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Abstract : The purpose of this paper is to measure ISO 9001:2008 effectiveness and determines its impact on the performance
dimensions in terms of service quality, operational performance and customer satisfaction from the perspectives of both
service providers and receivers. The paper is based on an empirical study carried out on all the ISO 9001:2008 certified
departments in the Ministry of Education in the Sultanate of Oman. Data were obtained from the certified departments and
their equivalent clients through two structured online questionnaires. Exploratory factor analyses are applied to extract the
underlying factors of the indicators of ISO 9001 objectives and performance dimensions. Multiple linear regression analyses
are also applied in order to determine the impact of ISO 9001 effectiveness on the performance dimensions of the certified
departments. The study sample includes all the ISO 9001 certified departments in the Ministry of Education. The study
instruments used target both the service providers as well as the service receivers with the purpose of alleviating the
subjective nature of the data collected from the service providers who may be biased in favour of ISO 9001 quality
management system or their performance. The findings of the study verify the effectiveness of the application of ISO
9001:2008 quality management system. Additionally, the study reveals that the ISO 9001 certified departments have achieved
the ISO 9001 the standard's objectives including prevention of nonconformities, continuous improvement and customer
satisfaction focus at different rates. The study also proves that there is a significant relation between the achievement of the
ISO 9001 standard objectives and the operational performance of the departments. Even though the operational performance
service quality of the ISO 9001 certified departments has substantially improved from the perspective of the departments, the
customer satisfaction has not notably increased from the perspective of the service receivers.
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