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Abstract

Purpose In the globalized trade era, ISO 9000 certification has become essential for companies seeking international
competitiveness. However, the actual impact of ISO 9001:2008 implementation on organizational performance and
product/service quality temains uncertain. This study evaluates the effectiveness of ISO 9001:2008 in the National Iranian
Copper Industry Company (NICICO) using the Balanced ScoreCard (BSC) framework.

Methodology: The research employs the BSC as a performance measurement tool to assess four key dimensions: Financial,
customert, internal processes, and learning/growth. Data was collected from NICICO’s quality management recotds and
operational reports post-ISO certification.

Findings: Results indicate that ISO 9001:2008 implementation did not fully meet managerial expectations, particularly in
enhancing customer satisfaction. While some operational improvements were observed, the system failed to significantly
elevate the company’s global trade position.

Originality/Value: Since ISO 9001 aims to boost customer satisfaction, the study recommends that NICICO strengthen
customer-focused strategies within its quality management system. Aligning ISO standards with customer needs could
enhance competitiveness in international markets.
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Figure 1- The causal relationship between the four dimensions of the balanced scorecard.
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Figure 2- Supermatrix structure.
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Table 1- ISO history.
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Table 2- Background of the use of multi-criteria decision making in the balanced scorecard.
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Figure 3- Research stages.
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Table 4— National Iranian copper industries company IMS system.
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Table 5- Classification and monitoring of ISO-related indicators in the four dimensions of BSC.
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Figure 4- Concentrate charge tonnage index values during the years 1985 to 1990.
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Figure 5- Network of the balanced scorecard's analytic network approach process.
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Table 7- Final ranking of the aspects of the balanced scorecard..

argpl W21 aua(Sea W22 ol 039 odd )i 2l 039 2l 45,

S 0.663 0.386  0.255918 0.763385 1

AR 0.052 0.129  0.006708 0.020009 4
sl dss 0,180 0.292 0.05256 0.156783 3
L5565 0105 0.191  0.020055 0.059823 2
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Table 8- Final ranking of indicators in the financial aspect of the balanced scorecard.

F F1 F2 F3 F4 F5S F6 F7 F8 F9 F10 F11 F12 F13 W
Fl1 1 331 331 262 531 464 0.13 023 033 038 05 0.63 05 0.054 7
F2 1 0.8 044 202 150 0.13 0.18 0.44 1 0333 044 0.5 0.028 10
F3 1 038 I 055 012 019 0303 0333 0275 036 0333 0.021 12
F4 1 431 493 0.17 0275 038 0.9 1 0.79 0.8 0.049 9
F5 1 1 0.13 0.17 02 0.21 0.27 0.333 038 0.018 13
F6 1 014 021 027 0315 044 044 038 022 11
F7 1 434 632 632 632 6 531 0309 1
F8 1 4.64 431 33 33 4 0167 2
F9 1 1 0.38 0.333 038 0.06 6
F10 1 044 0.333 044 053 8
F11 1 0.44 05 066 5
F12 1 044 074 4
F13 1 008 3

W‘dﬂ&bwua}u‘u;))ub:ﬁ)u:jﬁwquw;)‘&‘mbjsbdﬁwc.lﬁuﬂQd}&))‘\s‘bﬁdw

S el O dlys g1y 54 Cobee S e N9 8 (5l S0 LSS gssﬁys%bbd)uﬁ.ﬁ



(\f'f) t‘ﬂgut“y‘gé

128 VY -1 Y4 i v JWo g <o picho pols

‘oilere giletel @5 (g pithe azg o Lol Do 4y =R Jyor
Table 9- Final ranking of indicators in the customer
aspect of the Balanced Scorecard.

C C1 C2 w 45
Cl 1 0.43 0.304 2
C2 2.28 1 0.696 1
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Table 10- Final ranking of indicators in the internal processes
aspect of the balanced scorecard.

P P2 P4 P6 P8 P11 P13 W o4,
P13 1 05 038 0.79 2 229 0.14 4

P13 1 0.5 1.59 229 2 021 2
P13 1 229 229 229 030 1
P13 1 229 33 0.18 3
P13 1 2 0.09 5
P13 1 0.08 6
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Table 11- Final ranking of indicators in the learning and
growth aspect of the balanced scorecard.

L L1 L2 W )
L1 1 2.28 0.696 1
L2 0.43 1 0.304 2
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