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Abstract

A Study on the Effects of ISO 9000 Series on Service Quality
Management for Ship Repair Companies

Han, Kyeong hwa
Department of Shipping Management

Graduate School of Korea Maritime University

Ever since the introduction of ISO 9000 Certification System in 1987, many companies have
adapted Quality Management System to their operation. A lot of ship repair companies have
acquired ISO 9000 certifications in recent years. But there has been little study on whether
companies that accepted Quality Management System had good results. Therefore, this study is to
grasp the actual situation of companies operating via Quality Management System, by comparing
ship repair companies’ management systems before and after the acquisition of ISO 9000
Certifications. And in case anything amiss found from Systems, this is to suggest methods to
improve the Quality Management System by researching causes of them. To accomplish the
object of this study, literature study and field investigation were done simultaneously. For the
literature study, searched literature about the service quality, especially service quality of ship repair
business and specially studied ISO 9001:2000, lately revised edition. For the field investigation,
mainly inquired of ship repair companies, shipping companies and auditors in ISO 9000
certificating body about the effectiveness of Quality Management System they adopted, and
analyzed causes of things amiss through questionnaire sheets. As a result of analysis, ship repair
companies acquired ISO 9000 certifications for the improvement of service quality, sales and work

standardization.



With the acquisition of ISO 9000 certifications, they achieved their goals in some sort in
service quality improvement and work standardization, but not in sales as they expected.

Also it showed that ship repair companies and shipping companies consider the quality as the
most important thing in ship repair services. In many cases quality management system documents
of ship repair companies don’t reflect the real aspects of the repair companies. But, those unsuitable
Quality Management System documents are not revised, because people do not fully understand
ISO 9000 System documents and are short of time to correct them. Shipping companies, the
customers of ship repair companies, consider the service quality and price as the most important
thing in choosing ship repair companies, not ISO 9000 certification acquisition. Shipping
companies set a high value on companies that operate via Quality Management System,
considering being better in service quality and more systematic than other companies.

As mentioned above, ship repair companies need to improve Quality Management
System consistently for the purpose of quality improvement, productivity increase and
customer’s satisfaction. Government’s authorities and local bodies relating to ISO 9000
Certification System should lead companies to acquire ISO 9000 certifications through
positive campaign of publicity and active supports, and finally leading to the national

competitiveness.
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of A2 Uz Felsr] Aslels Y 2 71l F40) FaF F9A
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@ oAl Bey
Hike S2lab] Slste] Aol Skl SElARE sl AT Aue] S
LTS FYA Aol g aFe Bt BgS HAT 5 gl 4
S5 e R SUAE etk o) o M Sele] WRY VF % T
of ApgEHle] BAe] MAT & k. B3] Q¥ FES Fulel F74Y o) go]

28%E A9 9lar, Feheol A Hof FebA] Fehs A Bl "ok o] 4

Fole @RS B FAPI 715 AF%MI sz, o= <1ste] EAPL WA
@ 27k Qlom] ARG FEAES FAT 5 9lof el T Tt WSt
£ 97k eItk SehEsll RS wiel SRS BIshs Aol

Aube Ay B el 9%k ARHAE W wn giye] gRs
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24) dere] w= ) gl Adnjell tisl SnkEAl 2gsheA, el Al oS A
Ao vt 57 A3 Aakshs Wglek Adelr ARaice she ‘?dH'E

25) BElg-go] Adat de) whesl Bl gl offh ehdistel AT Sols °P°4 ”HL Hd
3& TWANNZI7] flete] wFE= Al

26) kS 1Y BAER slo] T (Insured Perils)ell <Rlato] WA ]3] duke] =23
S A8l hslo] BB} Al AlEehs ull el
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Q142}919] F-94
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SR, W AR, QSRR E AvolUA, ARl ABelUIA, 6 SHHL AR Sk,

Az 9, LPGING 294, oA, 7[epde] gl
29) Adure} QBE flsto] Adukel =17] 9 el weh 2 ¢ Sl TS s, 2lvelel
A= AP Al 9% 18l ofste] Hate, dalire], el B AR et
30) AR A R A7l @shs AARRA, A3 PALERE 309 WA S W] ellA]
HARE Wolo s, oA, A, AR, el H IS 129 A e 7R
ke AldsloF &
3D AHke Ax B refal] flsto] Sl Aduks A7TI7] fARE 2adane] A
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A 4 A IS0 9000 chst o]&x w2

1) 180 90002] A1 2 734 87
AET o]% tigF AAHAIZF EYEHA AG9R) 2 ARRES EUgle] T
59 & A EFIE TAIRA, o] EEo] AHRAIZIA] AdYEE A

21 A 71 sk Aol 2aiEel FUE 3

l
i}
N
o
o
1:01'
E
X

ol A2 W] el AlEEQITE F, 2E, 9ok, v, e, o
A T3 o] o she] EeEolgts A7kt QI AlslE dod & =
AderllA 715 AARIE AAIRE EREe] IS A7t 53] ol gl]
wite] el ANE 7FsdS ARl AASH ] gk FEA=R 9 2t
o] JH= FYPES 1FA3} sh= A]2=81Z(Systematic) el WHo] 2AE o)) @
ey ZF S7PEE e FEAIAEE T Ulge] v 27wl A
o] el eart Hojgrt. I0¥ME FUTES] HAMNAE o] 1987 | 3 9 #
A7 9@ FAEZ) wgk dAe] 5A A1 10 900 0 A= AT
Zrefuf 1990 ddiel]l EHA AAARE B WskE A4 SQth. AR
W vES ] W, e Y] S 1 s AAAE FedE 9
A Azdell Avker WskE op |t 53] QIS MRS ARFALNY
HAA] HlZ=U 2 Fobol] A s 7HA Sitk. #1:13] AF A Aklel
AE 10 9000: FAHGAI 25 e Alds AA = AAAL] ARS-
oJate] IS0 9000 FHAGA=H A WS - WA HAH. 53] A

|

2
e
flo 4

18
i)
il

N
P
é

32) Christian. J. Farve (S A1Z5=3}7 17 AR, “1SO 9000 Forum Symposium”, Seoul, 1994. 11.

33) A EF87 |7 (International Orgamzatlon for Standardization) : A% Zsolu} &7 &A1
FolllA] M7l AdEzte] F=le 9dl 19461 d AHst gAV TR Feso® FATE 24 9 5,
B4 D AR2=9] AA 1w PE so]
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QA AZell =S wEeo] JAEE 150 9000:1994 742 AH|=%], AR
A, 3371 Tl gl B ofHes FAA HAT. ol 10 oAl 7]
©] IS0 9000:1994 T+22] 7B 2dell EoiZkar of7ell= AAAS] A, 1%
17, AAHEES] rlelslor /jge] Fa3k e ofeh Pk

O et £43 A sERts 22)e] AAHQd A ©F

@ 249 s S5t A7) $lgh ZR2A A EY

@ thdet olaldAIRle] W 3=

@ HuAFAe] A A=

® Az FAle] ohd thekeh nj=y s FAllo] o] golsiAlE o] WA

® 150 14001 & B} Zgr|=se] g =

oleg §J=9 AmE HhoR wAlgh Zleo] 1S0 9000:2000 sz fAelw 7]
Z 3491 130 9000:1994 <} 180 9000:2000 sHde] F2<] HlaE <3 2-3>3} 7+o.
™ <#E 2-3> ¢} o] IS0 9001, 9002, 9003 ©& FrolA] Qe QlEtdo] |
9001 = &3 ALY
<¥2-3> 7| A7} 10 9000:2000 =] FF2<] Hlu

o
’
o

ri

N

J= 112 IS0 9000:2000 si=e] 14
~I130 9001 ~1S0 9001:2000

~150 9002 (Quality management systems—Requirements)
-130 9003 Y ¢ Y o

1S 8402 -130 9000:2000

(Quality management systems—Fundamentals and

~130 9000-1 Vocabulary)
-1S0 9004 :2000
=180 9004 (Quality management systems—Guidelines for
Performance improvements)
-180 1001-1, 2, 3 10 1901
-1S0 14010 L . )
150 14011 (Guldellpes for auditing Quality —Management Systems
IS0 14012 and Environmental management systems)

34) A, '1SO 9001: 2000 A28 A8 Aegzlel=,  FKI mlHojolztdvn], 2001, p. 17.

_17_



2) AFAE=Y gl iz 1F

150 9000 Alg]=7}F AAgw o2 AlAl 130 o] 7=e] 10 9000 AE]=E Al=2]
T7HPASE AEste] FHAESAA JASAES 831l U= 5 ©] Al A
AXo®m 3438 Fiteo] 7haL gt pEjubEtell A= 150 9000 Alg]=E W st

St o Agelgith of e FARFAA AFAEe] FHe] H i
Aom, 97|l FRAL FANARS AR 9 AFUAL T1E0R Mg
Ak BHOR AF/IBe AF, T, Alzel TAE BAskE A 3 4 7]
oA, ﬁxu FANZEE o) e wel Akl A AFAt. A

A
713 ARARIARIE O A3 FARGSAH] (A 1EVe w91z Q)
A R A=Y o)5 sl A 2 FugowA 1 FAHYS 9
Sofal, THiRtel FAPE AlE" 4 Q)

?'5}@]/\1?: 14 (Accreditation), <177]¥(Accreditation body), $15(Certificati-
on), $157]¥HCertification Body), 15A|2=El(Certification system), S1SHA|%=
of gk Weket /S Aeld Zert 9dom, KB oA A3t Heols dunw
olg <3 2-4>9} 7}

-

O,
ol
J
_?L'
ki
X0
‘0,
o|N
Y
ol
il
o,
:cé
_orL
N
Ho

35) ISO/IEC Guide 61 % 6201 T=A3}e] Ak

36) Abehel iﬂ‘%‘ﬂﬂo (iBREkE © 2P KAB(Korea Accreditation Board))° o] FARZAA
(ISO 9001 =rAl7+2) 2 #7474 FAAISO 14001 =A7+4) ¥ 1SO JISA|I= ‘\%039] qzE o|%F
HRlel] whEl 19951 99 286l A e AR 2k} ARk L%H FAAGAA 2 2337
QAA ZokellA dighl=s dizstsle 174713 Accreditation Body)olth.
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<F2-4> Q1ZATe] Ao

of
2

A

(Accreditation)

54 AlE e AH2E ISE e s XL
A 7172 190 Guide 62 5ol A3 2218 231 AET-2
gatal JEA AF-E Al 3 AEA] APHo|a HHA o R
gals Als wetth JIATE Stk Vs <)
W, ZF s7PAR g 7he] QIg7Rel(T=Al)) 3

ofd FE et Stk IAolRk Bojthal Aol gol7t AR
H7]%= g

o

>

ol

ok

2 !
4 ooy 2

A7
(Accreditation
body)

159 ANES AlFshs FuAH A T A5 22)2HE Q1S9
ANES 79, AREShE abAF B uirkE giilsle] FEAE Q
Sohs dS7Ie] fFUF FAskaL wAZIE IN/IEC Guide 62 S
150/ IEC Guide 62 9] 2-8-2 918+ IAF A|Flell A3 +9=aL U&=
A5 AA} sle] Folstar, AedElE ko] w2 fEgo e 9l
SAEL] AFAS Ak BAgeHE 98-S Felsitt. 1A 7] A}
Al 24744 2 Rl gigk 718 HAFAS] 10/1EC Guide
61 2 IS0/IEC Guide 61 9] 28-S 98t IAF Aol 1A =o] St

o=
8are)

(Certification)

AToll= AT ' FGAERIRJIT o] F TR 3L

- ARE IS5 ARG, 4 B ARl)o] e Al
Ses AREA=A N2 FrBsle] A= BAs = Al
2A, T2 Adadr TS Fdeh, ARl tid AEdHME
wagsto] QISgi

- ARMEE QIS5 ARE, §78 BB AHIAE Aleehs S EAHY
A 5] AgAlzEle] S ARFA(IS0 9001 F)oll wet A gtatAl
w4 e Astar Jol] whel -85 h=AE AAkete] A3RA
o= A skl TS = Al

A7+
(Certification
Body)

TEAR] WA e Ay 240l 54 FA(10 9001 )l 2Al
A2=BS Zh5ean, A A0 A A2 S8 2 AlEe] Alx 9
hf Sl gk AAE EAIskstar ool whe} olddslal IR oF-E
Arkete] 5l T 73S weith, QISV]ERe ool wEf 1797
el JFAAG)E A8t XS ol A7 AEeA| oJHE
AS S 5 lew, oA YT w2 AL "IHHA)€LTt
(accredited)"ehal F&TICE AF7|He] = 224 2 T34
ol gk 7)5=8 Al 742l 10/1EC Guide 62 2 I1SO/IEC Guide 62
o] 285 93k IAF | Ho) 4% 0] )

Q15428

(Certification

QlZ=A| 28] thate] =4 11241 10 Guide 62 ¢ 1.3.4 olA= vhea}
ol AHolslar ). wEbA, QFA|Elolg ClFy|To] ATAFE
8 3] Y5k Al=", & oI5 EAA2El(quality system)S

system) | BT}, » QIEAARCE BA] Wi 2 Aleel AAss 3
7KE FAs] A A b A9RE 2k A2
AN AN ERE A Al B4 A JE0R sAe
AFAE | Wl 1 FRAE 5 el ARk n3e) T ARS

s

Z}5 thttp://www.kab.or .kr
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3) 180 9000:2000 =2 +49 Fa/ig W&o aF

IS0 9000:2000 #Hd&] fAe] A ds AnH Huggae] g
ARAoR PFHES aT, HE FEAGLE] P 2Ue AR & =z
A ]S
TANES] A o] A Q)
7o FAR G =Ee] el ol =40l sigehs A8HeE
B, 1994 d gpAeME AAlellA F7pE el o]27|7hA]e] B d)

oA FAGE PPFom NRHoR nANES Gy A Ao el
_]

1994 A FATE] 2000 W A9 WAARRRS: BlushH <3t 2-5>¢F o Fa
Zpolde o3} 2.
@ vl2Y~ Z2A|E FHoR 1A

@ AEA1 7 Ao it aARte] FaA 9]

@ W3, 2 9 ] Al g F4719e deadow AR

@ UEART) el QI(FEEAED) /e W7

® s (Activity) MMM Z2ZAA(Process) AR AR 2 g9

g

® 78GA7t obd #317d A Top Management )] &0 =9 % A 2s}
@ - % a23te) oApaE 9

37)1SO, SO 9001:1998, Quality management systems. , 1998, Requirements 1.1 General.
38) ISO, SO 9001:2000, Quality management systems , 2000, Requirements 1.1 General.
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<¥2-5> 190 9001:2000 L7AF} 238 WAA =

© (¢H¥7A) 8 (F8974) X (84 1) v (874Kl 94d A vl&] tii A7t
IS0 9001:2000 10 9001:1994 HAHE

4 %za]ﬁoﬂ/\])kal

4.1 Luke ALk 4.2.1 ®

4.2 EA3 QAN ®

4.2.1 <t }ﬂ 4.2.1+4.5.1

4.2.2 EAu) 4.2.1 S

4.2.3 —EHJM 4.5.144.5.2+44.5.3 X

4.2.4 FA7Z0] A 4.1.6 v

5 7493

5.1 794 <IA 4.144.1.2.2+44.2.1 ®

5.2 IAZA] 4.3.2 ®

5.3 F43 4.1.1 ®

5.4 718

5.4.1 FHER 4.1.1+4.2.1 ®

5.4.2 EAAAGA2H 7]3] 4.2.3 ®

5.5 A, A E ox i

5.5.1 #3l7} Agh 4.1.2.1 X

5.5.2 #4743 <! 4.1.2.3 B

5.5.3 Ul oJAkAE ®

5.6 A9HE 4.1.3 g

5.6.1 AukAkgk 4.1.3

5.6.2 HENY 4.1.3

5.6.3 HEZEY 4.1.3

6 A

6.1 AFdshn 4.1.2.2 g

6.2 A=

6.2.1 YIRS} 4.1.2.2+4.2.3+4.18 S

6.2.2 59, Q12 % wsF 4.18 B

6.3 7|92 4.1.2.2+4.9 ®

6.4 A3+ 4.9 ®

7 AFAE

7.1 AEAEAe] 718 4.2.3+4.9+4.10.1 g

7.2 27 I IR A

7.2.1 ARE BHE QAR AA 4.3.2+4.4.4 ®

7.2.2 AE BHE QA e HE 4.3.244.3.3+4.3.4 X

7.2.3 17}0] A% 4.3.2 ®
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7.3 A 2 S
7.3.1 AA 2 )8 4.4.2+4.4.3+4.4.6+4.4.7+4.4.8 X
7.3.2 A 2 ISl 4.4.4 X
7.3.3 AA 2 = 4.4.5 X
7.3.4 AA L NHE 4.4.6 X
7.3.5 AA L NS 4.4.7 X
7.3.6 AA 2 A g gl 4.4.8 g
7.3.7 AA 2L i WA A 4.4.9 S
7.4 vl
7.4.1 Fu] ZERAA 4.6.2 X
7.4.2 FuiAR 4.6.3 X
7.4.3 e A 4.6.4+4.10.244.10.3+4.10.4 X
7.5 A4 H AR Al
7.5.1 A% 2 AH| 2 Al A 4.9+4.10.3+4.15.6+4.19 X
7.5.2 Ak B Al Al 49 .
Z2A~e] Oisk Bl gl '
7.5.3 2 2 44 4.8+4.10.5+4.12 v
7.5.4 AR 4.7 \%
7.5.5 AFY HE 4.15.2+4.15.3+4.15.4+4.15.5+4.15.6 \V/
7.6 TUEY 2 =7x)9] 7 4.11.144.11.2 v
8 574, ¥4 % i
8.1 UnALE) 4.10+4.17+4.20.1 ®
8.2 XUHY 9 54
8.2.1 I ®
8.2.2 UF-7A} 4.17 X
;2%;&‘%0“ o e 4.9%4.1744.20.1 g
;2;;1%011 o e 4.10.244.10.3+4.10.444.10.5¢4.20.1 | X
8.3 FAI AlF 4.13.144.13.2 B
8.4 dolgle] B 4.14.2+4.14.3+4.20 ®
8.5 /MM ®
8.5.1 A&4] 7)x 4.1.3 ®
8.5.2 A%~ 4.14.144.14.2 X
8.5.3 d=A 4.14.144.14.3 X
2Abg: FERelE3 3], T1S0 9001:2000 314341, , 2000, p. 16.

712 10 9001:1994 1AL FAEZe] AHe FRou WA 10

9001: 2000 = 4 7FA1¢] F-838F T2 =,
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& 2XFo= &har glew IS0 /FDIS

2
9000: 2000 oM+ FA7E Y 8 &S v} o] Aisiar Q.
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27 9 229 IFAR 45 ABHeM, 45 FT W B R

2
o
()
M
X,
o
o2
>
[»
ot}
Lo,
oX,

-
N
o,

Al 4 ZoflA i mle} o] 1987 | 150 9000 Al2]=7F A ol B 7]
=] 130 9000 QITAN = o7t FAP G =E S FHste] wdskal k. o]

3 FRPGNzEe] o] FP) oHF I vIPEAE i) 93t

1998 W 719 HollA =23rsk 190 9000 1A A A AT el npad 7Y
[e)

= Tae/h AREETY, FHa, 49 2t 2ste] 180 9000 TS
35 9lom satelnx] A, st AAEA oI, A 5o
IS BI7F Aok &F Sigivh. AR <R 26> )

<E2-6> 190 AT AaH 2AAH®)

Safolud | EEESN | AL ED | o oon | e 7}
Mol 71 | 1] o gy | BT | A gae
29.3 22.0 19.5 17.1 9.8 2.4

A TA7|19% ZAR7F HEeh 19981

1 9l=o] 739 1994 | LRQA oA e Kol w1990 WdNE 1992
9 7b A iR, SR, AR AR FHEsle] 222 719 IS0 9000 21EAIS
ZARE A3 5] ARk 130 9000 ISAAE 5 F58 RE A
A AAEt

< 2-7>3} ol 2-3 njo] ref=o] glom A} viE T Fed FYAE

O R ARHETS A TkskL Sl A= U
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<32-7> 150 Aol ok [RQA B FAL Ay}

A3 QNSAA A Ear H] al
ol= _ ASHA= AH Hatx] ] 20) o) de] 47¢
olelE 4.4. ~6.8% 1.% 5 o9 Ao waselTh
ol £53,700 ~ £47 700 Ot 7199 AS- A HAEAE 950
HE 2 93,500 ’ F3Jshs 7P 2 SUks Bl
BE ASHAES] vRISHAES AlE &
oldolel | £2,900 ~ 4,200 £900 Vs 7hedl AR il A
2] 2 oS 71E3Ekal Qi)

2} LQRA, “LQRA REPORT”, 1994

TG FBI S8 Bt oY Skte] oo 9ot Arthur R.
Tenner 9} Irving J. Detoro & #2799 AUS54E <3 2-8l|A HoJX|= vle}
o] AF = WE vl 7 AR o= FYE 4= dvkar sigith. ZF AFES 1)
gk M S, S HEARAE, FALARAE SHY B dise] Wk A

=olut Aol sigeiriar a3l

<F2-& AHEA vl 71K 29

A4 = 4 = 4 A
LA Ass | HE AR ]
gt | HE I sy 9 e v 4939l A
2. AAA &5 x| U8 ol 7, Throughput, Wl dwl, A
o o, B8, FANE, ARRE, FASS

3. ATS F49 | U0 9@ 528 87 2 AR, 99 05
AL A3y By b fEFHel o, A

LARA EE | OF |7 Ae 2 ARE, 9 2 3, a4 2 B, A

:L m Jﬂ_],]_:l_

A+ Arthur R. Tenner & Lrving J. Detoro, “Total Quality Management ”, Assison—Wesley
Publishing Company;, Inc., 1994, p.175.

3HH Robert S. Kaplan ¥} David P. Noton = th&9] Y] 714 #doz 74gAd
5 54 & 5 9o, 7} Wl wE SHARE <i 2799 ol 78T

okt shgict. )

©

i&

39) Robert S. Kaplan & David P. Norton, “Measuring Corporate Performance ”, Harvard Business
School Press, 1998, p.175.
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Se)s)k= olm HolA B sk sh=712)

AEHo® 7S skl a4 3
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