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The impact of organizations obtain the certificate of conformity
for International Standard ISO 9001: 2008 on Consumers
satisfaction (A field study on consumer products and industrial
companies operating in the province of Latakia)

Dr. Bassam Zaher"
Wassem Jabour™*

(Received 2/11/2016. Accepted 19/3/2017)

O ABSTRACT 0O

This study aimed to identify the impact of organizations obtain the certificate of
conformity for International Standard ISO 9001: 2008 on Consumers satisfaction in
industrial companies satisfaction in Latakia province, And it adopted a researcher on the
approach Alastenbatih as a way in to search, And it has distributed a questionnaire to 340
individual consumers of products from these companies,And it found the results to a
positive significant differences between for companies under study, on ISO 9001: 2008
certification and consumer satisfaction (consumer complaints, repeated demand for the
purchase, configure the positive trends to buy, the quality perceived by consumers and
quality provided by the companies), And then offer some suggestions and
recommendations, which was the most important: should interest complaints made by
consumers, and focus on the quality of products offered to consumers dimensions.

Keywords: ISO 9001: 2008, consumer satisfaction, consumer complaints, repeated
demand for the purchase, configure the positive trends to buy, perceived quality.

*Professor-Department of business Administration- faculty of Economics- Tishreen University-
Latakia- Syria.

*Postgraduate student -Department of business Administration - faculty of Economics- Tishreen
University — Latakia- Syria.
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The impact of the quality management system ISO 9000 on customer
satisfaction of Slovenian companies.
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Effects of ISO 9001 certification and KAAE on performance of Jordanian
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The impact of ISO 9001 effectiveness on the performance of service company
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the Portuguese experience).
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