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0 10 

1.1 lntrodu tion 

'" r th Ja t s ' activities ha t nd d to cr s int mali nal 

fn.:quently. E en firms with no intemati nal op rati ns are ·p riencing 

th imp t of gl bali ation on man markets and indu trie . ince thi trend i e pe t d 

to c ntinu . mor organisations will ha e to consider globalt ue in th future in th 

c ur e of th ir trategic management process s. Before managers can detcnnin hov 

thetr management proces can most effecti el accommodate int mational is u th y 

mu t fully aware of critical ariables that affect their organisation . 

anag r fac p tent mix of opportunities and cball nges. Th un ven, but steady 

tr nd l \ rd greater economic integration within the glo e, and accelerating trade d 

inve tment no,. s both betw en the developing world and the rest of thew rid ffi r 

ntr pren ur and managers great opportunities for ne' markets fruitful partner hips 

and u tain d growth. Ho e er gaining access to markets demand lmpr d 

ntcrpris perfom1anc in a numb r ofk y areas. 

Bu in es face the challenges arising from globalisation and are forced to find way 

and m an of r onding to the ynamic changes in the environment or risk co !lap ing 

alit g ther. anagement is perha the key ariable among the many that lnflu nc 

ent rpri e comp titiven ss. It i management that is r sponsible for creating 

c mp titi en through tJ1 a ility to produce e er-higher quality at lo\ er cost. 



The ccntr I role qualit} is not ne\\, having com part ofth , . abulary fbusine 

incc th ph n m nal e port success of Japan e and th r ian manufacturers in the 

197 an I 1 . 

1m1 must b able t deliver high quality go ds, nd rvice n time and in th rr ct 

quantities all t c mpetiti e price . oreo er, finn and their t ff ar [; ced a never 

efi r " ith range of international standard , ' hich are 111 rea mgly required for 

ccc international and regional markets. and are n ' d mand d. b a gr v ing 

num er of large dome tic uy r . including go ernments. F remo t am ng the ar 

management s tems tandard related to quality and the en ironment. thcr standards 

related to labor, health and safety are also projected to gro" in importance. nterprise 

competiti cness - so critical to the success of market sy terns in now requir gr atly 

tmpr d perfi nnance in critical areas such as product and s rvice quality, co ts, and 

deli cry time -plus conformity to management sy tem standard such as the 1 

quality and I 140 en ironmental series. 

It i aid th t international standards offer local firms practical solution t pr Jem 

arising fr m globalisation and liberalization (Lai 1996). They can b u ed as trategic 

tool to achie e competiti enc Lai, 1996 . 

tand rd 1 a d cument ppro ed by a recognized b dy, ,. hich recommend 

, ·oluntary rule and gutdcline c nceming the characteristics of product , pr or 

methods. tandard promote trade and commerce by transmitting information in a 

consistent ' a and permitting comparison of products and ervices. Moreover, 

standards allow for ec nomic of scale, promote the efficient use of part • nd 

components in pr duction, fa iii tate th diffusion of technology and can pr m t 

product quality and s fety and en ironmental cleanliness. Ln contrast technical 
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rcgulati n ar tandard , \ hi h are pre crib d by r gulat ry authoritic nd for \ ·hich 

c mpli n c 1 mandatory. nformity as es ment pr ccdures in Jude a broad rang of 

ctivlll uch as in pection, testing certification quality and n ironm ntal 

management t m registration and are used to det rmine that the r levant 

r uiremcnts in tandard and technical regulations are fulfiUcd. It is u les to comply 

with a st ndard if the costs of demonstrating compliance to buyers are prohibiti e 

it on 2 2. 

an} t ndard ar o tensibly oluntary and are dri en by forces in the mark l. ailure 

to comply may hurt one in the market place but on the other hand the tandard ar not 

expecte to act non-tariff barriers to trade. e era! trends can be n ted whi h ha e a 

significant implication on de eloping countries Like Kenya. 

he standard rcprcs nt a r servoir of technological know how and of product, 

perf~ nnance, quality, safety and en ironmental specifications. The standards ar 

backed by internati nal consensus .It is further noted t11at adoption of the c standards 

may re ult in trat gic benefits. They allow for economic of cale promote the 

efficient us of parts and c mpon nts in production, facilitate the diffusion f 

technology, and can promote product and service quality. They contribute to afety and 

en ironm ntal cl anline s .. 

Tb ugh said to be oluntary standards in real sense are now turning t b rnandat ry a 

finn are no.. finding it incrca ingly difficult to trade without them. These landards 

include r 0 uality management standard, I 0 140 nvironmental 

management standard and f 0 l l occupational health and safety tandard . 



rap1dl) changing e anomie environm nt chara t ns d by phen mena su h a 

'1 ali alton and d regulation of markets changing cu tom r and inv t r d mands 

and ever-incre· ing pr duct - market competition has b ome the nann or m t 

rganisati n . T compete th y must continuously impro e their p rfonnance by 

r ducmg co t, innovating products and impro ing quality. pr ducti it and pe d t 

market. Finn must perfonn abo e average in order to have a competiti n advanta e 

ver th ir competitors. 

im1s an opt for any of the three generic strategies outlined by Michael p rtcr. The 

include ifferentiation ost Leadership and Focus to achieve this 

perfom1aJ1ce Porter 1985 . Each strategy in olves a fundamentally different route to 

competiti e d antage, combining a choice on the type of competitive ad antag 

sought wiU1 the scope of stcategic target in v hich competitive ad antage is to b 

achie ed. o t leadership as a strategy, targets low-cost production differentiation on 

the other hand aim t uniquely identify the firm along some dimension that is valued 

hy cu t mer . F cu narro\i s the choice to a par6cular scope witl1in an indu try. 

vailable literature sugge ts that open trade rewards those \i ho produce the 

pro uct ' ith th be t designs at the best price. Further those v ishing to produce at 

the e tandard mu t foliO\: sound quality management practices. u tainable 

ifferentiation can e obtain d from adopting and performing a range of acli itie 

uniquely impacting lhos that purchase the product or service {Abassi 199 ). 

4 



tari and quota arrier to tra tn agricultural [! d and manufactured pr duct 

c nunuc t d lme. in reasing public de ate IS taking place re arding th tmp t f 

pr uct nd pro tandards. tandards are a plied to mitigate agam l health, afity 

nd nvir nmcnt J risks t pr em dec ptive practi e and to reduce tran a ti n c t . 

In pra tice hO\\ev r standards can b trategtc lly t cnhanc c mpetiuv 

p iti n in indi,idual firms. They can raise or 10\ er the econ mic fficicncy. pr m tc 

or bl ck c mpetition. facilitate or constrain international trade. 

The int mational rganisation for tandardisation (I ) i sued impro ed rsion of 

it cries of models for quaJity management ystem in 1 4. h sc ha e 

incc be n r i d in the year 20 .The standards co er key areas of quality p licy 

managem nt, leadership, market research, product and process design am ng oth r 

areas. M ny ompanics ha e widely and universally accepted the tandards. h 

uccc s f the r 0 900 family of tandards is still grov ing and the number f 

ountries her I 0 9 ts etng implemented has increased. p t th end f 

e m r 2 . at least 4 8 6 I 1 0 9 certificates had been a arded in I 8 

c untri w rld\\ ide. Thi is an increase of 64 988 I 0 9 0 certificates, o er the end 

f eccmbcr 1 • \1 hen the total stood at 343 643 for 15 countries. I 

ignilicant num er of companies in Kenya ba e adopted these standard and ha e 

d for compliance. uality systems assessment committee, 1999 Kenya i 

significantly head in the r gion in this respect 0 ino, 20 1 ). H we r 

implementation of th e tandards comes aJong with underlying chaJlenge for 

companies adopting th m. 

5 



rdmg t Lai 

tmplcmenting 

, a urve d ne to bli h th b n fit a tatcd with 

quality y t m r vealed th tandard t trcm nd u 

mp ttti\ dvantagc. n the other han it is argu d that th tandan.l have n 

d lop d in an ar itrary manner and further the, have n imp cd n th d vel 1 mg 

nati n Bi'' tt. 1999 . 

ubt nd mi onceptions p ist about th e stand rd . Th Uf\ ys that ha\ b n 

rri d ut ha c not co ered firms op rating in Kenya wh h e een regist red. he 

't '' isting about the strategic benefits and the arri r t the b nefit did n t 

in lud th s of Kenyan fim1s. Whether Ken an firms shar th c i w r n t i a 

qu tion t b nsw re . Fur!her it is not clear whether the registered firms fa e any 

ch 11 ng relating to maintaining their registration. 

1.2 tatem nt of the Problem 

a kgr und iuformation and a ailable literature suggest that strategi ad antag 

ari ing from the u e f I 9 quality s stem standards as a strat gic t I to o lain 

titi\·e ad\ antage may c influenced by factors arising from being I ated in 

de el ping country beside their being a fairly recent introduction to the Kenyan cen 

h K n an market h been opened up to global cornp tition brought ut b 

lib raliL tton f the Kenyan economy. Quite a izeable numb r of firms ha e ad pt d 

and n r gi tcrcd ha ing c mplied with these standards. 

Uf\ arried out in th west like the Mobil oil survey in 1993 r ported that adopting 

th tandards have I d to c rtam strategic advantages howe er the registered firm 
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ha' e cnc unter d certain challeng that rna have impacted on th d ir d mp titivc 

d ant ge ought after. 

In the r ti al literature there is a growing consensu that stamlard can u d t 

enh nc their mpetitiveness. Howe er despite this consensus it can not c ncluded 

that this is the ase in Kenya considering it' le el of devel ment and econ m1 

challenge . Much of the available literature on the su ~ ct i publi bed from <.level p d 

countri p cificaJJy western Europe and rorthem merica. A study carried ut in 

anada imed at reviewing the impact of ISO 9000 on competiti eness r vealcd that 

most registered organisations recorded external and int mal benefits. Furth r, th 

surYey re ealcd a significant majority of firms felt that U1e standards make them belt r 

competitors. Whil I 0 9000 system standards ha e been widely ace pt d around the 

w rid, they' e' also come ith their share of criticism as rec rded in the summary f, 

m.nag ment tem so far a study of Canada s e perience ith the tandards 

commi i ned b the tandards council of anada. From the survey it was rep rted that 

impl mcnting and registering to the standard is too time consuming and costly, and 

they pr i e no real enefit to users their clients or the public. imilarly, a reviev f 

the de elopment of the standards in Palestine, Abbasi M. (199 ), reported orne 

mi und rst nding and misinterpretation ' hich tended to confuse those s eking to 

ad pt the tandard. 

aila Je liter ture contains information on research done in Europ and orth 

mcrica and has limited information on Kenya and sutTounding countries There is need 

for infl rrnatJon n the tent to \: hich Kenyan ertified firms have been abl to gain 

competiti e advantage after adopting the ISO 9000 standard as strategic tool. urther it 
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i n l a guarant e that finn ' ill maintain th ir registration after achi ving it 

urvey - . Therefore, ther i a need to stablish' h tare the is ues facing certified 

flrrns in Kenya. 

1.3 Objective of the tud 

Th objecti es of the study ere to 

t. Establish the perceived trategic benefits arising from registration against l 0 

9 by fim1s in Kenya. 

u. Identify the challenges faced by these firms with regards to maintaining their 

registration. 

1.4 The ignificance of the study 

The significance of the study was to establish the benefits that result fi·om the strategic 

use of standards by Kenya Firms. The study also was to establish what are the factors 

that may lead to firms not retaining their registration. The tudy is useful to the 

usines community as it pro ides information on the nature of strategic benefits 

achieved by adopting this standard. The study ill re eal the nature of the issues facing 

the industry with regards to adoption and implementation of the standard. The findings 

can pro i e a framework for drm ing up support legislation and suitable environment 

for the business sector. Registration bodies will benefit from this study due as they 

directly participate in the certification process. And it is in heir interest if more ·firms 

adopt this standard. 

8 



The int mational organi ation fi r t ndardization i r p nsibl for th rc\ i i n f tht 

tandard e ry fi years. F d ack from th1s surv y an fonn part of th input ft r the 

r vie\\ . I Q __ 

he Or ani ation of the tud 

This tudy has been organis d under fi e chapters. hapter one contain the 

introduction of the study. statement of the problem objecti e of the study and it 

significance. hapt r t\ o contains the literature re iew. hapter three di cusses the 

re earch methodology " hile chapter four contains the analysis finding and the 

discussions. The final hapter is made up of the summary and conclusions of the tudy. 
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H p R ~ 0 - I 

2.1 Introduction 

ompetitiven at the core of th succc or fai lur f fim1 . mpetiti n 

d tennin th appropriaten of finn's acti iti s that can c ntri ute t ir 

rfi nnance . uch a inno ations a coh si e cultur or good impl mcntati n. 

omp titi e trategy is the arch for a favoura le competiti e po iti n 111 an 

indu try. Porter .19 5 

trategy ha b en defined by Jan1es Brian Quinn as th pattem or plan that integr tes an 

organisation's major goals policies, and action of sequence into cohesi e whole. He 

go s further to suggest that strategy helps a fum to all ate it's resources t capil lize 

n its relati e trengths and mitigat its possible \i eaknesses to e plait projected hi fi 

in the en ironment and to counter possible actions of competitors. 

er the last se era! years business activities have tend d to cro s international borders 

mor fr qu ntly. E en fim1 with no international operations are experiencing the 

impact of globali ation. This is c pected to continue necessitating the need to revi w 

the strat gi s th y adopt. 

h choice of trat gy can impro e or erode the position of a firm " ithin an indu try. 

omp titi strat gy not only responds to the en ironment but also attempt to shap 

the en ir nmenl. 

fim1 s c mpetitivene is the egree to v hich it can, under free and fair market 

nditi n pr duce go d and services that m et the level of int mationals markets 

\! hilc imultanc u ly expan ing th incomes of its citizens. ompetiti eness might 

tmply e viewed a th sustain d ability to find domestic or foreign buyers for ones 



g d and 1"\ i c t profitable prices in a comp tit1ve n 1r nmenl. ll i a dynam1 

atlri ute f fim1 rather than one that is static in time and pac . ( P rter. 1 5) 

me of the main arguments concerning globalisation and Kenyan's p iti n' ithin th 

glo 1 market include· manufacturing in Kenya lack inl rnational 

p J"\' 1\ role f infonnation technology thafs is re haping entire industn and th 

demand t a pt and implement international standards. 

Vari u studies ha e been carried to examine the impact of changes on the en ironment 

and om of the strategies that various firms have adopted in Kenya in resp nse to these 

hang . 

tudics y B' i o Bett (1 995) Shimba 1993 shade more light n the 

tmbulence resulting from liberalization and the need for strategic responses which 

' ould guarantee survival of profit and non-profit organisations. 

Kombo 1 97) argued that the changed en ironment due to liberali ati n and 

glo a lis ti n ~ reed industries to re-look at their operations. osa (I 92 inve tigatcd 

a pects of tratcgy fonnulation and implementation with large pri ate manufacturing 

c mpanie and o erved among other conclusions that en ironmental turbulence tend d 

t po e challenges to management. Chune (199 ) studied changes in bu ine 

environrn nt in Kenya and ho\i they influenced food companies and obsenred that a 

changing bu lness en ironment is likely to be the norm in the business orld and 

therefore mu t anticipate influence of the e ' temal en ironment. imilar studies ' ere 

canicd by ekah 199 and Karemu 19 3 . 
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\'et") firm i a coli ction of acti •in th t r p rfom1cd t d i n . pr du c . market 

d liH:r and upp rt its product. II this acti viti ha\ e b en repre cnt d u ing a 'alue 

chain. Th firm· value chain and the ' ay it perfom1 indi"idual acti itie i rcfl cti n 

fits hi tory and it strategy Differ nces in competitor value chain are a key ourc f 

c mp titive advantage. The alue chain acti' itie can e categorised t L\ o type f 

activitie ; Primary and upport acti ities. Within this cat gory there are thre a ti it 

that play a major rol in competiti e ad antage: Dir ct. indirect and quality as ur nee. 

irect acti ities are those that directly result in alue creation. Indirect acti ities 

f: cilitate achie ing direct acti ities. Quality assurance ensures the quality of all the 

acti ities 

The uality mo emcnl. Spearheaded by management thinkers like the late W. Edward 

eming h s had an important impact on the way organisations perform strategic 

management. he contemporary understanding of quality has ad anced far beyond the 

earlier reliance of post-production procedures (called quality control to ' ecd out 

produ tion mistakes. Quality has come to mean an organjsation \ ide commitment to 

enhance the alue of a product or service at e ery stage of bringing it to the market 

fr m percei ed cu tamer need to post customer service. (Mintzberg 1992 

h Ia t d ad ha ceo a surge in the focus on standards and quality i sues by firms 

in the v orld and promises to continu in the years ahead. Thus we see statem nts such 

as " uality is most important strategic issue facing management in the 19 O's 

rtuna 1 9 ) and ad ertising lines that mphasize a firm s focus on meeting customer 

requirements through the adoption of international standards. The increased emphasis 

faced by many firms can be attributed to increased competition. If increased 

12 



c m titi n i the pnmary basis for r n '"' d fo us n standards it i important 

und tand ''hat r l the standar s play as a str tegic to I. 

Differ ntiotion i one f way competiti e advantage can be achic ed. firm may 

diffi r ntiatc it elf from it' competitors if it can be unique at omething that is aluable 

or adds alue to it consumer or buyer. The u e of standards as a differentiation tool has 

been n ted t b 

standard i the 1 

p tential source of competitive ad antagc (Lai, I 96). ne such 

9 quality management standard .It bas been found to have th 

large t impact of any ingle standard and so far in the world.(Willingmyre,2 I .They 

ha e impacted tr ngly on industry and service operations throughout urope. 

An entcrpri c an remam in business and make profits over th long tenn only by 

satisfylng the ne ds for its ustomers. It is generally assumed customer peci!i ations 

are contain d in the orders th y place and as long as this requirement is m t the 

customer will be satisfied. The process is more complex argues Lai as implied needs 

may not e included in the order. Additional steps to ensure all known and implied 

customer need are identified and incorporated in the value chain need to be taken. 

Quality av arcnes must begin \: hen the customer requirements have been identified. 

This consciou effort mu t continue through the alue chain if the firm is vcntually 

me t the customer need . I 0 9 as tool can be used to manage the proces I ading 

to competiti\ e advantages for the finn. It cau be used to manage marketing nd 

marketing , research pr duct design and development ; purchasing· pr duction or 

provision of ervi cs · erification· packaging and storage · sales ; installation and 

commissioning technical assistance and ser icing. Since the concept of quality sy tern 

is comparati ely new . th re is con fusion between product quality standard and quality 

13 



• t m tandard. Pr du t quality tandard r fi r to th f 

th pr duct which mu t achi d or m t. u lily y tern standard defin s th 

method of mana ,ing u lily in a finn. A quality y t m helps th finn to plan and 

c n i tentl
4 

chte\'e pr duct qualit as well as und r land the cu tomers r quir ments. 

2.2 I 0 000 Qu li anagement tandard 

Intemational tand rd have b en used. as a too l for Kenyan firms to respond t U1c 

ch nges in tbe bu ines en ironment. One of the mor popular standard is the I 0 9 0 

qu lity rnanagem nt system tandard. The I 0 9 int mationaJ standard for qualit 

management and quality a urance ha e been adopted by o er countries and ar 

being implemented by thou ands f companies in both pri at and pri ate sectors. I 0 

9 is one serie among rn r than 9, 00 international tandards publi shed by the 

international organi ation for standardization (I 0 ) since it started its operation in 

1 47.1 de elops tandards in all fields. The standards are Market dri en. Th y are 

de el ped b international con en u among e perts dra\! n from the industriaL 

t clmical or bu ine s s ctor whi h ha e express d the n d [I r a particular standard. 

R gulatory odie , go emment and academia and c nsumer gr ups may join them. 

]though they are voluntary the fa t that tbey are de eloped in re ponse to mark t 

demands and are based on consen us among interested parti s, nsure ' ide pread use 

the land rd. 

and I 0 14 are knO\ n as generic management y terns standards. This 

mean the can be applied to an rganisation large or small,' hatever it's product. 
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1anagcmcnt ) tern reii r to what an organ1s tion d m.nagc t its 1 r cc e or 

a ti,Jtic . In mall organisations the systems may be less c m lc, and may n t require 

pr cedures nd ther fl rms of d cumentation unlike ther large c mpanie . Th main 

aim f the y terns is to ensure that time· money and other re ourc ar utilized 

efficiently. Manag ment systems standards. They pro ide a fram rk r a m del by 

v hich companic can set up an operating management system. inn, v hich models 

again t this standard, are said to conform to these standar . Lai, I 6) 

nfonnity to the e tandard is carried out by registration b dies, which are r fcrrcd to 

as registra . Registration is the process ofrecording details oforgani ations of as css d 

capabilit , which have satisfied prescribed standards. It means to be regist red with a 

c rtificati n body. It is the proc dure by hich a body indicates relevant haracteristics 

of a pr duct, pr cess or service or particulars of a body or persons in an apt r priate 

publicly a ila lc li t. ertification is another word used for regi lration 1 

9 :2 

An enterprise can remain in bu iness and make profits o er the long term nly 

satisfying the needs f its customers. It is generally asswned that the pr duct 

specification customers pro ide \ hen placing orders cover aiJ their requirement . ft i 

also as umc that if the e requirements are met during producti n and rifi d 

in pection, full cu tomer atisfaction -. ill result (Lai 1996). 

Literatur by variou writers outline that there are benefits associated with adopting and 

implementing tandards. The I 0 90 0 series has been applied by many compani s 

globally and has pro a ly reduced \ aste rejected production and improved U1e pric 

quality profit of the company. 
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land rdi ti n had an has continued to ha\ e a maj r tmp ton com titi 

tandard ' re fir t published in 19 by l ha\ m pnmg out f th arli r 

'K l 1dard B 575 of 19 4.For more than 20 years qu Lity control a practi d 

fr m textbook and ex-periences reported injournals ould. R. 1 

In the I s and 197 , 1 apan b came a serious challenge for lhe global markets du l 

its emphasis on high quality and 10\ cost products. • ade in Japan" was a h u ehold 

lab J and ynonymous ' ith quality. hartly thereafter the Briti h published B 575 

n oura::.e British producers to meet this standard and sell their product under th 

new standard. uld, R. 1998 

Thereafl r, it was re is d to be an in ternational standard. lt is aid the impact f th 

standards n the g lobal trade an be reflected in the rise in the number of cet1ificat s 

i sued t complying ompanies, Standing at a figure of a quarter million in 1 98 ith 

uld R. I 9 ). 

2.3 I 0 000- the Ken an conte t. 

Th r is comparativ I littl information a ailable m the general standardi ati n 

quality relati n hip field in Kenya. In keeping with the international usiness 

en ir nment and the old measures taken by the Kenya go emment on the 

li eraliz ti n f the con my Kenya through the Kenya bureau of standards adopted 

the I 0 9 quality management standards Rotich 1996 . 



Th ualit) y tern ccreditation committee is the nation I ccredit tion c mmille for 

quality tem n ssor • consultants and trainers at th indi idual and c l1 rate 

le cl and administer the national scheme for registration f quality ystems asses ors, 

c n ultant and Trainers. The objective of the committee is to pr mote quality system 

certifi ation a tiviti s countrywide by ensuring orderliness. fair play pr fessi nalism 

and a countabilit. in the provision of requisite ervice . The quality y tern 

accreditation ommittee is responsible for maintaining a national regi ter for all 

certifie finns. qualified assessors and registrar bodies. our registrar ha b en li ted 

to undertake ceni fication acti ities. These include. G Kenya Ltd. Llo ds Register, 

Bureau Veritas K) and Kenya Bureau of tandards. 

t the close f 2 0 I close to 100 firms were on record hav ing complied and be n 

certified against the I cries of standards. (See appendix I ) 

Survey s carried out by T 0 every year reveal many companies have ad pted l 

9 hich they ha e found to be an effective tool that can mak a real c ntribution to 

unpro ing a c mpan 's practices, performance and bottom line. 

The current pattern of demand for J 0 90 0 in Kenya is not documented. Ther 

remains a lack f knov.ledge and infonnation despite a sudden d mand for th m ov r 

the last 5 year uality system a essment committee. 1999) 

In Kenya, the interest in I 0 9 is on the crest of a wa e. The high le el f respect 

for the srandard is demonstrated by the considerable publicity gi en in the new papers 

each time a company a hieves J 0 9000.They have become the subject of numerous 

articles and pllb lications. thriving consulting industry has sprang up. ompanies 
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pr laim their r gi tratton on c nification n anne . nc" r lea and 

ach ni emcnt II ation, 2 

Th curr nt tr ng int re t in I in Kenya has c m a out a r suit of everal 

Fa tors a r p rt d in intervie'.: s -.: ith the management of anous 

c mpanie . " It ' a a de ire t impro e the quality f service ur cu tom r ·, Ed 

Blagden, en ral Manager Tibbet Britten ation. 2 I) or u barao Paniraj 

G neral manager oastal bottler 'it ' as to create responsibility at each le el of the 

organi ation ther by 1 acting to accountability team \! rk and fficiency, (Daily 

.. ation, 2 1 ). Ken a Bi ·a, e ·porters of food colouring \ ere re uired y their 

international lients to implement the standards if they ' ere t continue to OJ the 

continual acce t the international market" Raju (Daily ation 2 I . 

Although the tandard are oluntary in terest in them appears to e dri n · y market 

for es and firms arc waking u to th fact that their urvi al in a comp titi e market 

place is by no mean man tory. In K nya today purchasers of ervice and pr ducts 

e en the comm n on urn r • n longer base their decisions to pur ha y I king at 

the quality and the end pr ducts. ore are looking beyond to a guarantee that suppliers 

ha e systems to en ur con i tency in meeting their e ·pectations. h standards 

pro ide a rn del for achic ing u tamers' requirements. 

2.4 ritici m levelled against ISO 9000. 

Available Literature reveals that there have been a number of persistent criticisms of 

I 90 som real' hile ther are perceived The standards ha e been criticiz d from 

a number of perspecti e . 



Th c t o impl m ntarion and registration has been it d a ncem. 

J hn \ il n f the World Trade organisations qu tang a ciOJltc 

manag ment nsultancy I 93 r port sited U1at the c st f rcgistrati n t l r r 

firm operating in orth nerica averages 245, 00 p r firm including th c 

audits by c rtificnti n bodies. This is prohi itive especiall if the a ciate b n fit are 

n l r altse -.: ithin a pre-determined period. 

Firms ha b en c mpelled to adopt iliese standards. Finn hostile to any fi rm of 

regulation igncd up for J 0 0 in the fal e belief that it ' ould be a suitabl 

re lacement. hey igned up reluctantly because they felt it was market imperati c. 

Jt ha een argued that they do not guarantee Quality and they do not have any stated 

pro uct quality target.(Lai 1996 . On the other hand registration finns w re perceived 

to epro fitc ring hilethecostofcostofregistration is rohjbiti e. 

tandards ha al o been seen as barriers to trade. nless one implement these 

standard ace t certain markets is restricted. 

1 



p R THREE-RE D 0 

3.1 Population 

Thi tudy's 1 pulation is defined as those companies that ha c been c rtifi d again t 

uality management system in Kenya and " ho e registration o.: a current 

and registered with the Quality systems assessment committee. The numb r f firms in 

Kenya that met thi criterion is 0. 

3.2 ampling 

Th su1 y method was us d in this study. A random ample of 30 wa selected 

randomly. Jn detennination of the sample size, the study adopted the approa h 

suggested by ixon and Leach 1984 . They proposed that adequacy and re ourcc 

considerati n hould d termine the sample size .By adequacy they meant that the 

sample should be big enough to enable reasonable estimates of ariables obtained to b 

a le to capture ariability of responses and facilitate quantitative comparabl analysis. 

aniel and Terrel 1975 stated that as a rule of thumb the sample size of 3 r more 1 

adequate t [i rm a r pres ntative sample Due to the time and co t limitations only 

companies located in airo i and it en irons were studied. Most of the certified firms 

are I cated in air bi and ample t ken formed a good representati e ample. 

Th firms met the fi llo\ving criteria. 

t. he registration was currenl and had not expired 

11. heir registration as not more than 6 months old. 
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Data II ti n 

Data \ c llecl d u ing emi - tructured que 11 nnau~ ervctl on re p nden 

thr ugh dr and pick methods. The c ercise obtained d tail d infl nnati n m luding 

oth r supplcm nl ry infl nnation by probing the re p ndcnt and Is ga the 

respondent a hancc gi e any other infonnation th y on idered rete ant . ee 

appendi 111 The target f the study ' as the 0 's of the finn or th ir appoint d 

managem nt r pr ntati e . The management representati es re resp nsi I for the 

implementation and m intenance of the standards as required y the standard. 

The meth d wa cho en cause of the time and cost .The que tionnaire " as divid d 

into three part . 

Part 1 

Part ll 

Part ill 

ompany infonnation .The Overall picture f lh c mpany in tenns of 

ownership, numb r of employees, details of their r gislrar and scope of 

r gi trati n. 

uestions relating to reasons for seeking registration. b ncfits enjoyed 

and the chall nges and disad antages of facing regi tered finn . 

Resp ndent " ere gi en a chance to air their ie' on I 

and ho' industry can be motivated to accept them. 

certification 

The questions format used as both close ended and open-ended. The pen-ended 

questions allowed the respondent to respond in their O\! n way fre ly and 

spontaneously. lo e-end d questions allowed the respondent to select the possible 

ans" er that' as fitting to their circumstances" ith regards the question. 
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3. Oat anal i . 

Data anal i \\ c nduct d using tatistical Packag for o ial c1cnces 

Editing of data w, undertaken fore data anaJy i and for pr ceeding t tabulation 

o as to; 

heck if qu tionn ires had een completed c rre lly. 

ode th r sp n 

The in estigati n -.: ·a composed of descripti e statistics. to establish what were the 

K y challenge , re ons for seeking registration, main benefits. and altitude naly is 

was done to det rmin if relationships existed beh een the a \e factors an the size, 

location and indu try ' hi h the fim1s belong to. Tllis was done u ing chi square test 

for relation hips. This st tistic is used to text the hypothesis of no association and is 

more likely to find significance to the extent that the relationship is strong. Agresti 

1996) 
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4.1 

• . 

r na tion Profil and R pon 

D 

r t . 

Thi ctt n un at utlining the profil ofth surve cd mpam , lhu putting into 

conte l th c mpanic 'ne ds and expectations as w 11 a th ir aluation and 

opinions. h p pulati n f study" a 30 companie in the manufacturing and service 

indu try. II th firm that ' ere gi n questionnaire rc p nded. the re p nse rate 

~ as I %. his can e attributed to the fact that thi is a pioneer urv yin thi ar a 

leading to a general int re t to rc ond . The use of are earch assi tant t foliO\\ up 

questionnaire a conlri utin::. factor. 

4.2 Pro til of re pond nt . 

The r spondent who ' ere re ponsible for filling lh que tionnaircs ha e eculi e 

responsibility and are kno lcdgeable in the area. The table el w how the 

re ond nts occupational titl s and the frequency of the title oflhe pers n U1at filled the 

questionnaires. The r p ndcnl in title include: Qualil stem udit r, tratcgic 

Development an g r, uality I Technical erv1ces anager ncr I Manager, 

Director. General tanager Pr duction, Technical Manager 'v1 , uality ngine r, 

enior Engineer, Hou uality ssistant, I 0 cienti , C - rdinat r, uality 

s urance anagmg ir ct r. Business Uni t Manager, Project M n ger, 

Administrator. 

This list is summari d in able I: Profile of Respondent . 



bl I: Pr fil of Re pond nt 

PROFILE OF RESPONDENTS FREQUENCIES RESPONSE(%) 

Quality System Auditor 1 3.33% 

Strategic Development Manager 1 3.33% 

Quality IT echnical Services Manager 6 23.33% 

General Manager 2 6.67% 

Director 2 6.67% 

General Manager- Production. 1 3.33% 

IT echnical Manager I QMS 7 23.33% 

Quality Engineer 1 3.33% 

Senior Engineer 1 3.33% 

House Quality Assistant 1 3.33% 

ISO Scientist 1 3.33% 

Co-coordinator, Quaiity Assurance. 1 3.33% 

Managing Director 1 3.33% 

Business Unit Manager 1 3.33% 

Project Manager. 1 3.33% 

Administrator 1 3.33% 

Total 30 100.00% 

Sourc :Sur e y Data. 

4.3 Own r hip. 

0\l nership of the firms that er s tudied ere ei ther Local Foreign or J intly \ ned. 

Majority of th re pond nts ' re locally owned. There '\: ere 46.7% I cally wned 

firms compared to 6.7% foreign owned and 16.7% Jointly owned. 
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ab l 2: ' n r hip 

OWNERSHIP FREQUENCY RESPONSE(%) 

Local 14 46.70% 

Foreign 11 36.60% 

Joint 5 16.70% 

Total 30 100.00% 

Sourc : Sune · Data. 

.4 cation. 

9 °'o f the firm \ er located in airobi whi le the remaining I % \ er in thi Ri r 

to\ n ju t ab ut 25 Kilometres on the emirons of airobi. An analysi t c t bli h 

'' h th r I cati n of the organisation influenced the decision to implement 1 90 0 

''a carri d out. 

Tabl : ocation. 

LOCATION FREQUENCY RESPONSE.(%) 

Nairobi 27 90.00% 

Athi River 3 10.00% 

Total 30 100.00% 

Source: Surve Data. 

4.4. J ation V R a ·on for e kin regi tration to J 0 9 0. 

anal is t e tabli h if th re existed a relationship between the location of the fi1m 

an rea on [i r s king regi tration was done u ing hi quare analysis. he fim1s 

urveycd ' cr I ated in t o ar as. ajority were situated in airobi 9 % and l % 

in the environs f airobi. h t t for relationsh.ip b n een the location and the reason 
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\\h.' firm ught registr tion to I brought th fi llo~ ing r ults u ing a t\ o-

tai led chi- uarc. lpha ' a . 50 

Tabl ..J: R a n ~ r R i tration. 

Q 

Customer Pre sure 

Promotional To I 

ontrol 

erv1ce 

urvey Data. 

Then: o-tail d chi- quare test of relationship show that a ll the factors gi en in the table 

abo e including customer pressure and improved customer service show that the chi­

square factor i greater than alpha for all the firms. Therefore this means that the reason 

why firms regist r to I i not dependent on the location fthe company. 

..J.4.2 ation B nefit f Jmpl mentino I 0 

The findings for th te t of relati n hip between location and the cnefit of a' areness 

using a n: o-tailed chi- quare te l arne up with the folio-. ing findings. 
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ari n B nefi of Imp I men tin 

5 

lmpro ed Management Practice 5 

lmpro ed Product or ervice Quality 5 

5 

5 

perception of firm impro ed 5 

Increas d Demand for products or service 5 

Increased market hare 5 

ccess to exp rt markets 5 

5 

Source: urvey Data. 

ll the ab e enefi ts have their ch i-square greater than .05 alpha. h refi re the 

findings sh w that there is no dependence between maintaining I 

and the locati n r the c mpaoy. 

4.4.3 o ation halleoge of aiotaioing l re i trati o. 

registration 

n aoaly i to ta !ish if there \ a relationship between L cation and the challenges 

of maintaining the registration of l 0 9 was carried out. With the e •ception of 

hrinking f markets affecting company performance and lack of appreciation by 

Kenyan con umer , hich was found to be accepted by the companies sw yed as 

major challenge facing the companies, the other factors all proved to be f no 

consequence. he t" a-tail ed ch i-square factors for tbese challenges,. ere found to b 

greater lhan a lpha of . 5. The e are summarized in Table 6 below 
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r ab l cati n hall nge of Impl men tin I 90 . 

Unfair ompetition from non certified firms 

Lack of appr iation by Kenyan onswners 

0. 5 

Fr m the o c table it i the chi-square findings are greater than alpha of 0. 5. 

Therefore the finding show that challenges of maintaining I 0 90 and the I cation 

of the companies are n t dependent. 

4.5 umber of mployee . 

The number of mploye for the registered firms as als e tablished and 

relation hips et\ een the numb r and arious factors analysed 4 % of th firm b 

less than 1 

bet\1 een 2 

empl ce . 3.3o/c had between 100 and 20 employees. Thos with 

and 30 employees \ ere 16.7% of the respondents. 3.3% f the 

respondent had I to 4 employees and the same proportion also forth fim1s with 

401 to 6 empl yees. 
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NO OF EMPLOYEES FREQUENCY RESPONSE(%) 

Less than 100 12 40.00% 

100-200 10 33.40% 

201-300 5 16.70% 

301-400 1 3.30% 

401-500 1 3.30% 

501-600 1 3.30% 

Total 30 100.00% 

Source: Sur ev Data. 

4.5.1 umb r of mploy e V Reasons for eekin Regi' tration 

Th 1ze f th firm measw·ed by the number of employees was also te t d for 

relationship against the reasons why companies seek registration t l . The 

findings \i as that apart the fact that corporate directi e, etter manag ment c ntr I and 

impro ed cu t mer scrvi c being positi e as to hy companies regist r, th chi-square 

test for relati n hip was diffi rent. The test finding i that all th r a on gi en for 

registering to I ere not dependent on the size of the fim1 gi en by th numb r 

of emplo ee . ummary i given elo\1 . 
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a hi f mpl . Rea on f r Re · tering to I 

From lh e re ul it can be concluded that since the _ tailed chj-s uar figur for 

all the rea ns i greater than the alpha (0.5 then the reason for registering to l 

90 is n t dep ndent on the number of employees. 

4.5.2 umb r of Employees V Benefit oflmplementing I 0 900 . 

By Implementing 1 0 9 0 companies intent to benefit from certain fact r . The 

fact r hO\ ev r from our survey seem not to be forthcoming when measur against 

the numb r of employees a company bas. The test for relati nship using a t\l -tai l d 

chi- quare' ith an alpha factor of .05 sho\l s that these findings ar confirm d. The e 

fact r with th chi-square factors are summarized in the table elow. 



bl r. f mplo 

Increased Market hare 

port Market 

B n fit of Impl men tin I 9 

erv1ces 

-tailed 

HI- Q 

.634 

Source: 

From th a e table the findings are that since all U1e benelits of Impl m nting I 

90 ha e a factor greater alpha .05) then the conclusion is that the ben fits ar not 

depend nt n the umber of Employees. 

4 .. umb r. of mployee The haUeng of r 0 0 . 

TI1e chi-squru· te t to find out if there is a relationship etween the challenge of 

maintaining 1 registration and the number f employee came up ' ith lhe 

finding that e · ept for the challenge of supplier inconsi tency. all the other challenge 

'1: re not de ndent on the number of employees. These are summarized bel 
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10: umb r.of hallen of 1aintainin l 

l 0 90 0 PH 

M system failure 

arkets affecting company perfonnance 

Lack of appreciation by Kenyan onsumers 

From the chi- quare factors abo e all the challenges apart from the challenge of 

supplier inconsistency ha e a chi-square factor of greater than alpha factor of 0.05. That 

means that al l these challenges are not dependent on the number of employees. upplier 

inc nsi tency had a chi-square factor o£0.037. This is less than the alpha factor fO. 5 

and hence thi means that upplier inconsistency is dependent on the number of 

employces.Thi d es uggest that the staffing le el of employees doe impact on the 

uppU r consistency v hen it comes to delivery of goods or services .In tum this will 

impact on the ualit system which is includes supplier management as a critical factor. 

4. atur of Bu ine 

The nature o bu inc carried out by the firms was established and any relationship 

with other fact analysed . 5 .3% of the respondents \! ere in the Manufacturing 

industry v hile the oth r 4 .7%' ere in the ervice industry. 
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ab le 11: lndu try. 

INDUSTRY FREQUENCY RESPONSE(%) 

Manufacturing 16 53.30% 

Serv1ce 14 46.70% 

Total 30 100.00% 

Sourc : Sur · Oat a. 

4 . . 1 lndu tr. yp Rea on for eekin Re i tratioo to J 

It v as also important to measure the relationship between the industry the finn wa 

in olved in and the reasons why the company sought registration to r 0 9 0 . Th re 

wcr two industry divisions that were important. These were the service nd the 

Manufacturing industri . The measurement of relationship using two-tai led chi- quare 

came up with th tl llo ing results. 

abl 12: lndu try type R a on for Regi tration to 0 000. 

0.1 2 0. 5 

0.045 0.0 

0.13 0. 50 

Data. 

From th ab e ta le th reason why firms seek registration to [ 0 90 sho' that 

only Belt r management control benefit is dependent on the industry that the finn is 

invol ed in. hi is ecause it ha a chi-square factor of less than .045, which is less 
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th n a1 ha fa t r of .0 . The others have a chi- quare fact r of gr t r th n th alph 

lndu try Invoh ea in Benefi of Lmpl m ntin l 

The benefit of implementing [ 0 90 was mea ured for relation hip with th 

indu try that the company is invol ed. The findings that came up are summarized in a 

table b lo\ . The test for relationship was done using two-t il d chi-square with an 

al pha ofO. 5. 

Tabl 1 : lndu try involved in Benefits of Implementing I 0 9000. 

Greater Qualit 

Organizational Benefits 

lmpro ed Management Practi~e 

0.017 

0.236 

0.349 

Customers Perception ofFinn Improves 0.094 

Reduced omplaints 0.877 

Increased emand for Products or ervrces 0.784 

0.403 

0.7 8 

ompetitors 0.188 

Fr m the ta le a e the findjngs sbo\! that for all the benefits listed e ·cept Improved 

Product or crvice uality, the chi-square factor is greater than the alpha factor of0.05. 
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Th1 mean that aU tho benefits '\: ith chi- quar f: ct r gr ater than . 5 r n t 

d ·p nd nt on the industry the finn i invol ed in . 

The b nefit of impro ed product r service quality ha a chi- quar factor f . 17. 

v.hich is le than .05. That means the benefit is d pendent n the indu try th t th 

fim1 i in\'ol d in. 

~. . hall nge ofMaiotaioin r i tration . 

In maintaining 1 0 9000 se era! chall nges ere 1i und during the survey. he 

challenges were measur d for relationship against the indu try the firm is in to find out 

wh ther there is any depend nee. Th findings are gi en in a table elm . 

able 14: lndu try In olv d 

n umers 

Fr m the t le above the findings r that e ·cept for the challenge of urvcillance costs 

being high, the other challenges ha e a two-tailed chi- quar factor of greater than 

his means that th challenges listed abo e e cept fi r th urveillance 

cost ing high are not dep ndent on the industry that the compani arc m olved in. 
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urveillan e co t ar high ,a chi- quar factor of . 1- hich ts I s than th alpha f 

. 5. Therefore it means th t the surveillance costs b ing high is d pendent on th 

industry the firm is invol cd in . 

4.7 Product lar 

4.7.1 Type of Trade. 

- . % of the respondent \ re engaged in exp rt rr d . Th other 24.1% did not 

engage in xport trade. One respondent did not state the type of trade. 

a le 1 : Trade ype. 

TRADE TYPE FREQUENCY RESPONSE(%) 

Export 22 75.90% 

!Non-Export 7 24.10% 

Total 29 100.00% 

Source: Sur Oat a. 

4.1.2 ountri of xport 

The countrie , \\'hicb the respondents dealt v ith in trade, were aried. H v e er. 

m jori ty ofth firms e ported their products and services to astern African ountries. 

They accounted for 44% of there pons . 36% e ported to orne a region, % exported 

to ari us countries. %exported to African countries while 4% e p rted globally. The 

otherS did not tate where the exp rt . 
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abl 1 : D tinatioo of .·port . 

DESTINATION FREQUENCY RESPONSE(%} 
Eastern Africa 11 44.00% 
Comes a 9 36.00% 
Various Countries 2 8.00% 
Africa 2 8.00% 
Global 1 4.00% 
Total 25 100.00% 

S· urce: Surve· Oat a . 

. 8 I 0 9000 rtification. 

4.8.1 ear f rtifi ation. 

In response to th year the firms \ ere certified for I 0 9 , I .3% v er c rtified in 

1996 17.2% in 1 97, 6.9% i:11998, 24.1% in 1999 27.6% in 2 and 13. %were 

certified in 2 1. 

Table 17: ear of ertification for I 0 9000. 

YEAR OF CERTIFICATION FREQUENCY RESPONSE(%) 

1996 3 10.3% 

1997 5 17.2% 

1998 2 6.9% 

1999 7 24. 1% 

2000 8 27.6% 

2001 4 13.8% 

Source: Sur e y Data. 

4 .. 2 c pe of rtification. 

The scope of certification y the re pon ents aried. The majority of the r sp ndents' 

scope of certification wa in Ylanufacturing and this accounted for 50%. Within the 

ervices indu try, Paging services and contracting service had 6.7% hare each. 
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ument dcli\ery. transport printing rchit tur • nd de tgn, 

n truction and planning Handling, distribution • nd al of petr I um pr du t , 

mput r tr ining, Marketin0 and anufacturing of Pctr I um pr duct . imp rting n 

dt tri ution clearing and for. arding and saJes and service each of all the cc unt d 

the share. anufacturing firms form th majority f crti tied fim1 . 

~ •• 
0/o \\ hilc the ervices make 46.7%.The standard a p ars to ha e e n ad pt d 

r dil y th manufacturing sector. This can be attributed to the fa t the initial [I cu 

th tandar \ as the manufacturing firms (Lai, 1996 .Howe er service industri ha 

gan to accept th m and adopt them as they are generic management tools 

-t .3 R pondeo urrent Regi trar 

Thr c registrar emerged as the major players in the standard certification indu try. Jn 

the field leads with 73.7% of the share of respondents. Kenya Bur au f 

tandard (K ) follow it with 16.7% and BVQI with 10% 

=3 

ab l 1 ompanie urr nt R i trar. 

(%) 

22 73.3% 

KEB 5 16.7% 

B 3 10. % 

Total 

Data. 

4 .. 4 lmpl m ntation f J 

The rc p ndents' implementation of the standard was done within or v ith the 

assi tance f thcr . 56.7% of the respondents were assisted in the implementation b 



c ternal con ultant. 10% were assisted in the implem ntati n by their r gi trar and 

.3°'o u ed internal consultant either \i ithin the finn or from thetr parent company. 
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T bl 1 : lmpl m ntation i tant . 

10 

R gistrar 3 

Total 30 

y Data. 

4. Rea on for eking Regi tration to I 00. 

Ther are evcral r a on why the companies have ought registrati n t 9 

1 . % of th r pondents sought registration because of cu t mer pres ure. -3.3% 

because it i a pr motional tool I .7% due to corporat directi , and 7 .3% h ve cited 

better management contr I as a reason and 80% because of lmpr d ustomer 

ervice. The percentages reflected in the table are ba ed on the t tal rcsp ndcnts v ho 

re ponded to each sp cifi question di ided by the total rcsp ndents 

Table 20: R a on for eking re i tration to I 0 90 0. 

FREQ 

orporate Directi c 

4 13. % 

=30 
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4 .. 1 mpany nefit challeo and r a on ~ r kin~ I 

Te t f relati n hip b I\ en the factors abo e wa al p rfonn d. Thi w. don 

u ing th chi- qu r t t. The tc l brought the folio\ ing result . 

4 .. 2 R a on for Re i tration to I 0 90 mpan • ' n r hip. 

The reas mpanies seek registration to I 0 f cust mer pres ur 

in relati n l lh ompany ownership. th findings 

'"'11ership th l i Joe I, fi retgn or joined did not agree with that fact. The chi- quare 

t t rfonn d '" ith alpha of . 5 confirmed that. Th ame c nfim1 ti n of the 

rejection of lh rei lion hip ' as also found in th following factor summariz d b low. 

Table 21: v o-tail d hi- quar T t to ompan 

Regi trati n. 

ustomer Pres ur 

orporate Directive. 

lmpro 

wn r hip R a n for 

ata. 

For the factors, better management c ntrol and impro ed customer service, d pite th 

fact that c mpany O\i ncr hip whether local foreign or joint the rea n ' hy they 

registered t I the hi-square lest findings how that th e fact rs are not 

dependent on c mpany " ner hip. fl is because these factors ha e be n found out to b 

existent. These fa t rs' chi- uare factor \! ere greater than the lpha of. 5 and that 

means there is n dependence. 
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.1 Ben fit of implementing I 0 0 0. 

In Implementing I 0 9 , th fim1s ha e cited s rat nefits. Th b n fit th 

ha c deri ed ary in d gre of imp rtance from To a large c tent e perienced t n 

p ri nc d' . One of th benefit th t is deri ed from imp I m ntin l 0 9 is r ater 

uality wareness among lh staff of the company. hi benefit, ~ as perienc d 

4 % of the fim1s to a large e. tent.4 .7% e perienced it, I % moderately cxp rienced it 

and nly .3% did note perience this benefit. 

Organiz tiona! enefit was to a large e tent exp rienc by 39. % of the organizations. 

•L . Yo xp rienced the ben fit and 17.9% mod rately eri nc d the ben fit. 

Improved management practice enefit was to a large extent exp ricnced by 31% of the 

re p nd nts. 51.7% experi need it and 17.2% ha e m deratcly e perienced it. nly 

. % di not experience this benefit. 

Jmpr ed pr uct of service quality v as to a large e t nt e perienced by 44.8% f the 

respondents. 41.4% ha e :p ri need the benefit 6. % ha moderat ly exp rienced 

th enefit, 3.4% ha e I ast exp rienced the benefit and .4% have not experienced the 

benefit. 

The ummary of all the enefit experienced and their d gr of e p riencc are shown 

ov rl a f. Th ercentages r fleet d in th table are ased on th tot I re p ndents ' h 

re p nded t each pecific question di ided by the total re p ndent 
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ab l 22: B n fit oflmpl mentin I 0 uality lana m nt m. 

D Rl " 'EO 'P 

41.40/Q 6.9% 3.4% 

37.9% 10.% . .4% 

46.7% 10.0% 3.3% 

42.9% 17.9% O.O"o 00% 

1.7°/o 13.% 0.0% 3.4% 

22.2% 33.3% 7.4% 11.1 % 

60.7% 7.1% 3.6% .6% 

2 .6% 35.7% 7.1% 17.9% 

65.5% 17.2% 3.4% 3.4% 

44.% 24.1 % 6.9% 

44.4% 7.4% 

.6% 11.1 % 

Data. 

= 0 

4.1 .] ompan. · wn r hip Benefit of lmplementio I 0 

Despite th fa t th I a larg percentage of Local, Foreign and Joint owned c mpan1c 

ha e exp rienc d the challeng f greater quality a' areness th chi squar finding i 

that there no d pen enc.:e between e p riencing the challenge and ompany 

ownership. hi s v a the me for the other challenges like; Organizational Benefit , 

lmproved Management practice, Impro ed product or service quality, lmpr ed 

4 
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customer atisfaction. ost a'ings due to ffici nt r urc , u t m r' p r pll n f 

th firm has improved, reduced complaints. incr as d mark t hare, acce to p rt 

mark ts and c mpetiti e ad antage o er camp titors. h chi 

ar summarized in the Table 23 below. 

HO\ e cr. for the b nefit that implementing I 0 9 increas d th em nd or 

compani products or service , th firms bad exp rienced this factor and th chi-

quare fmding for this factor was less than the alpha of. 5. This means th t the fa t r 

thi benefit is epend nt on company ownership wheth r local foreign or joint. 

' bl 2 : hi quare: Benefits of implementing I 0 9 00 ompan • 

' n r hip. 

IMPLEME 

lpha = .05 

rganizational Benefits 

0.314 

0.879 

0.201 

0.542 

0.5 4 
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11 th ab f: ctor in summary ha e the t~ -tail d chi- quare fact r gr ater th n 

lph of .0 and thus the finding is that the e enefit are n t d p nd nt n the 

company wner hip . 

Th ben fit f incre d demand for product or ervice was found t ha a ch1- qu rc 

of . 10 and the companies swveyed had had largely e. ·p ri nc d thi fa t r. inc 

alph w thi factor' t\l o-tailed chi-square factor is I s than lpha. h r for the 

finding is that th b ncfit is dependent on company ov nership. 

4.11 I u facing I 0 9000 certified firm 

Th re are era! disad antages of having a company become I certified. 

The di ad antages include: Getting T 0 registration is expensi e; Implem nting l 

xpens1 e; much time is required for implementation; ll i unn ccssary 

bur aucratic rocess· ft v ill not work without management support· It i n t 

appreciated in a third world country. 

The e di ad antagcs and the degrees of importance from ' To a larg extent 

e pe rienced to not xperienced are gi en in Table 25 belo\l . The percentage reOect d 

in the table ar a e on the total re pondents who responded to each sp cific qu tion 

di 1ded by th t tal respondents 
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ab I 25: I u a ing I 0 9000 c rtifi d Firm 

17.2% IJ. n~ 

7.6% 10 3Ya 

14.3% 

13.% 

1.4% 

3. 1% 

=30 

4.12 hall nge in maintaining ISO 9000 regi tration. 

There are ch II ng s in maintaining ISO 9000 registration. The degrees at which the e 

chall ng s affect the organizations ary in importance. The challenges lhat wer 

id ntifie includ : igh surveillance costs· Management support is lacking· upplier 

incon i tency; taff tumo er leading to QM system failure· hrinking markets affecting 

company per~ rmance; n fair competition by non-certified finns; Lack of ppr ciati n 

by Kenyan c n um · P or supp rt from the registrar company. 

The chall ng and th degree f importance to the firms are gi en in T ble 26 

ntage renected in the table are based on the total respondents ' h 

resp nded t e ch sp cific que tion divid d by the total respondents 
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ab l 2 of aintaining I 0 regi tration. 

onsumers 

system failure 

urvey Data. 

4. 12.1 halleng of aintaining I 0 9000 V The ompan wn r hip. 

he challenges in maintaining l 0 9000 affected all companies whether lo al, fi reign 

r j int. m of the cha llenges \: ere experienced by others \: hile others did n t. The 

te t for relation hip u ing a two-tailed chi-square also identified wheth r the challenge 

' e r depend nt on compan ownership. The findings are summarized in the table 

bel \l gi ing the chall nge and the two-tailed chi-squar factor. Alpha is . 5 
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a I 27 : hall n in 1aintaining 1 r gi t ra ti n \' mpan. 

"" r bip. 

tern failure 0. 5 

0.521 

0.632 

Lack 0. 85 

Poor upport by registrar company 0.294 

rom th 2 tail d chi- quare factor and the alpha factor above the finding that 

all lh a c fa tor ha e a chi-square factor greater than alpha. Therefi rc the finding 

is that th chall nges listed above are not dependent on company ownership. 

T~ ' c cr, the ch llcng of shrinking markets affe ting certifi d firm and 

the h ll ng f lack of appreciation by registrar company was found to b accept d 

local and joint c mpanie as challenges. The other factors pro ed n gati e for all th 

wncrship Ia se . 

.1 c ptanc of the I 

indu tr 

9000 quali manag ment 

There are e rat thing that houl be done to impro e the acceptance ofl by 

the industry. ccording lo th r pon e that ' ere recei ed the following "' r cite 

The d grec of imp rtance arie . The actions needed to impro e acceptance include:-
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Trainin A\\ar ne s reation· Reduce registration fe · u t m r n 1tt ati n: · nn n 

ociation of r 0 9 certified firms; etworking ' ith lndu try lead r ; finiti n 

of uality y t m vi -a-vi customer needs· Go emrn nt should mak ll mandat ry and 

enforced; Reduce procedures required; Provide incenti e to induce ad pti n f the 

tandard; Publication of a Quarterly magazine. 

he e factors ar summarized in Table 28 below in order of importance. 

able 28:' hat hould be done to Impro e acceptance of I 0 9 0 . 

FREQ E p (%) 

15 % 

7 % 

6 

0 9000 certified firms 4 % 

4 18. % 

2 15.4% 

11. 1% 

.14 th r tandard under con ideration for adoption and 

th r a n . 

·U4.1 th r tandard und r coo ideratioo. 

Th re are thcr tandards part rrorn f 9 that the finns are planning to adopt. 

6.2°'u f lh re p ndenls are planning to implement I 0 14001 standar . 19% are 
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plannin5 to implement I 0 9 l :2 . and ~.8% ar plannmg to unpl m nt I 

tan ard. Therefore it is e ident from the re pon that I 

li t. 

1-l 1 app a 

Th e tandards and the degree of preference gj en ar ummarized clov . 

able 29: Other tandard under con ideration for adoption. 

FREQ 

urvey Data. 

4.14.2 \Vhy irm plan to implement other standard . 

t p th 

inn are responding differently as to why they are planning to implement the quality 

tandards. The rea ons given for implementing another system include: 

are for the en ironment· Ensure required system and processes to supp rt busines · 

onsi tent ith company policy· It is the \ ay to go· Enhanced customer satisfaction; 

ffect i e m n g ment of occupational health and safety· To upgrade lo the current 

s stem· orp rate directi e· and lmpro equality standards. 

The are summarized belov m rder of importance. 

50 



• ble h irm plan to impl ment oth r tandard . 

% 

% 

policy 

atisfaction 

Data. 

4.1 4. Wh n Firms ar planning to lmp~ement other tandard . 

h time tlan {i r implementation was spread. Se era! firms are in the pr cess f 

implem ntati n hile others are pJ nning to implement at an unknown time. he table 

of 1m pi m ntati 11 p riod for the planned standards is gi en belov . 
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Tabl 1: P riod wb n to impl meot planned tandard. 

H Rl DRD Q 

Data. 



p R - S 0 I 

5.1 ummary. 

In ummary th r pon e rate for the survey ' as %. Thi urv y " a a tud t 

detem1ine the tr tegic use of international stan ards: th case f I 

finns in Kenya. he objecti s of the study were to: 

r gi tcred 

I. tabli h th percei ed benefits arising from the registrati n again t l 

by finn in K n a. 

2. Identify the challenges fac d by these finns " ith regards t maint inmg their 

registrati n. 

Th study findin came up ' ith the following conclusions in icw of th bjecti es 

eing pursued. There were se era! percei ed benefits th t are exp rienc d by 

the firms that ar regi ter d for I 0 900 and adoption of these standard c uld result 

to strategic a anlages fl r the finns. 

For obj cti e number ne of lh benefits of registering into l 

ben fits ' ere id ntified and summ rized belo in order of importance. 

lmpr \ d Pr duct or ervice quality 

Impr d u tom r atisf: ction 

r at r qu lity av. arene 

rgan11ational en fits 

lmpr ve management practice 

a\ mg due t flici nt resource use 

ust mcrs per ption of th firm impro ed 

lncre d d mand for product or serv1ces 

Redu omplaints 

om titi e ad anlage er competitors 

the foil ' mg 

5 



In rca ed mark t har 

to 'port markets. 

The hallenge that firn1s encounter in maintaining the regi tration to I 

id ntifi d as th G llo\ ring in order of importanc . 

00 w re 

La k of ppreciation y Kenyan conswners 

hrinking markets affe ting company performance 

nfair c mpetition by non-certified firms. 

urveillance costs are high 

tafftumo er leading to QuaJity anagement ystem failure. 

upplier incon i l ncy 

Managcm nt support lacking 

Po r supp rt fr m th registrar company. 

5.2 onclu ion. 

00 i a uality management system, ~ hich if utilized -. eiJ and all the 

requirement [! ll ' cd. can lead to enormous benefits. Regi tered organi ati n had 

p iti e attitude towards I significant number felt that the standard make 

organi ations ttcr global camp titors. External factors such s th acti ns f 

c mpetitors ace s to xp rts markets and customer demand\! rc more innu ntial. 

ro t register d fim1 felt that using the standards had re ulted to internal b nefit , 

improved cu t mer atisfa lion and ad anlages over their competitor . he ncfils 

though cann t h achie ed ith ut surmounting the challenges that g ith it. The 

failure ofe eJ ystcm i not in what it cannot achieve but it is how it i imp! mcnted. 

4 



I 0 9 's benefits can only be attained by proper implementation. h re were cveral 

ob rvations that v ere made concerning the systems in Kenya. m of the i ues arc 

generated by c ncems that the standard s usefulness cannot be di puted. I 1 we\ r it' 

en fits ' ill be " atered down if there is no a\ areness in the bu mes community and 

the country in gen ral about the standard. The b nefits associat d to implem ntalt n of 

th1s standard i influenced by unfair practices by un-registered finns ' ith th r gt t r cJ 

finns at a di ad antage in terms of the investments made to maintain registration. H i 

the fe ling of the players therefore that either there should be a legi lation to make 

registration mandatory and level the playing ground and or th players fonn an 

association to a sert themsel es and enforce some requirements on the thers. The 

standards ho' ever pro ide a good strategic tool to obtain competitive a antage o cr 

fim1s in the 0 10 al markets . 

The success f any tool is directly dependent on the skill of its users. Organizations 

failing to gain alue from their 1 0 9000 registration ha e used the tool wr ngly 

cvid ntly fr m the responses. The ISO 9000 standards simply state th mandatory 

elements required to assure quality in deli erables; they do not specify hov to achie e 

c mpliance. When I 9 critics point to massi e o erhead bureaucratic 

procedure , unnecessary processes slo\i cycle times etc. they are describing examples 

of ineffective ap lications of the standard. 

lient \i ith th rough kno\1 ledge of the I 0 9 00 standard typically r cogni1e the 

b nefits fa quality y tern. 

Th n ed for gr ater awareness by industries on the possibility of using th standard as 

a trat gic t I can lead to customers being sceptical of non-regjstered companies. 
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5.3 imitation of the stud 

Th r ''a no r nounced limitations to this study hov 'er du t th It mit d time 

a' ailabl for thi study, it was not possible to a minister the que ti nnair thr u •h th 

pen intervi " method ' h:ich would ha e pro ided more detail 

op n ende qu ti ns. 

5.4 ug tion for further Research 

Based on the re p nses from this study it is apparent that more r search is requir d t 

detennine \ hi h is the most eiTecti e method of disseminating information to th 

market place bout these standards. 

It i clear that greater awareness would have a far-reaching effect on th quality of 

pr du ts and the role of the customer in selecting whom to purchase pr duct and 

rvice from. 

s time 1 rogrc s certificates are wi thdra" 11 or al lowed to lapse. This pre ent urvey 

attempts t sh v alid certificates only. study to establish the main reas ns for 

withdrawals fr m certification or lose of certificates can pro ide more information on 

th effecti enc r the standards. 
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ISO REGISTERED FIRMS AS AT DECEMBER 2001 

Company 

1 Tetra Pak (K) Ltd. 

2 Van Leer E A Ltd. - Plastics Division 

3 Caltex Oil (K) Ltd. - Lube plant 

4 Galsheet (K) Ltd . 

5 DHL International (K) Ltd. 

6 Kenya Postel Directories 

7 Mobil Oil (K) Ltd . 

8 Mobil Oil (K} Ltd. - Lube Plant 

9 Caltex Oil (K) Ltd. -Distribution 

10 agad• Soda ltd. 

11 Kenya Shell Ltd. 

12 Coates Brothers E A Ltd. 

13 Atlas Copco Kenya ltd. 

14 Standard Chartered Bank 

15 Kenya Petroleum Refineries Ltd. 

16 Azicon Engineering Ltd. 

17 Prestige Packaging ltd. 

18 Highland Canners ltd. 

19 Van Leer E A Ltd . - Steel Division 

20 Nation Media Group 

21 Nation Carriers Ltd. 

22 Kenya Bixa Ltd. 

23 Institute of Advanced TechnolOGY 

24 Carnaud Metal Box ltd. 

25 Total Kenya ltd. 

26 Heidelberg East Africa 

27 Triad Archtects 

28 Firestone E A Ltd. 

29 Unilever Kenya Ltd. 

30 Box Clever Kenya ltd 

31 Associated Battery Manufacturers 

32 Bags & Balers Manufacturers ltd. 

33 Total Kenya Ltd . - Service Stat1on Network 

34 Kenya Shell Ltd.- Distribution 

35 Tibbet & Britten Kenya Ltd. 

36 Del onte Kenya Ltd. 

37 General Plastics Ltd. 

38 Vitaplast 

39 E A Spectre 

40 Kaluworks - Mariakani 

41 Mabati Rolling Mills 

42 Silpack ltd. 

43 Premium Drums 

44 Dodh1a Packaging Ltd . 

Business Sub-sector 

Packaging - food 

Packag~ng - plastics 

Oil 

Steel Products Manufacturers 

Coureir - documents 

Telephone directories 

Oil 
Oil 

Oil 
Soda Ash miniing & packaing 

Oil 
Ink 
Compressors 

Banking 
Oil Refinery 

Cabling 
Packaging - plastics 

Food processing 

Packaging - Steel 

Printing 
Courier 
Food processing 

Computers 

Packaging - Steel 

Oil 
Printing equipment and assesories 

Architecture 

Tyres & tubes 

Food processing I body care products 

Clearing & forwarding 

Battery manufacture 

Packaging - bags 

Oil 
Oil 
Warehousing/Transport 

Food processing 

Printing 
Packaging - plastics 

Packaging - plastics 

Gas cylinders 

Steel 
Steel 
Packaging - plastics 

Packaging - paper 

Packaging - plastics 



45 East Afr1can Packaging 

46 Bidco Oil Refinenes 
47 Treadsetters ltd. 
48 Diversey Kenya 
49 Sadolin Paints 

50 Alloy Steel Castings 
51 Industrial Plant 

52 Spinners and spinners 
53 Inks (K) Ltd . 

54 Mult1port International ltd. 
55 Cook 'N' Lite 
56 Allpack K Ltd. 
57 Kenya Litho 

58 Panafrican Paper Mills 
59 Sampack 
60 Wartsila NSD (EA) Ltd 
61 Twiga Chemicals 
62 General Printers 

63 Gibbs (EA ) Partners 

64 KBL -TUSKER 

65 SGS Laboratory 

66 GTI 

67 Wanjohi Consulting Engineers 

68 Paging Services Ltd. 

69 KBL - Maltings 

70 African marine engineering 

71 Central Glass Works 

72 Sanpac 

73 Afromeat 

74 KBL- Molo 

75 GlaxoSmithKiine 

76 General Motors 

77 Coastal Bottlers 

78 KBL- Kisumu 

79 Southern Eng. Co. Ltd. 

80 ASP Co. 

Rev1 

Packaging - paper 
Edible oils 
Motor tyres 
Detergents 
Paints 
Steelmakers 
Engineering 
Clothing 
Inks 
Service 
Edible oils 
Packaging material 
Printing 
Paper 
Packaging 
Power Generation 
Chemicals 
Printing 
Consulting engineers . 

Breweries 

Laboratory 

Telecoms 

Consulting engineers 

Paging services 

Breweries 

Engineering 

Bottle manufacturing 

Plastics 

Food 

Food 

Pharmaceuticals 

Motor vehicles 

Soft drinks 

Breweries 

Consulting engineers 

P1pe manufacturers 

Source Quality system Assesments committee (QSAC) 



3 
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P DIX II 

L TER F l 

F IROBI 
OMMER E 

In 

. The goal is to establish the percei ed benefits 

ari ing from registration against 1 0 900 and to establish the challenges facing firm 

with r gard to maintaining their registration. 

our firm ha c n el cted to form part of this study. To thls end, I kin lyre ue t your 

as istancc in completing this questionnaire. Any additional infonnation you feel rna be 

necessary for this study \: ill be appreciated. 

he informati n and data required is purely for academic purposes only and will c 

treate in trict confidence. A copy of the research project\: ill be a ailable to your 

company up n request. 

Your assistan will be highly appreciate 

Your sin cr I 

Jackson Maalu 
UPERVI OR 



64 ,, 



QUESTIONAIRE 

PART 1 

Please provide answers for the following questions by 

giving the nec essary details in the spaces provided . 

1. I nformation about the firm 

1. Company name. • •.. ········- ............................................. . 

2. Company Ownership 

3. 

a) 
b) 
c) 

Local 
Foreign 
Other (Specify) 

[ ) 

[ I 

[Tick as appropriate] 

Which Town ts your company located . ...............................................•....•..•.... 

4. No of employees. 

5. Please indicate what industry you are primarily involved in. 

5 . 

a) Service [ 1 
b)Manufacturtng l J 
c)Consulting [ 1 
d)Educatton l I 
e)Other(Specify) l I 

Do you export your products or services? Yes 
appropr:1.ate) 

No IT:1.ck as 

6. To which Country do you export your products or Services ....................................................•. 

7. Whtch year did you did you achieve your ISO 9000 Certification . .......•........ 

What is your scope of your certification . .•. 

~ . - .. ... .. ...... .. . . ·········· - . 
(Please incb.cate whJ.ch act:1.vit:Les of your firm are certif:1.ed). 

Respondents current registrar: .................................................................................................... . 



PART 11 

10. Were you asststed to implement the standard by; 

a) External consultant. 

b) Regtstrar 

c) Internal consultant. 

Other (Please specify) 

11 . Why dtd you seek registration to ISO 9000 

il Customer pressure 

ii} Promotional tool 

iii) Corporate Directive. [ 

iv) Better management control [ J 

v) Improved customer Service [ I 

vi) Other (please specify! ... ····----········ ...•....•..•.• 

For the follow1ng questions please tick as appropr1ate. 

1 2. Whtch of the following did you feel are the important benefits of implementing the 

ISO 9000 Quality Management system within your organization? Tick as appropnate 

option ustng the scale of 

i) 

1 Not expenenced 

2 Least experienced 

3.Moderately expenenced 

4. experienced 

5. To a large extent experienced 

Greater quality awareness 

2 3 4 5 

l I l I l I I I I I 



iii Organisational benefits I I I 

iii) Improved management practice 

iv) Improved product or service quality I I 

v) Improved customer satisfactton l I I I 

vi) Cost savings due to effic1ent resource use I I I I 

vii) Customers perception of your firm Improved I I 

viii) Reduced complaints I I 

ix) Increased demands for your products or services I I 

X) Increased market share r r I 

xi) Access to export markets r I I r I 

xii) Competittve advantage over competitors I r I l I 1 I I 

xiii) Other (Please specify below) ................ -.... 

13 . What did you feel are the disadvantages of having the organization become ISO 9000 

certified? TJ.ck as appropriate using scale provided J.n Question 12 

2 3 4 

xiv) Gentng ISO registration is expensive ( J l I 

XV) Implementing ISO is expensive I l I I I 

xvi) Too much time is required for implementation I l I J I 

xvii) It IS an unnecessary bureaucratic process I I J I 

xviii) It will not work Without management support I I I 

xix) It is not appreciated tn a third world country I I J I I 

i) Other (Please specify) ..................................................................... ... .... 

14 . What are the challenges you have faced in maintaining the registration. Tick as 

approprJ.ate 

t) Surveillance cost are high I I 

5 

......................... 



ii) Management support is lacking 

iii) 

iv) 

Supplier inconsistency 

Staff turnover leading to OM system failure 

v) Shrinking markets affecting company performance 

vii Unfair competition by Non-certified firms 

vii) Lack of appreciation by Kenyan consumers 

viii) 

ix) 

Poor support from the registrar company 

Other (please specify) .......... .....................................•.. 

PART 111 

1 

I 

15. What do you feel could be done to improve the acceptance by industry of the ISO 

9000 Quality Management System? ... .. ....•............. 

16. Do you plan on implementing other standards e.g the ISO 14001 Environmental 

Management System standard and if so when? . 

i) 

iii 

iii) 

Standard 

When 

Why 



Thank you very much for your cooperation 

ame ............................................................................................. Pos it ion ......................... - ........................................... . . 


