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            The purposes of this research were to study: 1) the strengths and weaknesses
after ISO 9000 was estab lished as the qua lity management system; 2) the severity of
consequences a rising from imp lementing the qua lity system after ISO 9000 Certifica tion
in the a reas of qua lity policy, pa rtic ipation, and customer satisfac tion; 3) the feasib ility
of solving p rob lems to enab le continuous imp lementa tion of ISO 9000.

The data were collec ted from questionna ires comp leted by g roup members of
17 Qua lity Management Responsib ility (QMR) and 170 interna l aud itors from ISO 9000
certified  companies in the northern reg ion industria l estate, Lumphun p rovince, and
ana lyzed with the use of the SPSS/PC . The find ings were as follows:

After estab lishing ISO 9000 as the qua lity management system, the ma in
strengths in terms of working performance were accommodation to work, c lea rly
understand ing job instruc tions, eliminating unnecessary jobs, higher working skills, on-
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time delivery of p roducts for customer needs and taking fast ac tion after find ing the
prob lems. The ma in strengths in the a rea of qua lity were higher p roduct qua lity, faster
and easier improvements to p roduct qua lity, and decreases in customer c la ims and
defective ra tio. The ma in strengths in the a rea of customer satisfac tion were an
improvement to the company�s image, and inc reased customer satisfac tion with
p roducts and services. The surveyed g roup was not ab le to g ive an op inion on the
weakness of estab lishing ISO 9000 as the qua lity management system. However, they
a lso ag reed that chang ing and improvement have to take more time because of the
qua lity document system which inc reases work qua lities and high cost to ma inta in the
system.

The most severe consequences to qua lity policy of imp lementing the ISO 9000
qua lity management system were the communica tion p rob lem between loca l and
foreign executive management, the d ifferences between foreign and loca l management
cultures and polic ies. However, the p rob lem was a t a modera te level. The study a lso
revea led that ISO 9000 requirement no.4.14 � corrective and p reventive action, and
no.4.9 - p rocess control were the most severe consequences while imp lementa tion.
The most severe consequences of the fac tors of the partic ipa tion was that the
imp lementa tion of ISO 9000 qua lity management systems needed coord ina tion from a ll
departments; the aud it timing between aud itors and aud itees d ifficult to match.
Moreover, opera tors d id  not view ISO 9000 as regula r work so they do not continuously
imp lement the standards. The most severe consequences of the fac tors of customer
satisfac tion were that the sta ff were not following the qua lity documents and had some
d ifficulty in coord ina tion during interna l aud its.

Possib le solutions for overcoming the qua lity management policy p rob lems
were tra ining emp loyees to improve their skills, and app lying continuous improvement
activities such as 5S, KAIZEN, and QCC. Possib le solutions for partic ipa tion p rob lems
were frequently meeting for ISO 9000 imp lementation and p rob lem follow up,
motiva ting the executive management by using a top down system, delegating
authoriza tion to QMR, and frequently reviewing the qua lity document.


