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- ���*�1�� +,�
� 
- $�
 !�3�% !�
�,* J����!�� ��� �- !2�B-�[ �� ,��- d�E 
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.(Lamaee 2002) 
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1 International Organization for Standardization (ISO) 
2 Total Quality Management (TQM) 
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22  �
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!�� ��-�[$ 7��
� +,���� !b�b<4������� �* (B� �$ ���" �2% ,�%
J�* �* �$ ���5 >�
� ��?� K��- 
�� g
� �- K���.
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�
>���N �- �!?�[ ^A� >�
��

zs�2- ��2?�I� �$�2* � !�3�% �- =�*,: � =E�M6* ���$� $�
2F� 
K5 d��� � �A�6* 7��
� >� 
�

�s0�22N �� >� 
22 �22��N � K��
�22�* �22�5 #�22"���� �22��- K5�22"
(Valmohammadi et al. 2004).
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+��
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  $� !b�b< +�$ �	�$ !�
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0��� � �?BI 
2�$� K,2� �2� +��2- !%$�2�* !2�� .(Kujala & 
Lillrank 2002) 
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��N $�
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!:�� 4�<�
� �?BI �>���� p� U�M6* �� ���*,: ,2����- �2T 

#�'W��N �"���� �=�$�F��� ���2�� #
��* ,2��- �
2�$� K,2� 

���� �*�?� #�9I� K�*��� $� ��B% O<�
* K,�2�$ #�
2- �2- >2�� 

�,2" K�*��2� !T$�2�* ,2��T �02b� ���2�  12�� ��2��� ,�2��- 
(Kujala & Lillrank 2002) �j� .TQM #_��
��� �,���
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=�2��/�$� 4���5 !�
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J���� 4����?< �"�.-��* �� ,���- �� H�
� ���*
2� #$�j2 
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K��%$�%4�$ ���5 ���� $��[ #�
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�)��% ��*�?� K��%$�%4$�!2����  K�*��2� #�2" !%$�2�* ��2��� 

4,���- +,"��* �* ���.(Beaufort & Longest 2004) 
>�2- K�*��2� #�2� �� �2% �1�� #�"�$�,����� �$�,���2�� �2BB?��
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)� �% ����$�* ��2P�� � 
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  $� 
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F� $� d1B��* � ���*��� 
��]� 2� +1

 $� �"�5 � 0��� 4K�
�,*�$�* ���*��2� =�b ��� 4!�3�% !�
�,*
J���� >���� �2- ���"�� !2��:� � 
?�2�* d��,2� � ��2P�� $�2F�*

 K��%$�% !%$��* !��.(Keshtkaran et al. 2009) 
?"� �22- �22)�� �22- 22� ,22* C�22S�* !�
�% !�322� K��%�22� 4!

0"�_N �"��� $��2:
- �2- �% !�� �� 
 =$�& �A-�$ >�� �� 2� >
22�� �$��22*�#
22� !22�3�% !�
�,22* J�22��� 022b� .,22� ,22"��: +$

ISO9001:2000 K���$�?�- �D�1N Q$�,* 0W- �
DB?I ��/�- $�
U�� $� ��
�� #��?� #�2"}Xs|�}z �2- �2% !2�� �2b�b6� K��2�I

 g
2� �2��
)� ���?% !����  +�6� ��$
-ISO #��2�,���* 	�$ 4
$� +,22� �
22& �22��1" K�122�* 4�D22�1N Q$�,22* #�",22<�� !22���� 
 #�
2)� �� O2&�< ���2�� !���� $� � !�3�% !�
�,* J���� #�
)� 

�*��
- #�"ISO �2* K��� 0"�_N >�� ����� .!�� ��:��
N �2% ,2"�
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K���$�?�- �D�1N Q$�,* 0W- $� !�3�% !�
�,* J���� $�
b���
O?���$��22�� � ���22�� g
22� #��22�,���* �22- ��
�22� #��22?� #�22"

 ��32� 4���
)� � K�2�%$�% � K�$�2?�- ��2b< 
2�F� #�$��2* #��2�
 ��22)�* !��22S� 0P�22� #�
22- i:�22� >�22��� #�",22<�� $�

 ,2���
  �2*� .!2�� +��2- +�
2?" $�2*5 � ���2'��- 4	
�jN 4#$�j,%
 Q$�,2* 02W- K�2�%$�% � K�
�,2* +�,2�� �� J�2��� >�� ����*5
 0"�_2N >2�� �� O2&�< ���2�� .!2�� +��2/� 0W- !��S$ �D�1N

 C�S�* >�� 
'���-!�� !2�3�% !�
�,2* J�2��� #�
)� �; 
� �%
7��
� 
��]� O�/[ �� �P���� =�12��P� � =���D*� 4�B��
N 4�A�6*

 ��2���
- $� �D2�1N Q$�,2* #�",<�� $� �$4��2��� � !2��b� �2*�
+
�- 4$�*5 J���� Q$�,2* 02W- $� H2�
< #�23�� J�2��� �� #
�

+$�� ��$
- 4�D�1N �- #� �2- 4#$�j2,% !62& �� K�2��?�� $�F�*
�- U
��% J���� #
�$�% +,2��
N ^�6& ���'��- $�F�* � �2" ��2/�-

 �
2� $�
2[ 
2F� ,2* ,��- $�%j* #�",<�� $� �1�� �$�,����� 
?��* 
(Firouzian et al. 2007) #�"�$�,���222�� �222b�/A� �222���b* .

ISO9000:2000 #�"�
D��$ �-TQM (2���* #�2"$�D"�$ ���$� �
�2- �2A-�$ $� �2% !2�� #
2'�� 0"�_2N K��2�I K�
2�� .���& #�
-
 e�2�� 
2- 0"�_2N >�� $� .!�� +,� d�P�� !�3�% !�
�,* J����

 #�"�$�,���2�� >�2- +,2� d�P�� �b�/A� ����b*ISO 9000:2000 �2-
 #�� �� +,� ���$� K���� #�"�
D��$ 4K�2MMW�* !2�3�% +1��2)

) � �N�$� �2D�
*5 ��$,2��- d�D��2* �2B* +1��4� �B2&� $�2��* !23"
 >�2��� >?2S � ,�,� ������� �"$���* >�� �� �� 
" �I
  
&��I

 #�"�
D��$ 
&��I 4�"$���* ��
� � 4Q�
��� L�b�TQM e�2�� 
2-
 ���22?�"�$ � =�22*�1�� � ��22  �$�,���22�� #�22"ISO 9000:2000 

?���� #�
2D��$ �� �$�,���2�� >�� #$��$�:
- iW2�* .*�2) � ,2�
�- ����� .!�� +,� �* 0"�_N >�� �� +,*5 !�� O2�� !�) $� ,����

 K�*��2� $� .*�2) !2�3�% !�
�,* ����- $�
b��� �- * � �2"f=�2��
,22��- ,�*��22� $�22�% ���*,22: � #,22���� .(Keshtkaran et al. 

2009).
� 0"�_N�
'#�<�
� K���I �- U,* �*��3* �-$�F�*0P�� 

=�*�1�� b6�!�
�,* H!�3�T 
��
  $� K�*��� �"�L�/�$� K5 �2-
!��S$ +,2� +$�2�� 0"�_2N >�� $� .!�� �� 
 =$�& K��
��*

Hb6� �% !�� !�
�,* !2�3�% 
2��
  �2- K��2�I �2� �2�"
  �
�I�?P* #���U�&� #�
/"�$ #�
- K5 
?��* ��/�- $� K�*��� 4�2" 

,�*���� ������� K,� U�&� �I�S�* 4���*� �- K���I �2� �2_�� 

4,��� �B&� 0��� �?BI �
�$� K,�4K��- �
2- 02b� #�
2/"�$ 

#
/"$ #�
- +���N #��� !2�3�% !�
�,* 
2��
  412�� ,2�%�� +,2� 

e�2�� 
- .!�� 40"�_2N >2�� ���2�� 
2�]�* 4�2?BI 02��� #�$�� 

>�
�E�- 
c��
'�� �"
�]�* �- 4K,�
�$� (��
� #
/"$ �4,2��� 

#�$�� 
c� J�b��* #�$ 
- !�
�,* !�3�% 
2��
  $� �!2���� K5 

4122�� #�$��
22c� �?�b�22�* 
22- !��22S$ K��
�22�* ,22���- 
(Delavar 1995).

-�02W- $� 
2��
  !2�3�% !�
�,2* J�"�23* � U�&� #
�$�%
 K���I �D�1N Q$�,* ��"�_NK���$�?�- $� �% !�� ����*5 #�"

 U�� $� K�
�� �D�1N d�BI +�'����nv�t >�� .!�� �� 
 =$�&
- K�1�* >���� �," �- 0"�_N�!�
�,2* J�"�23* � U�2&� #
�$�%

 K��2�$�?�- �D2�1N Q$�,2* 02W- $� .*�2) !�3�% �2���*5 #�2"
 ��22/�- !22�) $� �������22��N �2��$� � K�
22�� �D22�1N d�22BI +�'2����

.!�� +,� d�P�� 0W- >�� �
DB?I �� �� #�"0"�_N �* K��� ,2"�
�,* 0W- $� �%K���$�?�- �D�1N Q$ d�2BI +�'2���� ����*5 #�"

 .*�2) !2�3�% !�
�,2* ��� �� J�"�3* � U�&� >�- �� K�
�� �D�1N
 @�BA*�2� !��2S� $� .� 
� � 	���N d��3* #
�$�% �- 7b  $� �$

 !2�� ����� 
F� 2- ���2�� e�2�� 
2- .�0"�_2N >2�� �� +,2*5 !2��
 iW�*+,� 0��1 � #����$ $� ���*�,[� ,��- �% � #�
2  !%$��*

+$�� #$�1
- 4�"�
 .2?) 4d��,2* �2���*5 #�" � �2�$
- 4#$�5
 �B�W* #�",���
  �,P* �<�
� � >��)�
* =�
F� O�B6� � ��1P�

�
� =$�& �D�1N Q$�,* 0W- (Ahmadi & Karami 2007).

Y�"!� �%�(�^�!�? 
0"�_N 
2S�< 4#�
-$�2T �2���A* p2� �3�2&��s�2���?�N !2��

(Bazargan & Cooperators 2001) >2�� #$�*5 ��*�) . 0"�_2N 
O*�22� K�
�,22* K��22�� $� �
22�� =$��� �22I�?P* 
22�� !T
22� ,22�;

 ��- K��3&� �2��5 K�*��2� $� !2�3�% !�
�,* J���� �% �
2)� +,2�
� �- �)�� �- .!���0"�_N d�P�� K�*� $� �D�4�$�2* K�
�,2* ��,2��

 
F�|xy ��- 
3�,�K�2$�* U�,) e��� 
- 4n2P< �2��?� Jw|
23�
 �$�5
-,��- .!%
� �� ��
" ���?� JP< >���� $�F�* 	�$ �� �2"

���?� �b/� #
� U�,) H-�A* � ��M� #�|.!�� +,� +��3��� 
$���>0"�_N �- �,�-� * =��-�� >��,� � #$�5�
 $�F�*2�- L�-
 

1 Morgan 
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- �"*

Table 1. The sample size for each organization 

*1�
7�% b�� .>%� ��U�
 ��8;E
 �'� �� 

H-��� ��$
- � H�b6� C�S�*K5���W-��% 	�$ �� ,2� +��3��� #�
 ��-$�F�* .2?) +��� #$�5 +��3�2�� �*��2��
N �� H2�b6� #�2" .,2� 

�� OD��* +��3��� �$�* �*����
N�z���- U��� (2��[ $�x,2�- �
�2��1 !23" =
2D�� �2�� =E��2� �2- �2"� ���N #��/* #�.��2- 

���1 +,� �� 
 
F� $� #�" =$�2/I U��� 
" #�
- ,2���- �2B�: ��
Z��/�� 4J% 4J% Z��/2�� 472���* 4J% �2- �2% ��2�� �2B�: � ��2�� 4��2��

	�$� #�22"|4z4�4X4~4x�y+
22?� #$�j22,�,22� .��22���� $#
4�*����
N =E�����2- U��� �2&��2��N �2� ,2� g
2� ��2- =$

 $�
b�2�� �2�W- 
2c� �2- #��2b�I� �2% ��$�2& $� K�,2�"� J�22���
 �$�22* $� $�22M�:� �22- �$ ��22: 
22F� ,��22��,� �122�� !22�3�% !�
�,22*
 ��,"� �- �-����� $� 
F� �$�* K�*��� !�� +,� ()�* �% �B*��I
.,��% K��- 4,��/� H �* !�3�% !�
�,* J���� $�
b��� $�F��� �$�* 

]�^�!�? ,��w�� 
�22- $� !22�3�% !�
�,22* J�22��� $�
b�22�� �22�W-
c� �22�$
- $�22F�*

*���K�4+,� ��� #�" ! 
 $�
[ ��$
- �$�* 
�� �B&� =��S
  

|s!%
2� K�
�,2* ��b�I� �- p2� J�2��� $�
b�2�� 4!�
�,2* #�2"
.���� +�$�5
- �$ 
F� �$�* ��,"� !�� ������� !�3�% 

zs!%
22� K�
�,22* ��22b�I� �22-��J�22��� $�
b�22�� 4!�
�,22* #�22"
 +�$�5
- �$ 
F� �$�* ��,"� !�� ������� !�3�%.���� 

�s!%
2� K�
�,2* ��2b�I� �- �2� J�2��� $�
b�2�� 4!�
�,2* #�2"
.���� +�$�5
- �$ 
F� �$�* ��,"� !�� ������� !�3�% 

a���'4� �&�&�? ! �&�!�^�!�? 
* �D��� �- �)�� �-f�3� �- +,� ��
W��� #�" �*��2��
N �<�
� $�F�*

e��� 
- �����N0"�_N !�� +��- ,����� =�
F� �4����$ >��
-��-
 ���6*��$ ���
"��#� �$�*��2- 0"�_2N >�� $� .!�� ,�� $�2F�*

��+��3��� �B*�I O�B6� �� �*����
N +��� ����$ ,��,��2% �P�5 �� .
 $�,b*KMO -��� 0~/Y4��-�3% �j�����?� !-�
$�#� �$�2*�2�� ,

��* ^A� � !���$��#K�2*�5 2* K�2�� !2B�$�-�B6� �2% ,2"� 2� O
B*�I��
-#+��� >2�� �2- �2)�� �- .!�� (���* �" �B*�2I #�2"$�- �2%

�3��* ��B% #�
- +,� �$�5
- #�" �� 0�2- �*��2��
N~/Y!2�� �j2� 4
�*����
N +��� ����$0"�_N � �$�* 1������ .!�� ,����- L�-
* �

- �$�5
- � !B�$�- K�*�5��"$#B*�2I�U�,2) $� #�2" z���2��$�
.!�� +,� 

�- �*��2��
N ��2?�I� !2�B-�[ � �����N >���� $�F�* 0"�_2N ��
 +��3��� ��/��
% #�3�5 (�
S,��- #�3�5 (�
S . #�
- +,*5 !��

+��3��� �$�* �*����
N w}X/Y�% !���� K��� U�2/[ O-�[ �����N
+��� #$�5�
 $�1-� �"�$��.(Ahmadi & Karami 2007) >�2�h?"

 #�
2- +,� �$�5
- #�3�5 (�
S �� 0�2- 12�� �*��2��
N ��2�-�y/Y
.!�� �����N �- L�-
* �����U�,) $� �*����
NX+,2� +��� K�2��
.!�� 

T!�U���� �� !B�$�- K�*�5 �� O&�< #�" 
Table 2. Results of  Bartlett test 

Dimension Cost Operation Quality of 
services

Internal 
processes

Customer 
orientation

Market 
orientation

KMO 0.832 0.786 0.884 0.922 0.887 0.864 
Chi-square 
distribution

483.5
75 

720.965 702.08 1211.964 754.958 561.006 

degree of 
freedom 

6 6 10 36 10 10 

Significant 
level 

0.000 0.000 0.000 0.000 0.000 0.000 

Sample 
size  

Proportion of 
population(%)

Size of 
population

Organization

271550Company 
No.1 

4524/682 Company 
No.2

1910/535 Company 
No.3

91100167 Total
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Table 3. Estimated factor loadings after Varimax rotation 

Component Cost Operation Quality of 
services

Internal 
processes

Customer 
orientation

Market 
orientation

1 0.705
2 0.881
3 0.913
4 0.827
5 0.809
6 0.896
7 0.984
8 0.908
9 0.861
10 0.930
11 0.892
12 0.884
13 0.636
14 0.825
15 0.853
16 0.890
17 0.824
18 0.786
19 0.928
20 0.844
21 0.917
22 0.800
23 0.889
24 0.904
25 0.834
26 0.836
27 0.747
28 0.824
29 0.813
30 0.818
31 0.821
32 0.791

T!�U]��B�W* ���-� ��/��
% �3�5 
Table 4. Cronbach's Alpha dimensions 

Cronbach's AlphaDimension
0.917 Cost 
0.943 Operation 
0.923 Quality of services 
0.944 Internal processes 
0.944 Customer orientation 
0.923 Market orientation 
0.984 The entire questionnaire 

C�����& q���� 3�� 

���� � �"#�$
- �� O&�<��W-
c��� $�
b����,* J���
�!
%�3�!

���� � �"#���$
- �� O&�<�
-��:��� !��?) #�"
�]�* 
�c

c� �-���$� $�
b��� ��W- !�
�,* J����!�3�% 

�!���) 
�c�� ��$
- 



�  /�S�T /#�#�� �,6�- ����,-� ;�V3�1�... 

112 ���������	
������������ � �� ����

T!�Ua��� �� J���� ��W-
c� ��$
- �� O&�< #�"ISO $�p� !T
� 
Table 5. Results for studying effectiveness of ISO system in company No. 1 

ResultSignificance levelDegree of 
freedom

T statisticAverageDimension

H0 confirmed0.07626-1.8463.5443Total
H0 confirmed0.00326-3.2333.0957Cost
H0 confirmed0.01726-2.5523.3117Operation
H0 confirmed0.64626-0.4653.8815Quality of services
H0 confirmed0.24726-1.1853.6939Internal processes
H0 confirmed0.15526-1.4663.6352Customer orientation
H0 confirmed0.03124-2.2913.3487Market orientation

T!�Ui��� �� J���� ��W-
c� ��$
- �� O&�< #�"ISO $��� !T
� 
Table 6. Results for studying effectiveness of ISO system in company No. 2 

ResultSignificance levelDegree of 
freedom 

T statisticAverageDimension

H0 confirmed0.00044-3.8643.3464Total
H0 confirmed0.00044-5.4073.0315Cost
H0 confirmed0.00044-4.3993.1796Operation
H0 confirmed0.05644-1.9653.6122Quality of services
H0 confirmed0.00444-3.0393.4728Internal processes
H0 confirmed0.02644-2.2973.5667Customer orientation
H0 confirmed0.00043-4.9713.0095Market orientation

T!�Uj�J���� ��W-
c� ��$
- �� O&�< #�" �� ��ISO !%
� $���
Table 7. Results for studying effectiveness of ISO system in company No. 3 

ResultSignificance levelDegree of 
freedom 

T statisticAverageDimension

H0 confirmed0.068181.9404.4760Total
H0 confirmed0.918180.1054.0263Cost

Reply H00.016182.6734.7105Operation
Reply H00.020182.5514.6737Quality of services
Reply H00.006183.0854.7635Internal processes
Reply H00.022182.5134.6737Customer orientation
H0 confirmed0.45618-0.7613.7579Market orientation

�- �2��* �R�:� ��)� ��$
- $�F�* � K��
2* =�
2F� >�2- $��
 !�
�,2* J���� $�
b��� ��W-
c� �- �A-�$ $� +,�"� ���N K���

 $� !�3�%K�*��� K��3&� $� $�Tj* #�" ��2S�
3* 4�OD2� �2-
 2?BI �2/�) 0��12 � ¢�26� �2- � >��,� 
���2- ��29[�=$�2&

$�*5#:! 
 $�
[ O�B6� �$�* 
|s$�
b��� K��- 0W-
c� �- �A-�$ $� K��� � K��
* =�
F� >�-

��* �R�:� !�3�% !�
�,* J������$�,� ��)� #$�� 

21:H µ=µo

zs$�
b��� K��- 0W-
c� �- �A-�$ $� K��� � K��
* =�
F� >�-
��* �R�:� !�3�% !�
�,* J������$�� ��)� #$�� 

211 :H µ≠µ

�- $�F�* K�2*�5 ��  ��S
  ��$
-Independent-Samples 

T Test -��� �� �% !�� �� $ $�% U�,2) $� K5 �� O&�< #�" }
.!�� +,� +��� K��� 

T!�Uk��� �� ���* �R�:� ��)� ��$
- �� O&�< #�" >�- $��

K��� � K��
* 
Table 8. Results for studying the significant differences 

between men and women 
ResultSignifica

nce level
Degree of 
freedom

T statisticMean 
difference

H0 
confirmed0.723 34.113 0.357 0.08155 

C���� �%��4m��* ��4�% ��D 

�- ���* �R�:� ��)� ��$
- $�F�* �2��N ��
 � =�
F� >�- $��
 �22- +,22�"�J�22��� �22�W-
c� �22- �22A-�$ $� =��223�* $�22% �b-�22� 
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$� !�3�% !�
�,* >2�� !%
2� ��2S�
3* 4�2"�
2�� OD2� �2- 
>��,� �! 
 $�
[ O�B6� �$�* 

|s�� 
�?% ��
 � =�
F� >�-~4U��~�2�|Y4U�2�||�2�|~
4U��|x��zY�� 0�- � U��zY�2- �2A-�$ $� $�2% �b-�� U��

 �R�22:� !22�3�% !�
�,22* J�22��� $�
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Table 9. Results for studying the significant differences between individuals with various working experience 

Total squares Degree of 
freedom Mean square F Significant level 

Between groups 15.405 4 3.851 2.824 .026
Within groups 240.043 176 1.364
Total 255.447 180

T!�U�r��� �� ���* �R�:� ��)� ��$
- �� O&�< #�" =��3�* ��� +�
 �- ��
 � >�- $��
Table 10. Results for studying the significant differences between people of various age groups 

Total squares Degree of 
freedom Mean square F Significant level 

Between groups 0.606 2 0.303 0.212 0.809
Within groups 254.841 178 1.432
Total 255.447 180

T!�U����� �� �� O&�< #�" ���* �R�:� ��)� ��$
- =��3�* =R�M6� �- ��
 � >�- $��
Table 11. Results for studying the significant differences between people with various educational degrees 

Total squares Degree of 
freedom Mean Square F Significant level 

Between groups 2.595 2 1.297 0.913 0.403

Within groups 252.853 178 1.421

Total 255.447 180
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