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ABSTRACT 

 
 The National University of Malaysia (UKM) is ISO 9001:2008 certified since 2002, i.e., the Division for 
Academic Development, the Library (i.e., Tun Seri Lanang), Treasury Department, Registrar Department, 
Centre for Graduate Management, and Department for Management of Development. Other departments like the 
Centre for Information Technology, the Centre for Research and Innovation Management, and the Student 
Affair Department are making the effort to be ISO 9001:2008 certified. ISO 9001:2008 certification has given a 
big impact on quality management in UKM. After ten years of its implementation in UKM it is important to 
study UKM support staff’s perceptions on the effectiveness of the implementation of ISO 9001:2008, and 
subsequently to discuss the impacts of the implementation on their emotion. A survey has been conducted and 
the findings showed that the implementation of ISO 9001:2008 is largely perceived to have given huge positive 
impact on work culture and day-to-day task management, and mild negative impact on emotion. 
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Introduction 
 
 The National University of Malaysia (UKM) is ISO 9001:2008 certified since 2002, i.e., the Division for 
Academic Development, the Library (i.e., Tun Seri Lanang), Treasury Department, Registrar Department, 
Centre for Graduate Management, and Department for Management of Development. Other departments like the 
Centre for Information Technology, the Centre for Research and Innovation Management, and the Student 
Affair Department are making the effort to be ISO 9001:2008 certified. ISO 9001:2008 certification has given a 
big impact on quality management in UKM. After ten years of its implementation in UKM it is important to 
study UKM support staff’s perceptions on the effectiveness of the implementation of ISO 9001:2008, and 
subsequently to discuss the impacts of the implementation on their emotion. A survey has been conducted and 
the findings showed that the implementation of ISO 9001:2008 is largely perceived to have given huge positive 
impact on work culture and day-to-day task management, and mild negative impact on emotion.  
 
Literature Review: 
 
 ISO is a nickname not an acronym for the International Organization for Standardization. ISO is a body 
consisted of organizations for standardization around the world that are responsible in creating quality standard 
in their own countries. ISO is a non-governmental organization established on 27th of February 1947 and has 
produced 14,000 standards. There are 150 countries to date that used ISO 9000 standards. The purpose of 
establishing this body is to encourage the formation of international standard. The standard was established by 
2,700 technical committees, sub-committees and group works to complete the documentation and solve 
technical problems (Khairul Anuar Mohd Ali, 2002). 

International Organization for Standardization (ISO) in Geneva who is responsible for reviewing 
international standards in every five years has produced a new ISO 9000 series standard, i.e., ISO 9001:2008, to 
replace the old MS ISO 9000:2000 standard. The main objective of the new standard is more or less the same as 
the old one, i.e., MS ISO 9000:2000, currently implemented by many agencies in Malaysia. The main objective 
is to realize the implementation of efficient quality system to the satisfaction of customers or clients. In other 
words, the MS ISO 9001:2008 standard is an extension of MS ISO 9001:2000 objective. 

MS ISO 9001:2008 is based on eight (8) principles: (a) customer focus; (b) leadership; (c) involvement of 
people; (d) process approach; (e) system approach to management; (f) continual improvement; (g) factual 
approach to decision making; and (h) mutually beneficial supplier relationships (Casadesus, M., Gimenez, G. & 
Heras, I. 2001). These principles are the foundation of the philosophy and the objective of the standard. 
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 A review of literature found that studies on the implementation of ISO Quality Management System (QMS) 
centered on: (a) the benefits and limitations of the implementation (e.g., Casadesus et al., 2001; Curkovic & 
Pagell, 1999; Kadir Arifin, 2009; Mola, 2007; and Rospian Achil, 2003); (b) the importance of ISO QMS 
factors in the success of an organization (e.g., Kadir Arifin, 2009; and Papasolomou-Doukakis, 2002); and (c) 
the relationship between the implementation of the standard and internal customer’s perception and/or 
satisfaction (e.g., Khairul Anuar Mohd Ali, 2002; and Rosly Othman & Melissa Ng Lee Yen Abdullah, 2007).  
 Curkovic & Pagell (1999) noted the importance of ISO 9000 certification as a business benchmark. The 
benefits of ISO 9000 certification are significant as it can be the key to an organization’s success as it can 
improve on the organization’s efficiency. Despite all the positive impacts of ISO 9000 implementation, it is also 
claimed to be time consuming and costly. The study concluded that the benefits of implementing ISO 9000 
outweigh the limitations because ISO 9000 is fundamental to continual improvement and problem solving. It is 
also acknowledged that the success of ISO 9000 implementation requires training of staffs at all levels. 

 Kadir Arifin (2009) argued that ISO QMS assists an organization in the planning, management, production 
and development of human capital on quality as well as in the production of goods and services that meet 
customer requirements. The author conducted a comparative study between the Far East and ASEAN countries 
on ISO 9001 implementation in public and private sectors, and reaffirmed that implementation cost is still an 
issue and that ISO 9001 adversely affects other core activities such as increasing staffs’ workload.  

 Mola (2007) studied the implementation of ISO 9001 in the libraries of ISO certified higher learning 
institutions. The study found that ISO implementation is capable of promoting dynamic continual improvement 
with clear responsibilities, standardization of work procedures and renewal of the documentation process. In 
other words, ISO 9001 enhances the efficiency of the library. Rospian Achil (2003) observed that ISO QMS is 
providing positive expansion in multinational companies. Some of the benefits may be reaped instantly, and the 
rest of the benefits are realized after several years of implementation.  

Casadesus et al. (2001) examined the internal benefits of ISO 9000 implementation in the aspects of human 
resource management such as the increase in job satisfaction and communication between management and 
staffs. The external benefits include increase in customer satisfaction, reduction in the number of complaints and 
increase in sales. Most companies that implement ISO 9000 obtained internal and external benefits leading to 
opportunities for restructuring and clear management responsibilities.  

 A case study by Papasolomou-Doukakis (2002) on quality management of internal marketing in the 
banking sector (in United Kingdom) found that in order to achieve the aim of becoming an effective and 
successful organization, the internal marketing method would have to focus on four factors: (a) the 
understanding of internal customers, (b) the importance of training, (c) the compliance to the standard of 
internal marketing, and (d) the reward strategy for services that meet targets. The case study suggested that the 
four factors are the basis for internal marketing. In addition, the case study recommended an organization’s top 
management to take note on the four factors since the factors are the pre-requisites for achieving customer’s 
satisfaction. Khairul Anuar Mohd Ali (2002) has identified seven elements of an excellent quality management 
practice, i.e., customer focus, workforce focus, quality training, supplier relationship, information technology, 
communication, and process management. The author studied the relationship between the quality management 
practices and (a) the level of internal customer satisfaction, and (b) the performance of local authority’s service 
sector. The study found a significant relationship between the elements of an excellent quality management and 
(a) internal customer satisfaction, and (b) organizational performance.  

 Rosly Othman & Melissa Ng Lee Yen Abdullah (2007) studied the perception of private college academic 
and non academic staffs on ISO implementation at their colleges. The study focuses on staff’s awareness on 
programs on quality, understanding on the benefits and setbacks of ISO, management of the operation and 
overall staff’s satisfaction. It was observed that the academic staff’s satisfaction is lower than the non-academic 
staffs on the aspect of (a) ISO implementation, and (b) quality of operation management. They also have no 
interest on the certification process and have the impression that certification will not improve the existing 
operation management. The respondents in the study argued that they are overloaded with too many 
responsibilities on top of teaching and learning activities which is of utmost importance. Non academic staffs, 
on the other hand, felt that ISO certification enables them to be more efficient and responsive to the needs of 
their internal and external customers. They also felt that ISO certification has improved the quality of their 
service towards customers, and reduced a number of complaints and failures in delivering their services.  

As has been illustrated above, not much literature is found on staff’s perceptions relating to the 
effectiveness of ISO 9001:2008 implementation as well as literature relating to the impact of the implementation 
on the emotion of organization’s own staffs. 

In UKM, Centre for Academic Development handles the implementation of ISO 9001:2008. ISO standard 
was first implemented in UKM in 2002. Since then, UKM has demonstrated its commitment to the quality 
standard in one of its core businesses, i.e., in teaching and learning programs. UKM’s venture into ISO 
certification reflects its continuous efforts to achieve superior quality of service and reliability.  
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The drive to excel in quality management has boosted UKM’s effort in increasing staff’s awareness, their 
operational efficiencies, and their waste reduction activities. After almost ten years of its implementation, it is 
important to study how UKM support staffs perceived the implementation of the ISO standard. Their perception 
is crucial in the planning to improve the implementation strategies of ISO standard by the top management of 
UKM. Hence, the objectives of this study are: (a) to examine the effectiveness of the implementation of ISO 
standard in UKM; and (b) the impacts of the ISO standard implementation on the emotion of UKM’s support 
staff. 
  
Methodology: 
 

UKM support staffs were selected as respondents for this study because they were more directly involved in 
the implementation of ISO certification in UKM compared to other categories of staff. 

A set of questionnaire survey was distributed to UKM support staffs using stratified sampling technique. 
UKM support staffs were grouped into three homogeneous subgroups to represent: (a) faculty support staffs, 
i.e., Faculty of Social Sciences and Humanities, Faculty of Science and Technology, and Faculty of Economics 
and Management; (b) library support staffs, i.e., Tun Seri Lanang Library; and (c) administration office support 
staffs, i.e., Department of Registrar, and Department of Bursary. Questionnaires were issued to a total of 360 
support staffs from the three groups. As 120 support staffs ultimately submitted their completed questionnaires, 
the response rate was 33.3%.  

Table 1 illustrated the criteria of respondents in that 55.0% of the respondents were female and another 
45.0% were male. The majority of the respondents were at the age between 21 to 40 years, i.e., 77.4%, and the 
rest of them were at their 40s and above. Their levels of education were at SPM and STPM or Diploma, i.e., 
81.5%. Meanwhile, the majority of the respondents, i.e., 83.3%, have worked in UKM less than ten years, and 
only 16.7% of the respondents have been with UKM for more than ten years.  

 
Table 1: Criteria Of Respondents. 
 

Item Number Percentage 
Gender   
     Male  54 45 
     Female 66 55 
Age   
      21-30  46 38.3 
      30-40 47 39.1 
      40 and above 27 22.6 
Education level   
       SPMa 69 57.5 
       STPMb/Diploma 30 25 
       University Graduate 21 18.5 
Service Period   
       Less than 5 years 55 45.8 
       6-10 years 45 37.5 
       More than 11 years 20 16.5 
aMalaysian Certificate of Education 
bMalaysian High School Certificate 

 
 The effectiveness of ISO 9001:2008 implementations in UKM, and the impacts of the ISO 9001:2008 
implementation on the emotion of UKM staff were measured in the questionnaire, and frequency analysis was 
used to analyze both constructs. Five point-Likert scale was used, whereby the responses may range from 
‘Strongly Disagree’ (1) to ‘Strongly Agree’ (5). The scores were then collapse into three categories, namely, 
‘Disagree,’ ‘Not Sure’ and ‘Agree.’ There were 11 items in the Effectiveness of ISO Standard Implementation, 
and seven items were used to measure the Impacts of ISO 9001:2008 Implementation on Emotion (Table 2 and 
Table 3, respectively). The items used in the questionnaire for both constructs were derived from the literature 
reviewed (Rosly Othman & Melissa Ng Lee Yen Abdullah, 2007). 
 
Results And Discussion 
 

The majority of UKM support staffs, i.e., more than 50.0% of them, said that the implementations of ISO 
9001:2008 standard has not only made their daily work easier and effortless but also has increased their sense of 
responsibility and work satisfaction. They also reported that they have become more systematic and efficient in 
their works. In addition, they also stated that since the implementation of ISO 9001:2008 standard at their 
workplace they have become more focus on their works, and their sense of freedom in doing their works has 
also increased (Table 2).  
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These results, most probably, are due to more than 80.0% of the UKM support staffs were relatively new, 
i.e., have been with UKM for less than ten years (Table 1), who were more receptive of changes made in the 
organization compared to those who have been with UKM for a longer period of time, i.e., more than ten years, 
who were more comfortable with the old ways of doing their works. The old ways of doing their works have 
become a culture at their workplace, hence, made it really hard for them to change. However, the resistance to 
change to the way of doing things according to ISO 9001:2008 standard among UKM support staffs was not 
detrimental to the implementation of ISO standard in UKM. This is evidenced by the “Prime Minister Quality 
Award (Public Sector) 2006” received by UKM (Senada, 2006). 
 
Table 2: Effectiveness. 

 
No. 

 
Item 

Disagree 
Number 
(%) 

Not sure 
Number (%) 

Agree  
Number 
(%) 

1 The implementation of ISO has made my work 
easier and effortless. 

24 
(20) 

28 (23.3) 68 (56.7) 

2 I became more responsible after the 
implementation of ISO. 

12 
(10) 

25 
(20.8) 

83 
(69.2) 

3 ISO procedure has made my dealings with various 
parties smoother.  

28 
(23.3) 

36 
(30) 

56 
(46.7) 

4 My work satisfaction is increased after the 
implementation of ISO. 

17 
(14.1) 

27 
(22.5) 

76 
(63.4) 

5 I became more focus on my work although at the 
same time I need to do the ISO documentation for 
my work. 

25 
(20.8) 

32 
(26.7) 

63 
(52.5) 

6 I became more efficient in my work using the ISO 
procedure. 

17 
(14.1) 

34 
(28.3) 

69 
(57.6) 

7 My work is more orderly and organized after the 
implementation of ISO. 

18 
(15) 

23 
(19.2) 

79 
(65.8) 

8 The implementation of ISO has made my work 
manageable and effortless. 

35 
(29.2) 

34 
(28.3) 

51 
(42.5) 

9 My work is not disturbed by the occasional 
changes of instruction, procedure, or format of 
documents. 

30 
(25) 

34 
(28.3) 

86 
(71.7) 

10 My work became more systematic and neat after 
the implementation of ISO. 

16 
(13.3) 

33 
(27.5) 

71 
(59.7) 

11 I feel free in doing my work although I am tied to a 
number of predetermined quality procedures. 

27 
(22.5) 

40 
(33.3) 

53 
(44.7) 

 
The findings not only support the findings of Rosly Othman & Melissa Ng Lee Yen Abdullah (2007) in that 

support staffs perceived the implementation of ISO 9001:2008 standard as very effective as far as their works 
are concerned but also demonstrate that the implementation of ISO 9001:2008 standard in UKM has achieved 
its objective, i.e., to realize the implementation of efficient quality system to the satisfaction of customers or 
clients, through its eight principles and in particular through the principles of process approach, system approach 
to management, and continual improvement. The new challenge for UKM is to keep the certification of ISO 
9001:2008 standard in operating one of its core businesses, i.e., teaching and learning programs. 
 
Table 3: Impacts On Emotion. 

 
No. 

 
Item 

Disagree  
 Number 
(%) 

Not sure 
Number (%) 

Agree  
Number 
(%) 

1 I feel happier and became more interested in my 
work under the ISO system. 

31 
(25.8) 

43 
(35.8) 

46 
38.3) 

2 I feel more at ease at work under the ISO system. 31 
(25.8) 

45 
(37.5) 

44 
(36.7) 

3 My emotion is more stable under the ISO system. 27 
(22.5) 

50 
(41.7) 

43 
(35.8) 

4 I am truly satisfied with the ISO concept 
implemented. 

21 
(17.5) 

35 
(29.7) 

64 
(53.3) 

5 Trust between staff is increased after the 
implementation of ISO. 

23 
(19.7) 

34 
(28.3) 

37 
(30.8) 

6 The implementation of ISO has increased my 
positive attitude at workplace. 

27 
(22.5) 

33 
(27.5) 

60 
(50) 

7 I completed my work according to the work 
instructions and quality procedures willingly 
without feeling forced to do so. 

19 
(15.8) 

37 
(30.8) 

64 
(53.3) 

 
In Table 3, the data illustrated that the impacts of ISO 9001:2008 implementation on the emotion of UKM 

support staffs were less positive. Most of the respondents, i.e., more than 50.0%, reported positive impacts on 
their emotion only from three statements: (a) The implementation of ISO standard has increased my positive 
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attitude at workplace; (b) I am truly satisfied with the ISO concept implemented; and (c) I completed my work 
according to the work instructions and quality procedures willingly without feeling forced to do so. These 
findings correlate with the findings on the effectiveness of ISO 9001:2008 implementations, e.g., My work 
became more systematic and neat after the implementation of ISO standard. 

However, they had a mix emotion on other statements. Those who were happier and became more interested 
in their works under the ISO system; feeling more at ease at work under the ISO system; and emotionally more 
stable under the ISO system were less than 50.0% of the total respondents. In addition, only about 30.0% of the 
respondents reported that they trusted each other more after the implementation of ISO 9001:2008 standard 
(Table 3). 

The findings indicated that UKM support staffs were emotionally pressured with the implementation of ISO 
9001:2008 standard, most probably, because they were tied with the quality procedures, and constantly being 
audited, and having to do all types of ISO documentations on top of their original job descriptions. 
 
Conclusion And Suggestions: 
 

The growing of ISO 9000 certification in Malaysia is drastic. Organizations in Malaysia, i.e., public and 
private sectors, are racing to obtain ISO 9000 certification to gain local and international market approvals, and 
at the same time using the certification to boost their corporate image and attract more clients for their products 
or services.  

Hence, UKM too should ensure the maintenance of its ISO 9001:2008 certification. In order to achieve such 
aim, all of its staffs from all positions should work together in making the compliance to ISO 9001:2008 
standard as their culture. UKM staffs that have been with UKM for more than ten years should make an effort to 
adjust their works to meet ISO 9001:2008 standard of management so that they can together contribute to the 
maintenance of the certification. These steps are important to guarantee the quality of UKM graduates are at par 
with if not more than other local or international universities’ graduates.  
 Following the findings of this study, in that the implementation of ISO had only little positive impacts 
on UKM support staffs’ emotions UKM should take a few steps to solve issues of ISO 9001:2008 
implementation in UKM especially those concerning the negative impacts on its staffs’ emotions. Among other 
things that UKM could do are: (a) UKM can conduct more awareness courses on ISO 9001:2008 standard for its 
employees at every level to increase and enhance their awareness and understanding on the importance of ISO 
9001:2008 standard to be adopted as their work culture in UKM; (b) There is also a need in sharing information 
and best practices among faculties, institutes and centers in UKM because not all quality procedures and 
processes are clearly outlined under work instructions in the MS ISO 9001:2008 Manual Quality of UKM; and 
last but not least (c) The involvement of staffs in the implementation of ISO 9001:2008 standard should be 
considered as one of the criteria for promotion – this is not only for them to feel that carrying out their works 
according to ISO 9001:2008 standard is not a burden but also to motivate them to make MS ISO 9001:2008 a 
culture at workplace. 
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