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Abstract 

Quality management is a significant factor in the modern business industry and is widely considered an organizational 

goal for many companies. Doing research at the operation level to enhance the quality of the final product is a priority 

strategy to attract more customers and gain competitive advantages 

Three main research questions: How should a company continuously improve the quality of its production? How to ap-

ply ISO 9001:2015 in the current quality management system? Should we have a better communication system in the 

company for quality management? The author will utilize a combination of qualitative and quantitative research meth-

ods, besides with case study to analyze Company K’s current issues and propose solutions. The theoretical parts were 

written based on all the studies and research from articles, books about Quality management systems, ISO 9001:2015, 

and Sharepoint Online for data communication.  

The implementation began with the proposal to change the current quality management process and start to use Share-

point to communicate with other departments. After that, the author will conduct a survey and interview different peo-

ple from different teams to evaluate the new proposal solution. 
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1 Introduction 

Quality management is a significant factor in the modern business industry and is widely considered 

an organizational goal for many companies. Doing research at the operation level to enhance the 

quality of the final product is a priority strategy to attract more customers and gain competitive 

advantages. Many people believe that quality can affect an organization’s performance (Lakal 

L.,2009, 637-645). There are many different approaches to define what is quality management 

throughout human history. Each writer and researcher tried to define it from different angles of 

quality management. (Angel R. & Frank D. & Barrie G.,1998,6-10). Quality was defined by some 

researchers from two perspectives: manufacturing and marketing. There are two concepts from the 

manufacturing side. The first is design quality, which focuses on product features that meet the 

needs of customers (Fine, C.H.,1986, 1301-1315). The second is quality of conformance, which 

focuses on whether the organization meets the design specifications, as previously mentioned. In 

this study, the author will focus on the quality management system, processes, principles, and tools 

from a manufacturing perspective. We will go deep down into ISO 9001:2015 requirements in the 

quality management system and quality management process; PDCA cycle quality assurance 

methodology; get to know about IT system with Sharepoint solution to store the quality document 

as well as enhance the communication process in the quality process.   

1.1 Case company: K 

This thesis aims to review the current quality management system and create a new communication 

process with a Sharepoint IT solution and strategy in the quality management department. 

The author is working as a quality inspector at Company K which has a factory in Vietnam. The com-

pany has a headquarter in China. It was founded in 1982 in Nantong, Jiangsu Province.  

Company K is one of the biggest and most reputable furniture manufacturers in the world, a well-

known home furnishings company in China. With more than 6000 brand stores and 120 wholesale 

customers, Company K’s products are in millions of homes worldwide.  

Leading the way in design and innovation, the company offers luxury comfort and practicality at a 

remarkable price. For every space in the house, Company K creates, develops, manufactures, and 
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promotes fashionable, high-quality furniture. The company makes it possible to live a comfortable, 

healthy, and environmentally friendly lifestyle. Company K operates five manufacturing plants in 

China, located in Xiasha, Shenzhou, Jiangdong, Jiaxing, and Huanggang. To diversify its manufactur-

ing base and boost output, Company K has constructed factories in Mexico and Vietnam.  

1.2 Research questions 

The research questions of this study are as follows: 

• How should a company continuously improve the quality of its production?  
• How to apply ISO 9001:2015 in the current quality management system? 
• Should we have a better communication system in the company for quality man-

agement? 
 
 

Research questions How did you do to collect 

the data 

What kinds of information needed 

How should a com-

pany continuously 

improve the quality 

of its production? 

Ask other colleagues who 

had more experiences 

Collect the current docu-

ment about quality in the 

company database 

Information about the current quality pro-

cess and the current issue in the quality 

team 

About the bottleneck of the quality com-

plaints-solving process 

How to apply ISO 

9001:2015 in the cur-

rent quality manage-

ment system? 

Collect all the quality stand-

ards from different teams 

(production, finalization, 

good receipt team…) 

Getting all the tools and 

manual instructions the 

company is using for the 

Quality standards for different kinds of raw 

materials 

Responsibility of each team in the quality 

management process 
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quality management pro-

cess 

 

Should we have a bet-

ter communication 

system in the com-

pany for quality man-

agement? 

Asking other colleagues 

how they communicate 

about quality management 

topics   

Current communication system and pro-

cess of how they handle quality cases on 

the daily basis 

 
1.3 Scope and limits of the thesis 

1.3.1 Scope 

In company K, the author got a project from the quality department manager to improve the current 

quality management process of the company. The author spent the first month learning a lot about 

the company’s quality management process. After understanding the process and collaborating 

with other team members who have been working long-term in the quality team, the author found 

many issues in the current quality management processes like there is no common agreement be-

tween the different teams, sometimes the quality team wants to reject some product, but produc-

tion did not agree. The cross-functional cooperation is not good.  

With the support from other team members and the manager, the author decided to use this the-

sis to improve the current quality management system of the company K. Thus, the first step will 

be defining all the current issues and doing research to fix it. 

1.3.2 Limitation 

The author is working at Company K which is responsible mainly for production and transportation. 

Company K’s headquarter in China takes care of the R&D department and the new product 

introduction (NPI) project. Therefore, the author will not focus on the quality planning process for 
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the new product development. Some quality metrics and quality checklists are also made by the 

R&D department will be also out of scope in this thesis. 

All the changes which were proposed by the author will be not implemented because the company’s 

process and structures are heavily dependent on the mother company in China. The changes will 

need approval and it takes a lot of time.  

All literature and theories about quality management in this study will emphasize more on the 

manufacturing segment since Company K is a Furniture manufacturing company. 

1.3.3 Reliability 

The data in this thesis was collected in 2 stages. In the first stage, the author collects the data to 

understand what is the current quality management process in company K. Because the author was 

working in Company K while writing this thesis, the data or documents about the quality 

management process are highly reliable.  

In the second stage, the author was doing qualitative and quantitative research as interviews and 

surveys and gets data from it. To ensure the reliability of the data, the interview was done with the 

author’s colleagues who have a lot of experience and knowledge about the quality management 

process only. The survey was also sent to the relevant group of people who are working with quality 

issues daily. 

2 Research methodolody 

At various stages of the study, this thesis was completed using a combination of quantitative, 

qualitative, and case study methods. This thesis was completed at a specific organization with a 

trustworthy database that is easily accessible. The author is working in a team with many relevant 

stakeholders, and improving the quality system can be evaluated by a qualitative method such as 

interviewing with the production team and sale team to ask about their feeling and satisfaction with 

a new quality management system set-up. The quantitative method can be utilized as well to 

calculate how fast the communication is and the team’s performance. 
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2.1 Quantitative method 

The definition and application range was initially taken into consideration in order to choose which 

approach is appropriate for the study. “Quantitative research is understanding phenomena by 

gathering numerical data that are evaluated using mathematically based approaches (in particular 

statistics),” claim Aliaga and Gunderson (2002, 1). 

The author can utilize statistically based approaches to analyze the data because the database for 

the qualitative research must be in numerical form. Because the author was an intern for the 

company, the trustworthy database in this instance is constantly accessible. A quantitative approach 

will be prioritized to analyze the communication efficiency in the quality department 

2.1.1 Survey 

Survey research is considered an important quantitative method. The data required for the survey 

method are sent and collected from different groups of people. (Glasow, 2005). The advantage of a 

survey can collect a huge amount of data from the population.  There are 2 groups of the survey: 

Sample survey which means the data will be collected from a certain fraction of the unit population 

and census survey which means the data will be collected from all units of the population. (Nayeem, 

2017) 

In this study, the author tries to improve the quality management process so only a certain amount 

of people in the company will be affected. The sample survey is chosen here. The author needs to 

define the departments that the study’s topic will affect and define how many people from those 

departments will be a survey. 

2.2 Qualitative method 

Qualitative research has a wide range of definitions from many sources. Qualitative research is a 

situated activity that places the observer in the world, according to Denzin and Lincoln (2005). It 

consists of a collection of interpretive, tangible actions that bring the outside world into focus. The 

world is changed by these methods. They transform the world into a collection of representations, 

which may include memos to oneself, field notes, interviews, dialogues, and images. At this level, 
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qualitative research adopts a naturalistic, interpretive perspective on the world. Accordingly, quali-

tative researchers look at objects in their natural environments while attempting to interpret or 

make sense of events considering the meanings that different people assign to various phenomena. 

In this study, the author will mainly conduct this method to measure the satisfaction from customers 

toward the company’s quality services; it also helps to identify the convenience and efficiency of 

quality processes which are acknowledged by stakeholders 

2.2.1 Type of Interviews 

The interview is considered an important qualitative research method using open-ended questions 

to engage respondents in conversation and extract information on a subject. Interviews are any 

face-to-face exchanges between two or more people that have a clear objective. (Nick, 2009,5) 

There are 3 different types of Interviews in Research: Structured interviews, Semi-Structured Inter-

views, Unstructured interviews. 

Structured interviews: Structured interviews are described as research methods with very limited 

or nonexistent scope for pushing participants to gather and assess information. This interview's 

questions are pre-planned based on the specific information that is needed. This can help to collect 

uniform data with less time and skills; however, this method can reduce the ideas and feedback 

from participants. (Nick, 2009, 5) 

Unstructured interviews: also known as in-depth interviews are typically characterized as discus-

sions performed to gather information for the research study. These interviews feature the fewest 

questions since they resemble a typical conversation with a central theme. The fundamental goal of 

most researchers who use unstructured interviews is to establish a connection with the participants 

and get a completely honest response from them. This type of interview can be easy to implement 

within an informal context. The participants can be able to ask a question to clarify more about the 

interviewing question, so, they can have a better answer. The problem with this type of interview is 

that it is not easy to keep the interview topic on track. The data which we can collect from the 

interview would be analyzed again to get the desired result. (Nick, 2009, 7) 
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Semi-Structured interviews: Similar to structured interviews in that the themes or questions to be 

asked are arranged in advance, semi-structured interviews are based on open-ended inquiries as 

opposed to closed ones. This method offers the researcher a lot of possibilities to interact with par-

ticipants along with maintaining the basic interview goal/target. It is flexible for the researcher to 

implement the interview question in whatever format they want. The participants can provide val-

uable feedback to a researcher with the semi-structured setup without any mandatory yes/no ques-

tions. There is also a downside of this method, the researcher needs to spend more time analyzing 

the result because comparing the different interview answers without strict guidelines will be time-

consuming. (Nick, 2009, 6) 

2.2.2 Interview Methods 

There are several methods to conduct a research interview 

Individual interview: This method is conducted when the interview topic required a lot of detailed 

information from the participants. There are some sensitive topics which the detailed information 

the participant may not be willing to share in public or in a group. The advantage of this method is 

that the researcher can get different independent answers from participants. For instance, if the 

interview is in a group, the answer may be affected by others. (Nick, 2009, 8) 

Group interview: This method is conducted when the researcher does not have sufficient knowledge 

about that topic and need a group of people to share wisdom about that topic. When interviewing 

in a group, the researcher can get a consensus from different people, so the different perspectives 

on the topic can be covered. (Nick, 2009, 9) 

Conduct the interview, there are 2 main ways: 

Face-to-face interview: The researcher and participant will meet up together and conduct the inter-

view. It is a flexible method where the participant can ask any questions about the interview ques-

tion and the researcher can clarify them. Therefore, the quality of the interview is significantly high. 

This method is good for discussing sensitive information. (Nick, 2009, 9) 
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Telephone or online interview: This method becomes more popular nowadays when remote work 

is everywhere. It is an efficient method to save time and money but still guarantee the reliability of 

the interview result. The only disadvantage of this method is that there is less connection between 

the researcher and participant than face-to-face. (Nick, 2009, 9) 

After understanding different types and methods of interview, the author decided to go with a semi-

structured interview where the participant can freely express their ideas according to the prepared 

interview questions. The reason is that the author did not have as much knowledge and experience 

compared to other colleagues and managers, so the author wanted to get as much feedback and 

ideas as possible. 

The interview in this study will be conducted in both groups and individuals by using face-to-face 

and online methods. Because there are some author’s colleagues are in China, it is more convenient 

to use the online method (virtual method). The author will present the idea to a small group of 

people and conduct the interview directly there in the group as well to get a consensus in the group. 

2.2.3 Case study method 

Case study methodologies have been regarded as an effective technique in several social scientific 

studies (Johnson, 2006, 393-412). Although there are still many contentious viewpoints regarding 

the method of the data collection strategy used in a case study.  

On the other hand, Bill Gillham (2000) defined the case study method into two different sections. 

The word “case” describes a unit of human activity that is a part of reality and can study and under-

stood in a certain situation. The word “study” is a thorough investigation of the case that looks for 

a variety of various types of evidence to address all relevant research issues. 

The role of the case study methodology in solving business research is significant.  The strategy can 

be used to analyze and solve a practical problem, after that we can build and test a business theory 

as well. However, not all case study methodology can be reliable and trustworthy, it needs to be 

implemented with a scientific approach (Jan, D.,2008,1). 
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The author will use a case study as the main research method to solve the quality management issue 

in the author’s current company. 

3 Literature review 

In this section, we will go through all the theoretical parts to answer the research questions. To 

answer the first question “How should a company continuously improve the quality of its produc-

tion?”, we need to understand what quality is in advance. 

3.1 Quality Definition 

There are also several approaches to defining quality (Schneider & al., 2004, 10). Garvin (1984) 

included 5 different approaches to quality: product-based, user-based, global or transcendent, 

manufacturing-based, and value-based approaches. 

The global approach to quality is kind of general. To be simple, if no one claims it is bad quality, then 

it has good quality. Companies frequently find it challenging to assess, analyze, and be subjective. 

Customers typically characterize quality as “good enough” or as something that “gets the job done.” 

(Erick C., 2014,3-5) 

The product-based approach to quality relates to production’s attributes. So, it is clear to accept 

that the phone with a camera function has higher quality than the one without it. The product with 

more attributes and functionalities that customer desire to have will have a better quality (Erick C., 

2014,3-5) 

The user-based approach is related to attributes and features that users define or consider as 

important. It was defined quality as “fitness for use” (Erick C., 2014,3-5). We can see that different 

customers can use products in different ways, so high-quality products need to have features that 

fit most of the customer’s satisfaction. Schneider & al., (2004) approached this definition from the 

service point of view as well, because service is not tangible. This approach can give us a better view 

of the differences between product-based and user-based approaches 
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The manufacturing-based approach is about the organization ensuring it meets engineering 

specifications to meet quality standards. Predetermined specifications are used to design and 

manufacture products. Quality control techniques help to detect deviations from specifications. If 

these set of requirements are not met, then the product will be considered non-compliant or 

defective and will be not delivered to customers. Crosby, P. B. (1979) defined this concept as 

“conformance to requirements”.  

The value-based approach is about defining the attributes of market-driving quality. There are 

mainly 8 different attributes (Garvin, 1984,25–43) 

 

 

Figure 1. 8 different attributes in the value-based approach (Garvin, 1984,25–43) 

These 8 different attributes (Figure 1) are: 

1. Performance 
It refers to the operating characteristics of the product. For example, how the air-conditioner can 

cool down the house’s temperature, how the car accelerates on the highway 
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2. Features 
These refer to some additional features that customers may want to have. Like extra food and drink 

on the first-class flight (Erick C., 2014,3-5) 

3. Reliability 
It refers to the probability of the failure of the product. For example, how many times does the 

phone have issues? We can see this attribute clearly with the phone brand. Apple phone is consid-

ered more reliable than the Chinese phone. 

4. Conformance 
It refers to how the final product can meet the pre-established standards. We can see this attribute 

inside the manufacturing process like defects in the quality gate, we can also see it outside like how 

many times the product needs a repair under a warranty (Erick C., 2014,3-5) 

5. Durability 
It is about the amount to use the product until it was broken down and needs repair. Like how many 

hours can the light bulb operate? 

6. Serviceability 
It is about how good the repair or customer services are  

7. The aesthetic 
This attribute is described as how a product looks, feels, sounds, tastes, or smells (Erick C., 2014,3-

5) 

8. Perceived quality 
It reflects how customers feel when using the product. This attribute can be somehow similar to the 

durability or reliability attribute, because if the product is not lasting long then customers may feel 

bad and dissatisfied 

After going through the definition of quality, we can acknowledge that the value-based approach is 

much wider and include all other approaches. For example, the product-based approach includes 

the concepts of performance, features, and durability; the user-based approach includes servicea-

bility, aesthetics, and perceived quality; the manufacturing-based approach with Six sigma is about 

Conformance and Reliability. 
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3.2 Quality management 

After understanding the quality definition, the study will go further to research what quality man-

agement and what suitable quality management system the company should follow to help the 

author answer research question 1. 

3.2.1 Quality management system 

According to Shere (2009), he defined quality management system, in general, is the combination 

of all management functions to follow and implement the company quality policy. Dean and Bowen 

(1994) think similarly, they said that Quality Management (QM) is considered a “philosophy or an 

approach to management” made up of a “set of mutually reinforcing principles, each of which is 

supported by a set of practices and techniques”. 

In a more detailed definition, the quality management system is a structured system that documents 

processes, methods, and responsibilities for accomplishing quality policies and objectives. It is a set 

of rules, processes, and procedures that are necessary for planning and execution in the core busi-

ness of a corporation. It gives you the information, tools, and resources you need to properly com-

prehend what quality management systems are and how they can help you enhance your company’s 

day-to-day operation (Itay A., 2017,18-30) 

Quality management is one of the most important research topics in operations management. To-

day, quality management is an organizational goal that is widely accepted by many companies (Nair, 

2006)  

Defining the scope of the quality management system is a critical task for most corporations. Itay 

Abuhav 2017 in his book mentioned that the QMS scope refers to the areas, locations, products, or 

lines of products (or services), and processes or activities of the organization that is relevant to and 

will be influenced by the QMS. In other words, the QMS's domain is defined by its scope. Knowing 

the scope will help the company to have a suitable quality management system in each area and 

process.  
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To gain the benefits of a quality management system, a company must ensure that both manage-

ment and employees are involved throughout the process. The management's ongoing interest and 

commitment are required for successful implementation. Management not only provides a vision 

that reflects the service and its quality, but it also provides personal input on how to make the ser-

vice as efficient as possible. Furthermore, management encourages employees to perform in a man-

ner that reflects the highest possible level of service quality. (Cheng & al. ,2007, 65). 

Many companies try to apply the quality management system to their operation process with the 

hope to gain more competitive advantages, but then realize it is not that easy and the implementa-

tion of quality management needs to be clear and continuous. In the book of John S. Oakland (2014), 

he mentioned about quality management system model which interacts with all the processes in 

the organization. 

 

Figure 2. Model of the quality management system (John S. Oakland,2014, 246) 

From the above model (Figure 2), the input is aiming to have the customer’s requirements and the 

output is the customer’s satisfaction. We all know that customers’ requirements are changing sig-

nificantly every day. It is important to implement the customer interview and survey often to catch 

up with what customers want to feel when using the final product. (John S. Oakland,2014,3-10) 
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There are 4 main blocks in the model 

Product realization: It means that the organization itself can now review again about the product 

after getting feedback from customers (John S. Oakland,2014, 199-205). For example, the chair 

leather is not so comfortable, the phone’s battery is run out so fast… 

Management analysis and improvement: After the product realization step, the company will do 

the analysis and identify areas, functions, and processes to change and improve 

Management responsibility: It means the quality management strategy and mindset need to be 

from chief executive to mid-senior managers to responsible persons. It needs commitment from all 

members of the organization. (John S. Oakland,2014, 33-34) 

Resource management: The company should decide on and supply the resources required to set up 

and enhance the quality management system, including all projects and processes. The general in-

frastructure, which includes buildings, machinery, any auxiliary services, and the working environ-

ment, must be provided and maintained in order to ensure adherence to the product or service 

standards. (John S. Oakland,2014, 253) 

3.2.2 Quality management process 

After we understand what is the quality management system, there is a new incoming question 

what is the process to apply the quality management system and continue to improve the quality 

management system in research question 1?  

Juran (1998) stated that there are 3 main elements to implementing the quality management sys-

tem, referred to as quality control (QC), quality assurance (QA), and quality management (QM) 
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Figure 3. 3 main basic elements of the quality management process (Erick C., 2014,11) 

Quality Control: Analyzing to identify the reasons why the products/services are low-quality. The 

company will monitor the process capability and stability, measure the process performance and 

variability to update the quality baseline, and recommend corrective and preventive actions. The 

quality control process also suggests manufacturing/production changes to avoid defect repair. (Er-

ick C., 2014,12) 

Quality assurance: Concentrating on testing and researching activities to make sure that prod-

ucts/services can meet standard specifications. This process includes reliability, durability testing of 

the product, experimental design, and failure/defects analysis. (Erick C., 2014,12) 

Quality management: It refers to the management processes that oversee and connect the comple-

tion, control, and transition of quality activities. This process will provide leadership and support, 

provide employee training and recognition about quality management, and plan quality improve-

ment for the short-term and long-term with a suitable organizational system. (Erick C., 2014,12) 
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3.2.3 PDCA cycle 

In the quality management process, many organizations are using the PDCA -cycle (Plan, Do Check, 

Act) (ISO,2015). The PDCA cycle is more effective than the "right the first time" strategy. Using the 

PDCA cycle means constantly looking for better ways to improve (Imai, M.,1886,60).  

There are 2 corrective actions: temporary and permanent. The temporary action is intended to ad-

dress and practically resolve the issue. Permanent corrective action includes investigating and elim-

inating the root causes, to ensure the long-term viability of the improved process. (Menand,2001) 

 

Figure 4. Representation of the structure of this International Standard in the PDCA cycle (ISO,2015) 

The Plan-Do-Check-Act (PDCA) cycle is one of many that drive continuous improvement in organi-

zations. The ISO 9001 Standard employs a process-oriented approach that includes the PDCA cycle. 

The ISO 9001 standard promotes the process approach, which systematically identifies and manages 

processes that operate the quality system and maintain its interactions. The process approach con-

stantly improves itself by utilizing the PDCA cycle. (Itay A., 2017,416) 
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The PDCA cycle principle is present in all our daily business activities. As figure 5, we can see that 

Leadership is at the center of the cycle meaning that we need interaction and cooperation from the 

top management level to the lowest level to keep the PDCA cycle rotating. The PDCA cycle is used 

both formally and informally, and it never ends. Its goal is to maintain constant improvement. The 

method combines the planning, implementation, control, and improvement of the Quality Manage-

ment System's various operations; the PDCA can be implemented at the core process, a minor pro-

cess, or even several processes, a product, or a resource. (Itay A., 2017,417) 

The PDCA cycle can be briefly described as follows: 

Plan: Establish the system's and its processes' objectives, as well as the resources required to deliver 

results following customer requirements and organizational policies and identify and address risks 

and opportunities as well to make sure the cycle will not cause any risks (ISO,2015). Consider writing 

the plan with the participants; they can provide useful input and set up effective activities. Make 

the "Do" stage (the next stage of the PDCA) easier for them to complete. (Itay A., 2017,417) 

Do: This is the second stage of our cycle. At this stage, we will implement what was planned in the 

first stage (ISO,2015). It is always hard to make words into action and it needs cooperation from all 

stakeholders and levels in the company. A clearer plan with precise and detailed information will 

help this “Do” stage easier. (Itay A., 2017,417) 

Check: In this stage, we will assess the efficiency of the “Do” stage by monitoring and measuring 

processes and the resulting products and services concerning policies, objectives, requirements, and 

planned activities, and report the results. (ISO,2015) 

Act:  In this stage, we try to improve the performance of our plan. If we are dissatisfied with the 

progress of our plan, review it, and make changes to improve it. For example, which parameters we 

failed to meet the objectives in and try again or in a different way? This is how we stay on top of our 

game. (Itay A., 2017,417) 
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3.3 Standard ISO 9001:2015 

To answer research question 2, we need to understand what the standard ISO is and why the com-

pany needs it for their quality management system 

3.3.1 ISO-International Organization for Standards 

ISO was founded in 1947 in London. There were 67 technical committees (experts to focus on spe-

cific topics). (ISO,2022) 

ISO is an independent, non-governmental international organization with 167-member national 

standards bodies. (ISO,2022) 

Through its members, it develops voluntary, consensus-based, market-relevant international stand-

ards that bring together experts to share knowledge, support innovation, and provide solutions to 

global challenges. (ISO,2022) 

ISO documents often contain requirements, specifications, guidelines, and characteristics that must 

be met for a product to meet general criteria or requirements. (ISO,2022) 

The International Organization for Standardization (ISO) first released the ISO 9000 quality assur-

ance standards in 1987 and amended them in 1994. These standards include ISO 9000, 9001, 9002, 

9003, and 9004. (Tummala and Tang 1996).  

It is said that ISO certification ensures a uniform level of quality for all processes, services, and goods 

produced by enterprises (Singels et al. 2000). 

3.3.2 ISO 9001:2015 

In quality management, we have ISO 9001:2015 which is a part of the ISO 9000 family for quality 

systems. Many organizations manage to get achieve this standard to get a certificate.  
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On the ISO official website 2022, they stated 2 main reasons why the company needs ISO 9001:2015 

certification: 

• They need to demonstrate a consistent ability to provide a product or service with high-quality stand-
ards. In other words, it means the product/service will meet all the customer’s requirements. 
(ISO,2022) 

• They not only want to meet the customer’s requirements, but they also want to improve the cus-
tomer’s satisfaction continuously through effective application of the system including improvement 
of the system and assurance of conformity to customer. (ISO,2022) 
 

There are over a million organizations worldwide that are independently certificated via a third 

party. This makes ISO 9001 become one of the most widely used around the world for the quality 

management system. Some studies have already shown that certificated organizations outper-

formed organizations without certificates in terms of return on assets. For example, US motor car 

industry, the organizations that applied ISO 9001 standards in their quality management systems 

gained significant growth in operational performance, financial performance, and stock market per-

formance. (John S. Oakland,2014, 247).  

The standards offer a benchmark against which a company's quality management system can be 

assessed. The attainment of customer satisfaction through multidisciplinary involvement in at-

tempts to improve the quality, documentation of systems and procedures, and other fundamental 

structural components required for quality systems forms the basis of this baseline. Many busi-

nesses base their continuous improvement initiatives on ISO 9000. (Summer, 2005) 

The supply and demand sides of the economy are what is driving the adoption of ISO. Instead of 

adding a new production factor, the implementation of ISO minimizes managerial inefficiency (La-

fuente et al. 2009,62-75). 

3.3.3 Principles of ISO 9001 

The ISO 9001 specifications outline what a business must do to fulfill consumer expectations. How-

ever, it is up to the specific business how these objectives are met. The ISO 9000 standards under-

went a considerable revision in 2015 to align their structure more closely with how businesses are 

run. It explains how quality standards can be achieved and is a process-oriented systems approach 

with a customer-centered focus on developing relationships on all levels. (Erick C., 2014,36) 
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There are 8 key principles included in the ISO 9001:2015 (Davor M.,2019,1) 

1. Customer-focused organization 

2. Leadership 

3. Involvement of people 

4. Process approach 

5. Systems approach to management 

6. Continual improvement 

7. Factual approach to decision making 

8. Mutually beneficial supplier relationships 

According to Agnieszka, M (2010), when we look closely at the specifics of each principle, we can 

see that they represent, in a sense, successive stages of the maturity and understanding of busi-

nesses in the domain of quality management. They are positioning themselves in the following or-

der: 
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Figure 5. Quality management principles with 5 levels of maturity of the organization (Agnieszka, M. 

2010,4) 

Customer focus  

The main goals of quality management are to plan, design, develop, produce, deliver, and support 

products or services to satisfy customer needs and try to go above and beyond their expectations. 

The company should identify different customer groups (indirect and direct) for each product/ser-

vice. Based on that, they need to create a sustainable communication channel to connect with cus-

tomers to measure and monitor customer satisfaction. (ISO, 2015) 

Leadership 

The purpose and direction of the organization are unified by the leadership. They should establish 

and maintain a workplace culture that encourages people to actively participate in attaining the 

goals of the firm. Communicating and encouraging an organization-wide commitment to quality 

through the organization’s mission, vision, strategy, policies, and processes. (ISO, 2015) 
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Involvement of people 

To increase the organization's capacity to generate and deliver value, competent, empowered, and 

engaged individuals are crucial at all levels. It is also critical to provide people with the required 

training, resources, and authority to act with responsibility on quality management matters. The 

company should care about the employee’s development, initiatives, and creativity and enhance 

the people’s satisfaction. To be more specific about quality management, Stapp 2001 stated that 

with good people involvement policy, the company can utilize employees’ talents to produce a 

higher quality of products/services. (Stapp, Eric H. ,2001, 43) 

Process approach 

When activities are viewed and handled as interconnected processes that work as a coherent sys-

tem, results that are consistent and predictable can be attained more effectively and efficiently. The 

company needs to define the objectives of the systems and necessary processes that need to include 

inputs and resources, and the desired result that occurs through proper management of the pro-

cesses involved. (Stapp, Eric H. ,2001, 44). The risks which can occur during the quality management 

process to affect the output results need to be identified and avoided. (ISO, 2015) 

System approach to management 

Objectives can only be achieved when the organization can recognize and manage the systems of 

connected processes. The organization becomes more efficient and effective because of achieving 

those goals. (Stapp, Eric H. ,2001, 44) 

Continual improvement 

When organizations establish and maintain a continuing focus on improvement, they will be able to 

maintain current levels of performance, adapt to changing circumstances, and recognize, create, 

and take advantage of new opportunities. The company creates and implements procedures to 

carry out organizational improvement programs, and monitors evaluates, and audits improvement 

project planning, execution, completion, and outcomes. (ISO, 2015) 
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Factual approach to decision-making 

When an organization has built an evidence-based decision-making process, which includes obtain-

ing information from various sources, recognizing facts, impartially assessing data, examining cause 

and effect, and considering potential repercussions, it will succeed. Nowadays, decision-making can 

be extremely complex with many uncertainties involved, so the company should determine, meas-

ure, and monitor KPI (key performance indicator) to demonstrate the organization’s performance 

(ISO, 2015) 

Mutually beneficial supplier relationships 

This is the top level in the pyramid chart in figure 3. If the company permits unfriendly or uncoop-

erative relationships with its suppliers, it cannot succeed. Cooperation with suppliers must not be 

undervalued because they are a crucial component of the systems that a business must manage 

(Stapp, Eric H.,2001, 44). It is important to determine the relevant interested parties (stakeholders) 

which are surrounding the company’s network like suppliers, partners, customers, investors, em-

ployees, and society as a whole and the relationship between them to the organization. After that, 

the company needs to make a priority of those relationships and establish a short-term and long-

term relationship plan. Then they need to measure the performance and increase the support and 

cooperation in those relationships (ISO,2015) 

3.4 Information System (IS) 

3.4.1 Information system and its role in Quality management system 

The information system is defined as a working system that processes information by performing 

various combinations of six types of operations: capturing, transmitting, storing, retrieving, manip-

ulating, and displaying data. Furthermore, the use of information in a human context and its align-

ment with business strategies demonstrate that technological aspects are only one component of 

this system. (Alter, 1999, 1–70) 
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To have a good quality management system set up with basic requirements, it is necessary to have 

an information system in the organization. The IS will probably determine the success or failure of 

the quality management system. (Wai et al., 2011, 592–608) 

As we understand from the previous theory that the quality management system needs to exchange 

data from input (customer requirements) to internal processes and output as the final products/ser-

vices. With IS support, the data can be organized, preserved, and archived in the database and send 

to different parties with fast speed and high accuracy. Furthermore, the IS software can help the 

organization implement ISO 9001:2015 by replacing all paper records with space-saving and envi-

ronment friendly.  (Tasneem F. et al.,2017) 

According to Khalil (1994), Information System (IS) is a crucial part of the organization to implement 

the Total quality management (TQM) principles. The author also emphasized that many people did 

not aware of the role of IS in quality management. For example, when the company analyses the 

feedback from customers and tries to communicate them with R&D and production without proper 

IS. The communication data is poor and inconsistent will lead to a poor outcome of quality manage-

ment. (Khalil, 1994) 
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Figure 6. IS–TQM framework (Khalil O.,1994) 

In this above figure 6, there is a connection between Total Quality Management (TQM) and Infor-

mation system (IS) and the Enablers. We can see that when the company has some goals and visions 

about quality management for example the company want to have all the sofa with leather thin 

smaller than 2 cm and need more protective foam underneath. With this goal/strategy, all purchas-

ing teams and quality teams need to use an Information system to communicate with suppliers, 

production needs to use IS system to measure and communicate with the quality team. The cus-

tomer service team need to use IS system to check with customer and get their feedback on this 

new company strategy on the sofa. We can see that to get a good result in quality management, the 

company needs a good IS to support. 

The involvement of IS in Quality management is significant for a long period. There are many IS 

software that is now used globally to implement the QM. For example:  

ERP - Enterprise Resource Planning is used to maintain customer and supplier relations, product and 

process management, quality data, and workforce management (Foster, Wallin, & Ogden, 2011).  



29 
 

 

EDI – Electronic Data Interchange can also be used to maintain customer and supplier’s relations, 

employee and stakeholders’ communication, system development and internal audit, and training 

(Kock & McQueen,1997) 

CRM- Customer Relationship Management is used to main customer relationships, customer focus, 

and customer service. (Ku,2010, 1085–1102) 

Document Management Systems are used to process the documentation, QM communication in 

the organization, and document the QMS (Kasim,2011,171-178) 

3.4.2 Sharepoint Online 

We already see the important role of IS in Quality management systems, we will go deeper to un-

derstand SharePoint Online which is one of the power tools as document management systems. 

SharePoint Online is a service provided by Microsoft as part of the Office 365 product family. It is a 

cloud-based service in that we can collaborate on work-related tasks and share content with col-

leagues, partners, and customers all over the world. Internal sites, files uploaded, and any infor-

mation hosted on SharePoint Online can be easily accessed using mobile devices from anywhere in 

the world. (Charles D.  W.,2019,1). From Microsoft, there are over 78% of Fortune 500 companies 

are using SharePoint. Additionally, it is predicted that SharePoint is just at the start phase of growth 

and 67% of cooperations are considering SharePoint as a workflow platform and play important role 

in the cooperation’s communication. (Woodgate,2012,2) 

According to Crane (2010), documents, emails, and spreadsheets, among other things, can be stored 

on the website. It allows a person to save business information such as tasks, projects, calendars, 

and more. As a result, it serves as a central repository for all business information. 

SharePoint also allows the organization workflow to operate more efficiently through unique work-

flow features such as approval workflow and records routing. (Favre, 2011,4) 

There are 3 main advantages of using SharePoint Online (Charles D.  W.,2019,2). 
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Simple sharing and collaboration—Enable content sharing and collaboration among global teams. 

Allow people to share and collaborate on information to stay up to date. Enhance your intranet and 

turn it into a hub for information sharing. 

Connect people—Inform and communicate with your global workforce. Using SharePoint dynamic 

pages, you can publish breaking news and announcements. 

Use intelligence to make faster decisions—The powerful search engine will assist you in finding 

sites, attachments, and profiles. Built-in intelligence provides relevant results to help you make de-

cisions and discover important information. 

4 The study 

As the author mentioned in the beginning, this thesis is aiming to improve the current company’s 

quality management system. This section will explain in more detail what is the current process in 

the company’s quality department 

4.1 Quality management system in Company K’s factory in Vietnam 

4.1.1 Inbound to quality 

From the very beginning, the raw materials are mainly delivered from China, and some are supplied 

by local suppliers. All stocks will be placed in 2 different warehouses based on their characteristics. 

(One warehouse for Fabric, and leather…, and another warehouse for steel, screw, bolt, and car-

ton…). Then Quality team will take randomly each type and batch to be inspected by IQC (Input 

quality control) and the LAB. If at IQC phase, there are defined as unqualifying => be returned or 

accepted with a discount. At the same time, IQC sends samples to the lab to inspect. 
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Appendix 1. K’s inbound process map (Adapted from K’s source) 

 

Figure 7. K’s warehouse in Vietnam 
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Figure 8. K’s Inbound process 

When the sample goes to the lab to inspect with an unqualified result, the lab will send a report to 

the IQC team and there will be 2 scenarios: 

Concessive 

Request the suppliers to write a guaranteed letter for those unqualified shipments and give the 

company a discount. In case, there are huge discrepancies in the agreed quality standard and there 

is a part of that shipment that was already in production, the rest of the stock will be returned. 

Purchasing team will take responsibility to get at least a 10% discount for the unqualified stocks that 

were already in production. Purchasing team will work closely with the Quality team to collaborate 

with the supplier to improve the shipment quality in the next delivery. 

Return  

Make a return letter 
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Appendix 2. Quality return form (Adapted from K’s source) 

4.1.2 Quality Control in Production 

Each production line will have its QC team to check the unfinished products at a certain stage and 

process. If the QC team found some defects, they will write a report to the quality and production 

team to discuss the solution. If there is nothing wrong, the product will be assembled to the end 

and will be moved to the warehouse again. After that, the vice product quality manager will check 

randomly several products in different product batches. 

Each final products need a quality stamp from QC before delivering to the final internal quality check 

with the third-party representative from the customers. 
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Figure 9. K’s production QC process 

The packing process is also checked carefully. All the empty containers will be checked before load-

ing the finished products on. 

4.1.3 Quality check in Lab 

In the lab, we can do over 40 types of tests. The author will not go too much into a different kind of 

test in this thesis, only a few examples. This section focuses more on the process of how the quality 

check is done in the Lab and how it will be communicated to other teams. We separate into 2 main 

inspections: one for raw materials and one for finished products. 
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Figure 10. checking raw materials process 

When raw materials arrive at the factory, there is a team called IQC in charge of inspecting the 

materials first by their specifications and appearance. Then they pick or cut randomly samples from 

the whole batch sending them to the lab to take place deeper inspection. The samples are put in a 

raw materials room where the temperature and humidity are kept at 23+ and -2 and 50% corre-

spondingly.  

 

Figure 11. checking finished sofa process 

Finished product inspection occurs only if there is a requirement from the production department 

(production line) in case a new model is coming, or they may find some problems with the finished 

assembly goods (three-seat sofa and one-seat sofa). 

Unqualified Qualified 

Samples Reports 

Finished sofa Report 
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Figure 12. Sofa quality check 

In Figure 12, the machine is named the three-seat comprehensive tester. Which is equipped for 

testing the repeated load-bearing capacity of the sofa under simulated normal use conditions. Check 

the strength of the seat and back of the sofa after assembling all the parts (seat, back, handle, etc). 

During the test, a load module of a certain shape and pressure is continuously loaded onto the 

surface of the seat and the sofa's back according to the prescribed form and frequency of loading 

to achieve the required physics, characteristics, and performance. 
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For raw materials, we can inspect all components that need to be a part of a sofa such as a screw, 

bolts, wood, leather, fabric, cotton, carton boxes, etc. 

We can use the leather test as the example 

Cowhide 

Color test – Rub with a fleece tool 500 for dry scrubbing, 150 times with wet scrub (for grade 1 

leather); rub 250 times dry, 100 times wet for 2nd-grade leather; For some special leather, codes 

will customize the number of rubs on the skin. Or Scrub with cotton cloth: 10 times for both dry and 

wet. 

Folding test: The purpose is to see if the leather is torn or cracked after 50,000 times. 
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Figure 13. Folding test for leather  

After being inspected the sample would be identified as a qualified or unqualified sample based on 

Company K’s standards.  

The reports will be sent to a group called “internal inspection report” in Ding Talk which is a chat 

application. In this group, there are Production Quality Control, Input Quality Control, Output Qual-

ity Control, and Quality Control manager who are responsible for different materials and processes.   
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Figure 14. Ding Talk chat application 

Output Quality Control will receive an order from Production Quality Control (From the lab) that 

what materials are not qualified, then inform the purchaser to return all back or ask the supplier for 

a discount. They also need to write the return form to explain the defect reasons for return and 

solutions. 

4.2 Case study  

After we understand the current quality management system of Company K and discussing with 

other colleagues and manager, there are many issues that the author found during her time at the 

company as bellow: 

No common quality standards (lack of a quality handbook) 

Some inspection results were defined by observing, if one person inspected the salt spray sample, 

they would identify it as an unqualified sample, but others would not because they think it is not big 

rust on it, or because the production line is out of the component, and they want to use those right 

away. 

No efficient communication method 
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Like it was mentioned above, during the whole quality management process, the team used Ding 

chat as the main communication skill, each team need to download the reports individually and save 

them on their laptop. It was not organized and not easy to keep track of.  

There are many cases, the customer complained about some products that are delivered a long-

time ago and the quality team can’t find a quality report from the history chat. 

Sometimes, the Lab team already sent a quality report to the production and warehouse team to 

follow up, but they don’t do it and the case will be forgotten at some points. 

Not good customer integration into the quality improvement process 

Company K is only reacted when getting a complaint from a customer, otherwise, they will not do 

anything. The quality of the product will not be improved, and the company will lose its competitive 

advantages. 

No good cooperation from different teams for a long-term quality improvement process 

Company K’s quality department is concentrating more on quality assurance, quality control, and 

testing…There are no long-term development to get better quality standards and features to gain 

more competitive advantages. 

5 Result analyzing 

5.1 Proposal solutions 

After knowing the current issues that the company is facing with the quality management system. 

The author was doing a lot of research and came up with some bellow solutions 

5.1.1 Set a common quality standard or quality handbook for the whole company 

The author starts to discuss with the different team leaders in the quality department to make one 

standard quality handbook based on ISO 9001:2015 literature theory. Most of the team leaders 
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agreed about the current issue that the company is facing without the quality handbook. Therefore, 

the author and other teams started to collaborate and establish the first version of the quality hand-

book. 

To determine the object and goal of the handbook 

The handbook is aiming to align all the team/departments inside the company about the quality 

topic. Some common standards and processes were defined so everyone should follow them.   

To determine the responsibility and process 

Because the quality handbook is to be used to guide the implementation of the quality management 

system, so the role of each team will be defined clearly in the handbook. For instance, the goods 

receiving need to check the packaging quality and report it…The company was not concentrating on 

developing a quality management system to satisfy the customers better, and in this handbook, the 

role of R&D, or the development team was emphasized. 

Timeline for the handbook implementation 

It is extremely important to have a timeline to follow up on how the company set up and implements 

the quality handbook. It will boost the whole company from top manager to lowest level employee 

to understand the idea of the quality management system. 

Data collection 

This is an important step to establishing the quality handbook. The author needs to collect all the 

quality reports, and requirements that the company is currently using. Also, talking and interviewing 

with other team leaders and managers to ask if they want to add any additional information to the 

handbook. 

Content creation 
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At this step, the author should know already what should be included in the handbook and start to 

make the first version of it and send them to other teams to get more feedback. 

Auditing method  

The handbook will be considered as a development procedure for the company’s quality manage-

ment system. So, the auditing for this handbook is important when it was done. 

Submitting the handbook’s draft version 

At this step, the handbook just needs to be checked and fixed by other teams.  

5.1.2 Sharepoint implementation 

From the literature section, we know that information systems play an important role in the quality 

management system. Besides, the company is using Ding Talk, which is not a good communication 

tool and caused a lot of issues in the quality process.  

The author suggested to the managers and team members the use of the Team app for chatting and 

communicating, and Sharepoint as the main workspace for managing the project’s tasks, handbook, 

and quality cases.  

The author made a demo as well on how Sharepoint can significantly improve the current quality 

management system. 
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Figure 15. Sharepoint demo 

In Sharepoint, the author created the List which to keep track of all the quality issues. In this List, 

the status and priority of each case were mentioned. The responsible person and related suppliers 

are also mentioned and kept track of. The quality team when using this app can also attach the 

quality report to the attachment columns, so it will be saved on the Microsoft cloud, and everyone 

can access it and it is safe. Moreover, the top manager can use this file to calculate the workload 

and make sure the team will follow each case before the deadline.  

The quality handbook can be also saved here on the Sharepoint cloud. It can be accessed easily by 

any mobile phone via an app. 

5.1.3 Suggested actions for the company’s strategy about quality management 

As we know about the quality management process, and ISO 9001:2015 literature, the author made 

a list of suggested actions to present to the managers, and directors. 

Customer focus 

Identify and understand better the customer’s requirements, satisfy, and exceed the customer’s 

expectations and predict the future needs in this current fast-changing environment.  

- Using questionnaires and interviews more often with customers,  
- Organizing the customer’s fair and exhibition 
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- Adding more resources to the quality team to support customer’s complaints 
- E-mailing to customers for notifying all the updates about the quality complaints process 
- Sending samples of new products to customers to get feedback 
- Keeping the close collaboration between the quality team, R&D, and customers in terms of new 

product development or any improvement projects 
- Shortening the processing time for customers’ complaints about quality issues. Set the KPI for the 

processing time and try to improve it day by day 
 

Leadership 

The internal cultural that allows individuals to actively participate in attaining the organization's 

goals in quality management is something that leaders establish and maintain. 

- Organizing more workshops and training for an employee to understand the important role of quality 
management.  

- More conversations between a leader and team members will be a good approach to conveying the 
company’s target and strategy throughout the company 

- Transparently establishing responsibilities, rights, and tasks for each employee to improve the quality 
system 

- The quality management principle needs to be written down in all the reports like the handbook that 
all employees know and can access easily 
 
 

Process approach and continual improvement 

Establish a clear process for quality management and try to improve it on day by day 

- Determine the main and support process and the role of each team in each process 
- Creating the manual instruction for all the team members to follow. For example, before taking the 

leather material to the sewing machine, the production employee must scan randomly partly of that 
leather 

- Encouraging all the involved employees to speak out any ideas to improve the quality process 
through monthly and yearly meetings or workshop 
 
 

5.2 Interview 

The interview was conducted after the author made the Sharepoint solution demo and presented 

it to the team. There are around 10 people from the quality team and 3 managers. Due to the time 

schedules are different, the author presented the ideas to them separately in small groups both 
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face-by-face method and virual method in their leisure time. After the presentation, the author did 

3 interviews to ask about their thought and feedback. 

First-person (virtual meeting) 

She is my colleague who worked in the quality lab for more than 5 years. She said that the manual 

handbook will help the team. It can reduce a lot of extra explanation from her team to another team 

because of misunderstanding in some common quality standard KPI. She said Sharepoint is a great 

bonus to enhance the communication process. 

She is also concerned that who will maintain the handbook because there are a lot of new products 

coming every year with a lot of new quality standards and the handbook would need to be checked 

and updated. 

Second-person  

He is the team leader of the production quality control team. He also appreciates the handbook 

ideas and other suggested actions from the author to improve the quality process. He said that the 

company did not put enough effort and emphasis on the quality topic since it began. The company 

only acted when getting complaints from the customers. 

He was concerned that it will not be easy to change some of the current quality processes and he 

suggested the author make a detailed implementation plan with timeline and a huge support from 

the top manager to proceed with it. 

Third-person 

He is a production manager. He was happy with Sharepoint demo, and the ideas come long. He said 

that Sharepoint and Team can be trained right away and implemented after the training. 

The handbook will need to be reviewed and discussed more in deeper level with the R&D team from 

China. 
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5.3 Survey 

At the same time, the author also tried to make some demo videos and sent them to different team 

leaders/ managers to show to their team members and ask them to fill in the survey. The author 

used Google Form tool to create the survey. 

The survey had 4 main questions 

1. What do you think about the current quality process? 
2. Do you think that the handbook must be in place? 
3. What is the idea of Sharepoint? 
4. Do you want to involve more in this quality management process development? 

 
There were 43 answers the author got  

 

With the first question, more than 50% of the people believed that the current quality process is 

not so good and needs to be improved. This result can support more to the author’s thesis to de-

velop the quality management system. 
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In the second question, it is obvious that a quality handbook is needed, some of respondents said 

that there was many confuses before about the common quality standard, and it should be changed. 

 

There was 35 out of 43 answers said that Sharepoint is a good idea. Three of them said it is too 

complicated. These three people maybe need a longer training but in general, the author can be 

confident to say that the Sharepoint solution is simple and need to be implemented immediately. 
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There were three options for the last question and seem that there are a lot of people who don’t 

want to involve in the quality management process development. It means the company should 

have more workshops or training to integrate all employees into the quality management process. 

5.4 Time study 

The author implemented the time study to measure how long it takes to handle the quality com-

plaints cases before and after implementing the Sharepoint solution. 

The author spent 2 weeks following 30 cases. 15 cases before the Sharepoint implementation and 

15 cases after that 
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We can see the processing time (date) has a trend to go down from case 16 to 30 after using the 

Sharepoint solution.  

The first 15 cases with an average of 8.2 days to solve one case. From cases 16 to 30 the average is 

5.53 days. 

6 Conclusion and reflection 

6.1 Discussion  

Research 

questions 

Literature 

supports 

Implementation Results Research method 

How should a 

company 

continuously 

improve the 

quality of its 

production? 

+ Quality 

management 

system 

+ Quality 

management 

process 

+ PDCA 

 

+ Set the quality 

handbook for the 

whole company 

+ More customer 

focus and involve 

people in the qual-

ity management 

process from top 

manager to em-

ployee 

 

This handbook is still in 

process. The author 

worked actively with 

other teams to build it, 

but it will be done ex-

pectedly from the Sum-

mer of next year. 

 

The quantitative 

method with time 

study, 

A qualitative method 

with an interview 

and survey 

How to apply 

ISO 

9001:2015 in 

the current 

+ Quality ma-

nagement 

system 

+ Set the quality 

handbook 

The quality system now 

has a better setup.  But 

there was a need for 

more resources and still 

A qualitative method 

with interview and 

survey 
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quality man-

agement sys-

tem? 

+ ISO 

9001:2015 

 

+ all the processes, 

tasks, and responsi-

bilities for each 

team are defined 

waiting for the top man-

ager to recruit more 

people to maintain the 

handbook and other 

matters 

Case study method 

Should we 

have a better 

communica-

tion system in 

the company 

for quality 

manage-

ment? 

+ Quality 

management 

system 

+ ISO 

9001:2015 

+ Information 

System 

+ Sharepoint 

Online 

+ Sharepoint and 

Team app solution 

This suggestion was im-

plemented immediately 

and brought a lot of 

benefits to the team.  

The whole quality lab 

will officially change 

from Ding chat to 

Sharepoint and Team 

next year 

 

Qualitative method 

with interview and 

survey 

 

This thesis tagets to answer three questions. (See the table above) 

There is a promising future for all the author’s proposed solutions. The Sharepoint was a highlight 

and got the approval to be used for the team’s communication. There are many people from other 

teams still did not aware of the important role of the quality management system and it caused a 

lot of difficulties for the author to work with. Fortunately, the author got huge support from the top 

manager to continue this study and implementation. 

When the author is working on setting up a handbook, there are a lot of agreements and support 

from different team members. It is undeniable that creating a handbook is not an easy task and 
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requires significant effort from the team for a long period. But the author was confident that the 

handbook will be done and bring a huge advantage for the whole quality department and others. 

6.2 Conclusion  

The main purpose of this thesis was to find answers to the current state of management system and 

suggest solution a communication tool for a better communication within the whole company. 

While the author was doing the research, she realized the core issue was that the company is missing 

an essential document - handbook. it has been caused many missing events, uncleared solutions for 

unqualified samples or products, etc. According to the thoery of ISO 9001:2015, the need of 

pulishing a handbook is critical. After the author raised it out, the top managers took notice and put 

it to the list to discuss in the annual meeting at the end of the year. Since it started operating in the 

early of 2020, this is a great new for the near future that specifically the quality management system 

will be impoved and gennerally the entire company will be developed. 

In addition, as mentioned above, company K is utilizing the chatting application named DingTalk to 

communicate and store parts of procurement which are uploaded. From my point of view, this 

application is not reasonable to use to communicate for business. It is unclear in term of who is 

responsible for what matters and what issues are appearing, besides, the lines can be easily missed 

and unsent, the application does not limit where to documents are able to share. Thus, a sharepoint 

demo was made and share it to the quality team and managers. Sharepoint is a great tool which is 

a safe place to store, organize, share, and access information from any device. By using sharepoint 

the company can reduce many time to ask someone for some document or the manager can easily 

know the resposibities of each staff so as to managing and navigating workload more properly. 

6.3 Reflection 

It took four months for the author to study the implement the thesis. The author has been working 

with many talented people from the team and understand a lot not only about the quality topic but 

also about the information system topic like Sharepoint or Power automate. In the context of 

writting thesis, the author has practiced more collecting data skill and aplied to ultilize many types 

in text citation and reference. 
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Because the company has a headquarter in China, so many company’s documents were written in 

Chinese. The author has also learned a lot about Chinese in this period. 

The author believes there are still a lot of opportunities in the future that the company can improve 

in quality management. Increasing the concentration on the customer’s feedback and improving the 

IT tools to support the quality management process is a priority. 

There are some ideas for future development like increasing the concentration on the customer’s 

feedback and improving the IT tools to support the quality management process are priority. If 

Sharepoint is making an impact, then some other Microsoft applications can be considered as well 

like Power BI. Using Power BI and reducing the manual task in the quality department. 
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Appendices 

Appendix 1. K’s inbound process map  

 

 

 

Appendix 2. Quality return form  
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Appendix 3.  Survey questions 
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