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11..  IInnttrroodduuccttiioonn

In recent years, very popular (also in smaller organizations) is
to implement standardized quality management systems (Fon-
seca, 2015). These systems are designed to help organizations
improve management processes, raise awareness of the impor-
tance of customer service, manufacturing of products on the
accepted quality standards (Heras-Saizarbitoria, Boiral, 2015),
and more active involve employees and executives in pro-quality
activities (Wolniak, 2011).

In addition, the ISO 9001 with its requirements gives a com-
pany a guidance on the definition of the quality management
system architecture, based on the process approach and the
indications for its continuous improvement. The ISO 9001 with its
guidelines governs such areas in a company as: the development
of system documentation, management responsibility, employees’
rights, methods of communication, maintenance management,
acquisition and management, comprehensive implementation of
the product or measurement, analysis and improvement
(Czajkowska, Kad³ubek, 2015; Zimon, Zimon, 2014). 

Despite the fact that the authors of modern concepts of
quality management claim that the addressee of their systems
could be any organization regardless its size or business profile,
it is assumed that most of the quality management systems are
designed to offer a large manufacturing companies (Psomas and
Pantouvakis 2015). Therefore still valid is question what impact
has the implementation of the quality management system requi-
rements for the operation of small and medium-sized organi-
zations? It should be emphasized that the process of imple-
menting the quality management system is extremely complex
and can involve a complete overhaul of the existing system of
management of the organization.

At this point it should be considered whether deciding to
implement a quality management system, the current way of
managing the organization will be updated and improved, or the
opposite? Trying to answer this question the research process was
conducted. The aim of it was to identify the impact of the
implementation of the quality management system according to
ISO 9001 on improvements in process management in small and
medium-sized organizations. The study was conducted in March
and April 2014 using a technique online survey. For the analysis
classified 30 correctly completed questionnaires survey. 

However, we should to be aware, that the implementation
and certification of the Quality Management System is an
investment. The cost incurred during system’s implementation,

operation and improvement phases can be a significant burden
on small and medium-sized organizations, often beyond their
financial capacity. It is believed that this is due to the fact, that
ISO 9001 requirements do not fully take into account among the
other things, the following barriers faced by a small and medium
size firms (Zimon, 2015):

� Flat, single-level organizational structure;
� Inadequate value of equity limiting company’s ability to

self-finance or borrow funds for development projects;
� Unfavorable treatment by financial institutions;
� Limited ability to attract right mix of personnel.

22..  AAnnaallyyssiiss  ooff  tthhee  rreessuullttss  ooff  rreesseeaarrcchh

The first question was to identify the conditions deciding
about the implementation of quality management system.
Learning basic reasons for the implementation of system requi-
rements, combined with the actual impact of the system on the
functioning of the organization will determine whether the quality
management system met the expectations reposed in it. Answers
of Respondents are contained in Table 1. 

TTaabbllee 11..  CCoonnddiittiioonnss  ddeecciiddiinngg  oonn  tthhee  iimmpplleemmeennttaattiioonn  
ooff  tthhee  qquuaalliittyy  mmaannaaggeemmeenntt  ssyysstteemm

Source: own research results.

Analyzing the distribution of responses it is noted that accor-
ding to the respondents the main purpose of implementing the
quality management system is the desire to improve the quality of
products and customer relationships. The recognition of these
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For what reason did you decide to implement the
requirements of ISO 9001 (select up to 3 variants of
answers)

Answers
in % 

Prestige considerations resulting from the possession of
the certificate 6.7 %

The desire to improve relations with customers 2233..33  %%  

The desire to improve the quality of products/services 3300  %%  

The increase of pro-quality awareness of employees 10 % 

Increase of efficiency of internal processes 2200  %%  

Sorting out the organization’s work 10 % 
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two factors as crucial due to the fact that the ISO 9001 standard
places a strong emphasis on identification of customer
requirements and incorporate information from them in the
process of product design. Noting that improving the quality of
the product is the result of better communication and customer
service, choice of respondents can be considered thoughtful and
testifying to the knowledge of basic guidelines of ISO 9001.
According to the system requirements the organization should
design internal processes based on information from the
customer. The starting point should be to diagnose the needs of
the market, to gather the relevant resources and the production
processes in a controlled (Zimon and colleges, 2015). The next
step involves monitoring of customer satisfaction and if necessary
the introduction of corrective actions and improvement process
manufacturing execution and customer service (Šatanová and
colleges, 2014). Information about customer satisfaction can
come from: 

� Customer complaints;
� Survey;
� Direct interviews;
� Reports of consumer organizations;
� Market research.

It should be emphasized that the implementation of the
requirements of ISO 9001 has a positive impact on reducing the
risk of produce a product that does not meet adopted by the
company quality requirements. Compliance with the require-
ments of ISO 9001 reduces the risk of producing a product not
in accordance with customer requirements or standards adopted
by the organization. Compliance with the requirements of ISO
9001 in the production and monitoring of the production process
has a significant impact on increasing the technical quality of the
product (Zimon, Malindžák, 2014).

The third in the order premise that encourage the organiza-
tion to implement the system requirements is to strive to improve
its internal processes. Representatives from companies knowing
that ISO 9001 is based on a process approach, adhering to its
requirements expect increased efficiency, development and im-
provement of key processes in the organization. This choice is
most appropriate because the company is so effective how effec-
tive are their internal processes. Managing the process includes
the management objectives, efficiency, providers of resources
and processes. In small and medium-sized organizations the
process approach to manage stemmed from the desire to seek
new sources of growth efficiency and effectiveness.

It is worth noting that considerations of prestige resulting from
the possession of certified quality management system in the
slightest influence on the decision to implement the system. This
may prove that with the increasing popularity of ISO 9001
certificate of ownership is considered to be standard, and not
benefit the element of marketing. Similar conclusions were drawn
by M. Urbaniak (2015), which after its own research found that
formal confirmation of the requirements of ISO 9001 ceases to
be a competitive differentiator – as in the case of small and
medium-sized organizations. It follows particularly with a pretty
big competition prevailing in the market of certification bodies
that wanted to win the customer decide to ease requirements not
only of price but also formal (Allur, Heras-Saizarbitoria, Casa-
desus, 2014).

For depreciation of certificates in Poland a significant impact
has:

� Increasing competition in the market of certification ser-
vices;

� The pressure on the certification bodies from their cus-
tomers;

� Lack of competence of auditors;
� Inappropriate supervision over the certification bodies.

The case is enhanced by the number of issued certificates
systems deployed in a hurry and unreliable. Such systems even if
certified do not have a positive impact on the development of the
organization. Of course, the use of professional advisory con-

sulting firms can significantly improve the implemented system
(Georgiev, Georgiev, 2015) especially in small and medium-sized
organizations. These assumptions confirmed by studies con-
ducted by Okaya and Semiz (2010). Another question its subject
matter involves the issue of the negative sides of standardized
quality management system (Table 2).

TTaabbllee 22..  DDiissaaddvvaannttaaggeess  ooff  ssttaannddaarrddiizzeedd  
qquuaalliittyy  mmaannaaggeemmeenntt  ssyysstteemm

Source: own research results.

Analyzing the negative side of implementation of the
requirements of ISO 9001, it is noted that the high cost of certifi-
cation and maintenance of the system definitely plays a leading
role. The cost of implementing the system shall include: costs of
consultancy consulting, certification evaluation, certification audit
and the fee for issuing the certificate. In addition, small and
medium-sized organizations often bear the costs associated with
the remuneration of those developing the required documen-
tation. But the costs incurred for the implementation of the system
is just the beginning of expenditure by enterprises. Subsequent
expenditures are related to the process of improvement and
system maintenance incurred by the company over the years,
which are already significant burden, especially for smaller orga-
nizations. For this reason, some smaller companies implementing
the requirements of ISO 9001 not getting the certification. It helps
to greatly reduce the cost of ownership and give up the imple-
mentation of its less useful requirements. Maintenance of the
system can be identified with the maintenance of the certificate,
but you can also implement some basic requirements of stan-
dards and reap the benefits providing the organization’s ability to
achieve the objectives in the long term – that of achieving sus-
tained success.

In addition, the respondents standardized quality manage-
ment system sufficiently affect the improvement of the functioning
of key areas in the organization. Such a distribution of response
may be due to the fact that in ISO 9001 not fully take into
account the specificities of smaller organizations whose strategy
is based on a flexible and adapt quickly to changes in the am-
bient environment. Moreover, small and medium-sized organiza-
tions with limited expenditure on research and development,
monitoring and meeting customer requirements and implemen-
tation of innovative solutions.

Another obstacle standing in the way of small and medium-
sized organizations are staff shortages. In smaller organizations,
employees do not have a clearly assigned roles and responsi-
bilities, do not have free time to fully engage in the process of
construction and improvement of the system and very often do
not understand the requirements of ISO 9001. This problem can
be solved by training or employment specialists, however, both
proposals generate additional costs, which the respondents are
the main drawback of standardized quality management
systems. 

Despite these defects, 60% of respondents believe the positive
impact of the implementation of quality management system for
the management of the organization (Fig. 1). According to the
respondents preparing system documentation system (albeit
cumbersome) limits chaos, brings order and a positive effect on
the organization of work. ISO 9001 specifies in considerable

What are the main disadvantages of the quality
management system according to ISO 9001 
(select up to 3 variants of answers)

Answers
in % 

The high cost of certification and maintenance of the
system 2266..66  %%

Bureaucracy 16.6 % 

The need for recruiting qualified personnel 2200  %%  

Reconstruction of the existing management system 10 % 

Low impact of system to improve the functioning 
of key areas of the organization 2233..44  %%  

Too much formalization of actions 3.4 % 
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detail the scope of the required documentation, the organization
applying for the certificate should:

� Develop quality policy contains a brief description of the
aims and objectives of the organization in the field of
quality;

� Prepare a quality manual or document describing how the
organization will comply with the requirements of ISO
9001. The book of quality beyond the description of the
organization contains information on the scope of the
system, applied exemptions (with justification), references
to procedures, etc.;

� Prepare documents necessary for the proper manage-
ment of processes;

� Keep records required by the provisions of ISO 9001.

It can be concluded that the development of system docu-
mentation, implementation of a process approach, a clear divi-
sion of responsibilities not only introduces order and harmony,
but fosters better communication and minimizes overlapping of
responsibilities exercised by employees. 

FFiigguurree 11..  EEvvaalluuaattiioonn  ooff  tthhee  iimmppaacctt  ooff  tthhee  iimmpplleemmeennttaattiioonn  
ooff  tthhee  qquuaalliittyy  mmaannaaggeemmeenntt  ssyysstteemm  aaccccoorrddiinngg  ttoo  IISSOO  99000011  

ffoorr  tthhee  mmaannaaggeemmeenntt  ooff  tthhee  oorrggaanniizzaattiioonn
Source: own research results

Another question concerned the issue of the impact of the
requirements of ISO 9001 to improve the customer service
process (Fig. 2). It is surprising that 43% of respondents do not
notice the positive impact of the implementation of standardized
quality management system to improve customer service process.
ISO 9001 requires that in the organization’s management stra-
tegy it should be taken account of the needs and requirements
from the design process to monitor customer satisfaction ending.
In addition, ISO 9001 obliges the top management to ensure
that customer requirements are determined and fulfilled in order
to increase his satisfaction. Ensuring this is not just a political
declaration in quality, but requires management to engage in
operations of organizations on identifying and meeting customer
requirements (Krzemieñ, Wolniak, 2007). Unfortunately, as
practice shows, not all the requirements of ISO 9001 in this
regard can be met by small and medium-sized organizations
which have limited resources. The management of smaller
organizations often do not show sufficient commitment in matters
related to the improvement of the system. Indifferent attitude of
management is a signal to employees that system shall not be
taken seriously. This leads in consequence to failures in the
customer service. To counteract negative trends, management
should designate in the organization of a group of persons res-
ponsible for auditing the needs and expectations of customers.
The information obtained should be analyzed in order to identify
any discrepancies. It should also be developed and put into
practice effective and efficient ways of communicating with
customers (Levine, Toffel, 2010). It is worth noting that 50% of the
organizations quality management system has improved cus-
tomer service process. Very similar results were obtained by
Petnji Yaya, Marimon and Casadesus (2013) claiming that
ISO 9001 certification improved the relationship between cus-
tomer satisfaction and customer loyalty by approximately 47
percent.

FFiigguurree 22..  EEvvaalluuaattiioonn  ooff  tthhee  iimmppaacctt  ooff  tthhee  iimmpplleemmeennttaattiioonn  
ooff  tthhee  qquuaalliittyy  mmaannaaggeemmeenntt  ssyysstteemm  aaccccoorrddiinngg  ttoo  IISSOO  99000011  

ffoorr  ccuussttoommeerr  mmaannaaggeemmeenntt  pprroocceessss
Source: own research results

The last question concerned the extent to which their objec-
tives in the field of quality (Fig. 3). The objective of quality can be
defined as a matter of effort or intent in the area of quality. ISO
9001 requires that the organization to develop a quality policy
which is a document which describes briefly the quality objectives
adopted for implementation in the near future. The objectives
contained in the quality policy should be implemented in line with
the strategy, mission and vision of the company. Declared quality
policy and quality objectives should be formulated specifically
and enable measurement of the degree of their implementation.
Management of the organization should be focused on the con-
sistent implementation of policies and updated as they progress
further goals. 

FFiigguurree 33..  EEvvaalluuaattiioonn  ooff  tthhee  iimmppaacctt  ooff  tthhee  iimmpplleemmeennttaattiioonn  
ooff  tthhee  qquuaalliittyy  mmaannaaggeemmeenntt  ssyysstteemm  aaccccoorrddiinngg  ttoo  IISSOO  99000011  

ttoo  mmeeeett  tthhee  ppuurrppoossee  ooff  qquuaalliittyy
Source: own research results

The study shows that the implementation of system require-
ments makes a significant contribution to achieving the desired
objectives. This is a very important issue, as a way to realize the
minor aims not only improves quality management system but
also the main areas of the organization. The implementation of
the adopted goals is also a determinant of the effectiveness of the
quality management system.

33..  CCoonncclluussiioonnss

The answer to the question of how the implementation of
standardized quality management systems affect the improve-
ment of management processes in organizations is not easy.
Author’s experience shows that the assessment of the functioning
of the quality management system according to ISO 9001 de-
pends on the actual needs of organizations that decide to im-
plement its requirements.

The management of each organization has its own goals and
ambitions and therefore have different expectations regarding
the operation of quality management systems (Boiral, 2011).
Seeing a standardized assessment of the quality management
system should be based on the degree of achievement of the
objectives adopted at the stage of implementation and impro-
vement of the system. In this context, the decision to implement
the system requirements can be considered as a right. To justify
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this conclusion should mention the results of the research, which
shows that 70% of small and medium-sized organizations have
noted the positive impact of the implementation of standardized
quality management system for the realization the established
goals. 

Further the study’s conclusions are not as beneficial to the ISO
9001 standard because:

� The main prerequisite for the implementation of standar-
dized quality management system (improving relation-
ships with customers) was achieved in only half of the
surveyed enterprises;

� The costs of system maintenance are still too high for a
significant number of the organizations; 

� ISO 9001 do not fully take into account the specificities
and needs of small and medium-sized organizations, si-
milar conclusions were presented by Prajogo and Brown
(2006) in their work.

Despite some disadvantages of standardized quality mana-
gement systems, the majority of respondents considered that the

implementation of system requirements has a positive impact on
the management of the organization. Implementation and com-
pliance with the requirements of ISO 9001 and to engage in a
process of improving the management system results in increased
staff awareness concerning quality and better organization of
work. The author’s conclusions in this regard are also confirmed
in a study conducted by Dias and Heras (2013). According to
experts, standardized quality management system improves the
efficiency of the organization and efficiency of management of
available resources. At the same time clearly defines the compe-
tence of the crew of enterprises. Achieving these results in small
and medium-sized organizations require indeed greater effort
and commitment from management and employees, but posi-
tively reflects on the improvement of management processes and
competitiveness of the company.

It should be remembered that in September 2015 the norm
of ISO 9001:2015 was published which was significantly mo-
dified in relation to ISO 9001:2008. Perhaps the changes will
lead to increased interest in ISO 9001 among small and me-
dium-sized organizations. It will surely be an area worthy of
further research and reflection. QQ--aass
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