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ABSTRACT 
Despite of several advantages it has, implementation of ISO 9000 has several shortcomings, 
namely additional costs to get ISO certification, increasing workload, little or no attention 
towards personal development, lack of attention towards supporting functions within an 
organization, less room for employees to think creatively as employees are forced to work 
according to existing procedures and rules. The strategic role of MSDM can have positive 
effect towards performance of organization of an organization. In accordance to the research 
gap, analysis towards the variables or domains of the strategic role of MSDM that supports 
performance of organization of an organization is necessary. 
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Instead of seeking profit (profit-oriented), the main objective of public sector 
organizations, more particularly government organizations responsible for public health 
service is to meet the needs of the community. The Institute of Medicine (IOM) states that 
health care services today are too often harmful and fail to provide benefits to society 
(Institute of Medicine, 2001). Poor service quality is usually associated with complex 
production process design, instead of lack of willingness, skill, or intention of the employees 
(Berwick, 1989). Studies have discussed the benefit of ISO 9000 (Carson, 2004). It is 
reported that very few health care organizations use ISO 9000 as their standard (Sluijs and 
Wagner, 2000). Implementation of ISO 9000 in hospitals or at other health facilities is 
currently limited to the desire to obtain certification for its department alone (Van den 
Heuveletal., 1998). 

Researchers have conducted many investigations about the main underlying reasons 
for companies to get ISO certification, difficulties they encountered to obtain ISO certification 
and the benefits they get having obtained the certification. Although ISO certification brings 
several benefits for the companies, , it also has also some disadvantages such as additional 
costs to get ISO certification, increasing workload, little or no attention towards personal 
development or attention towards supporting functions within an organization (Singels, et.al., 
2001). Furthermore, ISO certification provides less room for employees to think creatively as 
employees are forced to work according to existing procedures and rules. Critics tend to say 
that ISO certification involves a lot of extra costs, and does not seem to benefit. Jones, et.al., 
(1997) stated that obtaining an ISO certificate was a "hollow achievement". 

Various empirical studies conducted by the researchers disclosed that the strategic role 
of MSDM can positively affect the performance of the organization (Becker & Huselid, 1998; 
Huselid, 1995; Terpstra & Rozell, 1993). Nevertheless, in accordance to the research gap in 
this study, it is necessary to conduct analysis towards the variables or domains of the 
strategic role of MSDM that can support performance of organization of an organization. The 
relationship between the strategic role of MSDM  towards performance of organization of 
organization will be tested in this study. Thus, the background and the research gap studyare 
one of the reasons why this research is important t. 

The finding of (Maruf, Ali and Lam, 2007) study states that the implementation of ISO 
9000 is a process shifting culture of organization of an organization in order to achieve 
desired performance. The findings of the (Katerina and Tsiotras, 2001) research mention ISO 
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9000 can enhance quality culture and quality commitment as well as give significant 
operational benefits to ISO 9000 certified companies. However, the contribution of ISO 9000 
is found to be higher for small and medium-sized companies which have lower performance 
of organization before ISO 9000 certification. The theory shows that certification using ISO 
9000 as the standards can reduce information asymmetry in the supply chain and thus result 
in a competitive advantage for certified companies. The results showed that certified facilities 
or facilities grew faster after certification. (Ann and Andrew, 2006). 

It is pivotal to identify the strategic role of MSDM that can be used as a standard 
measure to see how much contribution the role has to help companies achieving their 
business targets more quickly, and supporting long-term survival of the companies in a 
predictable environment (Cho, 2004). Furthermore, many academics and professionals 
disagree "what and how to measure the strategic role of MSDM" effectively (Cho & Mayer, 
2003). Ulrich (1997) proposes several domains of MSDM strategic role that can positively 
affect performance of organization. To address the domain gaps in measuring the strategic 
role of MSDM that contributes to performance of organization, this research will develop 
model and measurement of generic MSDM domains as best practices for academics. In 
addition, there has been no specific published research on the strategic role of MSDM that 
can support culture of organization and ultimately leads to performance of organization. In 
conclusion, this research addresses the problem. 

Based on the research gap above, the statements of the problems are: 
Does implementation of ISO 9000 affect performance of the ISO-standardized public 

health centers in Central Sulawesi? 
Does MSDM strategic role affect performance of ISO-standardized public health 

centers in Central Sulawesi? 
 

LITERATURE REVIEW 
 

ISO 9000. Syamsuddin (2006) mentioned implementation of ISO 9000 (product, 
implementation, and role of management) had both simultaneous and partial influence 
towards performance of large scale wood industry in Palu. This meant that the performance 
of large-scale timber industry in Palu was determined based on several aspects, their 
product, implementation, and role of management. 

Implementation of ISO 9000 into the product, implementation and management of the 
wood processing industry in Donggala, Central Sulawesi was able to explain partial influence 
of ISO 9000 towards the industry. ISO 9000 (product, implementation and management) had 
simultaneous effect towards the performance of the wood processing industry in Donggala, 
Central Sulawesi. (Ismail and Syamsuddin, 2007). 

Dimensions of quality namely reliability, responsiveness, assurance, empathy and 
tangible had simultaneous influence towards the satisfaction the patients of the public health 
centers in Central Sulawesi. Seen from the variables of service quality ,reliability, 
responsiveness, assurance, empathy and tangible, there is difference between the public 
health center implementing TQM and those who did not (Mattulada A and Syamsuddin, 
2008). 

Implementation of ISO 9000 quality system from product aspect, implementation 
aspect and management role aspect partially able to explain its effect on public hospital 
performance in Palu city of Central Sulawesi. The impact of quality system implementation 
with ISO 9000 approach (product aspect, implementation aspect, and management role 
aspect) influence simultaneously to the performance of public hospital in Palu city of Central 
Sulawesi. (Sulaeman M and Syamsuddin, 2008). 

Implementation of ISO 9000 on product, implementation and management was able to 
explain partial influence of ISO 9000 towards  the performance of the TQM public health 
centers in Palu. The implementation of ISO 9000  on the product, implementation, and 
management had simultaneous influence towards the TQM performance of the public health 
centers in Palu (Sulaeman M and Mukhtar T, 2009). 
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Human resource development system (career planning and education / training) had 
significant effect towards intellectual capital with probability lower than α = 0.05. This meant 
that career planning and education / training had positive effect towards intellectual capital of 
the employees of the public health centers in Palu. Human resource development system 
(career planning and education / training) affected the performance of the public health 
centers in Palu employees but the influence was not significant. (Syamsul Bahri DP and 
Syamsuddin, 2009). 

The literature review showed that there were a lot of studies discussing ISO 9000 with 
a focus on describing motivation or obstacles in adopting ISO 9000, impact of quality 
management, internal benefitsand effects of ISO 9000 towards performance of organization 
(Lee and Palmer, 1999; Boiral, 2003). Three factors caused some obstacles towards the 
findings of the studies. First, most of the studies were conducted in manufacturing sector, 
with relatively few studies conducted in other sectors or across industries. Second, most 
researchers assumed that ISO 9000 was a "mechanistic, consensual and monolithic" system 
(Boiral, 2003: 720). Third, while differences between manufacturing and organizational 
services were recognized, contingent issues related to universal application of innovation 
management such as ISO 9000 were significantly researched and applicable across sectors. 

A number of researchers investigated the experience of service organizations with ISO 
9000. Dicketal. (2002) study involved large service organizations in the United Kingdom and 
showed that organizations registered in ISO 9000 were of a higher quality than unregistered 
companies. McAnn and Canning (2001) described professional services (quantity surveys) of 
companies from Northern Ireland that signed up for marketing and the purpose of internal 
process improvement. A number of studies in the computer software sector had shown that 
organizations had had difficulties with ISO 9000 (Stelzer et al, 1997; McArn and Fulton, 
2002). While most of this research had acknowledged that the requirements of the service 
industry were different from those in the manufacturing sector, they provided little evidence 
that the issues identified above had been addressed. 

Using a variety of approaches, studies were attempting to demonstrate the intrinsic 
value of ISO 9000 and implicitly suggested that unregistered organizations should imitate 
registered organizations. Benefits included improved routine efficiency, internal quality, total 
quality (Carlsson and Carlsson, 1996), employee skills, customer service, employee morale 
and processes (Beattie and Sohal, 1999). Registered organizations performed better than 
unregistered organizations on several dimensions of quality management (Terziovski et al., 
2003), particularly in terms of process improvement and quality measurement (Carr et al., 
1997). In short, this model assumed that organizations registered with ISO 9000 may act as 
role models for unregistered organizations. 

Rayner and Porter (1991), Street and Fernie (1992), and Taylor (1995a, 1995b)) 
demonstrated that organizations were applying for various reasons, by being the most 
prominent external customer motivational pressure, internally oriented process and product 
enhancements, and using opportunistic as a marketing tool. Lee and Palmer (1999) and 
Hughes, et. al (2000) suggested that the main motivations now included factors such as 
client / customer pressure, ability to compete successfully with competitors, improve product 
/ service quality, and obtain approved supplier status. The benefits of related marketing were 
realized by several organizations (Rayner and Porter, 1991; Street and Fernie, 1992). 
However, some organizations were also aware of internal benefits such as business process 
improvement and product quality, but this seemed to happen by chance (Boiral, 2003). 
Organizations registered in ISO 9000 had greater results than their business operations 
(Ebrahimpour et al., 1997; Terziovski et al., 2003). The comparison of the financial 
performance of registered organizations with unlisted organizations of ISO 9000 was that 
there was little difference between the two (Terziovski et al, 1997; Five et al., 2000; Rahman, 
2001). 

Interpretation of ISO 9000:2000: 
 Quality System Clauses Management Responsibility (Pramudya Sunu, 1999: 75); 
 Quality System (Rudi Suardi, 2001: 82); 
 Review of Contract (Sr. Nugroho, 1997: 157); 
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 Design Control (Pramudya Sunu, 1999: 40); 
 Control of Documents and Data (Bambang and Sulistijarningsih, 2000: 67); 
 Purchase (Zulian Yamit, 2001: 159); 
 Product Customer Supply Control; 
 Identification and Ability to Search Products (Gilang P, 1996: 100); 
 Process Control (Bambang and Sulistijarningsih, 2000: 73); 
 Inspection and Testing (Zulian Yamit, 2001: 162); 
 Control of Inspection, Measuring and Testing Tools; 
 Status of Inspection and Testing (Zulian Yamit, 2001: 164); 
 Unsuitable Product Control (Rudi Suardi, 2001: 119); 
 Correction and Prevention (Pramudya Sunu, 1999: 97); 
 Handling, Storage, Packaging, and Submission (S. Nugroho, 1997: 123); 
 Quality Record Control (Zulian Yamit, 2001: 167); 
 Internal Quality Audit (Zulian Yamit, 2001: 168); 
 Training (Bambang and Sulistijarningsih, 2000: 47); 
 Service (Zulian Yamit, 2001: 169); 
 Statistical Techniques (Bambang and Sulistijarningsih, 2000: 67). 

The four roles that arose from this quadrant and the four ways human resource 
professionals may contribute, based on two fixed axes, were shown in Figure 1. 
 

 
 

Figure 1 – The Ulrich Model 
Source: Ulrich, D. (1997). "Human Resource Champions: The Next Agenda for Adding Value and Delivery 

Results". Harvard Business School Press 

 
The Role of Strategic Partners. According to Ulrich (1997), the key to enable human 

resource to play role as a strategic partner is to participate in the process of defining 
business strategy, instead of just responding to the strategy presented by "senior 
management". Eisenstat (1996) pointed out the paradox of pressure in roles such as 
discussing the executive's desire for professional human resources to serve as a strategic 
partner, while also expecting them to perform traditional administrative and control functions 
downgraded to human resources. The role of an inherently strategic partner implies that 
human resources work together with the organization's managers in developing, improving 
and implementing strategies. In today's organizations, to ensure the viability and ability to 
contribute to them, human rsource managers must consider themselves as strategic 
partners. The role of human resource professionals analyzes and evaluates the 
organization's financial position (Mathis, & Jackson, 2007). 
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The Role of Change Agent. This role makes it easier to introduce and adapt from faster 
changes. This can be achieved through training of new technology operations staff (Lawler & 
Boudreau, 2009). If the organization needs more staff i.e expert staff, human resources 
should be able to recruit the staff. It also handles what customers expect from the 
organization. It is used to evaluate business satisfaction for customers (Holbeche, 2008). 
Kesler (2000) writes that the role of human resource in change varies between organizations, 
but if society cannot define the processes and priorities of change efforts, it is not an effective 
player in the organization. Defined more closely, the role of change agents helps to refer to 
organizations building capacity for change (Conner & Ulrich, 1996). Csoka (1995) further 
demonstrates that human resource professionals can add significant value through 
managing organizational change processes. Ehrlich (1997) adds that the human resources 
department should anticipate change and have knowledge in its implementation. Baird and 
Meshoulam (1998) state that the effectiveness of human resource management depends on 
the stage of organizational development. 

The Role of Employee Champion. The role of superior workers has not been significant 
in human resource management (Pride & Hughes, 2009). Organizations in the past used to 
have a good strategy for employees. It provides security for them and hopes for promotion in 
the workplace. But this is no longer an effective way to communicate between staff and 
management (Daft, 2008). Human resources ensure that employees have skills that enable 
them to meet organizational goals. It is also responsible for motivating employees so as to 
provide a good working environment. This ensures they get a better salary. Good service 
depends on the ability of human resources to coordinate employees in an orderly manner. 

The Role of Administrative Expert. Another role is the role of administration. A 
professional human resource is an expert in executive roles. They ensure that the operation 
runs as it is set. They must work to reduce costs and improve benefits and ensure the 
achievement of organizational efficiency and effectiveness. This executive should always 
analyze how the workflow takes place within an organization. They are responsible for 
rethinking the mode of operation in business (Dubrin, 2008). Allowing part of a company to 
share the services of human resource professional executives should try to get the job done 
faster and cheaper. 

The four roles identified above are responsible for organizational well-being (Bohlander 
& Snell, 2009). They work together and without any of them it is difficult to achieve success. 
But this model faces several challenges. Technological improvements are a major challenge. 
Businesses or organizations try to catch up with technological change. Globalization is 
another factor. Organizations must improve their products to handle global settlements. 

Performance Concepts. Performance terminology is quite popular among the public 
and is generally understood and clearly defined. Performance means something that has 
been done (done thing) and is a work that can be achieved by a person or group of people in 
the organization in accordance with the authority and responsibility of each in order to 
achieve organizational goals (Suyadi, 1999). Another opinion about the performance 
proposed by Osborne (1990), performance is defined as the level of achievement of an 
organizational mission. According to this understanding, performance is defined as the extent 
to which the organization is able to achieve its mission. 

Inadequate performance of performance of organization is only done by using the 
indicators attached to the organization such as efficiency, effectiveness, but must also be 
seen from the indicators inherent in service users such as satisfaction, accountability and 
responsiveness. For that purpose, the authors use performance appraisal by referring 
opinion Dwiyanto (2008) that is: 

 Productivity; 
 Quality of service; 
 Responsiveness; 
 Responsibility; 
 Accountability. 

Based on review of the literatures and the findings of other previous studies, the 
research hypotheses are 1). The implementation of ISO 9000 has an effect towards the 



performance of the ISO standard
strategic role of MSDM influences the performance of 
centers in Central Sulawesi. 
 

 
The study was descriptive

hypothesis in empirical research 
four regencies/ cities in Central SulawesiPalu, Donggala, Banggai, and Poso. 
number of target population is relatively small then this research 
The total respondents were 183 respondents. The data analysis method 
(The Structural Path Analysis) 
 

 
Figure 2 described the result of the data analysis
 

 

 
Table 1 described Figure 2 in a more elaborated manner

 
Table 1 – Contribution of X1 = ISO 9000, X2 = MSDM Strategic Role 

standardized public health center
 

- 

Y <--- X1 

Y <--- X2 

 
Based on Table 1, ISO 9000 had 0.65 or 65% influence towards 

public health centers with probability of 
role of human resource management 
the public health centers with the probability of 
The ISO 9000 and the strategic role o
0.419 or 41.9% influence towards
centers in Central Sulawesi. The rest 
study. 
 

 
ISO 9000 has a significant effect on the performance of 

health centers in Central Sulawesi with α = 5
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ISO standardized public health centers in Central Sulawesi
strategic role of MSDM influences the performance of the ISO-standard

METHODS OF RESEARCH 

descriptive-causality research. This type of research will test the 
hypothesis in empirical research model. The data were cross sectional data

Central SulawesiPalu, Donggala, Banggai, and Poso. 
number of target population is relatively small then this research would use census method

183 respondents. The data analysis method 
(The Structural Path Analysis) from the AMOS 22 statistical software package.

RESULTS OF STUDY 

described the result of the data analysis. 

Figure 2 – Path Analysis Results 

Table 1 described Figure 2 in a more elaborated manner. 

X1 = ISO 9000, X2 = MSDM Strategic Role towards Y = Performance of ISO 
ublic health centers in Central Sulawesi and P = Probability of the 

Estimation S.E. 

.655 .059 11.026

.168 .055 3.072

ISO 9000 had 0.65 or 65% influence towards the performance of 
probability of 0.000 at level of significance α = 5%. 

of human resource management had 0.17 or 17% influence towards 
with the probability of 0.002 and the level of significance 

strategic role of human resource management simultaneously had 
wards the performance of the ISO standardized 

in Central Sulawesi. The rest was influenced by other factors not examined in this 

DISCUSSION OF RESULTS 

ISO 9000 has a significant effect on the performance of the ISO standardized 
in Central Sulawesi with α = 5%. It is proven by probability value or P

in Central Sulawesi; and 2). the 
standardized public health 

causality research. This type of research will test the 
al data. The setting was 

Central SulawesiPalu, Donggala, Banggai, and Poso. Since the 
use census method. 

183 respondents. The data analysis method was path analysis 
statistical software package. 

 

Y = Performance of ISO 
Probability of the Significance 

C.R. P 

11.026 *** 

3.072 .002 

the performance of the 
α = 5%. The strategic 

had 0.17 or 17% influence towards the performance of 
of significance α = 5%. 

simultaneously had 
ISO standardized public health 

influenced by other factors not examined in this 

ISO standardized public 
by probability value or P-Value 
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0.000 <α (0,05). It can be interpreted that the ISO 9000 consisting of; management 
responsibilities, quality system, contract review, design control, document and data control, 
purchasing, product supply control, product identification and traceability, process control, 
inspection and testing, inspection control, measuring and testing, inspection and testing , 
Inappropriate product control, corrective and preventive measures, handling, storage, 
packaging and delivery, quality recording control, internal quality audit, training, and service 
contributes 65% towards the performance of the ISO standardized public health centers in 
Central Sulawesi. 

The strategic role of human resource management has a significant effect on the 
performance of the ISO standardized public health centers in Central Sulawesi with α = 5%. 
The evidence was, probability value or P-Value 0.002 <α (0.05). Thusm it can be interpreted 
that the strategic role of human resource management consisting of; The role of strategic 
partners, the role of change agents, the role of superior workers, and the role of 
administrative experts contributed 17% towards the performance of the ISO standardized 
public health centers in Central Sulawesi. 

The ISO 9000 and the strategic role of human resource management simultaneously 
had 41.9 contributions towards the performance of the ISO standardized public health 
centers in Central Sulawesi. This provides an understanding that the 41.9% of the 
performance of the public health centers in Central Sulawesi is affected by both variables. 
 

CONCLUSION 
 

The ISO 9000 and the strategic role of human resource management have 
simultaneous and partial contribution towards the performance of the ISO standardized 
public health centers in Central Sulawesi. 

Moreover, it can be suggested that the ISO certification that has been obtained should 
to be maintained in order to gain trust of stakeholders who may sometimes grant aid to 
institution. As an addition, the four strategic roles of human resource management should 
complement and support each other in achieving excellent performance. 
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