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Abstract
The objective of this work was to study the effect of ISO 9000 implementation on
efficiency of service governmental organizations. The cost of implementing this standard
was also estimented. Then, some suggestions about selecting of standards were made. A
guestionnaire technigue of 1-5 points was used to obtain opinion of employees in the
organizations and their clients. The total of 9 organizations - 2 educational, 2 district
government offices, 2 post offices, 1 hospital, and 2 telecommunication offices were used in
this study. According to the average points from the organizations’ employees of 3.25, there
was no difference between before and after implementing the standard. For the people who
used the services, the average point was 3.75 meaning that there was a littlt better after
practising the standard. The cost for implementing and certifying this standard was
approximatly B 500,000 per one organization and the cost of about B 40,000 for annual
charge paid to a certified body to check the compliance to the standard. Therefore, the
implement of ISO 9000 in this case did not get the obvious improvement for the employees
point of view. For the clients, after implementing this standard, they felt a little better. But
their positive feeling might be from the application of the computer system and setting up
a waiting line. However, if the organizations want to improve their efficiences, the
standards implemented should be changed to the organizations’ normal practices. Also, the
PS.O. standard developed by Office of the Civil Sevice Commission should be more

appropriate for these organizations.





