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ABSTRACT
The purpose of this paper is to investigate and explore the quality management system (QMS) of the ISO 9001 certified
work organizations in Kuwait and evaluate their expectation and satisfaction levels with respect to the auditing procedures performed by various well-known certification bodies. The research has addressed multiple quality principles
through a well-designed, verified and validated questionnaire. The research was based on 98 valid responded questionnaires as format (A) and 69 items as format (B). Thus, two formats were distributed for each organization under the
study. Formats (A) and (B) are tailored toward quality managers or quality management representatives and non-quality
related employees respectively, in the same organization. The differences in attitudes and awareness level between these
two categories are statistically measured. Furthermore, for the purpose of benchmarking, some of the research results
are compared against previous research results conducted in Sweden.
Keywords: Motives; Commitment; Auditing; Certification Bodies; ISO 9001:2008; QMS; Continual Improvement;
Customer Satisfaction

1. Introduction
Over the last decade, working sectors in Kuwait have
witnessed high motivations to go with the implementation of available management system standards. The one
that is most popular standard is the ISO 9001 quality
management systems. Researchers have taken the responsibility to investigate whether there are perceived
benefits for those organizations seeking ISO 9001:2008
standard certificate. Such a research was done before,
from different perspectives, in different countries of the
same region and worldwide. It has been found that Kuwait was one of the countries which has been missed for
evaluation in the ISO 9001 quality management system
(QMS) from the perspective of end users. End users in
this research are the government and private sectors
which have already been certified as per ISO 9001:2008
quality management system standards. From literature
review, there were several investigative and comparative
studies on the effect of ISO 9001 implementation in different countries. The author in [1] has researched the
Copyright © 2013 SciRes.

TQM practices only in the food and refractor industries
in Kuwait, a decision was made to take a step further and
generally target and focus on the ISO certified organizations regardless of their business sectors types. Therefore,
it was agreed, initially, to perform quality auditing assessment of Kuwaiti ISO certified work organizations
and obtain their views to give some indication of the current status of organization QMS as per ISO 9001 standard systems. Then, a comparative analysis between Kuwait and Sweden would be carried out to see if there are
any statistically significant differences between the two
cultural views. The analysis is basically stemmed from
the view point of customers toward the auditing process
as being conducted by the external auditor. The authors
in [2] have discussed—beyond compliance with the
standard—the added value from external auditing. Focus
on the added value of auditing will eventually explore
other quality management system parameters such as
customer satisfaction level, top management commitment, improvements, and involvement of people. This
may give birth to questions such as: Why is it necessary
JSSM

An Empirical Evaluation of the ISO 9001 Quality Management Systems for Certified Work Organizations
in Kuwait as Benchmarked against Analogous Swedish Organizations

to compare Kuwait with Sweden? It could be argued that
this is necessary in order to benchmark the ISO 9001
certified Kuwaiti organizations against other international work organizations for the purpose of understanding the gaps and differences in ISO 9001 implementation.
It could possibly yield suggestions of ways to narrow
these gaps by improving the existing ISO 9001 QMS in
Kuwait, adding value and contributing further quality
experience in the research history. Therefore, it has been
decided to begin this research in Kuwait using a survey
as a main research instrument. The survey [3] was originally developed by the Anderson Graduate School of
Management at the University of California, Los Angeles.
The survey was customized and modified to meet cultural and language differences and be more applicable to
the Kuwaiti work organizations and their culture. The
next part of this paper will describe the literature history
of ISO 9001 quality management system implementation
in different regions of the world.

2. Literature Survey
Before proceeding and dwelling into the topic of our research, it would be imperative that a reader at minimum
have some knowledge of ISO 9001 standard. ISO 9001:
2008 standard [4] is part of a whole family of ISO standards that describes the quality management system requirements. ISO 9000 [5] is a family of standards and
instructional guidelines for the purpose of quality management system development. The requirements of this
standard are documented based on eight quality management principles. These principles [6] are: 1) customer
focus; 2) leadership; 3) involvement of people; 4) process approach; 5) system approach to management; 6)
continual improvement; 7) factual approach to decision
making; and 8) mutually beneficial supplier relationship.
These principles were translated into requirements and
documented as ISO 9001:2008 standard requirements.
Therefore, all work organizations, seeking ISO 9001:
2008 certification, shall adopt these principles and be
compliant with the standard requirements. From the
standard perspective, the customer is a key player in the
whole ISO implementation process. The customer is the
determinant factor that can provide a reasonable picture
of a quality management system implementation. In order to address the customer focus principle of quality
standard, it would be necessary to define customers. In
many specialized texts, customers are the end users.
However, some customers are considered to be the producers of the services; these are called internal customers.
The author in [7] classified customers into three various
categories: 1) Powerful; 2) Weak; and 3) Patients). Powerful customers are more influential on their suppliers
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than weak and patient customers [7]. The authors in [8]
showed that customer could put pressure on the work
organization to seek ISO 9001 certification. Thus, a customer satisfaction must be the primary vision for any
work organization that wishes to seek or maintain a quality management system as per ISO 9001. Customer satisfaction requirement is fully illustrated in the ISO 9001
standard—clause 8.2.1. PDCA Deming’s cycle [4] determines the key components that enhance the customer
satisfaction within the certified work organization. These
components are management responsibility, resource
management, product or service realization, and measurement, analysis and improvement. Part of the organization’s management responsibility is its management
commitment toward ISO standard implementation. Top
management commitment and involvement of the organization employees are essential towards the ISO 9001
registration [9]. Top management commitment is explicitly apparent if the work organization has: 1) set clear
business goals; 2) manufacturing expertise; and 3) adopts
the team work philosophy [10]. The author in [11] found
a direct relation between commitment and employee job
satisfaction. In other words, organizational commitment
will be highly enhanced if internal customers are satisfied. The authors in [8] have shown that the willingness
and innovation of the organization in implementing ISO
9001 quality system has increased the efficiency of business performance. The author in [12] has shown, in his
Canadian case, study that managerial commitment toward ISO 9001 implementation would also increase
productivity, overcome problems, and conflicts. The authors in [13] have shown that top management commitment and support is very crucial to make improvement
happen in the organization. The authors in [14] have
emphasized that organization should be very committed
in educating its workforce toward ISO 9001 implementation. This will bring the issue of the awareness factor
among organization staff. Therefore, employees’ awareness level will subjectively increase if top management
has shown a documented commitment policy and a practical translation of that policy in the same organization.
The authors in [15] have shown that top management
commitment was a leading factor to a successful ISO
9001 implementation in the work organizations. The author in [16] also indicated the extent of managerial commitment was a fundamental factor behind the success of
quality policy implementation. Other results of research
have shown specifically the managers’ role in commitment and involvement plays a dominant factor in bringing success to quality implementation [17]. Other researchers in [18] have gone further and identified that the
main barrier in implementing a quality program is attributed to the managerial commitment. Similar findings in
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[19,20] which have also shown that management commitment was behind the success of ISO implementation
in the business organizations. Judging the above research
work and other additional sources, it could be concluded
that customer satisfaction can be achieved, if at least, the
managerial commitment takes an active/effective role in
quality management system implementation. Therefore, a
decision was made to investigate customer satisfaction
from all aspects and explore its relation to other possible
affecting indicators. Indicators are the focal points of our
attention in this research. An emphasis of this research is
based on indicators rather than parameters since the latter
ones can be obtained with an objective evidence from the
audited organization. In other words, it would not make
sense to address parameters while these parameters are
not physically under your control.

3. Research Objectives and Hypotheses
We have decided to address the value of auditing process
in this research, since auditing is considered to be one of
the six main required documented procedures [4]—
clause 8.2.2—for any certified QMS. Auditing can also
ensure an evidential presence of organization compliance
with the standard requirements. Since auditing is done by
either internal or external party to assure compliance
with the standard requirements, the customer in this case
will be the work organization itself. Particularly speaking,
the certification body will view the certified organization
as their own customers. In this paper, the satisfaction
level of the organization about the auditing process will
be investigated. This will eventually draw a reasonable
picture of the certified organization’s quality management system. This approach of studying a QMS is acceptable and more welcomed in the Kuwaiti culture than
to have the respondents answer the survey questions directly pertinent to their QMS. Furthermore, it will enhance reliability of the respondents’ answers. Using this
approach, several hypotheses were constructed to test for
any statistical significance in different aspects of organization’s QMS. These hypotheses are:
1) Hypotheses related to testing motives:
H1: There are no significant differences between the
government and private sectors with respect to motives
to seek ISO 9001 certification.
H2: There are no significant differences between the
business sectors with respect to motives to seek ISO
9001 certification.
H3: Motives are seen significantly different with respect to respondents’ job positions.
H4: Motives are seen significantly different between
the quality and non-quality related employees.
2) Hypotheses related to organizations with standard
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exclusions, clause 7.0 [4]:
H1: Organization with exclusion has an association
with cost of certification.
H2: Organization with exclusion has an association
with length of auditing.
3) Hypotheses related to auditors (certification bodies):
H1: Auditors perform significantly different from one
certification body to another.
H2: There are significant benefits from external auditing besides granting the certificate to the organization.
H3: The choice of certification bodies are dependent
on what certification bodies can offer to their customers.
H4: Auditors are seen to perform significantly different from private to government sectors.
H5: Customers evaluate auditors significantly different
within the same work organization.
4) Hypotheses related to customer awareness of QMS:
H1: Private and government sectors share the same
level of awareness.
H2: Nature of business sectors influences the level of
QMS awareness in the work organization.
H3: Job positions play significant role in the QMS
awareness level.
H4: Significant QMS awareness level differences exist
between quality and non-quality staff.
H5: Enhancing Top management commitment and involvement will improve awareness levels of ISO 9001
implementation within the work organization.

4. Research Methodology, Validity, and
Reliability
This research took about 6 months to finish collecting
data from all corresponded work organizations. It has
taken a considerable amount of effort from the researchers and all participated parties. The authors have started
thinking of preparing a list of names for the ISO 9001
certified organizations. The list of names was generously
provided by the Public Authority for Industry (PAI) of
Kuwait. Since PAI is a governmental sector, it is then
considered the most trustable organization to refer to
with respect to ISO 9001 certified organization. The list
consisted of named governmental and private organizations only. We then had to look further for contact details
such as addresses and phone numbers. Eventually, the
list summed up to 204 various organizations. 24 of these
organizations are governmental. We then customized the
research instrument, the survey, previously used by the
authors of [2]. The customization was necessary to meet
the cultural and research needs. This was done by eliminating a few and adding more questions to also ensure
and enhance the validity of the instrument. Before starting
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using the survey, it was examined by several quality auditing consultants. Then, after minor changes were suggested, it was considered acceptable and understandable
by the survey respondents. Unlike the used survey in [2],
two surveys were developed to question two different job
positions in the same organization. Format (A), with 96
questions, was intended to quality managers or a quality
in charge employees and format (B) was intended to
non-quality related staff in the same organization. Format
(B), with 55 questions, is shorter than format (A) but
mainly directed to non-quality personnel in the same
organization. Format (A) is longer than format (B) since
it has all demographic questions plus questions that can
only be answered by quality in charge people. 20% of the
contacted organizations were personally interviewed for
the purpose of data collection as part of the survey. Other
contacted organizations wished to receive the survey by
email or fax. However, caution was taken when collecting data over emailed surveys. Thus, follow-up contacts
were made continuously with all organizations that were
already emailed. It was expected to finish data collection
within 4-month period. However, this did not happen
because of the slow response from the certified organizations. The response rate was almost 30% for format (A)
before the New Year. The deadline for receiving all surveys was then extended for another two months and this
increased the response rate to 50%. After reviewing all
surveys manually, few emailed responded surveys were
omitted for their inconsistency. Hence, the response rate
came down to 48% with valid 98 completed surveys. In
format (B), a valid 69 completed surveys were collected
with lower response rate of 33.8%.
The reliabilities of the responded surveys are 86% and
92% in formats (A) and (B) respectively. The reliability
test was done using alpha of Cronbach in SPSS ver. 20.
Since Cronbach’s alpha has shown a value higher than
70%, it is statistically agreed that the consistency of the
provided answers is reliable enough to proceed with further statistical analysis on the survey items. The survey
items are the all printed questions in the survey. Apparently, the resulted alpha in format (B) survey that is
higher than in format (A) survey is attributable to format
(B) survey being shorter with fewer items.
The survey was constructed to address several aspects
of quality management system as per ISO 9001:2008
standard requirements. It was divided into several sections. Each section may have at least one variable for
measurement. For instance, the section of Motives has 7
variables or research items. There are 24 sections in format (A) survey, including the demographic questions.
While, there are 10 sections in format (B) survey. Unlike
the range of scale used by the authors in [2], the reCopyright © 2013 SciRes.
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sponses for the main questions were limited to 5 point
likert scale. Most of the surveys are categorized to either
5 or 7 point scale as suggested by the authors of [21,22].
Though the authors in [23,24] suggested that the reliability of the survey would be optimized with 7 point Likert
scale, the author in [25] argued that the human mind can
only take 6 objects at a time and anything over 6 would
be futile. Therefore, a decision was made to use a 5 point
likert scale. A 5 point Likert scale is quite understandable
for the survey respondents. For instance, category (1)
means Strongly disagree; category (2) means Disagree;
category (3) means Neutral; category (4) means Agree;
and category (5) means Strongly Agree. However, if a 7
point Likert scale was used, it would be almost impossible to give two new descriptions for the new additional
category slots. Full statistical analysis was performed on
each section. The most important ones which authors
found relevant to the topic of this research would be presented clearly in the next section. The analysis was performed using the non-parametric techniques using SPSS
ver. 20 and Minitab ver. 16, wherever possible. Since the
answer of each question except question (21) in survey—
format (A) can be described as either nominal or ordinal,
there is a slim chance that nominal or ordinal data to fall
to be approximately normal. During data analysis, the
normality for most of the collected data was not verified
nor justified. This resulted in causing our research analysis to be based on non-parametric methods. Another reason for this is that Likert scaled categories of questions
can only produce nominal and ordinal data and should
only be analyzed by non-parametric tests [26].

5. Research Results
5.1. Demographic Characteristics in Brief
More focus will be on format (A) of the survey since it
has all related demographic inquiries than format (B)
which is shorter and directed to non-quality staff in the
work organization. Of the 98 surveyed organizations almost 32% are quality assurance or control managers who
are directly responsible for maintaining the quality management systems of their organizations. That means that
higher proportions of different job categories are delegated to the maintenance of quality management system.
Only 12% of the organizations have worldwide branches.
35% of the local organizations have manpower size between 50 - 250 employees. Only 7% has manpower of 1 9 employees. 18% of those surveyed were government
and 82% were private. The manufacturing sector has a
higher certification rate than services sector, 38% as
compared to 33% to the services sector. It was also revealed that 46.9% of the certified organizations have
permissible exclusion [4] from clause 7 in the ISO 9001
JSSM
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QMS standard. The most well-known certification bodies
in Kuwait are BV and SGS. These two certification bodies have certified different organizations with 38% and
20% respectively. 60% of the organizations have reported a cost of certification less than 5000 KD and 40%
of them have reported a surveillance audit cost between
500 - 1000 KD. 33% of the certified organizations have
experienced single audit duration between 4 - 8 hours
with a minimum of one auditor to conduct the auditing
process.

5.2. Descriptive and Inferential Analysis with
Statistical Comparisons
As mentioned earlier, all survey categorized questions
are grouped according to the purpose of its intended
measurements. Each group of questions is classified under one main title or dimension. 11 possible dimensions
are presented, discussed, and possibly compared against
similar research items previously performed in Sweden
by the authors in [2]. Research items are meant to be all
significant questions in the survey.
5.2.1. Motives for Seeking ISO 9001 Certification
Table 1 lists the 7 variable names (research items),
agreed by the authors to measure the motives dimension.
The author in [27] has shown that 4 main reasons for an
organization to seek certification, which are:
1) customer pressure;
2) improved work efficiency;
3) image/marketing improvement; and
4) Improvement of products.
Further to the above reasons, 3 more reasons were
added to enhance the concept of motives. Of the 98 survey respondents (format (A)), means, standard deviations,
and the percentage of frequency with responses scaling
from very important to extremely important are tabulated
for illustrations.

Table 1 presents the perception of the respondents toward the 7 variables of motives. It is clear that improvement of organization image takes the highest priority to
the organization and goes down to the lowest priority as
reduction of paper works. The authors in [3] have arrived
almost to the same figures particularly for the research
item “customer pressure/demand”. It was valued as 54%.
Thus, 5% difference from our result is quite small. However, the standard deviation seems to be quite high with
respect to the other variables’ results. This could be accounted for by the respondent’s misunderstanding of the
question. For instance, the definition of a customer has
most probably made the respondent think that customer
can only be patients not powerful ones that can put pressure on the suppliers as described by the author in [7].
The research item, reduction of paper works, has been
ranked the lowest since various organizations seem to
have differences about the size of documentation that have
to be controlled. In addition to that, the authors in [3]
have shown that documentation scored (4.02) on the 5point likert scale. (4.02) signified the highest implementtation factor for ISO 9001 QMS. Furthermore, a MannWhitney test was performed on this variable to see if
there is any significant difference in attitude or perception between the two independent variables, government
versus private sector. The result showed that p-value >
0.05, indicating there is no significant difference in the
ranked mean scores for private and government sectors
with respect to reduction of paper works. Thus, it is reasonable to notice a low ranked percentage for the research item “reduction of paper works”.
The following are the results of testing motives against
demographic characteristics:
1) There were no statistically significant differences in
motives between respondents of the government and private sectors. A Mann-Whitney test was performed on each
variable of the motives dimension and a p-value > 0.05

Table 1. Motives for seeking certification with means and standard deviations (SD).
Research item

Mean

SD

Percentage of frequency as extremely important and very important

Improvement of organization image

4.29

0.689

92.9

Improvement of organizational processes

4.35

0.748

88

Improvement of product/service quality

4.28

0.847

84

Improvement of work efficiency

4.18

0.878

81

Useful marketing tool

3.89

0.848

71.5

Customer pressure/demand

3.36

1.160

49.0

Reduction of paper works

3.08

1.282

39

Note: mean and standard deviation (SD) are calculated based on the nominal 5-point Likert scale, such as 1) Not important at all, 2) Slightly important, 3) Fairly
important, 4) Very Important, and 5) Extremely Important.

Copyright © 2013 SciRes.

JSSM

An Empirical Evaluation of the ISO 9001 Quality Management Systems for Certified Work Organizations
in Kuwait as Benchmarked against Analogous Swedish Organizations

for every single variable indicated the failure of rejecting
the null hypothesis.
2) There were no statistically significant differences in
motives between the respondents of the 5 various business sectors. The counterpart of ANOVA in non-parametric analysis, Kruskal Wallis test, was used instead
since the normality assumption was not justified for the
motives variables. The results showed no single p-value
< 0.05, which concluded the failure to reject the hypothesis of no differences. These results did not agree with
results obtained by the authors in [28], who have studied
472 New Zealand organizations and have found that motivations were different and dependent on the organization type.
3) There were no statistically significant differences in
motives between the respondents with 7 different job
positions. Kruskal Wallis test was performed and concluded the failure to reject the null hypothesis since
p-value > 0.05 for all motives variables. The seven different job positions categorized in this survey are: management representatives; quality control and assurance
managers; business or operations manager; plant or general managers; administrative officers; technical officers
or engineers; and administrative officers or supervisors.
4) There were only two statistically significant differences in the motives variables between the respondents
of quality and non-quality related employees. The differences occurred in the research item “useful marketing
tool” and “improvement of work efficiency”. The useful
marketing tool variable resulted with a p-value = 0.029,
and the improvement of work efficiency variable resulted
with a p-value = 0.052, that is on the border of the significance level. The result can be explained since nonquality employees may not be aware of the marketing
advantage for an organization with certification, though
the other variable, improvement of work efficiency, did

85

not show a much statistically significant difference. It
would then be appropriate to conclude that non-quality
related employees find an ISO implementation as a barrier to perform their tasks efficiently. Most probably the
documentation requirement could be considered another
job burden on the non-quality people; mainly those who
work in factories and are already preoccupied doing their
main tasks. This conclusion would line up with the author’s findings in [29] who stated that ISO 9000 was
nothing just a paper driven process for bureaucrats to
approve.
Table 2 summarizes the calculated p-values for all
differences studied above from (1-4) which have shown
at least 95% of the time insignificant differences are a
dominant case in the research items for motives.
5.2.2. Motives for the Choice of Certification Bodies
PAI for the state of Kuwait has provided us with 4 main
certification bodies responsible for issuing ISO 9001
certificates. These are BV, SGS, TUV Rheinland, and
TUV Nord. There are others such as Intertek, RIMA,
DNV and others that have a minimum market share in
the ISO 9001 certification business. Table 3 describes
the reason for choosing a specific certification body. For
comparison purposes, tables from [3] were included to
see the differences in attitude for such a dimension. A
selection compatibility between Swedish and Kuwaiti
organizations can be seen in choosing a reputational certification body as a first priority. Also, a compatibility of
selection is obvious with certification body being the
least expensive among other certification bodies.
5.2.3. Organizations with Permissible Exclusion
ISO 9001 standard permits organizations seeking certifications to have exclusion from the standard requirements
and only in clause 7.0 and its sub clauses if a seeking

Table 2. Calculated p-values for motives based on 4 categories: organization types, 5 business sectors, 7 job positions, and
quality and non-quality positions.
Research item

p-value (1)

p-value (2)

p-value (3)

p-value (4)

Improvement of organization image

0.682

0.185

0.233

0.485

Improvement of organizational processes

0.152

0.461

0.490

0.160

Improvement of product/service quality

0.279

0.803

0.691

0.372

Improvement of work efficiency

0.890

0.605

0.804

0.052

Useful marketing tool

0.953

0.831

0.108

0.029

Customer pressure/demand

0.104

0.306

0.961

0.699

Reduction of paper works

0.803

0.750

0.997

0.429

p-value (1): p-values for differences in motives between government and private sectors, p-value (2): p-values for differences in motives among five different
business sectors, p-value (3): p-values for differences in motives among seven job positions, p-value (4): p-values for differences in motives between quality and
non-quality job positions.
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Table 3. Motives for the choice of certification bodies.

Research items

Sweden

The certification body was chosen because it

Kuwait

N

Percent of answers

N

Percent of answers

has good reputation

117

26.6

59

46.1

was known from other relationship

80

18.2

13

10.1

was recommended by external consultant

67

15.2

21

16.4

is cheaper than the others

47

10.7

15

11.7

was recommended by a colleague

45

10.2

5

3.9

is situated close to our organization

25

5.7

3

2.3

is more demanding than the others

14

3.2

8

6.2

is the only one possible in our business sector

5

1.1

0

0

is less demanding than the others

3

0.7

1

1

is international

17

3.9

3

2.3

Others

20

4.5

0

0

Total

440

100

128

100*

Note: *The total is greater than surveyed people (98 individuals) which it represents the total number of different selections made for a single research item (a
survey question), meaning that a surveyed individual could have answered the same question with multiple answers such as good reputation and was known from
other relationship were both chosen.

organization can justify the need for this exclusion [4].
From the survey, it was found that 46.9% of the certified
organizations have been excluded from clause 7.0 or its
sub clauses (7.3, 7.5.1, 7.6, etc.). For further investigation, several hypothesis tests were conducted and results
showed the following:
1) There is an association between the cost of the audit
and whether the organization is excluded from clause 7.0.
This was done using the non-parametric chi square test.
The p-value = 0.030 < 0.05, indicates enough evidence of
statistical significance to reject the null hypothesis that
there is no association between the cost and exclusion.
2) There is no association between the length of audit
and organization with exclusion since the p-value =
0.102 > 0.05, almost twice the significance level. This
was also done using the chi square non-parametric test.
Therefore, the proposed hypothesis had failed to be true.
Another hypothesis test was performed on whether
two proportions for the organizations with exclusion and
ones without are equal. The result revealed a p-value =
0.544 > 0.05, statistically insignificant differences. This
would be an indication that the half numbers of the certified organizations have permissible exclusion from the
standard requirement in clause 7.0 of ISO 9001.
5.2.4. Role of External Auditors
Table 4 combines the results of Swedish survey and
Kuwaiti survey in regard to the audit process and audi-
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tor’s role as they are perceived by the certified organization. The comparison was done against results of Kuwaiti
survey in format (A) only. As mentioned earlier the scaling used by the authors in [2] was categorized from an
ordinal value = 1 to a value = 7. Therefore, a caution of
conversion must be taken. The authors in [30] suggested
a conversion method that yields a higher R squared value,
which is the linear regression method, is mathematically
better to use. The authors in [30] preferred this method to
the simple proportional transformation (either multiplying by 5/7 or 7/5) because it is empirically improved and
has an error term as a constant. The derived linear formula for converting data from 7 to 5 point Likert scale is
as in Equation (1)
2
1
(1)
X5  X7 
3
3
where X 7 is the calculated value on 7 point likert scale
and can take any ordinal value of 1, 2, 3, 4, 5, 6, 7.
However, the above equation will not be used here since
our interest is to check for any significant differences in
the attitudes between the quality related employees in
two different cultures, Kuwait and Sweden. The statistical method that would be most appropriate and robust for
comparison is to use the t-test of the differences between
two population means. Before the t-test was applied for
means differences of the percentages using Minitab software package ver. 16, a conversion to percentages for
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Table 4. The Role of ISO 9001 auditor as perceived by Swedish and Kuwaiti organizations.
Sweden

Kuwait

p-values

Research items
N

Mean

SD

N

Mean

SD

pv1

pv2

Auditor shall share own experience and give suggestions for Improvements.

269

6.14

1.292

98

4.38

0.780

0.962

0.959

Auditor shall give an objective view on the QMS Effectiveness

269

5.9

1.232

98

4.44

0.659

0.022

0.009

269

5.55

1.517

98

3.56

1.075

0.002

0.002

269

5.43

1.623

98

4.23

0.797

0.006

0.001

266

5.29

1.906

98

4.13

0.768

0.017

0.002

269

4.54

2.054

98

4.04

0.896

0.000

0.000

266

2.12

1.429

98

4.34

0.731

0.000

0.000

Auditor shall evaluate whether actual quality management activities
conform to the documented procedures
Auditor shall assess whether the QMS is suitable to achieve corporate
objectives and improvement
Auditor should do both: evaluate the compliance with the standard’s
requirements and work as an improvement consultant
Auditor shall primarily check whether the documented procedures
comply with the standard’s requirements
Auditors shall stick to noting pure compliance with the standard.
Going beyond this role is unwelcome

N: Total Surveyed, SD: Standard Deviation. Used scaling: Sweden: 1-7 point Likert scale, 1. Strongly disagree, and 7. Strongly agree. Kuwait: 1-5 point Likert
scale, 1) Strongly disagree, 2) Disagree, 3) Neutral, 4) Agree, and 5) Strongly agree. pv1: p-value calculated when both variances are assumed equal. pv2: p-value
calculated when both variances are assumed unequal.

the means and standard deviations was conveniently
made to Table 4. The conversion was done by dividing
each research items’ parameters (mean and standard deviation) by 7 and 5 to Sweden and Kuwait variables respectively. After performing the t-test of means differences for all research items in Table 4 that the two
means are equal, surprisingly the result came out to be
that means were different for all items except for the research item with regard to the sharing of auditor’s experience in which the p-value resulted to be >0.05. The
remaining research items have shown significant differences between the two work organization cultures. This
is an indication that respondents of Kuwait survey have
stronger attitude toward agreeing with the role of auditors and audit process than respondents of the Swedish
surveys. The result of the test supported the alternative
hypothesis where means are different under the assumptions that whether the variances of the percentages are
equal or not.
The same principle was applied to investigate the attitudes of employees in the same organization. Table 5
describes the outcomes of survey for format (A) and format (B). This test of hypothesis was not done by the authors in [2]. However, it is justifiable to perform such a
test since auditing is carried out on different functions of
the organization. Therefore, a hypothesis test was conducted to see if quality related employees have different
views from non-quality related employees with respect to
auditors’ role and audit process. Using Mann-Whitney
non-parametric test, there was only one research item
“Auditor shall share own experience and give suggestions for improvements” that was statistically significant
with p-value = 0.014. This indicates that quality and
non-quality staff disagree on whether the auditor shall
provide improvement ideas to the existing QMS. HowCopyright © 2013 SciRes.

ever, according to ISO 19011 auditing guidelines document in [31], the auditor’s job is not necessarily to provide the audited organizations with business improvement ideas; as this is the role of a consultant.
5.2.5. Auditor’s Performance as Perceived by the
Audited Organizations
Table 6 presents how auditors’ performances are seen by
the respondents according to 7 criteria in the two countries, Sweden and Kuwait. The research item “Auditors
make too little demand” was omitted from the research to
avoid redundant questions”. The response of such a question can be the complement of the research item “Auditors are highly demanding”. A t-test of means differences
for percentages was performed and the result showed
differences are statistically significant except for the last
research item mentioned in Table 6, “Auditors are competent to do their jobs”. It showed that Kuwaiti and
Swedish respondents at least agree positively on the
competence of auditors since the p-value > 0.05.
The comparison was also performed between two job
categories in Table 7. The two job categories are the
quality and non-quality employees. This was again addressed to study the differences in results between the
two formats, format (A) and format (B). Using MannWhitney non parametric test, it was found that a p-value,
only in one research item, is <0.05. The respondents differ in views of “auditors that focus far too much on
documentation”. The other research items resulted with
no differences in attitudes between the two job categories.
The respondents almost differed on the research item
“We learn a lot from external audits”, since p-value =
0.058 almost =0.05. A t-test of means of percentage differences was also performed and resulted a p-value =
0.057 almost nearly to make a decision toward the attitude
JSSM

88

An Empirical Evaluation of the ISO 9001 Quality Management Systems for Certified Work Organizations
in Kuwait as Benchmarked against Analogous Swedish Organizations

Table 5. The role of ISO 9001 auditor as perceived by quality and non quality related employees in the Kuwaiti organizations.
Kuwait—Format (A)

Kuwait—Format (B)

N

Mean

SD

N

Mean

SD

Auditor shall share own experience and give suggestions for Improvements.

98

4.38

0.780

69

4.19

0.625

0.281

Auditor shall give an objective view on the QMS Effectiveness

98

4.44

0.659

69

4.38

0.688

0.150

98

3.56

1.075

69

3.41

0.990

0.563

98

4.23

0.797

69

4.10

0.731

0.437

98

4.13

0.768

69

4.0

0.891

0.214

98

4.04

0.896

69

4.22

0.785

0.014

98

4.34

0.731

69

4.17

0.822

0.235

Research items

p-values

Auditor shall evaluate whether actual quality management activities
conform to the documented procedures
Auditor shall assess whether the QMS is suitable to achieve corporate
objectives and improvement
Auditor should do both: evaluate the compliance with the standard’s
requirements and work as an improvement consultant
Auditor shall primarily check whether the documented procedures comply
with the standard’s requirements
Auditors shall stick to noting pure compliance with the standard.
Going beyond this role is unwelcome

N: Total Surveyed, SD: Standard Deviation. Used scaling: 1-5 point Likert scale, 1) Strongly disagree, 2) Disagree, 3) Neutral, 4) Agree, and 5) Strongly agree.

Table 6. Auditors’ performances as perceived by Swedish and Kuwaiti organizations.
Sweden

Kuwait

p-values

Research items
N

Mean

SD

N

Mean

SD

pv1

pv2

Auditors focus far too much on documentation

264

3.14

1.569

98

3.5

0.828

0.000

0.000

Auditors are highly demanding

264

2.83

1.484

98

3.22

0.806

0.000

0.000

Auditors make too low demands

264

2.79

1.631

NI

NI

NI

NI

NI

Audits help us very much to improve our QMS

268

5.10

1.597

98

4.23

0.686

0.000

0.000

We learn a lot from external audits.

268

5.09

1.599

98

4.07

0.750

0.001

0.000

Auditors strongly improve motivation for quality work

268

4.61

1.567

98

3.97

0.680

0.000

0.000

Auditors succeed to obtain a complete and true picture of the
actual quality practices in our organization.

265

4.34

1.492

98

3.87

0.755

0.000

0.000

Auditors are competent to do their jobs

268

5.61

1.286

98

4.14

0.732

0.191

0.147

N: Total Surveyed, SD: Standard Deviation, NI: Not investigated. Used scaling: Sweden: 1-7 point Likert scale, 1) Strongly disagree, and 7) Strongly agree.
Kuwait: 1-5 point Likert scale, 1) Strongly disagree, 2) Disagree, 3) Neutral, 4) Agree, and 5) Strongly agree. pv1: p-value calculated when both variances are
assumed equal. pv2: p-value calculated when both variances are assumed unequal.

Table 7. Auditors’ performances as perceived by quality and non quality employees in the Kuwaiti organizations.
Kuwait—Format (A)

Kuwait—Format (B)

Research items

p-values
N

Mean

SD

N

Mean

SD

Auditors focus far too much on documentation

98

3.5

0.828

69

3.93

0.880

0.002

Auditors are highly demanding

98

3.22

0.806

69

3.46

1.037

0.115

Audits help us very much to improve our QMS

98

4.23

0.686

69

4.01

0.915

0.154

We learn a lot from external audits.

98

4.07

0.750

69

3.84

0.779

0.058

Auditors strongly improve motivation for quality work

98

3.97

0.680

69

3.78

0.889

0.204

Auditors succeed to obtain a complete and true picture
of the actual quality practices in our organization.

98

3.87

0.755

69

3.84

0.740

0.730

Auditors are competent to do their jobs

98

4.14

0.732

69

4.10

0.770

0.690

N: Total Surveyed, SD: Standard Deviation. Used scaling: 1-5 point Likert scale, 1) Strongly disagree, 2) Disagree, 3) Neutral, 4) Agree, and 5) Strongly agree.
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differences that may exist.
When applying Kruskal Wallis test on format (A), results have shown that auditors failed to perform differently from one certification body to another. However,
the differences were statistically significant with p-value
< 0.05 when auditing took place in the government and
private sectors. The two indicators which exhibit differences are the research items in Table 8: 1) we learn from
external audits and; 2) auditors are competent to do their
jobs.
Correlation was statistically significant between the
choice of certification bodies and what these certification
bodies can offer to their customers or how they are described by their customers (business characteristics of the
certification bodies). Lambda value was calculated to be
26.2%. This means that 26.2% improvement of the prediction for which certification body selected by the work
organization that can be made depending on the business
characteristics of the certification bodies. Therefore, the
characteristics of the auditing bodies affect the selection
of decisions made by the work organizations.
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the null hypothesis that Swedish and Kuwaiti respondents feel the same about this research item is unjustifiable. In other words, the importance of the research item
“meeting with top management during audit” is very
much the same in the two cultures. The differences were
significant in the other research items because it is obviously clear that Kuwaiti respondents’ feedback is positively higher than Swedish respondents feedback.
This dimension was not performed on the non-quality
employees (format (B)) since it would not be reasonable
to ask respondents about tasks for which they are not
responsible.
5.2.7. Audit Conclusions and Reports
Table 10 illustrates the content of audit reports submitted
by the auditors to the work organization. By performing
the t-test of means differences on the percentages, differences were found to be statistically significant for all
research items. The respondents were only quality related
employees in Swedish and Kuwaiti work organizations.
Another test was performed to see if the content of the
audit reports, submitted to Kuwaiti organization, differ
with respect to the type of business sector. Using Kruskal
Wallis test, the results revealed no statistically significant
differences in the audit reports submitted to various business sectors. Using Mann-Whitney test to see if differences exist between private and government sectors, the
research item “if non-conformities were found, the auditor make suggestions for corrective actions” has shown a
statistically significant difference at p-value = 0.030 <
0.05. This result suggests that maybe the audit report
content is presented differently depending on whether
organization is private or governmental

5.2.6. Sources of Information Used by the Auditors
Table 9 illustrates the sources of information collected
by the auditors during their review on the organization’s
quality management system. From practical experience
and the understanding of the ISO 19011:2002 guidelines
standard document in [31], the 15 listed items in Table 9
can provide and guide toward the conclusion of organization’s compliance with the standard requirements. Using the t-test of means differences for the percentages as
done in the previous sections, the only research item that
showed no statistically significant difference was the “interview with top management”. The p-value under both
assumption of the homogeneity and heterogeneity of the
variances was very much greater than the significance
level (p-value > 0.90). Therefore, the conclusion to reject

5.2.8. QMS Functions
The research items for this dimension are described in
details as in Table 11 for formats (A) and (B) with their

Table 8. Auditors’ performances as perceived by quality employees in the private and government sectors.
Government sector

Private sector

Research items

p-values
N

Mean

SD

N

Mean

SD

Auditors focus far too much on documentation

18

3.61

0.689

80

3.48

0.856

0.557

Auditors are highly demanding

18

3.28

0.752

80

3.47

1.037

0.605

Audits help us very much to improve our QMS

18

3.94

0.802

80

4.3

0.644

0.070

We learn a lot from external audits.

18

3.67

0.767

80

4.16

0.719

0.013

Auditors strongly improve motivation for quality work

18

3.72

0.575

80

4.03

0.693

0.072

Auditors succeed to obtain a complete and true picture
of the actual quality practices in our organization.

18

3.61

0.979

80

3.93

0.689

0.112

Auditors are competent to do their jobs

18

3.5

0.985

80

4.29

0.578

0.001

N: Total Surveyed, SD: Standard Deviation. Used scaling: 1-5 point Likert scale, 1) Strongly disagree, 2) Disagree, 3) Neutral, 4) Agree, and 5) Strongly agree.
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Table 9. Sources of information collected by auditors in Swedish and Kuwaiti organizations.
Sweden

Kuwait

p-values

Research items
N

Mean

SD

N

Mean

SD

pv1

pv2

Interviews with quality manager

265

5.98

1.276

98

4.69

0.664

0.000

0.000

Interviews with top management

267

5.39

1.289

98

3.84

1.146

0.931

0.937

Interviews with process owners

260

5.02

1.417

98

4.35

0.954

0.000

0.000

Interviews with employees in non-managerial position

268

4.43

1.588

98

3.61

1.172

0.001

0.001

Observations of activities and the surrounding work environment

266

4.81

1.358

98

4.11

0.929

0.000

0.000

Quality manual

267

5.22

1.598

98

4.77

0.552

0.000

0.000

Documented procedures and instructions

267

5.31

1.279

98

4.77

0.493

0.000

0.000

Reports, minutes from internal audits

268

5.48

1.336

98

4.71

0.574

0.000

0.000

Reports from handling nonconformities as corrective action plans being taken

267

5.5

1.281

98

4.73

0.548

0.000

0.000

Reports of performance measurements etc.

267

4.93

1.54

98

4.51

0.692

0.000

0.000

Reports of management review meeting minutes

NI

NI

NI

98

4.77

0.472

NI

NI

Definitions of customer requirements and expectations

267

4.58

1.484

98

4.24

0.838

0.000

0.000

Customer complaints and satisfaction measurements results

268

5.19

1.384

98

4.55

0.72

0.000

0.000

Improvement action plans

267

5.13

1.364

98

4.39

0.768

0.000

0.000

Evidence on progress of improvement projects

265

4.74

1.484

98

4.27

0.807

0.000

0.000

N: Total Surveyed, SD: Standard Deviation, NI: Not Investigated. Used scaling: Sweden: 1-7 point Likert scale, 1) Not at all, and 7) Very much. Kuwait: 1-5 point
Likert Scale, 1) Never, 2) Seldom, 3) Sometimes, 4) Often, and 5) Always. pv1: p-value calculated when both variances are assumed equal. pv2: p-value calculated when both variances are assumed unequal.

Table 10. Content of audit report submitted to the Swedish and Kuwaiti organizations.
Sweden

Kuwait

p-values

Research items
N

Mean

SD

N

Mean

SD

pv1

pv2

266

5.41

1.295

98

4.72

0.552

0.000

0.000

268

5.29

1.538

98

4.78

0.488

0.000

0.000

266

4.95

1.461

98

4.57

0.642

0.000

0.000

268

5.08

1.631

98

4.26

1.029

0.000

0.000

Auditors identified improvement opportunities and possible areas of risk

268

5.19

1.444

98

4.24

0.897

0.000

0.000

Auditors provided valuable insights for the organization into how
the QMS could become more efficient and useful.

268

4.74

1.527

98

4.15

0.829

0.000

0.000

If nonconformities were found, the auditors made suggestions
for corrective actions.

268

4.18

1.658

98

3.96

1.259

0.000

0.000

Auditors identified problems, which, if resolved, will enhance
the organization’s performance.

268

4.28

1.516

98

3.79

0.997

0.000

0.000

Auditors emphasized the areas of the quality management system,
which they found especially effectively or successfully working.

268

4.82

1.470

98

4.06

0.917

0.000

0.000

Auditors encouraged and stimulated the organization to go beyond
the requirements of the standard.

267

3.94

1.708

98

3.51

1.430

0.000

0.000

Auditors assured whether the quality manual complies with the
standard’s requirements.
Auditors evaluated whether the documented procedures comply
with the standard’s requirements.
Auditors described the extent of conformity of the management
system with the audit criteria.
Auditors provided information to top management regarding the
organization’s ability to meet quality objectives

N: Total Surveyed, SD: Standard Deviation. Used scaling: Sweden: 1-7 point Likert scale, 1) Not at all, and 7) Very much. Kuwait: 1-5 point Likert scale, 1) Never,
2) Seldom, 3) Sometimes, 4) Often, and 5) Always pv1: p-value calculated when both variances are assumed equal. pv2: p-value calculated when both variances
are assumed unequal.
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Table 11. QMS functions as perceived by quality and non quality employees in the Kuwaiti organizations.
Kuwait—Format (A)

Kuwait—Format (B)

N

Mean

SD

N

Mean

SD

Our QMS helps organize business workflow

98

4.23

0.639

69

4.13

0.592

0.192

Our QMS is a tool for handling documentation

98

4.20

0.625

69

4.06

0.745

0.298

Our QMS is a tool for standardizing organizational processes

98

4.26

0.614

69

4.30

0.602

0.621

Our QMS measures customer satisfaction level

98

4.23

0.729

69

4.12

0.718

0.217

Our QMS takes into consideration internal customer needs (Staff needs)

98

3.76

0.719

69

3.71

0.824

0.891

Our QMS has full control and monitoring over our suppliers

98

3.66

0.885

69

3.77

0.926

0.422

Our QMS is a tool to improve internal efficiency

98

4.12

0.597

69

4.01

0.653

0.358

Our QMS is a tool for managing business processes effectively

98

4.12

0.693

69

4.14

0.670

0.890

Our QMS is a tool to fullfil the customer’s needs and requirements

98

4.14

0.658

69

4.01

0.757

0.276

Our QMS is a tool for managing and improving quality of our products

98

4.15

0.694

69

4.22

0.725

0.470

Our QMS is a tool for continual improvement of our organization.

98

4.38

0.618

69

4.23

0.622

0.115

Research items

p-values

N: Total Surveyed, SD: Standard Deviation. Used scaling: 1-5 point Likert scale, 1) Strongly disagree, 2) Disagree, 3) Neutral, 4) Agree, and 5) Strongly agree.

respective means, standard deviations and calculated
p-values. The resulted p-value is >0.05 which conclude
that there are no significant differences between quality
and non quality related employees with respect to QMS
functions. Inferential assessment is also conducted in the
following subsections as per single independent variables
such as Auditors’ view, and customers’ view.
1) Auditors’ view
The authors in [2] have tested the QMS functions relative to multiple certification bodies. The results revealed
that differences were only significant in two research
items such as that QMS is a tool to improve internal efficiency and the QMS has great importance for how an
organization works. The tested hypothesis was to study if
the auditors may influence the view of QMS functions in
the audited organizations. In [2], the certification bodies,
Sigma, Delta, and Gamma, have shown statistically significant differences for the QMS functions in the audited
organizations.
However, in Kuwait, similar survey questions were
asked and only few significant differences were shown
for the following research items:
a) “Our QMS helps organize business work flow.” The
resulted p-value < 0.05.This research item is similar to
the question that “Our QMS has great importance for
how organization works” in [2]. This question was just
rephrased to make it understandable for the respondents.
By calculating the eta-squared in Equation (2),
Chi  square
(2)

n 1
it was found the certification bodies, BV and SGS, were
Copyright © 2013 SciRes.

mainly responsible for causing the differences since the
value of eta-squared came out to be the highest.
  13.7% means that with 13.7% of the variability in
rank scores of this research item is accounted for by
which certification body is conducting the audit.
b) “Our QMS is a tool for standardizing organizational
processes.” The resulted p-value = 0.008 < 0.05. However, it was not shown statistically significant in Sweden.
The eta-squared is calculated to be   9.6% for this research item.
c) “Our QMS is a tool to improve internal efficiency.”
The resulted p-value = 0.027 < 0.05. That has also shown
a statistical significance in Sweden [2]. In other words,
differences were statistically significant between the way
auditing is conducted and the view of QMS functions to
the audited organizations. The eta-squared was calculated
to be   8.3% .
As indicated earlier, the ANOVA method was not used
here since Data was not statistically significant to show
convergence to Normality. Thus, the counterpart method
to ANOVA, the nonparametric test, so called Kruskal
Wallis test is the only valid statistical tool to be used in
the above discussions.
2) Customers’ view
Customers’ attitudes are measured for three categories:
the government and private sectors; five various business
sectors (manufacturing, services, and etc.); and quality
and non-quality employees. Using Mann-Whitney nonparametric method to test for differences in QMS functions as perceived by private and government sectors,
and as perceived by quality and non-quality employees,
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there were no significant differences for any research
item in this dimension (p-value > 0.05). A krsukal-Wallis
test was performed to test for differences among the organization’s business sectors and found only one significant difference in the research item “Our QMS is a tool
for managing and improving quality of our products”.
The resulted p-value = 0.025 < 0.05 and the calculated
eta-squared   13.42% .
5.2.9. ISO QMS Awareness Level among Employees
of the Organizations
Measurement of ISO awareness is an essential need to
verify the compliance with the ISO 9001 standard requirements and implementation. This dimension consists
of 10 research items. This dimension was not addressed
or at least categorized as such in [2]. Thus, a comparison
with Swedish organizations is not possible.
Table 12 lists these 10 items with the results of significant difference as SIG or no significant difference as
NSIG. Three hypothesis tests were performed for three
independent variables: organization type; business sectors; and job positions (quality and non-quality employees). Using Mann-Whitney and Kruskal Wallis tests, the
results revealed almost a statistically significant difference between government and private organizations for
the research item “ISO 9001 standard has helped organization meet its objectives effectively”, and a statistically
significant difference among business sectors and between two job positions (quality and non-quality) for the
same research item “Our organization provides proper
work environment for its employees to perform their
tasks efficiently”. Its eta squared value was calculated to

be   39.4% with respect to business sectors. The big
difference was found between the training and education
sectors. While comparing differences between the two
organization types, the eta squared was calculated to be
  8.10% .
Another interesting fact of our concern is to investigate whether the enhancement of top management and
involvement in the implementation of ISO 9001 standard
requirements will improve ISO 9001 implementation,
organization’s business performance, financial performance, and other variables listed in Table 12. Using spearman correlation non-parametric test, it was found that top
management and involvement have shown highly moderate association with correlation coefficients (r-value)
that are statistically significant, corresponding to the following research items:
1) ISO 9001 standard implementation has improved
our business performance (r = 0.30, p-value = 0.003).
2) ISO 9001 standard implementation has improved
organization’s financial performance (r = 0.312, p-value
= 0.002).
3) ISO 9001 standard implementation has helped organization meet its objectives effectively (r = 0.482,
p-value = 0.000).
4) ISO 9001 standard has helped the organization control its outsourced processes (r = 0.297, p-value = 0.003).
5) Employees do their tasks efficiently with ISO 9001
implementation (r = 0.530, p-value = 0.000).
6) Customer requirements are fulfilled and controlled
effectively with ISO 9001 standard implementation (r =
0.539, p-value = 0.000).
7) Continual improvement programs are always a

Table 12. Calculated p-values for testing differences in a QMS awareness level among different business types, sectors, and
job positions.
Research items

Org. Type

Business sector

Job positions

ISO 9001 standard implementation has improved our business performance

NSIG 0.745

NSIG 0.558

NSIG 0.626

ISO 9001 standard implementation has helped organization
meet its objectives effectively

NSIG 0.057

NSIG 0.338

NSIG 0.692

ISO 9001 standard has helped the organization control its outsourced processes

NSIG 0.687

NSIG 0.471

NSIG 0.858

NSIG 0.067

NSIG 0.516

NSIG 0.460

NSIG 0.089

NSIG 0.203

NSIG 0.269

NSIG 0.123

NSIG 0.089

NSIG 0.106

Customer requirements are fulfilled and controlled effectively with
ISO 9001 standard implementation
Top management is very much involved and committed in the
ISO 9001 standard implementation
Continual improvement programs are always adopted by our organization
Our organization provides proper work environment for its employees
to perform their tasks efficiently
Sufficient training program in ISO 9001 awareness and implementation
was provided to all organization’s staff
The audit procedure for ISO 9001 prevents stagnation and promotes
improvement of the QMS.

SIG 0.005

SIG 0.044

NSIG 0.519

NSIG 0.175

NSIG 0.387

NSIG 0.720

NSIG 0.422

NSIG 0.243

NSIG 0.402

Employees do their tasks efficiently with ISO 9001 implementation

NSIG 0.219

NSIG 0.564

NSIG 0.596

Org. type: Organization type (either government or private). NSIG: Not statistically significant. SIG: Statistically significant. Printed values are the p-values.
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dopted by our organization (r = 0.764, p-value = 0.000).
8) Our organization provides proper work environment for its employees to perform their tasks efficiently
(r = 0.533, p-value = 0.000).
9) Employees get motivated to do their jobs efficiently
(r = 0.488, p-value = 0.000).
10) Sufficient training program in ISO 9001 awareness
and implementation was provided to all organization’s
staff (r = 0.501, p-value = 0.000).
11) The audit procedure for ISO 9001 prevents stagnation and promotes improvement of the QMS (r = 0.488,
p-value = 0.000).
All the above results are attributed to the commitment
and involvement level of top management which will
eventually lead to effectiveness and efficiency of quality
management systems in the organization.
5.2.10. Organization’s Satisfaction with Audits
Respondents were asked to evaluate the auditor’s performance on scale 1 - 10. Table 13 summarized the results and showed the results in Sweden [2] as well. The
mean and standard deviation values of satisfaction in
Kuwaiti organizations were 7.84 and 1.497 respectively.
Three hypothesis tests were performed for three independent variables: organization type; business sectors;
and job positions (quality and non-quality employees).
Using Mann-Whitney and Kruskal Wallis tests, the results showed: a statistically significant difference in the
satisfaction level between government and private organizations; no statistically significant difference in the
satisfaction level among various business sectors; and no
statistically significant differences in the satisfaction
level between quality and non-quality employees.
5.2.11. Benefits Besides Certificate
In the last dimension of this research, respondents of
various categories were asked if benefits are perceived
from auditing besides the certificate. Results of the conducted hypotheses were as follows:
1) Using the Chi square proportion test, it was concluded that proportion of respondents were in favor of
perceived benefits was higher than those not in favor.
2) Using Mann-Whitney non-parametric test, it was
found that no statistically significant difference in the
perceived benefits of auditing between quality and nonquality related employees (p-value > 0.05).
3) Using Kruskal Wallis non-parametric test, it was
found that no statistical differences in perceived benefits
among business sectors, and among certification bodies
(p-values > 0.05). This result suggests that benefits of
audits exist besides the certificate.
Table 14 describes the percentages of respondents
who claimed benefits of auditing besides certificates, and
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Table 13. Auditors evaluated by Kuwaiti and Swedish organizations (Satisfaction level).
Country

Given Score

Percentages of Respondents

9 & 10

38.8

2&3

4

6&7

57

2&3

8

Kuwait

Sweden
Used scaling: In Sweden, Lowest = 1 and Highest = 7, In Kuwait, Lowest = 1
and Highest = 10.

Table 14. Percentages of claimed benefits with ISO 9001
certificates in the Kuwaiti and Swedish organizations.
Country

Benefits besides
certificate in %

Certificate is the
only benefit in %

Kuwait

80

20

Sweden

87

13

a certificate benefit only in the two countries, Kuwait and
Sweden. Using the Minitab software ver. 16 to test proportion differences between Swedish and Kuwaiti organizations, it was found that both Swedish and Kuwaiti
organizations have agreed on the perceived benefits of
auditing besides certificate at the same level (p-value =
0.197 > 0.05). These benefits agreed with the findings in
[32]. He found about 95% of work organizations that
have shown internal benefits with respect to better documentations, increased awareness, and enhanced internal
efficiency.
Reading the comment box (from the survey) about the
benefits perceived by respondents, a simple statistical
classification can be made to these comments into four
categories with their corresponding percentages and they
are as follows:
1) 55.7% responded with perceived process, product,
and continual improvement in the QMS of the organization.
2) 11.5% responded that commitment of implementation and awareness has been enhanced with auditing.
3) 13.1% responded that ISO 9001 reflects good image
for the outsiders of the organization.
4) 19.7% responded that customer requirements and
satisfaction have been improved and enhanced with auditing.

6. Summary and Conclusion
In this research, an overview of indicators for the quality
management systems as per ISO 9001 standard was presented with care and understanding of variables that
compose and construct the quality management system
for any ISO 9001 certified organization. These variables
JSSM
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were the research items which authors of this paper find
appealing to study before any conclusion that can be
drawn about the ISO 9001 QMS certified organizations.
Thus, the authors took the burden of customizing an already used survey with deleting, adding, and amending
some research items which eventually help the researcher
draw a clear picture of the current QMS practices and
implementation in the work organization. The authors
have used the survey as their one but not necessarily only
instrument for this research. The results of this research
were taking the part of comparison between Swedish and
Kuwaiti ISO certified organizations. Another part was
studying all aspects of ISO certified work organizations
in Kuwait and learning more about all possible QMS
performances indicators. The authors could not indeed
address parameters of the QMS unless data collections
from the certified organization show some objectivity
and that was not possible. Differences in responses between Swedish and Kuwaiti organizations were statistically significant in most of the variables (almost 95% of
the compared research items) under study. The reason for
this persisting difference could be attributed to the wide
scaling used in the Swedish survey or the existing cultural differences between the two countries. Unfortunately, a 7 point scale would not be appropriate for the
respondents of Kuwaiti surveys as explained earlier.
From literature review, this would be the first research
done about ISO 9001:2008 certified work organizations
in Kuwait for which many indicators and comparisons at
various levels are studied and analyzed. Similar studies
have been done before in many countries but not in Kuwait with this multi purposed questionnaire (instrument).
Just to make the reader aware that 80% of the analysis
was limited to the use of non-parametric methods since
the validity of necessary assumptions were not verified
for the parametric methods. The analysis was performed
by using most of the time SPSS ver. 20 on 96 survey
questions in format (A) and 55 questions in format (B).
The responses for these questions were the clues to that
lead to understanding QMS indicators. The research initially focuses on the performance of the auditor from the
view point of the beneficiaries or maybe called the end
user which is the certified organization. Besides the brief
demographic presentation in section (5.1), at least 11
possible dimensions can be addressed from the survey.
Each of these dimensions consists of at least one variable
or research item. These dimensions are described as below:
1) Motives for seeking certification;
2) Motives for the choice of a specific certification
body;
3) Organizations with permissible exclusion;
4) Role of external auditors;
Copyright © 2013 SciRes.

5) Auditors’ performances;
6) Sources of information used by the auditors;
7) Audit conclusions and reports;
8) QMS functions from auditors’ and customers’ perspectives;
9) ISO level of awareness and top management commitment and involvement;
10) Organizations’ satisfactions with audits;
11) Benefits besides certificates.
One interesting finding in this research was the fairly
strong correlation coefficient found between the top management commitment and the adoption of continual improvement programs in the work organization. This finding assures and complies with the discussion in the literature survey section. Thus, it was concluded that no
indication of top management commitment and involvement means no or little indication of QMS effectiveness
and efficiency.
In the next research, a level of QMS implementation
will be investigated and statistically analyzed via collecting actual QMS performance data from the auditing
bodies. This new trend of research will give another view
of QMS assessment from the investigators rather than
implementers.
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