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OPERATIONS MANAGEMENT | RESEARCH ARTICLE

The effect of quality management system (ISO 
9001) on operational performance of various 
organizations in Indonesia
Arfan Bakhtiar1*, Aditya Nugraha1, Hery Suliantoro1 and Darminto Pujotomo1

Abstract:  An organization improves its performance by implementing ISO 9001, but 
there are not many scientific journals that discuss this. The purpose of this article is 
to examine the effect of the quality management system (ISO) 9001 on organiza
tional performance to achieve business sustainability. This study examines four 
variables, namely ISO 9001 certification planning, organizational commitment, 
application of procedures on organizational performance and quality culture as 
mediating variable. Data collection was conducted in the form of a survey by 
e-mailing the questionnaire to 1000 ISO 9001 certified organizations selected using 
the purpose sampling technique. This research used a closed questionnaire and 
a Likert scale of 1–5. Data calculation utilized a Partial Least Squares (PLS) analysis 
to distinguish outer and inner model analyses, as well as to test the hypotheses. The 
results show that ISO 9001 certification planning, organizational commitment, and 
application of procedures have a significant effect on quality culture. ISO 9001 
certification planning and organizational commitment do not have a significant 
effect on operational performance, but the application of procedures and quality 
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culture significantly influence operational performance. It is clear that an increase 
in organizational performance greatly influences by ISO 9001 implementation and 
a quality culture as a mediating variable.

Subjects: Production Systems; Quality Control & Reliability; Business, Management and 
Accounting; Industry & Industrial Studies 

Keywords: quality management; certification planning; ISO 9001; organizational 
performance; procedure application; quality culture

1. Background
ISO 9001 is the most internationally recognized standard adopted by many organizations as 
a reference in developing a quality management system (Zeng et al., 2005). The benefits of 
implementing it include increasing customer trust and satisfaction through a well-organized and 
systematic quality assurance, well-documented and neat systems, improving the quality of 
employee performance, and creating a positive work culture. Consumer trust and satisfaction 
will increase when a third party (certification agency) has guaranteed that a company’s business 
or production processes have implemented a quality management system in a systematic and 
consistent manner. Consistent implementation of quality management will also improve employee 
performance and build a positive quality culture. Many studies indicate the need for further studies 
of ISO benefits application of operational performance in developing countries (Nurcahyo et al.,  
2021). A study conducted by Nurcahyo et al. (2021) in 50 automotive component manufacturing 
industries in Indonesia suggested that the application of ISO 9001 was able to improve operational 
performance. This fact encourages researchers to examine the wider context of business organi
zations in Indonesia. Motivation in the application of ISO 9001 is often claimed to be a factor that 
has a significant effect on business success (Barbosa et al., 2022; Eccles et al., 2014). The external 
motivation in this application takes the forms of desire to achieve marketing benefits, meet 
customer expectations, and competitive pressure. However, organizations based on internal moti
vation to implement ISO 9001 will get greater benefits due to the desire to improve product quality 
and achieve continuous improvement (Ben Arab, 2021; Willar et al., 2015).

To satisfy the stakeholders of an organization, especially shareholders, it is important to inves
tigate the effect of ISO 9001 on organizational performance. Hence, the implementation of ISO 
9001 should be able to improve performance in various aspects, for example, financial, customer 
satisfaction, positive impact on society and the environment (Nurcahyo et al., 2021). Sustainable 
organizational performance ultimately provides organizations with the ability to be more effective 
in facing competition and demands from stakeholders. The ability to become an organization with 
sustainable performance is determined by several factors.

Research has consistently stated that planning is essential to achieve a successful implementa
tion of ISO 9001 because it has a significant positive relationship with operational performance 
(Feng et al., 2008). However, many organizations, especially small businesses, do not receive the 
full benefits of ISO 9000 certification due to inadequate plans (A. van der Wiele et al., 2001; T. van 
der Wiele & Brown, 2002). The ISO 9000 series standard specifically refers to the need for 
commitment from all members of the organization, especially senior management, which is the 
initial requirement to achieve the expected performance. Organizational commitment is signifi
cantly related to the effective implementation of each quality initiative. Several investigations have 
concluded that organizational commitment has a positive effect on operational performance 
(Grethchen & Christine, 2012). It is worth noting that the lack of commitment of employees and 
managers is the most common problem faced by small medium enterprises (SMEs) in applying ISO 
9000 certification (Brown et al., 1998). This article seeks for the recommendation of establishing 
sustainable organizational performance by calculating the effect of ISO 9001 certification 
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planning, organizational commitment, and application of procedures on organizational perfor
mance and using quality culture as a mediating variable

2. Literature review
The ISO 9001 certification planning is the first phase in formulating the steps of ISO 9001 
implementation. Among the essential things to do is identify quality aspects for the improvement 
the quality of work (Bakhtiar, 2012). These aspects include clarity about the sequence and the 
provision of duties, the implementation of documentation with the recording of data and recording 
of employment activities as evidence of the implementation of ISO 9001 within the organization, 
and the establishment of standard procedures for organizing work activities undertaken by mem
bers of the organization (Feng et al., 2008).

Implementing the procedure is an important requirement of ISO 9001. Therefore, standard 
procedures must be made clearly and easily applied to manage all quality work activities (Adem 
& Virdi, 2021). Several stages carried out as a form of application of procedures include internal 
audits on a regular basis with ensure compliance to ISO 9001 standards, and the application of 
corrective action to solve problems within the organization so that the process can be performed 
more effectively (Pivka, 2004; Severo et al., 2015). Operational performance is seen from internal 
organization operations such as productivity, product quality, and customer satisfaction (Sumaedi 
& Rakhmawati, 2017; Valmohammadi & Roshanzamir, 2015). There are four indicators that reflect 
effective organizational performance. First, quality improvement on the goods or services pro
duced. Second, productivity, i.e., an increase in employee work productivity in terms of effective
ness (number and quality) and efficiency (time and energy) (Terziovski & Power, 2007). Third, the 
cost, i.e., a reduction in the costs felt by the organization along with an increase in the perfor
mance. Finally, there is the employee morale.

Quality culture is a subset of organizational culture (Cavallone & Palumbo, 2021). The establish
ment of a quality culture in the organization is reflected in the President’s Quality Award and the 
Malcom Baldrige National Quality Award (MBNQA) criteria (Johnson, 2000). As a Quality Award, the 
criteria assessed reflect the implementation of Total Quality Management (TQM) in a business 
activity. The quality management system (ISO 9001) is a standard that helps companies effectively 
implement TQM, so that the criteria in the MBNQA are related to the successful implementation of the 
quality management system standard itself. The first criterion is the support of top management for 
quality in the form of active participation from top management in conducting inspections and 
controlling overall work activities and leadership as indicators of successful implementation of quality 
within the organization. The second criterion is strategic planning for quality, and management needs 
to have an operational plan which clearly describes aspects of quality. The third one, customer focus. 
It is characterized by a form that states customer satisfaction with the services provided and an 
effective process within the organization to handle customer complaints (Tedjokusumo, 2005). 
Fourth, quality training conducted by management on the concept of quality improvement on 
a regular basis. This should be consistently evaluated for continuous improvement. The fifth aspect 
is recognition, through incentive or reward, to employees who have contributed to quality improve
ment. The sixth aspect includes the process of involving and empowering employees in decision- 
making and problem solving (Bravi et al., 2019). The seventh criterion is quality improvement team
work. It is characterized by openness and decision-making based on the results of a joint consensus 
(Barata et al., 2013). The eighth indicator is measurement and analysis. The operational of this 
indicator could be in the form of detailed recording and measurement of work results using quality 
measurement tools to carry out continuous improvement. Finally, the ninth criterion is quality 
assurance. In addition, quality assurance describes activities to maintain the quality of work results 
by identifying standard objectives, collecting data for continuous improvement, and conducting 
quality audits (Alawag et al., 2020; Ramchander & Nadar, 2021).

There are three indicators used for ISO 9001 certification planning variables such as identifying 
aspects of quality, implementation of documentation and standard procedure creation (Feng et al.,  
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2008). For organizational commitment variables, the researchers use three indicators such as 
affective commitment, ongoing commitment and normative commitment (Meyer & Allen, 1997). 
In the application of procedure variable, there are three indicators that are calculated, namely 
periodic audits, following the standard procedure and application of corrective action (Feng et al.,  
2008).

3. Research method

3.1. Conceptual Model of Research
Based on the literature in the previous section, the conceptual model of the relationship between 
ISO 9001, quality culture, and operational performance was developed as shown in Figure 1. There 
are 10 hypotheses proposed as follows: ISO 9001 certification planning has a significant effect on 
quality culture (H1), ISO 9001 certification planning has a significant effect on operational perfor
mance (H2), organizational commitment has a significant effect on quality culture (H3), organiza
tional commitment has a significant effect on operational performance (H4), the application of 
procedures has a significant effect on quality culture (H5), the application of procedures has 
a significant effect on operational performance (H6), quality culture has a significant effect on 
operational performance (H7), ISO 9001 certification planning has a significant effect on opera
tional performance by mediating quality culture (H8), organizational commitment has a significant 
effect on operational performance by mediating quality culture (H9), and the implementation of 
procedures has a significant effect on operational performance with mediation of quality culture 
(H10). The research variables and indicators can be seen in Table 1.

3.2. Data collection and analysis method
Data collection was carried out in the form of surveys by sending questionnaires via email. The 
expected questionnaire returns should be at least 5 times the number of indicators of all latent 
variables, which is 110. The questionnaire was tested for validity and reliability testing with SPSS 
16.0 software. The validity test refers to the total correlation value of the corrected item, while the 
reliability test refers to the Cronbach's alpha value. The PLS analysis was performed with SmartPLS 
3.0 software. The operational procedure of smartPLS is as follows: data input of questionnaire 
distribution, arrangement of path diagram (measurement model and structural model), outer 
model analysis, inner model analysis, and hypothesis testing.

4. Result and discussion

4.1. Characteristics of the respondents
The questionnaire distribution period is 3 months. The criteria of the respondents in this study are 
expected to have positions at the management level or be part of the ISO 9001 representative 
management within the organization. The research respondents are 1000 of companies in 
Indonesia that have received ISO 9001 certificates for all sectors. Company size and how long 
ISO 9001 has been implemented are not criteria for selecting respondents. The researcher uses 
data from companies that have implemented ISO 9001. There were as many as 1,000 pieces of 
questionnaire were distributed. However, only 212 of them successfully returned and those who 
met the criteria were only 175 or 17.5% of the total 1000 planned distributed questionnaires.

ISO 9001 Certification 
Planning (X1) 

Quality Culture (Z) 

Organizational Commitment 
(X2) 

Application of Procedure 
(X3)

Operation Performance (Y) 

Figure 1. Conceptual model of 
relationship between ISO 9001, 
quality culture, and operational 
performance.

Note: Modified from Semuel & 
Zulkarnain (2011).
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4.2. Path diagrams of measurement models and structural models
Path diagrams of measurement models and structural models that are used by the researchers are 
shown in Figure 2.

4.3. Hypotheses testing
The acceptance criteria for the hypotheses are t statistics greater than 1.96 and the p value is less 
than 0.05. The result of the path coefficient calculation is shown in Table 2.

From the calculation results that are displayed in Table 2, it can be described several data 
interpretation and analysis related to direct effect calculation. The following is the detail informa
tion based on the results.

4.3.1. Hypothesis 1: The planning of ISO 9001 certification has a significant effect on quality 
culture 
Hypothesis 1 is accepted because the statistic t is 2.441 and p value is 0.022 with a path coefficient 
value of 0.196. These results show that the planning of ISO 9001 certification has a significant 
effect on quality culture with positive value relationship. The acceptance of this hypothesis is 
consistent with research which states that the benefits of ISO 9000 certification in addition to 
being able to improve the internal operations of the organization also form a quality culture (Bravi 

Table 1. Research variables and indicators
Variables Indicators Sources
ISO 9001 certification planning 
(X1)

Identify aspects of quality (X11) Feng et al. (2006)

Implementation of documentation 
(X12)

Standard procedure creation (X13)

Organizational commitment (X2) Affective commitment (X21) Meyer 
and Allen (1997)Ongoing commitment (X22)

Normative commitment (X23)

Application of procedures (X3) Periodic audit (X31) Feng et al. (2006)

Follow the standard procedure 
(X32)

Application of corrective action 
(X33)

Quality culture (Z) Top management support for 
quality (Z1)

Johnson (2000)

Strategic planning for quality (Z2)

Customer focus (Z3)

Quality training (Z4)

Recognition (Z5)

Empowerment and involvement 
(Z6)

Quality improvement teamwork 
(Z7)

Measurement and analysis (Z8)

Quality assurance(Z9)

Operational performance (Y) Quality (Y1) Feng et al. (2006)

Productivity (Y2)

Cost (Y3)

Employee morale (Y4)

Note: Source: Analysis Result, 2022. 
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et al., 2019; Rogala & Wawak, 2021), in line with research which states that the application of ISO 
9001 is a step forward in TQM practices proven to offer increased performance and encourage the 
creation of a quality culture.

4.3.2. Hypothesis 2: Planning for ISO 9001 certification has a significant effect on operational 
performance 
Hypothesis 2 is rejected because the statistic t is 0.749 and the p value is 0.465 with a value of the 
path coefficient −0.053. These results show that the ISO 9001 certification planning does not have 
a significant effect on operational performance. The rejection of this hypothesis is consistent with 
research stating that ISO 9000 certification in Singapore has no impact on quality management 
practices and quality results (Quazi & Padibjo, 1998), also in line with research stating that 50% of 
respondents of 100 survey responses consider ISO 9000 certification to have no clear effect on quality 
improvement (Zeng et al., 2005). Meanwhile, the rejection of this hypothesis is different from research 
that states that ISO 9000 certification planning has a positive effect on operational performance 
(Feng et al., 2008). Furthermore, it is also different from research that states that ISO 9001 certifica
tion can provide internal benefits that are greater than external benefits (Ismyrlis & Moschidis, 2015).

4.3.3. Hypothesis 3: Organizational commitment has a significant effect on quality culture 
Hypothesis 3 was accepted due to the statistical t of 2.342 and the p value is 0.018 with the path 
coefficient value of 0.141. These results show that organizational commitment has a significant 

Figure 2. Path diagrams (mea
surement models and struc
tural models).

Note: Source: Data Processing 
Result, 2022.

Table 2. Result of path coefficient calculation
Path Original 

sample
Sample mean Standard 

deviation
t Statistics p Values

X1 -> Z 0.196 0.2 0.085 2.441 0.022

X1 -> Y −0.053 −0.057 0.072 0.749 0.465

X2 -> Z 0.141 0.145 0.06 2.342 0.018

X2 -> Y 0.005 0.011 0.05 0.093 0.922

X3 -> Z 0.554 0.55 0.089 6.587 0

X3 -> Y 0.268 0.266 0.075 3.681 0

Z -> Y 0.669 0.67 0.078 9.025 0

Note: Source: Analysis Result, 2022. 
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effect on quality culture with a positive value relationship. The adoption of this hypothesis confirms 
that research that recommends organizational commitment is significantly related to the effective 
implementation of any quality initiative (Feng et al., 2008).

4.3.4. Hypothesis 4: Organizational commitment has a significant effect on operational 
performance 
Hypothesis 4 was rejected because the statistic t was equal to 0.093 and p value is 0.922 with 
a coefficient value of 0.005. These results show that organizational commitment does not have 
a significant effect on operational performance. The rejection of this hypothesis is in line with 
research stating that lack of commitment from employees and managers is the most common 
problem faced by SMEs in applying ISO 9000 certification (T. van der Wiele & Brown, 2002). 
Meanwhile, the rejection of this hypothesis is different from research that states that organiza
tional commitment has a positive effect on operational performance (Feng et al., 2008).

4.3.5. Hypothesis 5: The application of procedures has a significant effect on the quality culture 
Hypothesis 5 is accepted because the statistic t is 6.587 and the p value is 0 with a path 
coefficient value of 0.554. These results show that the application of procedures has a culture 
of significant effect on a quality with a positive relationship. Acceptance of this hypothesis is in 
line with research stating that internal audit influences changes in quality culture (Mail Pratikto 
et al., 2014).

4.3.6. Hypothesis 6: The application of procedures has a significant effect on operational 
performance 
Hypothesis 6 is accepted because the statistical t is 3.681 and a p value is 0 with the path 
coefficient value of 0.268. These results show that the implementation of procedures has 
a significant effect on the operational performance of a positive value relationship. Acceptance 
of this hypothesis is consistent with research that states that the application of the procedure has 
a positive effect on operational performance (Feng et al., 2008), in line with research indicating 
that quality audit provides added value in the process of improving efficiency and effectiveness 
(Pivka, 2004).

4.3.7. Hypothesis 7: Quality culture has a significant effect on operational performance 
Hypothesis 7 is accepted because the statistic t is 9.025 and the p value is 0 with a value of the 
path coefficient value of 0.669. These results show that the quality culture has a significant effect 
on operational performance with a positive relationship. The acceptance of this hypothesis is 
consistent with research that states that there is a rather strong correlation between quality 
and performance practices (Ilkay & Aslan, 2012), according to research which states that quality 
culture produces a significant positive influence on organizational effectiveness (Johnson, 2000).

Table 3 below describes detail information on indirect effect calculation. Total hypotheses are 
10, the 7 of direct effect calculation is displayed in Table 2 and the rest of 3 hypotheses of indirect 
effect calculation is shown below.

Table 3. Result of indirect effect calculation
Path Original 

sample
Sample mean Standard 

deviation
t Statistics p Values

X1 →Z → Y 0.131 0.133 0.059 2.235 0.026

X2 → Z → Y 0.094 0.096 0.04 2.385 0.017

X3 →Z →Y 0.37 0.37 0.077 4.789 0

Note: Source: Analysis Result, 2022. 
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4.3.8. Hypothesis 8: Planning for ISO 9001 certification has a significant effect on operational 
performance by mediating quality culture 
Hypothesis 8 is accepted because the statistic t is 2.235 and p value is 0.026 with a path coefficient 
value of 0.131. These results prove that the planning of ISO 9001 certification has a significant 
effect on operational performance by facilitating positive value quality culture.

4.3.9. Hypothesis 9: Organizational commitment has a significant effect on operational 
performance by mediating quality culture 
Hypothesis 9 was accepted due to the statistical t of 2.385 and the p value of 0.017 with the 
path coefficient of 0.094. These results demonstrate that organizational commitment has 
a significant effect on operational performance through the mediation of a positive culture of 
quality.

4.3.10. Hypothesis 10: The application of procedures has a significant effect on operational 
performance by mediating the quality culture 
Hypothesis 10 is accepted because the statistic t is 4.789 and p value is 0 with a path coefficient 
value of 0.390. These results prove that the application of procedures has a significant effect on 
operational performance by mediating a quality culture with a positive relationship.

The acceptance of these three hypotheses involves a quality culture as a mediator for achieving 
the successful implementation of ISO 9001 within the organization in line with research stating 
that culture is the catalyst for maintaining quality management within the organization (Maull 
et al., 2001), in line with research stating that quality culture quality is an important part of the 
corporate culture to succeed in terms of quality that requires the company to meet customer 
needs with the goods and services produced and develop a culture that places quality in every
thing (Barbosa et al., 2022; Solomon et al., 2017), in line also with research stating that ISO 
certification 9000 can be a means for organizations to facilitate quality culture so as to produce 
a significant positive impact on business benefits (Fonseca, 2015; Terziovski & Power, 2007).

The mediating effect is summarized via quasi-mediating and fully mediating by looking at 
changes in the total effect value. If the results of the calculation of the total effect experience 
a significant change from the results of the calculation of the indirect effect, then the mediation 
effect is fully mediated (Hartono & Abdillah, 2014). The results of the calculation of the total effect 
are shown in Table 4.

Table 4 displays information of total effect calculation. It is clear that three aspects of analysis 
could be pointed out.

● The influence of quality culture is fully mediated in the relationship of ISO 9001 (X1) certification 
planning to operational performance (Y) due to a change of significance marked by the total effect 
of t statistics of 0.904 and p value of 0.366.

● The influence of quality culture is fully mediation in the relationship of organizational commitment 
(X2) to operational performance (Y) because of a significant change in the value of the total 
t statistic effect of 1.568 and a p value of 0.118.

Table 4. Result of calculation of total effect
Path Original 

sample
Sample mean Standard 

deviation
t Statistics p Values

X1 → Y 0.078 0.076 0.087 0.904 0.366

X2 →Y 0.099 0.107 0.063 1.568 0.118

X3 →Y 0.638 0.635 0.084 7.572 0

Note: Source: Analysis Result, 2022. 
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● The influence of quality culture is quasi mediation in the relationship of the application of proce
dures (X3) to operational performance (Y) because there is no significant change in the value of the 
total t statistic effect of 7.572 and a p value of 0.

Planning for ISO 9001 certification has a significant influence on quality culture with a positive 
relationship. However, planning for ISO 9001 certification does not have a significant effect on 
operational performance. These results emphasize the importance of planning in an effort to 
achieve successful implementation of ISO 9001 (Feng et al., 2008) Many organizations, especially 
small businesses, fail to fully benefit from ISO 9000 certification due to inadequate plans (Mears & 
Voehl, 1995). Therefore, related planning needs to be mitigated so that the business environment 
becomes more receptive when ISO 9001 is implemented (Esgarrancho & Carlos, 2020). Based on 
research results, planning for ISO 9001 certification in an organization could be conducted by 
identifying quality aspects, implementing documentation, and developing standard procedures.

Organizational commitment has a significant influence on quality culture with a positive rela
tionship. However, organizational commitment does not have a significant effect on operational 
performance. These results emphasize the importance of commitment to the organization, espe
cially senior management commitment which is the initial condition for achieving the expected 
performance from the implementation of ISO 9001 (ISO, 2000). Organizational commitment is 
significantly related to the effective implementation of any quality initiative (Samson & Terziovski,  
1999). Organizational leaders need to be vigilant because the lack of commitment from employees 
and managers is the problem most often faced, especially by SMEs in ISO 9000 certification (Brown 
et al., 1998). This study recommends that all organizational members need to have commitments 
in implementing ISO 9001, namely affective commitment and normative commitment.

4.4. Managerial limitations and implications
Several limitations in this study need to be mentioned. First, the number of research samples is 
determined randomly and not through calculations using certain formulas with regard to the 
number of existing populations. Therefore, the ability of research results to represent the popula
tion is still limited. Furthermore, the sample is limited in the Indonesian territory, which includes 
developing countries. Although it could be used as a reference for other developing countries, the 
ability to generalize the research results to other countries is still limited. Second, this study uses 
a perception measure on the ISO 9001 quality management system, quality culture, and opera
tional performance with the criteria of the research respondents holding positions at the manage
ment level or part of the ISO 9001 representative management in the organization. However, the 
results of the research obtained are still subjective. Third, this study focuses on the ISO 9001 
quality management system, which is divided into ISO 9001 certification planning, organizational 
commitment, and the application of quality procedures and culture as variables that affect the 
performance of ISO 9001 implementation. Meanwhile, organizational characteristics such as 
organizational size, organization length adopting ISO 9001, motivation for certification, etc. have 
not been involved to determine the effect on the performance of the implementation of ISO 9001.

The results of this study have significant theoretical and managerial implications. First, in 
contrast to previous research, this research model integrates the ISO 9001 quality management 
system, which is divided into ISO 9001 certification planning, organizational commitment, and 
application of procedures with a culture of quality and operational performance. Based on the test 
results, it is clear that the model built has a good performance and is declared valid so that it 
should be acknowledged by other researchers and organizational managements. Second, there are 
still few previous studies that focus on examining the impact of implementing ISO 9001 on 
operational performance mediated by quality culture. The main implication of the research results 
shows the essential result that the impact of implementing ISO 9001 on operational performance 
is fully mediated by a quality culture. Therefore, these results provide an explanation for organiza
tions that do not feel the benefits of ISO 9001 certification so that the formation of a quality 
culture is needed. Third, the main implications for management are that the implementation of 
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the ISO 9001 quality management system will improve operational performance if the quality 
culture in the organization is well formed. Overall, the implementation of ISO 9001 should be 
conducted with adequate planning, supported by full commitment of all members of the organiza
tion, and the implementation of procedures that are consistently capable of forming a quality 
culture in the organization. Therefore, these implementations guarantee organizational success in 
an effort to achieve improvements in operational performance.

5. Conclusion: future policy implications
It is vivid that this article calculates the effect of ISO 9001 implementation on organizational perfor
mance. The first summary recommends that the planning of ISO 9001 certification has a significant 
influence on quality culture with a positive value relationship. However, planning for ISO 9001 certifica
tion does not have a significant effect on operational performance. Based on the results of the study, the 
planning of ISO 9001 certification in an organization can be done by identifying quality aspects, the 
implementation of documentation, and the establishing of standard procedures. Second, organizational 
commitment has a significant influence on quality culture with positive relationships. However, organi
zational commitment does not have a significant effect on operational performance. Based on the 
results of the study, the commitment that must be possessed by all members of the organization in 
implementing ISO 9001 is an affective commitment and normative commitment. Third, the application 
of procedures has a significant effect on quality culture with a positive value relationship. In addition, the 
application of procedures has a significant effect on operational performance with a positive value 
relationship. Therefore, the application of ISO 9001 procedures in an organization can be carried out by 
periodic auditing, following standard procedures, and applying corrective actions.

Fourth, quality culture has a significant influence on operational performance with a positive value 
relationship. Furthermore, quality culture has succeeded in becoming a mediator in the relationship 
between ISO 9001 certification planning, organizational commitment, and implementation of proce
dures with operational performance. Quality culture is prominent in an organization to support the 
implementation of ISO 9001 such as top management support for quality, strategic planning for 
quality, customer focus, quality training, empowerment and involvement, quality improvement team
work, measurement and analysis, and quality assurance. Fifth, the influence of quality culture is fully 
mediated in the relationship of ISO 9001 certification planning to operational performance and the 
relationship of organizational commitment to operational performance. These results are marked by 
an insignificant influence if they are not mediated by a quality culture. Meanwhile, the influence of 
quality culture is pseudo-mediation in relation to the application of procedures to operational perfor
mance. These results are marked by a significant influence if not mediated by a quality culture. In 
summary, sustainable organizational performance could be well addressed if stakeholders fully 
accommodate the detailed prescription given according to the research result.

Acknowledgments
This research was financially supported by The Faculty of 
Engineering, Diponegoro University, Indonesia, through 
Strategic Research Grant 2022.

Author details
Arfan Bakhtiar1 

E-mail: arfanbakhtiar@lecturer.undip.ac.id 
ORCID ID: http://orcid.org/0000-0002-8763-377X 
Aditya Nugraha1 

Hery Suliantoro1 

ORCID ID: http://orcid.org/0000-0003-0743-7013 
Darminto Pujotomo1 

ORCID ID: http://orcid.org/0000-0001-6860-4693 
1 Department of Industrial Engineering, Faculty of 

Engineering, Diponegoro University, Semarang, 
Indonesia. 

Disclosure statement
No potential conflict of interest was reported by the 
authors.

Citation information 
Cite this article as: The effect of quality management 
system (ISO 9001) on operational performance of various 
organizations in Indonesia, Arfan Bakhtiar, Aditya 
Nugraha, Hery Suliantoro & Darminto Pujotomo, Cogent 
Business & Management (2023), 10: 2203304.

References
Adem, M. K., & Virdi, S. S. (2021). The effect of TQM 

practices on operational performance: An empirical 
analysis of ISO 9001: 2008 certified manufacturing 
organizations in Ethiopia. The TQM Journal, 33(2), 
407–440. https://doi.org/10.1108/TQM-03-2019-0076

Alawag, A. M., Alaloul, W. S., Liew, M. S., Al-Aidrous, A. H. 
M., Saad, S., & Ammad, S. (2020, November). Total 
quality management practices and adoption in con
struction industry organizations: A review. In 2020 
Second International Sustainability and Resilience 
Conference: Technology and Innovation in Building 
Designs (51154) (pp. 1–6). IEEE. https://doi.org/10. 
1109/IEEECONF51154.2020.9319992

Bakhtiar et al., Cogent Business & Management (2023), 10: 2203304                                                                                                                                
https://doi.org/10.1080/23311975.2023.2203304

Page 10 of 12

https://doi.org/10.1108/TQM-03-2019-0076
https://doi.org/10.1109/IEEECONF51154.2020.9319992
https://doi.org/10.1109/IEEECONF51154.2020.9319992


Bakhtiar, A. (2012, October). The benefits assessment of 
standards: A cross case analysis in manufacturing 
industries-indonesia. Proceedings of the 2012 
International Conference on Information 
Management, Innovation Management and Industrial 
Engineering (Vol. 3, pp. 356–360). IEEE. https://doi. 
org/10.1109/iciii.2012.6339991

Barata, J., Da Cunha, P., & Costa, C. (2013). Developing an 
is quality culture with ISO 9001: Hopefully, a never 
ending story. In ACIS 2013: Information systems: 
Transforming the Future: Proceedings of the 24th 
Australasian Conference on Information Systems (pp. 
1–11). RMIT University.

Barbosa, L. C. F. M., de Oliveira, O. J., Machado, M. C., 
Morais, A. C. T., Bozola, P. M., & Santos, M. G. F. (2022). 
Lessons learned from quality management system ISO 
9001: 2015 certification: Practices and barrier identifi
cation from Brazilian industrial companies. 
Benchmarking: An International Journal, 29(8), 
2593–2614. https://doi.org/10.1108/BIJ-07-2021-0382

Ben Arab, S. D. (2021). Quality management practices and 
innovation: The moderating effect of ISO 9001 
certification. Journal of the Knowledge Economy, 13 
(3), 2177–2202. https://doi.org/10.1007/s13132-021- 
00805-x

Bravi, L., Murmura, F., & Santos, G. (2019). The ISO 9001: 
2015 quality management system standard: 
Companies’ drivers, benefits and barriers to its 
implementation. Quality Innovation Prosperity, 23(2), 
64–82. https://doi.org/10.12776/QIP.V23I2.1277

Brown, A., van der Wiele, T., & Loughton, K. (1998). 
Smaller enterprises’ experiences with ISO 9000. 
International Journal of Quality & Reliability 
Management, 15(3), 273–285. https://doi.org/10. 
1108/02656719810198935

Cavallone, M., & Palumbo, R. (2021). Delving into the soft 
side of TQM: An analysis of the implications of 
employee involvement on management practices. 
The TQM Journal, 34(5), 1096–1115. https://doi.org/ 
10.1108/TQM-05-2021-0148

Eccles, R. G., Ioannou, I., & Serafeim, G. (2014). The 
impact of corporate sustainability on organizational 
processes and performance. Management Science, 
60(11), 2835–2857. https://doi.org/10.1287/mnsc. 
2014.1984

Esgarrancho, S., & Carlos, J. F. C. (2020). Firm preparation 
for ISO 9001 certification – the case of the hotel 
industry in Portugal. Total Quality Management & 
Business Excellence, 31(1–2), 23–42. https://doi.org/ 
10.1080/14783363.2017.1404428

Feng, M., Terziovski, M., & Samson, D. (2008). 
“Relationship of ISO 9001: 2000 quality system cer
tification with operational and business perfor
mance: A survey in Australia and New Zealand-based 
manufacturing and service companies,”. Journal of 
Manufacturing Technology Management, 19(1), 
22–37. https://doi.org/10.1108/17410380810843435

Fonseca, L. (2015). ISO 9001 quality management sys
tems through the lens of organizational culture. 
Quality Management, 16(November), 54–59.

Grethchen, S., & Christine, P. (2012). Creating sustainable 
performance. Harvard Business Review, 90(February), 
92–99.

Hartono, J., & Abdillah, W. (2014). Partial Least Square 
(PLS). Andi.

Ilkay, M. S., & Aslan, E. (2012). The effect of the ISO 9001 
quality management system on the performance of 
SMEs. International Journal of Quality & Reliability 
Management, 29(7), 753–778. https://doi.org/10. 
1108/02656711211258517

Ismyrlis, V., & Moschidis, O. (2015). The effects of ISO 
9001 certification on the performance of Greek 
companies. The TQM Journal, 27(1), 150–162. https:// 
doi.org/10.1108/tqm-07-2013-0091

ISO. (2000). ISO 9000, Quality Management Systems- 
Fundamentals and Vocabulary: ISO 9000:2000.

Johnson, J. J. (2000). Differences in supervisor non 
supervisor perception of quality culture and organi
zational climate. Public Personnel Management, 29 
(1), 25–44. https://doi.org/10.1177/ 
009102600002900109

Mail Pratikto, A., Suparman, S., Suparman, Purnomo, P., 
Santoso, B., Suparman, S., & Santoso, B. (2014). 
Relationship between internal quality audit and 
quality culture toward implementation consistency 
of ISO 9000 in private college of Sulawesi Province, 
Indonesia. International Education Studies, 7(9), 
175–183. https://doi.org/10.5539/ies.v7n9p175

Maull, R., Brown, P., & Cliffe, R. (2001). Organisational 
culture and quality improvement. International 
Journal of Operations & Production Management, 21 
(3), 302–326. https://doi.org/10.1108/ 
01443570110364614

Mears, P., & Voehl, F. (1995). The Executive Guide to 
Implementing Quality System. St Lucie Press.

Meyer, J. P., & Allen, N. J. (1997). Commitment in the 
Workplace: Theory, Research and Application. Sage.

Nurcahyo, R., Zulfadlillah, Habiburrahman, M. (2021). 
Relationship between ISO 9001: 2015 and opera
tional and business performance of manufacturing 
industries in a developing country (Indonesia). 
Heliyon, 7(1), e05537. https://doi.org/10.1016/j.heli 
yon.2020.e05537

Pivka, M. (2004). ISO 9000 value-added auditing. Total 
Quality Management & Business Excellence, 15(3), 
345–353. https://doi.org/10.1080/ 
1478336042000183406

Quazi, H. A., & Padibjo, S. R. (1998). A journey toward total 
quality management through ISO 9000 certification - 
a study on small- and medium-sized enterprises in 
Singapore. International Journal of Quality & 
Reliability Management, 15(5), 489–508. https://doi. 
org/10.1108/02656719810196225

Ramchander, M., & Nadar, M. (2021). Using ISO 9001 
principles to enhance total quality management: 
A case study of a packaging manufacturer in South 
Africa. African Journal of Inter/Multidisciplinary 
Studies, 3(1), 118–130. https://doi.org/10.51415/ 
ajims.v3i1.902

Rogala, P., & Wawak, S. (2021). Quality of the ISO 9000 
series of standards-perceptions of quality manage
ment experts. International Journal of Quality and 
Service Sciences, 13(4), 509–525. https://doi.org/10. 
1108/IJQSS-04-2020-0065

Samson, D., & Terziovski, M. (1999). The Relationship 
between Total Quality Management Practices and 
Operational Performance. Journal of Operations 
Management, 17(4), 393–409. https://doi.org/10. 
1016/S0272-69639800046-1

Semuel, H., & Zulkarnain, J. (2011). Pengaruh Sistem 
Manajemen Mutu ISO terhadap Kinerja Karyawan 
Melalui Budaya Kualitas Perusahaan (Studi Kasus PT 
Otsuka Indonesia Malang). Jurnal Manajemen dan 
Kewirausahaan, 13(2), 162–176. https://doi.org/10. 
9744/jmk.13.2.162-176

Severo, E. A., De Guimarães, J. C. F., Dorion, E. C. H., & 
Nodari, C. H. (2015). Cleaner production, environ
mental sustainability and organizational perfor
mance: An empirical study in the Brazilian 
metal-mechanic industry. Journal of Cleaner 

Bakhtiar et al., Cogent Business & Management (2023), 10: 2203304                                                                                                                                
https://doi.org/10.1080/23311975.2023.2203304                                                                                                                                                       

Page 11 of 12

https://doi.org/10.1109/iciii.2012.6339991
https://doi.org/10.1109/iciii.2012.6339991
https://doi.org/10.1108/BIJ-07-2021-0382
https://doi.org/10.1007/s13132-021-00805-x
https://doi.org/10.1007/s13132-021-00805-x
https://doi.org/10.12776/QIP.V23I2.1277
https://doi.org/10.1108/02656719810198935
https://doi.org/10.1108/02656719810198935
https://doi.org/10.1108/TQM-05-2021-0148
https://doi.org/10.1108/TQM-05-2021-0148
https://doi.org/10.1287/mnsc.2014.1984
https://doi.org/10.1287/mnsc.2014.1984
https://doi.org/10.1080/14783363.2017.1404428
https://doi.org/10.1080/14783363.2017.1404428
https://doi.org/10.1108/17410380810843435
https://doi.org/10.1108/02656711211258517
https://doi.org/10.1108/02656711211258517
https://doi.org/10.1108/tqm-07-2013-0091
https://doi.org/10.1108/tqm-07-2013-0091
https://doi.org/10.1177/009102600002900109
https://doi.org/10.1177/009102600002900109
https://doi.org/10.5539/ies.v7n9p175
https://doi.org/10.1108/01443570110364614
https://doi.org/10.1108/01443570110364614
https://doi.org/10.1016/j.heliyon.2020.e05537
https://doi.org/10.1016/j.heliyon.2020.e05537
https://doi.org/10.1080/1478336042000183406
https://doi.org/10.1080/1478336042000183406
https://doi.org/10.1108/02656719810196225
https://doi.org/10.1108/02656719810196225
https://doi.org/10.51415/ajims.v3i1.902
https://doi.org/10.51415/ajims.v3i1.902
https://doi.org/10.1108/IJQSS-04-2020-0065
https://doi.org/10.1108/IJQSS-04-2020-0065
https://doi.org/10.1016/S0272-69639800046-1
https://doi.org/10.1016/S0272-69639800046-1
https://doi.org/10.9744/jmk.13.2.162-176
https://doi.org/10.9744/jmk.13.2.162-176


Production, 96, 118–125. https://doi.org/10.1016/j. 
jclepro.2014.06.027

Solomon, N. P., Bester, A., & Moll, M. (2017). Diffusion of 
a quality management system: A case study. South 
African Journal of Industrial Engineering, 28(2), 
149–164. https://doi.org/10.7166/28-2-1762

Sumaedi, S., & Rakhmawati, T. (2017). The effect of system 
design type on ISO 9001 implementation outcome: 
A proposed conceptual framework and future research 
agenda. International Journal of System Assurance 
Engineering and Management, 8(S1), 219–229. https:// 
doi.org/10.1007/s13198-015-0336-8

Tedjokusumo, E. (2005). Permodelan Quality Culture and 
Organizational Climate pada Perusahaan KOntraktor. 
Universitas Kristen Petra.

Terziovski, M., & Power, D. (2007). Increasing ISO 9000 
certification benefits: A continuous improvement 
approach. International Journal of Quality & 
Reliability Management, 24(2), 141–163. https://doi. 
org/10.1108/02656710710722266

Valmohammadi, C., & Roshanzamir, S. (2015). The guide
lines of improvement: Relations among 

organizational culture, TQM and performance. 
International Journal of Production Economics, 164, 
167–178. https://doi.org/10.1016/j.ijpe.2014.12.028

van der Wiele, T., & Brown, A. (2002). Quality manage
ment over a decade: A longitudinal study. 
International Journal of Quality & Reliability 
Management, 19(5), 508–523. https://doi.org/10. 
1108/02656710210427494

van der Wiele, A., Williams, A. R. T., Brown, A., & Dale, B. G. 
(2001). The ISO 9000 series as a tool for organisa
tional change: Is there a case? Business Process 
Management Journal, 7(4), 323–331. https://doi.org/ 
10.1108/EUM0000000005731

Willar, D., Coffey, V., & Trigunarsyah, B. (2015). Examining 
the implementation of ISO 9001 in Indonesian con
struction companies. The TQM Journal, 27(1), 94–107. 
https://doi.org/10.1108/TQM-08-2012-0060

Zeng, S. X., Tian, P., & Shi, J. J. (2005). Implementing 
integration of ISO 9001 and ISO 14001 for 
construction. Managerial Auditing Journal, 20(4), 
394–407. https://doi.org/10.1108/ 
02686900510592070

Bakhtiar et al., Cogent Business & Management (2023), 10: 2203304                                                                                                                                
https://doi.org/10.1080/23311975.2023.2203304

Page 12 of 12

https://doi.org/10.1016/j.jclepro.2014.06.027
https://doi.org/10.1016/j.jclepro.2014.06.027
https://doi.org/10.7166/28-2-1762
https://doi.org/10.1007/s13198-015-0336-8
https://doi.org/10.1007/s13198-015-0336-8
https://doi.org/10.1108/02656710710722266
https://doi.org/10.1108/02656710710722266
https://doi.org/10.1016/j.ijpe.2014.12.028
https://doi.org/10.1108/02656710210427494
https://doi.org/10.1108/02656710210427494
https://doi.org/10.1108/EUM0000000005731
https://doi.org/10.1108/EUM0000000005731
https://doi.org/10.1108/TQM-08-2012-0060
https://doi.org/10.1108/02686900510592070
https://doi.org/10.1108/02686900510592070

	1.  Background
	2.  Literature review
	3.  Research method
	3.1.  Conceptual Model of Research
	3.2.  Data collection and analysis method

	4.  Result and discussion
	4.1.  Characteristics of the respondents
	4.2.  Path diagrams of measurement models and structural models
	4.3.  Hypotheses testing
	4.3.1.  Hypothesis 1: The planning of ISO 9001 certification has asignificant effect on quality culture
	4.3.2.  Hypothesis 2: Planning for ISO 9001 certification has asignificant effect on operational performance
	4.3.3.  Hypothesis 3: Organizational commitment has asignificant effect on quality culture
	4.3.4.  Hypothesis 4: Organizational commitment has asignificant effect on operational performance
	4.3.5.  Hypothesis 5: The application of procedures has asignificant effect on the quality culture
	4.3.6.  Hypothesis 6: The application of procedures has asignificant effect on operational performance
	4.3.7.  Hypothesis 7: Quality culture has asignificant effect on operational performance
	4.3.8.  Hypothesis 8: Planning for ISO 9001 certification has asignificant effect on operational performance by mediating quality culture
	4.3.9.  Hypothesis 9: Organizational commitment has asignificant effect on operational performance by mediating quality culture
	4.3.10.  Hypothesis 10: The application of procedures has asignificant effect on operational performance by mediating the quality culture

	4.4.  Managerial limitations and implications

	5.  Conclusion: future policy implications
	Acknowledgments
	Author details
	Disclosure statement
	References

