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ABSTRACT

This study focused on the
application of the ISO 9001 : 2008
quality management system to improve
the quality of water supply services
for the citizens in Takfah Subdistrict
municipality area and to increase the
efficiency of the performance of the
municipality employees. The application
also helped reduce the number of
complaints from the public who used
the water supply services. From the data
regarding the satisfaction of the users of
the water supply services in this area,
it was found that in terms of the
competency, the aspects with the
mean scores lower than 2.50 were the
consistency, pressure, water-service close

alert, equipment installation and water

supply services. In terms of services,
the aspects with the mean scores lower
than 2.50 were the repairment period,
employees’ manners, employees’
enthusiasm and responses to queries.
Then the researchers implemented
the relevant ISO 9001 : 2008 quality
management system to solve the
problems. After the implementation of
the problem=solution guideline based on
the IS©9001%2008 quality management
system, it was found that the satisfaction
of the service receivers increased on
average by 28.48%. Moreover, this
implementation yielded another benefit
to the organization in that the service
receivers complimented the services,
thus helping create a good organizational
image and bringing awareness of the
usefulness of implementing this system
to the administrators who would make
use of the ISO 9001 : 2008 quality
management system more fully in the

future.

Keywords : quality management system,
ISO 9001 : 2008, municipal waterworks,

quality improvement
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