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Abstract

Over the past three decades, the Internationalrrg@on for Standardization (1ISO) has been prongpand
advocating the standardization of quality managdnsgstems and their requirements for almost althaf
technology and business fields. Recently, ISO & kexpanding its activities into other topics tedao social
and environmental policy. ISO 9001 is one of thestmwell-known and widely implemented international
standards of quality. Since its first inceptiorl®g87, ISO 9001 has been modified four times in otdeover a
wider variety of sectors. Through its evolutioh 2015, ISO 9001 has been considered as a stattt#rchay be
suitable to meet higher educational organizaticeesls and requirements. Consequently, a signifivamber of
higher education institutions induced the configent their stakeholders by implementing ISO 90Gd iheir
systems. However, the contribution of the Lebarethgcational institutions is still limited and exsive to a
small number of universities. The aim of this papgerto investigate the challenges of implementiSg |
9001:2015 into the Lebanese higher education iritits, shed the light on the importance of havitsg
compliance to the quality management system reapgings, and propose a solution to address thesiehes.
Keywords: ISO 9001:2015, higher education institutions,ldquananagement systems, standards.

Introduction

Year after year, quality standards in universit@® becoming inevitable as they govern the expected
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performance for extensive and increasingly demandiducational requirements. The traditional academi
approach that is widely spread out in the Arab toesm and in Lebanon is suffering from serious éssand
becoming relatively ineffective and inefficient. Ma researchers in the Arab countries conductediestud
regarding this matter in an attempt to improvehiuyher education sector through focusing on theomamce of
quality assurance (Arafeh, 2010), reforming thericuta (Asaid, 2010), and even integrating new peEses
approach such as the Bologna-type process (Zandrgalk 2010).

Surveying recent studies, it appeared that manyeuwsities are seeking ISO 9001 certification eitlf@r
improving their work or for the prestigious imagehaving 1ISO 9001 implemented (Mola, 2007). Subsadjy,
most of them are trying to understand the stakefelgerception and act accordingly. This is alhel in an
attempt to adapt a world of education that is rigpithanging today and will probably face even geeahanges
in the future. This is especially true with regatd the fast evolution of technology and the amlity of
powerful information technology infrastructures alniare supportive of higher education.

Keeping in mind that universities are dynamic bedithey are supposed to maintain a constant lefel o
flexibility to adapt new approaches. Universities also being asked to come closer to society’slpms and
cooperate with private companies and researchutesi to find solutions (Zapata-Garcia, LlauradoRé&uret,
2007). This would mandate that universities omevathin well-established quality management pcasiand
standards. Based on these facts, a core questiea m this investigation related to the extemt IO 9001
responds to the academic requirements in higheragidm? In addition, what are the serious drawbdckshe
implementation of this standard in higher educatidnstitutions? Finally, what are the prospectsadbpting
ISO9001 at Lebanese higher education institutiofd®fore answering these questions, a brief reviéshe
development of ISO 9001 since its inception in 18Bpresent will need to be done.

Literature Review

In the beginning of 1940s, many countries startetlising on quality, safety, and effectiveness afdpcts,
services, and systems across the globe. In thel®8s, 65 delegates from 25 countries establigiedvorld
largest developer of international standards in dasn (ISO, 2016). Since its foundation in 1947, the
International Organization for Standardization ()Stas published more than 21,000 international dsteds
covering nearly all aspects of business and tedgyolin practice, ISO 9001 was one of the most coniyn
used international standards, which played a saamif role in raising the quality of the productslaeducing
the costs of the production (Mangula, 2010).

The growing enrolment rates, the changing socigtyctire, the different types of programs delivayd the
large-scale of job descriptions contribute to mgliBO 9001 very significant. Besides, many stugieisited to
the importance of quality in the higher educatiostitutions to facilitate faculty-staff functionesphance better
teamwork among departments, and ensure custonaisastion (Zabadi A. , 2013). Moreover, some &sad
highlighted the obstacles to implementing 1SO 9@@iich have been mainly identified as being related
internal institutional issues (Kasperaviciute, 2012ther studies showed that the clauses staté8®¥001 are
not recognized well by the human resources withendrganization itself. Actually, dealing with adeivariety
of customers is one of the most important challsrtbat face the higher educational institutionsig@uLemay,
Larsen, & Jahnson, 2009). Even the vocational dihrcés facing the same obstacles in implement®@ B001
as a part of its quality management system (Be@uorszales & Nair, 2004). Arguably, this has beentiiouted
to the lack of awareness of the part-timers, th#f,stnd even the faculty members (Kagumba & Gedz§é3).
Moreover, the poor change management and the fitle@woordination among different departmentssanae
of the challenges facing implementation of ISO 9@0Q8 in universities (Kiprob, 2014).

The ISO 9001 standard provides a set of generiginements for implementing a Quality Managementt&ys
(QMS) regardless the organization’s activities (BepSantos, & Silva, 2014). However, education iteswn
specifications in quality and hence the requirementiSO 9001 need to be interpreted in the fidldducation.
Existing literature restricts the scope of the guaystem to fewer than the full 20 elements (Bdlin & Cheng,
1994). For example, Lewis and Smith consider onlghte elements of ISO 9001 to be directly applieatol
education (Lewis & Smith, 1994), while Willborn ar@heng address seventeen (Willborn & Cheng, 1994).
Although research is an integral part of univerpitycesses and a distinguishing characteristicad@mic staff,
existing interpretations focus on the ‘learning apymity' and courses as a primary product of etioical
institutions (Karapetrovic, Rajamani, & Willborn998) . These interpretations would most certairdgdme
more clear and consistent if underlying productaow quality system concepts were to be used. imtbhaner,
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Reavill suggested a comprehensive model that dietime customers in the educational field by askihg pays
for and benefits from education. His model catergutithe customers into internal and external custsiinked
by one of the three processes: teaching, learaimijyesearch (Pereira & Da Silva, 2003).

Looking at the quality-related concerns raised Hey higher education institutions from all over therld, one
question comes to mind: To what extent is ISO 98015 applicable to the educational institutionsétbanon?
What are the main challenges and prospects fatiagnplementation of ISO 9001:2015 into the Lebanes
educational system?

Research Design

This study was designed to investigate the chaltendactors behind the non-implementation of the
international standard 1ISO 9001 into higher edoceti organizations. To do so, the observations Wwased on
two types of data: quantitative and qualitative.

The quantitative output of data analysis is thelifigs of a question-based survey distributed taumber of
private universities in Lebanon (Appendix). A sundgas been diffused to the universities particigatn the
mirror committees of the international Project cottme — ISO PC 288 established by the international
organization for standardization, that is takingrgje of studying new international standards ferdhality in
educational organization. The survey was distrithdeer 45 Lebanese universities, in which 10 ofittiled

up the surveys. Before going over the findingshef $tudy, it should be taken into account thatrésponse of
the universities was limited to 22%, which is cdiesed basically a low rate to rely on.

The gqualitative assessment was done on two lethedirst level is based on significant consultaegperience
in ISO 9001 implementation through the meetingspafcialized technical committees, where the eldlooraf
a new standard that specifies requirements foiirtipdementation of quality in educational organiaatitook
place. The second level is the prioritization of thbtained challenges through the General Direlgtarhthe
Higher Education in Lebanon, as a governmentalpgedumably an objective impartial stakeholder @ation
of the first level).

Furthermore, the anchor point used was totally dbase the guidelines published by the International
Organization for Standardization and some referemeéated to the international standards ISO 900tent
version (2015) and the previous one (2008) whiehiarthe forms of books, articles, conference paj@ed
handbooks.

Questionnaire Design and Section

In Lebanon, the Council of Higher Education (CHEnsists of technical committees responsible for the
fulfillment of license standards and for the moriitg of the status of the Higher Education Institns (HEI)
(Arafeh, 2010). The questionnaire was designed ¢asure the response of the Lebanese private uitieers
according to seven factors. The criteria considaredhis study were raised during the meetings trel
discussions of the ISO PC 288 — the internationajlegt committee for educational organizations ngamaent
systems and the NL ISO PC 288 — the Lebanese niowmittee. The factors were identified as the tmos
important dimensions that could affect the impletagon of ISO 9001 in higher education institutionghis
approach is closely aligned with the focus groumtgeol where a moderator guides the discussionwdrad the
participants in the group say during the discussienconsidered as the essential data (Morgan,)1997

As mentioned previously, the aim of this work idriwestigate the challenges that may prevent higbercation
institutions in Lebanon from implementing 1ISO 90MAfter several discussions and debates around the
educational mechanism in Lebanon and through obdeseervations of the weaknesses and strengths on the
higher education institutions, seven main challegdiactors prevailed; highlighting the main conseas to
what are the obstacles of adopting ISO 9001. Thersalentified factors are: lack of awareness,stasce to
change, existence of accreditation, commitmenbpfrbanagement, time management, and resourcelzlila
Before testing the potential of each of the sevhallenges, the following definitions are presentett
elaborated to avoid any mis-understanding or caoifus
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4.1 Lack of awareness

It is related to the requirements of the standard the process of its implementation. As defingdnany
parties, quality isn’t a science or a theory tha be taught; it's a culture that should be lived & has been
shown that the quality of awareness increases ahéidence in organizations’ QMS (Kothar & Lal Pradi
2011). This factor is considered as the most ingmbrone since it is the starting point for the iempéntation of
quality standards. Consequently, this factor mayltén several complications on the level of inehent and
cooperation among the staff and the faculty mem@dehfooz & Saeed Lodhi, 2015).

4.2 Resistance to change

Resistance to change refers to the level of impezlan opposition to any new implementation. At thigel, it is
noteworthy to realize that the need for changelken for granted and for a certain extent in urities and
faculty members are aware of the importance ofpétepforward every now and then. However, wheroines

to orient or pick hole in somebody who used tortrnd teach others it is pretty hard, especialignvyou deal
with PhD holders (Ahmed, Zbib, Arokiasamy, Ramay&hChiun, 2006). In a university environment, the
development of a quality system and concepts ofitgumssurance will certainly encounter mixed rewseby
academics who are often weary of structured appesacequiring additional documentation. Thus, treu$ has
to be on the establishment of a meaningful qualtstem with numerous benefits to each individuaFgssor
and staff member, rather than documenting eachirgant and having impeccable and seldom-used decor
made just for a registrar's visit (KarapetrovicjdRaani, & Willborn, 1998).

As a matter of fact, resistance to change in higltrcation institutions is stronger than other pizgtions
because it includes intensively educated people mvap not easily accept to be criticized in theyesof work
and they consider themselves as references tosothidis may be traced to ineffective management of
organizational resistance to change or the fatlorereate the new organizational culture and strecheeded to
support the adaptation and implementation of quatianagement (Hussein, Hammoud, Bazzi, & Haj-Adil12).

4.3 Terminology used in 1ISO 9001

The terminology used in ISO 9001 is another chaiilem factor, which brought in a sort of conflict ang many
key terms that are perceived as not being appécebthe field of education. Although the ISO 9@®dndard is
generic, i.e. it is applicable to manufacturing aedvice organizations, as well as health carell smsiness and
education, a number of terms and concepts in tardatd have manufacturing background (Karapetrovic,
Rajamani, & Willborn, 1998).

Well, here it is obvious to declare that ISO 90002 standard sets up the minimum requirements tagethe
system of organizations covering five main sectorglity management system, management respohgibili
resource management, product realization, and mexasmt, analysis and improvement (M. J. Rosa, C. S.
Sarrico, and A. Amaral, 2012). Consequently, ISO192015 was built to deal with tangible items andduoicts;
however, education mostly deals with service, wHmtuses on communication and interaction rathan th
tangible product. In this manner, the “productiealization” isn’t totally valid anymore.

In the educational sector, the product is repldned service, and so the terminology should be tegdin suit
the service being offered. Universities’ main alide is to create, preserve and disseminate krugele
(Karapetrovic, Creating zero defect students, 1997Alternatively, Universities create may be viewasd
providing three main products: student knowleddailitees and competencies, courses and programg, an
research (Karapetrovic, Rajamani, & Willborn, 1998

Identifying the customer in the higher educatiofield is another crucial key term that arises tieminology

problem; in that manner, many researchers triedinderline a common definition for the customer le t
educational sector and they listed them as follstudents, community, companies, government, angetsities

(Zabadi A. M., 2013).

4.4 Existence of accreditation

It is a little bit confusing for some universitiahich thought that the implementation of an acdeditin system
will replace the implementation of quality manageimgystem requirements as outlined and detailetthéySO
9001 standard. Having accreditation, such as AB&Tengineering programs, will certainly help iasf
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tracking 1ISO 9001 universities or departments #gratconsidering its implementation do not havetaot srom
scratch and spend hundreds of thousands of dafigie endeavor (Thandapani, Gopalakrishnan, Deszada
Sreenivasa, & Murugesh, 2011).

Furthermore, universities should be aware thateatig ISO certification provides them with the caatifive
advantage needed to sustain their programs intacfesging and continuously evolving world that @
certifications.

4.5 Commitment of top management

In case of universities, the top management iglé@sion maker; whether it was a board of directorasident,
rector, director, dean, or other top managemerggomeiel. Commitment of top management is considaseshe

of the main challenges for quality management ighéir education (Trivelias, Ipsilantis, Papadopoul&s
Kantas, 2012). Without the commitment and the suppthe top management, a quality managemengesyst
could not be easily implemented (Mehfooz & SaeedHhip2015). Moreover, many empirical studies showed
that the commitment of top management comes diehd of the list of barriers that impede the adoptf ISO
9001 (Al-Najjar & Jawad, 2011).

4.6 Time management

Universities staff, instructors, professors, deams other personnel are always overloaded with dthicational
duties and administrative tasks. Although multkiag is a part of their daily work, it representseal challenge.
Hence, the best way to address and tackle thig issto assign the job of implementing quality ngeraent
system to a new dedicated team of employees whweltérained and prepared for that mission. Ursites as
organizations must identify the training needs®faculty and staff, and provide for the adequiaiming.

4.7 Resources availability

In this context, resources may be human resoutwesdn power: staff and faculty members) or financia
resources (such as machines and money and alliahatepplies), which include organizing, controdjjnand
scheduling of tasks. Resource management is otteeafore requirements for ISO 9001, which contabub
the fine implementation for ISO 9001 in the higbducation.

In the questionnaire, the rate of significanceasfrom a scale of 1 to 5 (1 as being not imporadt5 as being
extremely important). In the next section, the patage of the scores per each criterion to theuséson done
through the ISO PC 288 are compared in order tosareathe alignment between the factors raised winike
and those raised on the Lebanese scale.

Findings
5.1 The question-based survey

The seven criteria considered in the study wersedaduring the meetings of the 1ISO PC 288 and th¢S®

PC 288 as frequent factors that could affect thpléementation of quality management systems in highe
educational institutions. To realize the effecttbése seven factors on the implementation of 1SO19@&
question-based survey was launched to reach alldhanese private universities, in which their ceses were
received back and the ratings of the seven critggasummarized in Table 1.
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Table 10: Rates and percentages of the challerigatgrs.
Extremely . . Nor agree .
GRADE disagree Slightly disagree neither disagree Slightly agree | Extremely agree
h @) 3 @) (5)
( (©)
Rates | % Rates % Rates % Rates % Rates %
Lack of awarenes / 2
on 1SO 9001 3 | 30 1 2 20 4 | 40 1 10
Resistance of changq 2 y. 2( 4 40 1 10
Terminology used i .
1SO 9001 2 20 2 20 2 20 4 40 ]
Existence off
L 1
accreditation system
Commitment of Top 2
management
Time management 1
Resources availability 1

Among the seven criteria, thtemmitment of top management recorded the highest score. It received 50% as
the most critical factor that stands between thecational institutions and the decision to implem&© 9001.
Consequently, the top management of universitiedl dfe convinced and made aware of the benefits of
implementing quality standards into their existstgucture. In an increasing global environment,cational
institutions (like other social institutions) areepsured to be more ‘efficient’, work better widgs$ funding,
meet the needs of the market and engage in nedangequality improvement efforts (Welch, 1998).

The existence of the accreditation appeared in the second place on the scale ofritieality of the challenges
facing the implementation of ISO 9001 in higher @ation institutions. Surprisingly, most of univeiess mix up

between accreditation and certification. Consedueatvareness sessions, seminars and workshopsdsheu
conducted to explain and highlight the distinctiarsl differences of each one. It is recommendetl tiie
Lebanese Standards Institution (LIBNOR) in collatimn with ISO put some initiatives and projectsatimress
this issue and minimize its impact. It is worthing here that there have been many reports thanda well-

established quality management system helps inteiaing or obtaining accreditation. Zapata-Garetaal.

(2007) confirmed that the implementation of the lfjpasystem at their university labs allowed thevéee to

achieve accreditation, which gives it both recagnitand a good image to clients (Zapata-Garciayiadd, &

Rauret, 2007).

Time management is considered as the third ranking factor thraatgethe implementation of ISO 9001 in the
educational institutions. Based on the findingss iboticed that 60 % of the respondents agreeddidicating
time and serious commitment to follow up with gtyaktandards is a challenging factor scoring 4 wn3he
scale of importance. This highlights the need twruié new employees who will be dedicated to thek taf
implementing the quality management system.

The lack of awareness and the resistance to change represent the fourth and the fifth challengingtdes
respectively in which 50% of the universities colesed each of them as important to extremely ingmbrt
factors. Looking at these two criteria, it maydasily noticed that the lack of awareness leadsdaesistance
to change and hence they are interconnected. Agttia resistance to change is predictable inetthacational
institutions, since it deals with highly educatezbple who consider themselves as having extensperience
and knowledge and may be hesitant to accept new afagoing things. The only way to get over thistalle is
to raise a special level of awareness at univessitiaking the faculty members a part of it, whidgh kelp in
spreading the quality culture smoothly within tliRieational institution. Engaging faculty and sedfly in the
process will certainly secure their buy-in and emngently their approval and acceptance of the outso

Theterminology used in SO 9001:2015 received a 40% rating in terms of importance. Mdghe universities
feel that the ISO 9001 is designed to better féibess and technology organizations rather thaedibeational
sector. This factor can be handled by either updédtie current standards or launching another atandirectly
targeted to quality management into higher edunatiorganization. This is currently being addrdssg 1ISO
through the preparations to launch the 1SO 2100iclwladdresses quality management in educational
organizations.
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The availability of resources recorded the lowest score. This makes senseyusedagically speaking; most of
the private universities have the available finahand human resources.

60

M Lack of awareness
50

M Resistance to change
40

30

® Terminology used in 1SO 9001

20
M Existence of Accreditation

10 system

® Commitment of top
1 3 3 a 5 management

Figure 11: Percentage of the grades per criterimm the universities perspective.

The meetings’ discussions

As explained in the previous section, in orderaduce the error that might take place through tineey and to
make sure the results are not biased (especially tve limited contribution of universities due darelatively
low response rate of 22%); the factors were rewuata from another perspective. The ranking ofsineen
criteria from the higher educational directorapgént of view are summarized in Table 2.

Observing the results in table 2, it can be cleadijce that most of the decision-making experthaLebanese
higher education council agreed on the significamfcthe existence of accreditation system, whe @f the
expertise voted for the criticality of this factGhe commitment of top management, time manageraedtthe
terminology used in ISO 9001 approximately receitteel same attention from the committee on the sohle
effectiveness. However, they endorsed the roldeflack of awareness on ISO 9001, the resistancearfge,
and the resource availability shared the same tefviehportance.

Comparing the results in tables 1 and 2, notettiwt is a reasonable match between the recomniemnsiftom
the discussions and the responses from the urtiestsBoth studies listed the existence of accatidit, the
commitment of the top management, and the time gemant in the same order of importance.

As expected, the lack of awareness and the resestém change scored the same percentage (45% each).
However, a slight difference was tracked over the triteria; the terminology used in ISO 9001 ahé t
resources available. Moreover, the higher educalidimectorate office nominated the terminologydige ISO

9001 to be in the fourth place, whereas the resnfitshe survey placed it sixth. Similarly, the rasme
availability received more attention in the direete office (the fifth place), whereas experimdutd took the

last place on the order of importance. This sliglfference refers to the limitation of the studyhioh is
represented by the insufficient sample taken ustigty (10 universities out of 45).
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Table 11: Rates and percentages of the challerigatgrs by the directorate's office.
Percentage of grades
Extremely Nor agree Slightly Extremely
Criteria disagree neither disagree agree agree

@) (©) (4) ©)

gggl; of awareness on ISO 36% 18% 36% 9%

Resistance of change 18% 9% 27% 36% 9%

- - %
ggg;unology used in I1SQ 18 18% 18% 550 % //
Existence of accreditatiop o o . 0 0 1
system 9% 9% A 36% 55%
Commitment  of  Top o 0 o 0 0
management 27% 9% 9% 9% 55%
Time management 9% 36% 55% 9%
Resources availability 9% 9% 36% 18% 27%

The chart in figure 2 provides a clear overvievitef potential of the proposed factors on the imgletation of
ISO 9001, which shows the effect of the commitnedribp management, the existence of accreditatientime
management and the terminology used in ISO 9001.

As expected, the difference between the resultthénqualitative and quantitative assessments istdube
limitation of the study to a limited low rate ofsgonses received (10 out of 45 universities).

60
M Lack of awareness
50
40 M Resistance to change
30
20 - _ mTerminology used in 1SO 9001
10 - B
M Existence of accreditation
0 - system
1 2 3 4 5

Figure 12: Percentage of the grades per criterimm the experts' perspective.

In the light of the obtained results, a list of mwiul challenges stands between the higher edumtio
institutions and the implementation of ISO 9001lisTiesult is also in line with the findings of othesearchers

in this area. Quinn et al. (2009) report that &oaid/instructional settings have proven to be thstndifficult
areas for implementation, while more success has lshown in administrative and auxiliary servic#iisgs
(Quinn, Lemay, Larsen, & Jahnson, 2009). To overtimese challenges and get over their negativebdreivs,
ISO 21001, a new standard is being created to ¢eod common quality management standard for the
educational organizations.

ISO 21001 is a comprehensive, stand-alone intemaltistandard for educational organizations theggirates
and complements other international standardstilltumder construction and not published yet. g of
international cross-sectoral experts made up ofi@égates from 39 national standardization bodigls the
help of many stakeholders educational organizatiares working in ISO/PC288/WG1 to develop the new
standard to best fit educational requirements aeetrthe expectations of the new challenging needsaf
competent generation (Stanton, 2015).

As it is built to be, ISO 21001 is created to seitvenain goals in the higher educational organai on
different level: to better align the mission, visjoand the action plans for the institution, torgase the

48



Journal of Resources Development and Management
ISSN 2422-8397  An International Peer-reviewaardal
Vol.33, 2017

www.iiste.org

s

effectiveness and the efficiency of the assesstoeig in higher education, and to enhance the haizaton of
national standards within an international framdwoilt is expected that this standard, like othindards,
would provide a solid foundation for continuous kiftyamprovement without changing the way the orngation

functions (Bevans-Gonzales & Nair, 2004).

Conclusion and Futurework

Improving the performance of higher educationatiin8ons in Lebanon is a serious matter that sthdus

handled as a priority. Despite criticism, I1ISO s

tad establish a good base for adopting an Edunedtio

Organization Management System (EOMS). Consequecdification against ISO 9001 followed by I1SO

21001, when it becomes available, may be cons

idesead hybrid two step model for getting a higharoadion

institution certified for both its administrativenéh academic processes, respectively. Quality watibn has
been traditionally different from academic accraiilin; would ISO 21001 cover both? Moreover, to ident
are the Lebanese universities ready for such impteation?

The new ISO 21001 standard which is based

on IS 9Bay certainly be very suitable for educational

organizations as it is specifically targeted toradd their concerns. If the advantages of an I8 Quality
system for each individual member of an academigroonity are set up front, and the executive manageis

committed to achieving this goal, the ground

foswccessful implementation of the system will be set

Ultimately, the benefits of having a meaningful lifysassurance system will certainly outweigh uridable

concerns. With the fast approaching milestoneh

efdpproval of the new standard, the near fututereweal

how well it will be embraced by educational indfibs. The results will need to be assessed affelt cycle in
order to have a better understanding of the prascams of the standard. This will certainly leadnewer
revisions and versions of the standard to addhessdncerns and the shortcomings raised by thelstéders.

Appendix

Challenges for the implementation

of ISO 9001 ingdional organization survey

Kindly, fill the questionnaire out to the best afuy

knowledge and recollection. Add any additioc@inments

you wish to make and attach any further relevafiarimation to this document:

Name of the educational organization

Are you aware of the existence of the internatig
standard — ISO 9001 related to quality managen
system?

nal
hent

Is the university certified against ISO 9001 “Quall

management system”?

What are the main challenges of implementing |
9001 in your institution?

Is the university accredited?

Is there any overlapping between implementatiorn
ISO 9001 and the existing Accreditation syst
implemented in your institution?

of

From your point of view what are the reasons beli
the low number of certifiable educational organmat
against ISO 90017

ind
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Rate the importance of issues that are challenti@gmplementation of ISO 9001 in your institutifsam your
point of view (the rate of significance varies frarscale of 1 as being not important to 5 as bekigemely
important):

Lack of awareness on ISO 9001
1 2 3 4 5
Resistance of change
1 2 3 4 5
Terminology used in ISO 9001
1 2 3 4 5
Existence of accreditation system
1 2 3 4 5
Commitment of Top managemept
1 2 3 4 5
Time management
1 2 3 4 5
Resources availability
1 2 3 4 5
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