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ABSTRACT

The article analyses the quality management system ISO 9001 and its application in the activities of a service company. By imple-
menting a quality management system, organisations can more accurately identify workplace risk factors, ensure safe and healthy
working conditions, and systematically manage possible process deviations. This contributes to the prevention of occupational
diseases and accidents at work, reduces the risk of injury, and at the same time strengthens the company’s reputation as a socially
responsible organisation. In addition, the implementation of ISO 9001 helps to establish a clear process management structure, con-
sistently strive for continuous improvement, and more closely involve employees in the quality improvement process. The aim of
the article is to analyse the implementation of management systems in service companies. Scientific literature analysis and an expert
assessment method were chosen to conduct the research. The results of the study showed that the motivations of companies to imple-
ment a quality management system are related to the desire to improve business processes, reduce risk, ensure appropriate working
conditions, and improve internal communication. This also includes market pressure, achieving competitive advantage, compliance
with legal requirements, and meeting the needs of customers and stakeholders. A quality management system becomes an effective
tool to increase customer satisfaction, improve management processes, and achieve organisational goals.
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Introduction

As consumer needs change, competition between different organisations to outperform each other in-
creases. For these reasons, in order to enter a wider market segment, an increasing number of organisations
are choosing to implement ISO management systems in their operations, which not only help organisations
to increase their competitive advantage and improve their overall performance, but, most importantly, help
them to achieve the organisation’s objectives in a focused way (Purwanto et al., 2020). ISO management
system standards are relevant and widely discussed in the scientific literature. These standards, which provi-
de significant benefits, are typically tailored to specific areas of activity. For instance, companies that have
implemented the ISO 9001:2015 quality management system standard experience multiple advantages, in-
cluding improved product and service quality, enhanced customer satisfaction, cost reduction, and the conti-
nuous improvement of quality, operations, processes, and the overall management system. In recent years,
integrated management systems have become increasingly important for organisations seeking to improve
operational efficiency, reduce costs, ensure compliance with legal and regulatory frameworks, and adapt to

Kristina Rudyté — master’s student in the Department of Management and Economics, Faculty of Social Sciences and Humani-
ties, Klaipéda University

Scientific field: quality management

E-mail: kristina.rudyte@edu.ku.lt

Jurgita Pauzuoliené — associate professor in the Department of Management and Economics, Faculty of Social Sciences and
Humanities, Klaipéda University

Scientific field: sustainable development, quality management, corporate social responsibility

E-mail: jurgita.pauzuoliene@ku.lt

98



ISSN 2029-9370. REGIONAL FORMATION AND DEVELOPMENT STUDIES, No. 3 (47)

increasingly stringent sustainability requirements (Picart, Nicdao, Jackson, Manzon, 2023). The importance,
benefits, necessity and practical aspects of integrating and implementing standards have been widely discus-
sed by Lithuanian and international scholars, including Ginavi¢ien¢, Puodziukiené, Sprogyté (2021), Zgirs-
ke, Ruzeviciy, Ruzelé (2021), Calis, Yesim (2019), (Talapatra, Santos, Uddin, Carvalho (2019), Camando,
Candito (2023), Olonade, Ametepe (2023), Hartika, Fidridiani (2023), and others.

Organisations may encounter deficiencies in their management practices. An increasing number of con-
sumers demand that companies operate in compliance with international standards to ensure the highest
levels of quality, efficiency and reliability. These circumstances often lead organisations to adopt ISO mana-
gement systems. The decision may also be influenced by growing pressure from governments, society and
markets to comply with legal requirements. In addition, for companies seeking international cooperation and
participation in global trade, the implementation of ISO standards can become a necessary condition.

The following research problem question was raised: what are the underlying reasons that drive organi-
sations to adopt the ISO 9001:2015 management system requirements?

The object is the implementation of management systems in service companies.

The aim is to analyse the implementation of management systems in service companies.

The objectives are:

* to analyse the ISO 9001:2015 management system from a theoretical perspective;

* to investigate the motives for implementing the ISO 9001:2015 management system in service com-

panies.

Research methods: an analysis of scientific literature and an expert assessment method were chosen
to conduct the research.

1. Conceptual analysis of ISO 9001:2015 quality management standard

ISO 9001:2015 quality management system. In order to successfully ensure the effective per-
formance of organisations, meet the requirements of interested parties, provide high-quality products and/
or services, and strengthen customer confidence by meeting their needs and expectations, it is advisable to
implement the ISO 9001:2015 quality management system standard (Bravi et al., 2019; Fahmi et al., 2021).
The ISO 9001:2015 quality management system standard sets out requirements for organisations wishing
to achieve a high level of quality management (Ibtissam et al., 2023; Hartika et al., 2023). ‘The essence of
the ISO 9001 standard is the application of a process approach to all work performed by an organisation’
(Serafinas, 2011, 25). The implementation of this management system aims to ensure the quality of services
or products from the beginning to the end of the process (Purwanto et. al., 2020). The ISO 9001:2015 quality
management system standard is one of the most widely implemented and recognised quality management
system standards worldwide. The ISO Survey of Management System Standard Certifications (2023) indi-
cates that this quality management system standard is implemented by more than a million certified orga-
nisations worldwide, covering all areas of activity, types and sizes of organisations. ISO (2023) emphasises
that the ISO 9001:2015 quality management system standard is a strategic tool that helps an organisation
improve overall performance, increase customer satisfaction, and create a solid foundation for sustainable
development initiatives. Bravi, Murmura and Santos (2019) highlight that the implementation of an appro-
priate management system not only increases customer trust and satisfaction, but also improves the quality
of employee performance, and creates a positive organisational culture. The implementation of a quality
management system is a voluntary process, supported by the organisation’s motives, goals and policies.

According to Global Standards (2015), the motivations of organisations to implement the ISO 9001:2015
quality management system standard arise from customer requirements, cost reduction and business growth
opportunities. Bakhtiar et al. (2023) and Nugraha, Suliantoro and Pujotomo (2023) detail the motivations
into internal (the desire to improve internal performance management) and external (marketing, stakeholder
pressure) motivations. Research results confirm that organisations guided by internal motivations receive
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greater and more diverse benefits. Among the most common benefits are strengthening the organisation’s
image (77.7%), the more effective perception of organisational capabilities (71.6%), and the reduction of
non-conformities (62.5%). A study conducted at PT Sango Indonesia revealed that the implementation of
the ISO 9001:2015 quality management system and the internal audit performed improved the quality of
products and services. Statistical tests have shown that internal audits have had a significant impact on pro-
duct quality. The organisation achieved a high level of efficiency in all departments related to procurement
activities (Lutfiyana, Gantino, 2023). ISO (2019) further emphasises motives such as the organisation’s goal
to better understand the context of the organisation, meet the needs of customers and stakeholders, increase
process efficiency, comply with legal requirements, and seek new market expansion opportunities.

This management system standard emphasises three key aspects: a process approach, risk-based thinking,
and seven quality management principles. The process approach is based on Deming’s Plan-Do-Check-Act
cycle, which helps organisations to effectively plan their internal processes and interactions (ISO 9001:2015;
Sanchez-Lizarraga et al., 2020; Echour, Taibi, 2021). Planning involves setting clear quality objectives,
assessing customer requirements, and preventing potential nonconformities. Therefore, organisations must
identify risks, develop action plans to manage them, and create a quality policy. The implementation of this
policy requires management commitment, the definition of strategic directions, and the allocation of appro-
priate resources (Sanchez-Lizarraga et al., 2020; Zgirské, Ruzeviciy, Ruzelé, 2021). The ultimate goal of this
management system is to ensure consistent service or product quality throughout the entire process, from
start to finish (Purwanto et al., 2020). Adherence to quality principles is essential for the effective and su-
ccessful management of organisations worldwide. These principles are the foundation for an organisation’s
continuous improvement drive. The standards are divided into core quality principles, including manage-
ment involvement, evidence-based decision-making, customer focus, relationship management, employee
involvement, process management, and continuous improvement. The application of these principles and
the implementation of the standard are driven by the potential benefits that organisations can derive from the
certification process (Africano, Rodrigues, Santos, 2019; Camango, Candido, 2023; ISO 9001:2015 Quality
Management Systems). It has been shown that organisations adhering to these quality management prin-
ciples increase the likelihood of demonstrating a higher level of excellence to customers and the ability to
provide products and services that meet customer needs (Lopes, Polonia, Gradim, Cunha, 2022; Camando,
Candido, 2023; International Organisation for Standardization, 2025).

In summary, it can be stated that the ISO 9001:2015 quality management system standard is a valuable
tool for organisations, which has a significant impact on the effectiveness of their operations. The imple-
mentation of the ISO 9001:2015 quality management system standard helps organisations to systematically
manage processes. The implementation of the ISO 9001:2015 standard is influenced by a combination of
internal (e.g. process optimisation, risk management) and external factors (e.g. competitiveness, stakeholder
expectations, marketing). The implementation of this standard according to the principles of a high-level ma-
nagement structure provides organisations with two advantages: internal (e.g. reduced errors, discrepancies,
more efficient resource allocation, etc) and external (e.g. greater stakeholder satisfaction, trust, better market
position, etc). The implementation of the ISO 9001:2015 quality management system standard requires the
continuous review of the system and the involvement of the entire organisation in the formation, manage-
ment and improvement of a quality culture.

2. Analysis of the ISO 9001:2015 management system for service companies

Research methodology

The service company operates as a consulting and training company. This organisation is a market leader
in Lithuania, famous for its professionalism and socially responsible activities. It has expanded its activities
throughout Lithuania. The company provides over 350 different services. One of these services is the imple-
mentation of management systems, including ISO management system standards.
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The company’s activities have a quality management system certified by the international standard ISO
9001:2015. The environmental management system is also certified according to the international standard
ISO 14001:2015 and integrated with the ISO 9001:2015, ISO 45001:2018 standards.

Research method. The expert assessment method is a survey of a specially selected group of people
who are knowledgeable in a certain field. The essence of the expert assessment method is that experts lo-
gically analyse a problem, quantitatively evaluating and formally processing the data. The experts’ assess-
ment is based on the determination of the correspondence of their opinions to the research question and the
objectivity of the experts’ conclusions, which is determined by the essential, real connections between facts
and phenomena’ (Tidikis, 2003). The choice of the expert assessment method was determined by the speci-
fic knowledge required to solve the problem of this study, which is possessed by specialists working in the
company who have special knowledge and experience with ISO management systems.

Research instrument. To obtain expert information, an individual scale assessment method was cho-
sen, carried out live, and further applying the basic survey principles, an expert survey questionnaire was
compiled. The experts were presented with eight statements about the ISO 9001:2015 management systems
implemented in their company, which they had to evaluate according to the Likert service scale: (1) I com-
pletely disagree that this statement is appropriate; (2) this statement is appropriate; (3) I disagree that this
statement is appropriate; (4) I agree that this statement is appropriate; (5) I completely agree that this state-
ment is appropriate.

Research sample. A documentary method was used to select experts: a competency assessment based
on socio-demographic data. Criterion-based selection was applied: ten experts were selected, taking into
account their competencies and their special experience related to ISO management systems. Experts were
selected according to clearly defined criteria, specialists of a private limited company with at least five years
of work experience and special knowledge or experience in the field of management systems were intervie-
wed, i.e. meeting the requirements for education or position held. The obtained data were processed with
SPPS and Microsoft Excel software packages. When analysing the data quantitatively, descriptive statistics
were used with the statistical data package ‘SPSS’, Kendall’s concordance coefficient (W) was calculated,
where the significance level a = 0.05 was chosen.

Research ethics. The following ethical principles were taken into account when conducting the expert
research (Zydzitinaite, 2011): goodwill, respect for human dignity, and fairness. The experts were assured
of the security of their information. The decision to participate in the research was made voluntarily by the
experts. The objective of the study and the research procedures were explained. The experts were informed
about the methods of data collection and the duration of the study. It is imperative to emphasise that the
expert questionnaire survey is anonymous. In order to guarantee confidentiality and anonymity, the question-
naire does not include any questions that could reveal or identify the identity of the individual. The research
data and results obtained are strictly confidential and are available only to the researcher herself.

Research data

Experts were asked to evaluate eight statements implementing the ISO 9001:2015 management system
standard in order to identify the most important aspects, i.e. the reasons for implementing ISO management
systems in the company’s activities.

Table 1 presents descriptive statistics of the results of the assessed statements. The presented average
shows that the obtained averages are quite high (close to 5), which means that the experts agreed with these
statements about the reasons behind the company’s choice to implement the ISO 9001:2015 management
system. The mode presented shows the most frequently repeated rating for each statement, allowing the do-
minant opinion of the experts to be identified. In this case, the most frequently repeated rating is 5, so it can
be seen that the majority of experts fully agree with the statements presented. An analysis of the minimum
ratings shows that the minimum rating was 3, meaning that there were experts who partially agreed with the
statements, so in some cases the standard deviation and coefficient of variation are close to 1, indicating a
diversity of opinions among some of the statements.
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Table 1. Company motives for implementing the ISO 9001:2015 management system

Company motives for implementing the management
system standards ISO 9001:2015

Average
Median
Mode
Standard deviation
Coefficient of varia-
tion
Minimum rating
Maximum rating

1. The company implements the requirements of ISO
9001:2015 standard for compliance with legislation 43 4 5 0.823
and other requirements in its activities

o
W
(9,

2. Implements the requirements of ISO 9001:2015 stan-
dard in its activities in order to improve the efficiency of | 4.7 5 5 0483 |0 4 5
its operational processes

3. The company implements the requirements of ISO
9001:2015 standard in its activities to ensure a high level | 4.4 5 5 0.843 |0.711 |3 5
of customer satisfaction

4. The company implements the requirements of ISO
9001:2015 standard in its activities due to in- 4.8 5 5 0422 10.178 |4 5
creasing competitive pressure in the market

5. The company implements the requirements of ISO
9001:2015 standard in its activities in order to im- 43 4 4 0.675 |0 3 5
prove internal communication

6. The company implements the requirements of ISO
9001:2015 standard in its activities in order to reduce | 4.3 4 5 0.823 |0 3 5
risk and prevent incidents

7. The company implements the requirements of ISO
90012015 standard in its activities to create better work- | 4.4 4 4 0.516 |0 4 5
ing conditions

8. The company implements the requirements of ISO
90012015 standard in its activities to ensure a posi- |4.5 5 5 0.707 |0 3 5
tive impact on business

Source: Compiled by the authors, based on research data, 2024.

The highest average score was for statement (4) (4.8 out of 5). This shows that most experts tend to agree
with the statement that the company implements the requirements of ISO 9001:2015 standard due to increa-
sing competitive pressure in the market. The standard deviation obtained (0.422) indicates that the data does
not deviate significantly from the average obtained. From this, it can be assumed that most of the assessments
are similar to the average and there are no significant differences between the assessments. The fourth sta-
tement (see Table 1) shows that competitive pressure in the market is one of the reasons why companies
implement this management system standard. The second statement also received a high average rating (4.7
out of 5), and the standard deviation and coefficient of variation indicate that experts unanimously agree with
the statement that the company implements the requirements of [ISO 9001:2015 standard in order to improve
the efficiency of its operational processes. This confirms the company’s commitment to effectively managing
its activities and striving for the highest performance results. It can be concluded that all statistical indicators
(median, mode, standard deviation, coefficient of variation, minimum and maximum ratings) confirm that
most expert ratings are close to the highest ratings, indicating strong agreement on these statements.
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Calculation of the concordance coefficient. In order to assess whether the opinions of the experts sur-
veyed are consistent with the statements analysed, the concordance coefficient (W) was calculated. Before
calculating the concordance coefficient, two hypotheses are formulated:

* H,:the assessments of the company’s experts are contradictory (i.e. Kendal’s concordance coefficient

W is equal to zero W = 0) when assessing the company’s motives for implementing the ISO 9001:2015
management system standard.

* H,: the company’s experts’ assessments are similar (i.e. Kendall’s concordance coefficient W is not

equal to zero W # 0) when assessing the company’s motives for implementing the ISO 9001:2015
management system standard.

Table 2. Results of expert opinion consistency

N = number of statements 8
Kendall’s concordance coefficient (W) 0,297741
Statistical significance (p) 0,010844

Source: Compiled by the authors, based on research data, 2024.

The calculated consistency of opinions is presented in Table 2. The Kendall’s coefficient of concordan-
ce obtained is (W = 0.297741), which means that there is some, but on average weak, agreement among
experts. This indicates that not all experts are unanimous in their assessment of the statements. The obtained
(p) value is equal to 0.010844, which means that this value is lower than the commonly used threshold of
0.05 a =, indicating that the results obtained are statistically significant. It can be stated that the coefficient of
concordance is not equal to zero (W = 0.297741), and the calculated (p) value is less than o = 0.05; therefore,
there is reason to reject the hypothesis H that the experts’ assessments are contradictory and to accept the
alternative hypothesis H1 that the experts’ assessments are similar.

According to Petrauskaité and Korsakiené (2020), Vysniauskaité and Miecinskiené (2020), BaleZentis
and Zalimaité (2011), and Podvezko (2005), the calculated Kendall’s coefficient of concordance (W) does
not identify those experts whose assessments may differ from others. Therefore, it is recommended to cal-
culate competence coefficients for each expert, which are calculated based on the results of the assessment
of statements. It is argued that the opinion of experts must correspond to the opinion of the whole group.
In order to determine whether there are any outliers and whether the experts are competent, all calculated
competence coefficients must fall within the interval kf —1,96s < kf < kf + 1,965, where ki — is the average
of the competence coefficients, and s is the standard deviation. If the coefficients obtained do not fall within
the calculated interval, the outliers must be removed. Thus, using this method, the competence coefficients
of all experts were calculated (Table 3).

Based on the established interval (0.085; 0.115), it can be seen that the calculated expert competence
coefficients satisfy the conditions of equality. This means that no unqualified or randomly selected experts
participated in the evaluation process, so the evaluations can be used for further research and no expert opi-
nions need to be excluded or removed from the analysis of the research results obtained.

Next, the significance of the criteria was calculated in order to determine which of the eight statements
about the company’s motives for implementing the ISO 9001:2015 management systems are the most im-
portant. The aim is to understand which factors have the greatest influence on the company’s choices and
decisions regarding the implementation of ISO management systems. The results of the significance of the
criteria are presented in Figure 1. The results show which criterion (statement) is the most important and
which is less important.
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Table 3. Expert competence coefficients

Experts K'- coefficients Intervals
El 0.106
E2 0.112
E3 0.098
E4 0.087
ES 0.090 [0,085 = 0,100 = 0,115
E6 0.104
E7 0.101
E8 0.104
E9 0.104
El10 0.096

Source: Compiled by the authors, based on research data.

Company's motives for implementing ISO 9001:2015 management

0,1360 system

0,1340 0,1345
0,1320
0,1300
0,1280
0,1260
0,1240
0,1220
0,1200
0,1180

Signifficance of criteria

Statments

Figure 1. Distribution of expert assessments by importance

Source: Compiled by the authors, based on research data, 2024.

Thus, after performing the calculations, it was determined that out of the eight criteria, there are two
criteria that stand out as the most significant, i.e.:
» Statement 2: ‘The company implements the requirements of ISO 9001:2015 standard in its activities
in order to improve the efficiency of its operational processes’
« Statement 4: ‘The company implements the requirements of ISO 9001:2015 standard in its activities
due to increasing competitive pressure in the market’

These two criteria have the greatest influence on the company’s motives and are essential factors in
implementing the ISO 9001:2015 management system standard. The significance indicator for the first cri-
terion (0.1317) shows the company’s goal to improve its activities in order to achieve better results through
the systematic and structured implementation of management systems. The indicator for the fourth criterion
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(0.1345), related to increasing competitive pressure in the market, shows that the company monitors changes
in the environment and the competitive environment and strives to remain competitive. The other criteria
differed very slightly from each other, so it can be assumed that these criteria are considered to be factors with
less influence on the implementation of ISO management systems.

In summary, experts unanimously assessed the reasons presented for implementing the ISO 9001:2015
quality management system standard in the company. The company’s decision to implement these ISO ma-
nagement systems was mainly influenced by competitive pressure and the need to increase the efficiency of
its operational processes. These factors were the main reasons that prompted the company to take action to
implement the ISO management system standard, in order to remain competitive in the market and optimise
its operations by improving its long-term performance.

Conclusion

An analysis of scientific literature revealed that organisations choose to implement the ISO 9001:2015
quality management system due to external pressure, i.e. due to competitive market conditions, stricter legal
requirements, the need to satisfy the requirements and needs of interested parties, and mandatory requi-
rements. External pressure often prompts an organisation’s initial certification, but long-term success and
real benefits are determined by internal motivation focused on continuous process improvement, increasing
process efficiency, effective risk management, and product and service improvement in accordance with the
principles of ISO 9001:2015 management system.

The results of the study confirm that the motives of the companies surveyed to implement the ISO
9001:2015 quality management system include both internal and external factors. Among the internal mo-
tivations, the desire to improve operational processes, reduce risks, ensure appropriate working conditions,
and improve internal communication stand out. These motivations are directly related to the desire to ensure
a positive impact on the business. External motivations are no less important and include market pressure,
the desire to gain a competitive advantage and to comply with legal requirements and the demands of custo-
mers and stakeholders. This is an effective strategic tool for increasing customer satisfaction, improving the
management system, and achieving organisational goals.

References

Africano, N., Rodrigues, A. S., Santos, G. (2019). The Main Benefits of the Implementation of the Quality Management
System in Higher Education Institutions in Angola. Quality Innovation Prosperity, 23 (3), 122—136. DOI: https://
doi.org/10.12776/qip.v23i3.1292

Bakhtiar, A., Nugraha, A., Suliantoro, H., Pujotomo, D. (2023). The effect of quality management system (ISO 9001) on
operational performance of various organizations in Indonesia. Cogent Business and Management, 10 (2). DOI: htt-
ps://doi.org/10.1080/23311975.2023.2203304

Bravi, L., Murmura, F., Santos, G. (2019). The ISO 9001:2015 Quality Management System Standard: Companies’
Drivers, benefits and Barriers to its implementation. Kvalita InovaCia Prosperita/Quality Innovation Prosperity,
23 (2), 64. DOL: https://doi.org/10.12776/qip.v23i2.1277

Camango, C., Candido, C. (2023). ISO 9001:2015 maintenance, decertification and recertification: a systematic litera-
ture review. Total Quality Management & Business Excellence, 34 (13—14), 1764—1796. DOI: https://doi.org/10.10
80/14783363.2023.2203379

Echour, S., Taibi, N. (2021). ISO 9001:2015 Quality Approach and Performance Literature Review. European Scientific
Journal, ESJ, 17 (1). DOLI: https://doi.org/10.19044/esj.2021.v17nlp128

Evi, E. L., Gantino, R. (2023). Implementation Audit Internal of Quality Management System Iso 9001:2015 in the
Purchasing Activities Technical Department at Pt Sango Indonesia. Journal of Economics, Finance and Accounting
Studies, 5 (2), 75-88. DOLI: https://doi.org/10.32996/jefas.2023.5.2.8

Fahmi, K., Mustofa, A., Rochmad, 1., Sulastri, E., Wahyuni, 1., Irwansyah, 1. (2021). Effect of ISO 9001:2015, ISO
14001:2015 and ISO 45001:2018 on operational performance of automotive industries. Journal of Industrial Engi-
neering & Management Research, 2 (1), 13-25. https://jiemar.org/index.php/jiemar/article/view/110/85

Ginaviciené, J., Puodziukien¢, D., Sprogyte, I. (2021). Kokybés vadybos standarty taikymas Lietuvos jmonése. Studijos
kintancioje verslo aplinkoje, 170-175. https://www.lituanistika.lt/content/96345

105



KRrisTINA RUDYTE, JURGITA PAUZUOLIENE
APPLYING QUALITY MANAGEMENT SYSTEMS TO IMPROVE SERVICE COMPANY PERFORMANCE

Hartika, A., Fitridiani, M., Asbari, M. (2023). Analisis Penerapan ISO 9001:2015 di Rumah Sakit: Sebuah Narra-
tive Literature Review. Journal of Information Systems and Management (JISMA), 2 (3), 16-24. DOI: https://doi.
org/10.4444/jisma.v2i3.308; https://www.vdu.lt/cris/handle/20.500.12259/40926

Ibtissam, E. M., Hadini, M., Chebir, A., Mohamed, B. A., Echchelh, A. (2023). Proposal of a causal Bramodel measur-
ing the impact of an ISO 9001:2015 certified Quality Management System on financial performance of Moroccan
service-based companies. Statistics in Transition New Series, 24 (2), 159—184. DOI: https://doi.org/10.59170/stat-
trans-2023-026

ISO — International organization for standartization. (2025). https://www.iso.org/home.html

ISO 9001:2015 Quality management implementation guide. https://www.nga.com/medialibraries/NQA/NQA-Media-
Library/PDFs/NQA-ISO-ISO 9001:2015- Implementation-Guide.pdf

Lopes, A. R., Polonia, D. F., Gradim, A. C., Cunha, J. (2022). Challenges in the integration of quality and innovation
management systems. Standards, 2 (1), 52—65. DOI: https://doi.org/10.3390/standards2010005

Picart, H. J. V., Nicdao, Lino N., Jocson, Joefil C., Manzon, R. D. S. (2023). Impacts of Integrated Management Sys-
tem in Dornier Technology Inc. American Scientific Research Journal for Engineering, Technology, and Sciences,
94 (1), 17-23. https://asrjetsjournal.org/American_Scientific_Journal/article/view/9045

Purwanto, A., Setyowati, P. R., Arman, H. A., Asbari, M., Bernato, 1., Budi, S. P., Breman, S. O. (2020). The effect of
Implementation Integrated Management System ISO 9001, ISO 14001, ISO 22000 and ISO 45001 on Indonesian
food industries performance. TEST Engineering & Management, 82, 14054—14069. http://ur.acu.edu.my/747/

Sanchez-Lizarraga, M. A., Limon-Romero, J., Tlapa, D., Baez-Lopez, Y., Puente, C., Puerta-Sierra, L., Ontiveros, S.
(2020). ISO 9001:2015 standard: Developing and validating a survey instrument. /EEE Access, 8, 190677-190688.
DOI: https://doi.org/10.1109/access.2020.3029744

Serafinas, D. (2011). Kokybés vadybos teorijos praktinis taikymas. Vilnius. http://www.kv.ef.vu.lt/wp-content/uplo-
ads/2010/10/MOKOMOJI-KNY GA-Kokybes-vadybosteorijos-praktinis-taikymas.pdf

Talapatra, S., Santos, G., Uddin, K., Carvalho, F. (2019). Main benefits of integrated management systems through
literature review. International Journal for Quality Research, 13 (4), 1037-1054. DOI: https://doi.org/10.24874/

ijqr13.04-19
Tidikis, R. (2003). Socialiniy moksly tyrimy metodologija. Vilnius: Lietuvos teisés universiteto leidybos centras.

https://repository.mruni.eu/handle/007/15459

Zgirskas, A., Ruzevicius, J., Ruzele, D. (2021). Benefits of quality management standards in organizations. Standards,
1(2), 154-166. DOI: https://doi.org/10.3390/standards1020013

Zydzitnaité, V. (2011). Baigiamojo darbo rengimo metodologija. Mokomoji knyga. Vitae Litera.

106



ISSN 2029-9370. REGIONAL FORMATION AND DEVELOPMENT STUDIES, No. 3 (47)

KOKYBES VADYBOS SISTEMOS TAIKYMAS SIEKIANT
GERINTI PASLAUGU IMONES VEIKLA

KRISTINA RUDYTE, JURGITA PAUZUOLIENE
Klaipédos universitetas (Lietuva)

Santrauka

Straipsnyje analizuojama kokybés vadybos sistema ISO 9001 ir jos taikymas paslaugy imonés veikloje.
Idiegusios kokybés vadybos sistema, organizacijos gali tiksliau nustatyti darbo vietos rizikos veiksnius, uz-
tikrinti saugias ir sveikas darbo sglygas, be to, sistemingai valdyti galimus procesy nukrypimus. ISO 9001
leidzia sukurti aiskig procesy valdymo struktiirg, nuosekliai siekti nuolatinio tobuléjimo ir labiau jtraukti
darbuotojus | kokybés gerinimo procesa. Vis daugiau vartotojy reikalauja, kad jmonés veikty laikydamosi
tarptautiniy standarty, sickdamos uztikrinti auksc¢iausig kokybés, efektyvumo ir patikimumo lygj. Tai skatina
organizacijas diegti ISO valdymo sistemas. Sprendima gali lemti ir augantis vyriausybiy, visuomenés bei
rinky spaudimas laikytis teisiniy reikalavimy. Be to, jmonéms, siekian¢ioms tarptautinio bendradarbiavimo
ir dalyvavimo pasaulingje prekyboje, ISO standarty diegimas gali tapti biitina sglyga. ISO vadybos sistemy
standartai yra aktualts ir placiai aptariami mokslingje literatiiroje. Standarty integravimo ir diegimo svarba,
nauda, biitinybe bei praktinius aspektus placiai aptaré Lietuvos ir uzsienio mokslininkai, jskaitant J. Ginavi-
¢ieng, D. Puodziukieng, 1. Sprogyte (2021); A. Zgirska, J. Ruzeviciy, D. Ruzele (2021); S. Talapatra, G. San-
tos, K. Uddin, F. Carvalho (2019) ir kt.

Straipsnyje keliamas probleminis klausimas, kas skatina organizacijas diegti ISO 9001:2015 sistemos
reikalavimus?

Straipsnio tikslas —iSanalizuoti vadybos sistemos taikyma paslaugy jmongje.

Taikyti tyrimo metodai: tyrimui atlikti pasirinkta mokslinés literatiiros analiz¢ ir ekspertinio verti-
nimo metodas.

Tyrimo metodologija. Paslaugy jmoné veikia kaip konsultavimo ir mokymo jmoné, ji yra rinkos
lyderé Lietuvoje, gars¢janti profesionalumu bei socialiai atsakinga veikla. Imoné teikia daugiau kaip 350
skirtingy paslaugy. Viena jy — vadybos sistemy, jskaitant ISO, diegimas.

Tyrimo metodas. Taikytas ekspertinio vertinimo metodas. Kurio esmé ta, kad ekspertai analizuoja
problema, kiekybiskai jvertindami ir formaliai apdorodami duomenis. Eksperty vertinimas grindziamas jy
nuomoniy atitikties tyrimo klausimui nustatymu ir eksperty iSvady objektyvumu, kurj lemia esminiai, realiis
fakty ir reiskiniy tarpusavio rysiai.

Tyrimo instrumentas. Ekspertinei informacijai gauti pasirinktas individualios skalés vertinimo meto-
das gyvai, toliau, taikant pagrindinius apklausos principus, sudaryta eksperty apklausos anketa.

Tyrimo imtis. Eksperty atrankai taikytas dokumentinis metodas — kompetencijy vertinimas, remiantis
socialiniais demografiniais duomenimis. Tyrimui atrinkta 10 eksperty, atsizvelgiant j jy kompetencijas ir pa-
tirt, susijusia su ISO vadybos sistemomis. Jie atrinkti pagal aiskiai apibréztus kriterijus. Apklausti paslaugy
jmongés specialistai, turintys ne mazesn¢ kaip penkeriy mety darbo patirtj ir atitinkamy ziniy bei patirties dir-
bant vadybos sistemoje. Gauti duomenys apdoroti naudojant SPPS ir Microsoft Excel programinius paketus.
Analizuojant duomenis, taikyta aprasomoji statistika, skaiciuotas Kendallo konkordanso koeficientas (W),
kur pasirinktas reik§Smingumo lygmuo p = 0,05.

Tyrimo etika. Atliekant ekspertinj tyrimg laikytasi geranoriskumo, pagarbos zmogaus orumui ir sg-
ziningumo principy. Ekspertai buvo uztikrinti dél savo informacijos saugumo. Sprendimg dalyvauti tyrime
jie priémé savanoriskai. Buvo paaiskintas tyrimo tikslas ir tyrimo procediiros. Ekspertai informuoti apie
duomeny rinkimo metodus ir tyrimo trukme. Biitina pabrézti, kad eksperty anketa yra anoniminé. Siekiant
uztikrinti konfidencialumg ir anonimiskuma, joje néra klausimy, kurie galéty atskleisti asmens tapatybe.
Tyrimo duomenys ir gauti rezultatai yra konfidencialis.
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Tyrimo rezultatai patvirtina, kad apklausty jmoniy motyvai diegti ISO 9001:2015 kokybés vadybos sis-
tema apima tiek vidinius, tiek iSorinius veiksnius. Viena ryskiausiy vidiniy motyvacijy — noras tobulinti
veiklos procesus, mazinti rizika, uztikrinti tinkamas darbo salygas ir gerinti viding komunikacija. Sios mo-
tyvacijos tiesiogiai susijusios su teigiamu poveikiu verslui. Ne maziau svarbios ir iSorinés motyvacijos,
apimancios rinkos spaudima — siekj jgyti konkurencinj pranasuma, laikytis teisiniy reikalavimy bei tenkinti
klienty ir suinteresuotyjy Saliy poreikius. Tai efektyvi strateginé klienty pasitenkinimg didinanti, valdymo
sistema tobulinti priemoné, leidzianti jgyvendinti organizacijos tikslus.

RAKTINIAI ZODZIAI: kokybés vadybos sistema, vartotojas, paslaugy jmoné.

JEL KLASIFIKACIJA: L15, L84

Received: 2025.09.16
Revised: 2025.10.03
Accepted: 2025.10.09

108



