and thus
increase the value of certifications. The main reason
for conducting audits is to obtain factual input for
management decisions, but the vast majority of au-
dits only produce data for use in granting a certifi-
cate, for improving documentation or for enforcing
conformity. Most auditors have been exposed to
conformity auditing where the sole objective is to
establish if a specific requirement has been met.
They invariably do not provide data for making
managerial decisions concerned with staff develop-
ment, technology, growth, product and processes,
because these decisions are based on current per-
formance and often all the audit reveals is current
conformity, not current performance.

There are a number of approaches generally
used in conducting internal and external quality sys-
tem audits, and not all of them are successful. Ele-
ment-based auditing provides evidence that an or-
ganization has introduced the elements of the stan-
dard into procedures and that the procedures are
being followed but not that planned results have
been achieved. Department-based auditing provides
some evidence that an organization has embedded
the standard in departmental responsibilities and
procedures but not that planned results have been
achieved. Task-based auditing provides evidence
that specific tasks have been accomplished but not
that planned results have been achieved.

More effective is processes-based auditing. The
auditor seeks to establish the results an organization
desires to achieve, determines whether these results

35

take into account the needs of the customers and the
interested parties and then examines the way proc-
esses are managed to achieve these results and im-
prove performance. Therefore, the auditor takes into
consideration every requirement in the ISO
9001:2000 standard. If it is revealed that the organi-
zation satisfies the customers and other interested
parties and applies the eight quality management
principles in its activities, there is no sound basis to
report nonconformities (Kazilitinas, 2008).

The investigation of the relationship between
motivations for seeking ISO 9000 certification, qual-
ity culture, management responsibility, and the per-
ceived benefits derived from ISO certification shows
that ISO 9000 certification can deliver significant
business benefits if it is implemented as a part of a
continuous improvement strategy where quality
auditors are important players in the process
(Terziovski and Power, 2007). Certification audits
help improve quality management systems and in-
crease the motivation for quality work. However, at
the quality system maintenance stage, internal qual-
ity audits must be utilized not merely to verify the
adherence to the defined quality management system
but also to explore opportunities to continuous im-
provement (Nanda, 2005). The audit and inspection
processes that the certification entails help further
the homogenization and standardization of organiza-
tional processes (Power, 2003). Certified organiza-
tions want auditors not only to issue a certificate, but
also to share their own experience and give sugges-
tions for improvement. For example, original
equipment manufacturers (OEMs) require auditors
of QS-9000 to identify opportunities for improve-
ment in their audit report. This adds value and bene-
fits the auditee’s customers (Reid, 2004). There exist
great differences regarding the required conditions
for certification. The differences primarily depend
on the auditors, but also on the certification bodies
(Poksinska and Dahlgaard, 2006).

Conformity assessment is becoming more diffi-
cult even for the best auditors. Increasing questions
from auditee’s about governance, corporate respon-
sibility and reputation risk management issues are
putting new strains on auditors as the boundaries
between quality, environmental and safety issues are
blurring. Various quality and environmental man-
agement system auditing specifications were rolled
up into the ISO 19011:2002 standard. The auditing
principles of ISO 19011:2002 call for ethical con-
duct, fair presentation, professional care, independ-
ence and evidence-based approach. The credibility
of the audits depends on both ethical factors and fair
presentation. Continual review of these basic princi-
ples keeps auditors on track and helps assure audits
are effective (Russell, 2007). Further new and lucra-
tive opportunities will undoubtedly present them-
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selves in emerging disciplines like anti-corruption,
where there is growing recognition that independent
assessors will be essential for the success of integrity
management systems and transparent pacts between
all parties involved in development processes.

Pivka (2004) considered that quality audits
brought value-added in the attempt of increasing
process efficiency and effectiveness. Dereli and
Baykasoglu (2006) came to the same conclusion.
Their studies showed the ISO 9000 certification
process being a cybernetic system where the feed-
back part is quality auditing, and an effective audit-
ing can therefore improve and accelerate the certifi-
cation process. Lin and Wu (2006) saw quality audit-
ing as a point of departure for creating innovation
within organization.

Conclusions

ISO 9000 certification can deliver business
benefits, but the managers of organizations should
carefully design the ISO 9000 implementation strat-
egy. In this respect, it is important to realize the ne-
cessity to align quality programmes with business
strategies to ensure that efforts reflect the long-term
goals of an organization. A critical point in this ef-
fort is the commitment of top management to set
priorities in appropriate resource allocation during
the design and implementation of the ISO 9000 qual-
ity system. There is relationship between the values
and requirements that underpin the ISO 9001 stan-
dard and important strategic and organizational di-
mensions. Control-oriented organizations get bene-
fits from ISO 9001 certification more easily than
creativity-oriented organizations.

A strong interdependence between the compa-
nies’ certification motivation factors and the results
obtained exists. ISO 9001 certification is frequently
used as a marketing tool, while customer pressure is
also one of the main motivation factors. The major
reasons for certification, unlike benefits, concern
firstly the internal and then the external business
environment. Organizations that see certification as
an opportunity to improve internal processes and
systems will get broader positive results from ISO
9000 certification.

The studies carried out in financial area and the
conclusions made so far are of a contradictory na-
ture. On one hand, some authors conclude that there
is a positive relationship between ISO 9001 certifica-
tion and companies’ financial improvements. On the
other hand, various studies confirm that ISO 9000
certification is too expensive, too time-consuming,
resource-consuming, too formalized and impersonal,
and that costs are greater than the benefits derived.
Very important for ISO 9000 financial benefits is a
well-developed ISO 9000 implementation strategy.
Strategic orientation is a moderating factor influenc-

Adolfas KAZILTUNAS

ing the relationship between ISO 9000 certification
benefits and a company’s financial performance.

During the post-certification period very impor-
tant are continuous improvement factors. Those fac-
tors are important if an organization wants to con-
tinuously improve and reap the long term benefits of
having a quality management system in place. Con-
tinuous improvement of processes, people and sys-
tem, the reward system, team work, the measurement
of performance and communication are all critical
success factors for the sustainable quality manage-
ment system and for successful results of ISO 9000
certification.

Quality auditors are in a powerful position to
increase the value of certifications. Certification
audits help improve quality management systems
and increase the motivation for quality work. Certi-
fied organizations want auditors not only to issue a
certificate, but also to share their own experience
and give suggestions for improvement. A successful
audit may not only produce data for use in granting a
certificate, for improving documentation or for en-
forcing conformity, but also for making managerial
decisions concerned with staff development, tech-
nology, growth, product and processes, because
these decisions are based on current performance.

There are a number of approaches generally
used in conducting internal and external quality sys-
tem audits, and not all of them are successful. A
more effective is processes-based auditing. The audi-
tor seeks to establish the results the organization
desires to achieve, determines whether these results
take into account the needs of the customers and the
interested parties and then examines the way proc-
esses are managed to achieve these results and im-
prove performance.
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KRITINIAI ISO 9000 KOKYBES VADYBOS SISTEMU SERTIFIKAVIMO SEKMES
VEIKSNIAI

Adolfas KAZILIUNAS
Mykolo Romerio universitetas, Lietuva

Santrauka. ISO 9000 kokybés vadybos sistemos yra labai populiarios tiek pasaulyje, tiek Lietuvoje, bet ne visa-
da ir ne visoms organizacijoms §iy sistemy diegimas ir sertifikavimas atneSa laukiama nauda. Taip atsitinka todél, kad
daznai organizacijos nepakankamai atidziai planuoja kokybés vadybos sistemos diegima, iki galo nejvertina visy svar-
biy veiksniy. Siekiant, kad kokybés vadybos sistema duoty didesn¢ nauda, patartina jau pirmose sistemos planavimo ir
diegimo stadijose jvertinti kritinius sékmés faktorius. Straipsnyje pateikiami kritiniai sekmés veiksniai, ] kuriuos verta
atsizvelgti planuojant ir diegiant ISO 9000 kokybés vadybos sistema. Analizés parodé¢, kad ISO 9000 kokybés vady-
bos sistemos diegimo finansinei sékmei ypac svarblis organizacijos strateginiai faktoriai. Didele jtaka turi ir tai, ko-
kiais vidaus ar iSorés motyvais vadovaujamasi siekiant sertifikuoti ISO 9000 kokybés vadybos sistema. ISO 9000
sertifikavimas daznai panaudojamas kaip iSorinis motyvavimo veiksnys, rinkodaros priemoné, padedanti padidinti
vartotojy pasitikéjima ir praplésti rinkos dalj. ISorinis motyvuojantis veiksnys, verciantis siekti sertifikuoti ISO 9000,
daznai biina ir klienty spaudimas. Organizacijos, kurios siekia sertifikuoti ISO 9000 atsizvelgdamos | vidinius moty-
vuojancius faktorius, sickdamos pagerinti vidaus procesus ir sistemas, pasiekia geresniy rezultaty ir patiria daugiau
naudos nei tos, kurios vadovaujasi tik iSorés motyvuojanciais faktoriais. Toliau tobulinti kokybés sistema svarbu ir
gavus I1SO 9000 sertifikatg. Straipsnyje pateikiami nuolatinio procesy ir sistemy gerinimo Kritiniai sékmés faktoriai,
padedantys nuolat gauti gerus rezultatus sertifikavus ISO 9000 kokybés vadybos sistema.
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