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Abstract 

 

The purpose of research titled “The Effect of Management System Standard’s Integration towards 
Process Innovation and Customer Satisfaction at PT. Kansai Paint Indonesia” is to estimate the most 
significant factors that influence the Integration of Management System Standard (MSS), in this case 
the ISO 9000 quality standardization, and also analyze how MSS integration influence process 
innovation and customer satisfaction. This study is done with the cause of the ever-increasing global 
competition that demands every business to keep on increasing their competitive advantage for the 
continuation of the business. 
 
Data for this research is gained through questionnaires to PT. Kansai Paint Indonesia with ISO 9001 
certification. To determine the important factors which influence the MSS integration, CFA 
(Confirmatory Factor Analysis) method is used. These factors include the use of better system, system’s 
performance, organizational strategy, and internal union. To analyze the influence of MSS integration 
towards process innovation and customer satisfaction, linier regression method is used to measure the 
strength and direction of the relationship that happens. 
 
Keywords: MSS integration, ISO 9000, process innovation, customer satisfaction 

 

INTRODUCTION  
In a very brief time, economic globalization has changed the order of world 

economy, which bridges challenge and new opportunity (Simon dan Yaya, 2012). In 
the same time, globalization has increased the number of products and services 
offered to the consumers. Many ways can be done by a company to achieve the 
desired competitive advantage in order to provide the best products or services for 
the consumers. One of them is by quality control. Based on Arumugam et al. (2009) in 
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Kristianto et al. (2011) the effectiveness of quality control will result in continuous 
competitive advantage and increased business performance. 

Quality is often used as a benchmark of a product’s degree of goodness. 
Therefore, companies are required to be able to create or sell their products by 
maintaining the quality in order to create a continuous competitive advantage. As 
Nemati et al (2010) state, customer satisfaction is a business terminology to evaluate 
how much products or services provided by a company are able to satisfy or gratify 
the customers. 

International Standard Organization (ISO) has issued a certification for quality 
known as ISO 9000. If a company has been certified with ISO 9000, then that company 
will gain a plus value in the eyes of the stakeholders. To be able to adapt with the 
needs of the customers, companies must provide innovative products with a great 
quality standard. In this context, innovation management, customer satisfactions and 
quality implementation are often considered important for an organization to be able 
to compete in the market. 

The relationship between standardization and innovation has been a rather 
controversial topic which has been dealt with in various research. While 
standardization and innovation is often considered as processes that contradict, there 
is another paradigm that develops from public policy and academic literature study. 
Simon and Yaya (2012) quote Galvin and Rice (2008) that states standardization as the 
motor of innovation activities by facilitating access to the market and enables 
interoperability between new technology and existing ones, products, services, and 
processes. 
 
LITERATURE REVIEW 
Management System Standard (MSS) 

World class management system standard aims to give guidance for 
organizations in the creation of business processes. International standard is a 
strategic tool and guidance to help companies overcome obstacles or challenges 
which demand the modern business. MSS is not product standard, there is no 
requirement that regulates the standard characteristics for certain products and 
services in MSS (CQI, 2013a). Standard in this context, applies for organizations as a 
whole for products and services. WP citra (2013) states that MSS will help 
organization to manage its process better. 

New MSS’ development provides choice that a company integrates the proper 
MSS into a system in order to obtain the benefit of synergy between them (Zeng et al., 
(2007) in Simon and Yaya (2012)). Simon and Yaya (2012) quotes ISO (2010), ISO states 
that if standardization is applied correctly, all eight principal of quality management 
will bring a number of benefit to the certified companies. For example “customer 
focus” will result in the increase of income and market share which are obtained 
through flexible and fast response for market opportunity, increase in effectiveness of 
organization’s resources usage to increase the customer satisfaction, etc. 

ISO 9001 provides guidance in quality management about what a company 
must do to fulfill needs and guarantee customer satisfaction while increasing its 
operation effectiveness (WP citra, 2013). ISO 9001 is based on two key concepts which 
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are the clear understanding about organization process and interaction to make sure 
of the products’ suitability; and management processes and system as a whole using 
the “plan-do-check-act” method. 

The most significant external benefits claimed by ISO 9001 for companies are 
competitive advantage, higher perception of quality, reduce the customers’ audit 
quality, and increased customers’ demand. Meanwhile, the internal benefits of ISO 
9001 include better documentation for management system, higher employees’ 
quality awareness, increased internal communication, increased operational and 
productivity efficiency (WP citra, 2013). 

In this research, the ISO 9001 standardization that will be discussed further is 
the ISO 9001 standardization for automotive sector known as ISO/TS 16949. This 
standardization emerged because of the desire of many automotive industry sectors 
to standardize the interpretation in their own market guidelines. This is also done to 
make sure that the ISO 9001 version used has specific requirements, but also to try 
and make sure that those companies have been trained and experienced auditors 
have been sent to assess them.  

ISO/TS 16949 is the ISO 9001’s technical specification which aims to develop 
quality management system that provides continuous improvement, emphasizes on 
defects’ prevention and variation reduction and waste in the supply chain. This is 
based on ISO 9001 and the first edition is published in March 2002 as ISO / TS 
16949:2002. 

According toHoyle (2005)quoted byBevilacqua, et al (2011), the purpose of ISO 
/ TS 16949 is to help organization to supply products or service in automotive sector 
to operate system which doesn’t only ensure whether the products or services have 
fulfill the needs of customers, but also provide continuous improvements, emphasize 
on product defection’s prevention, and reduce variation and waste in the supply 
chain. The five pillars of ISO / TS 16949 are : 

 Agreement process of production section; 

 Advanced product’s quality planning; 

 Failure mode and effect analysis; 

 Statistical process control; and 

 Measurement system analysis (MSA – Measurement System Analysis) 
 
Integrated Management System 

Integration in general is understood as combining separated parts to be a unity  
(Beckmerhagen et al., 2003). Integrated Management System (IMS) is a management 
system that integrates all the systems in an organization and process in one whole 
frame, which enable the organization to work as a unity  

According to Karapetrovic (2003) in Leopoulos et al, (2010), state that IMS is 
conceptualized as a chain of interconnected processes in various areas such as human 
resource, information, material, infrastructure, and financial resourcein order to 
achieve the combination of related goals with satisfaction as stakeholders. According 
to Beckmerhagen et al (2003),IMS is defined as a process to arrange different specific 
function management system into a single, more effective IMS (Beckmerhagen et al, 
2003) 
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Beckmerhagen (2003) said that by developing and applying IMS, theoretically 
notioned with “killing two birds with one stone”, in which an organization creates a 
sleek system which is compatible with the existing rules and standards will reduce 
failure, environment impact, and work accident. 

Therefore, the achievement of IMS will impact organization’s efficiency and 
effectiveness. There are many benefit and efficiency related to the integration of MSS 
which has been researched by a number of researchers, that states the benefit of the 
improvement related with having integrated system such as cost saving, operational 
benefit, better external image, increased customer’s satisfaction, and increased 
employee’s satisfaction (Simon et al, 2011). 

 
Process Innovation 

Understanding how to manage successful innovation is a very important and 
almost mandatory when innovation is used as strategy to survive (“innovate or die”). 
Nevertheless, it is also risky because it can cause death for company (Ortt and Duin, 
2008). Innovation means creating, developing, and implementing new product, 
process or service to increase efficiency, effectiveness, or competitive advantage 
(Nemati et al, 2010). Innovation doesn’t always needs to be called new product’s 
introduction in the market, but it can also be the process in approaching market 
(Nemati et al, 2010). 

Process innovation is the implementation of new things that significantly 
increase production or delivery method. This includes significance in tools technic and 
software (OECD, 2005). Heizer & Render (2010) state that process innovation is 
changes in a company’s process in creating products or services in creating products 
and services with more value by renewing or developing the previous process so that 
the company could gain increased value for the production process in a production 
activity. Process innovation includes spread function quality and modifying or 
replacing business process (Cumming,1998). 

Process innovation could aimed to reduce the unit production cost in delivery, 
to increase quality, or to produce or create new product to be able to increase 
significantly (OECD, 2005). According to Cumming (1998), process innovation is 
applied to create route for a better product’s production, faster, and also with less 
cost. Process innovation is among the new methods or significantly increased for 
creating and providing service. They could involve significant changes in tools and 
software which are used in companies with service orientation or in procedure or 
technic used to provide service. 
 
Customer Satisfaction 

According to Philip Kotler (2005) “satisfaction is the pleasant feeling or 
disappointment felt by someone resulted from comparing the performance of a 
product which is felt and associated with the expectation of that person”. Customers 
compare their perception with the product’s or service’s quality after consuming the 
product or service with their previous expectation before buying (Kristianto et al., 
2011). According to Nemati et al (2010), customer satisfaction is a business 
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terminology to evaluate how much products or services provided by the company 
have been able to satisfy or please the customers. 

Customer satisfaction is also defined as the degree of overall satisfaction or 
pleasure felt by consumer which is the result of the ability of the service in fulfilling 
desire, expectation, and need of the consumer in its relationship with the service 
(Hellier et al, 2003). Therefore, customer’s satisfaction will include how much benefit 
felt by consumer from a product. That benefit includes functional benefit and 
emotional benefit (Kristianto, 2011) 
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  Figure 1 : Conceptual Framework 
 
Hypothesis Development 
Significant influence influences MSS’ integration 
  Based on the research of Simon and Yaya (2012) with the title “Improving 
Innovation and Customer Satisfaction through System Integration” states that MSS’ 
integration will produce benefit to organization which will influence several things 
such as (a) A better sage of system, (b) System Performance, (c) Organization’s 
strategy, and (d) internalcohesion. Therefore, this research has hypothesis as follows : 

H1 : There is a significant influence from : (a) A better sage of system, (b) 
System Performance, (c) Organization’s strategy, and (d) internal 
cohesion toward MSS’ integration 

 
MSS integration and Process Innovation 

The relationship between standardization and innovation has been a rather 
controversial topic which has been dealt with in various research. While 
standardization and innovation is often considered as processes that contradict, there 
is another paradigm that develops from public policy and academic literature study. 
Simon and Yaya (2012) quote Galvin and Rice (2008) that states standardization as the 
motor of innovation activities by facilitating access to the market and enables 
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interoperability between new technology and existing ones, products, services, and 
processes. 

MSS’ integration shows that the organization’s purpose together become more 
and more popular because it is aimed to fulfill the needs of severalMSS when running 
a business (Salomone et al, (2008) In Simon and Yaya (2012)). This achievement would 
be beneficial for efficiency and effectiveness of an organization. Therefore, the 
beneficial characteristics of systemintegration and the similarity in goals and 
implementation factors justify the importance of evaluating Quality Management 
System (QMS) (Tari and Molina-Azori’n, 2010). According to Tari and Molina-Azori’m 
(2010), managing QMS could have impact in the organization’s performance, which is 
in the customer’s satisfaction or product development and improvement (innovation) 

H2 : There is a positive influence between MSS’ integration and process 
innovation 

 
MSS’ Integration and Customer Satisfaction 

Relationship between MSS’ integration and customer’s satisfaction is 
supported by the fact that the most applied standard in the world, the ISO 9001 is 
focused to fulfill the customer’s satisfaction. Companies certified with ISO 9001 shows 
that they obey the requirements of QMS (Quality Management System) from ISO. 
Therefore, organization must be able to measure customer’s satisfaction, determine 
the customer’s needs and expectations and show that their products and services are 
able to fulfill the needs and expectations of the customers (Simon and Yaya (2013) 
quoting ISO 9001 (2008)). 

Simon and Yaya (2012) quotes ISO (2010), ISO states that if standardization is 
applied correctly, all eight principal of quality management will bring a number of 
benefit to the certified companies. For example “customer focus” will result in the 
increase of income and market share which are obtained through flexible and fast 
response for market opportunity, increase in effectiveness of organization’s resources 
usage to increase the customer satisfaction, etc. 

To et al, (2011) quotes BSI (British Standard Institute) (2009) states that the 
main benefit of ISO 9001 includes acquiring competitive advantage, increasing 
business performance, drawing investment, increasing brand reputation, saving 
money, slendering operations, reducing waste, increasing the quality of products and 
services, reducing customers’ complaints, encourage internal communication, 
increase moral, and increase customer’s satisfaction. Therefore, it could be concluded 
that by implementing standardized management system, companies will be focused in 
customer’s satisfaction. 

H3 : There is a positive influence between MSS’ integration towards customer’s 
satisfaction 

 
Process innovation and customer’s satisfaction 
  Companies give a lot of changes and innovation to attract customers with the 
purpose of giving the customers more satisfaction (Nemati et al, 2010). Moreover, 
stakeholders are willing to invest in innovation as soon as they consider that the 
customers aren’t fully satisfied with the current products. Nevertheless, the 
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researches that investigate the strategic orientation that focus on customers of a 
company tend to investigate in retaining the customers, loyalty, and share of income 
from existing customers without preventing the potential of role played by innovation 
(Pan and Zinkhan, (2006) in Simon and Yaya (2012)). 
  Innovation means that organization creates something new to increase its 
market share and to fulfill the customers’ needs. Because innovation means coming 
with something unique and different from the competitors’ and creating positive 
experience with the customers. 

H4 :There is a positive relationship between process innovation with 
customer’s satisfaction 

 
 
Research and Methodology 
Sample and Data Collection 
  Data and sample for this research is done in PT. Kansai Paint Indonesia. This 
company has been certified ISO 9001 since 2006. Respondents in this research 
istotaled 117 people from the total of 165 employees. The total of potential 
respondents is counted using slovin method with tolerated error level of 5%. 
Respondents are employee, team leader, supervisor, manager, as well as senior 
managers on production division. 
 
Measurement  
  Indicator and measurement in this research is adapted from previous research 
by Simon and Yaya (2010). 

Variable Dimension Indicator 

MSS’ Integration Better use of the 
system 

a. Improvement of the systems 
understanding and use 

b. Better option to include new 
systems 

SystemPerformances a. Increasing of organizational 
efficiency 

b. Better use of the internal and 
external audit results 

Organizational 
Strategic 

a. Firm image improvement 
b. Organizational global strategy 

improvement 

Internal Cohesion a. Employees motivation 
improvement 

b. Department’s barriers elimination 
and higher collaboration 

c. Higher stakeholders implication 
d. Better communication 
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Process Innovation 
 

 a. New or significantly improved 
method of manufacture  

b. New or significantly improved 
logistics 

Customer 
satisfaction 
 

 
 

a. Product’s quality 
b. Customer service quality 
c. Perceive value 
d. Customer complaints handling 

TableI : Measurement items of variable  
 
Result  
Factor Analysis 

The method used in the factor analysis in this research is the CFA 
(Confirmatory Factor Analysis) with the purpose of confirming or testing models, 
which is the measurement model with formulation that comes from theory. According 
to Hair (2010), the tool used to do CFA is by using SEM. The result of CFA calculation 
using SEM could be seen in the table below: 

 

No Observed Variable Unobserved Variable Estimate Sig 

1 Using better system MSS’ integration 0.780 0.000 

2 System’s performances MSS’ integration 0.858 0.000 

3 Organization’s strategy MSS’ integration 0.832 0.000 

4 Internal Cohesion MSS’ integration 0.779 0.000 

      Table II : Output result of CFA  
 

Significant influence between using better system towards MSS’ integration 
For the result of CFA regarding using better system, it’s gained that using 

better system significantly influence MSS’ integration with the coefficient of 0.780, 
which means that if the usage of better system increases by 1 unit, then the MSS’ 
integration will increase by 0.780. Using better system placed third in influencing MSS’ 
integration in PT. Kansai Paint Indonesia, with the significance of 0.000<0.005. 
Therefore, it could be concluded that Ho is rejected and it means that there is 
significant influence between using better system towards MSS’ integration 

This thing is possible because after the implementation of ISO 9001, occurs an 
increase in the understanding and usage of system in the employees. Because after 
the company is certified with ISO 9001, employees understand better about the 
system used especially in term of data documentation and recording which become 
clearer. Furthermore, company has more choices in including and using new system, 
but PT. Kansai Pain Indonesia decided not to use the new system, instead, the 
company uses the old system with some adjustments in accordance with the existing 
clauses. Therefore, it could be concluded that using better system influences MSS’ 
integration so that the system becomes more slender and in accordance with the rules 
and standard in ISO 9001 which then will reduce failure. 
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Significant influence between system performances towards MSS’ integration 
System performances significantly influence MSS’ integration with the 

coefficient of 0.858, which means if the system’s performances increase by 1 unit, 
MSS’ integration will increase by 0.858. System’s performances placed first in 
influencing MSS’ integration in PT. Kansai Paint Indonesia with significance of 0.000 < 
0.005, therefore it could be concluded that Ho is rejected which means that there is a 
significant influence by system’s performances towards MSS’ integration. 

That is possible after the implementation of ISO 9001, the leaders started to 
feel the benefit like the increase of organization’s efficiency in the company, especially 
in term of time, so that the organization could perform better than before. The next 
benefit which is felt is the optimization of internal and external audit result’s usage. 
This is because if the company is certified ISO 9001, the company will routinely be 
monitored by the certification board in every year so that the company must do 
recording neatly and in detail regarding everything that happens in one year for the 
purpose of documentation and recording, and also to avoid any deviance from the ISO 
9001’s clauses, so their certification could be retained. Therefore, it can be concluded 
that system’s performances influence MSS’ integration so that the employees could 
work efficiently and optimally.  

 
Significant influence between organizationalstrategy towards MSS’ integration 

Organization’s strategy significantly influences MSS’ integration with the 
coefficient of 0.832, which means if the organization’s strategy increase by 1 unit, 
MSS’ integration will increase by 0.832. Organization’s strategy placed second in 
influencing MSS’ integration in PT. Kansai Paint Indonesia with significance of 0.000 < 
0.005, therefore it could be concluded that Ho is rejected which means that there is a 
significant influence by organization’s strategy towards MSS’ integration. 

This is possible because after the implementation of ISO 9001, the leaders feel 
the improvement of the company’s image in the eyes of the customers, because after 
the company has been certified with ISO 9001, the sales of the company increases and 
that proves that the products of PT. Kansai Paint are trusted by the consumers. Then, 
the global strategy of the organization also gets better so that the company could 
attract more market share in the future. Therefore, it could be concluded that 
organization’s strategy influences MSS’ integration so that the relationship among the 
area of the departments becomes better because of the existence of goals and 
strategy that need the contribution among departments.  

 
Significant influence between internal cohesion towards MSS integration 

Internal cohesion significantly influence MSS’ integration with coefficient of 
0.779, which means that if internal cohesion increases by 1 unit, then MSS’ integration 
will increase by 0.779. Internal cohesion placed forth in influencing the MSS’ 
integration in PT. Kansai Paint Indonesia with the significance of 0.000 < 0.005, 
therefore it could be concluded that Ho is rejected which means that there is a 
significant influence between internal cohesion with MSS’ integration. 

This is possible because after the implementation of ISO 9001, the employees 
feel more motivated in working due to the job description handed out by the leader 
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becomes more clear and measured, and communication between employees also 
becomes better because all employees work in accordance with the SOP (Standard 
Operational Procedures). That is in accordance with one of the principal of ISO 9001 
implementation, which is the involvement of employees. Stakeholder implication to 
the company also becomes higher. However, obstacle among departments is still 
there. This is because among departments lies different rules and its own autonomies. 
 
Regression analysis 
Structural Equation Model (SEM) method will be used for the regression test in this 

No Path Analysis Estimate p-value Decision 

1 MSS’ Integration Process 
Innovation 

0.845 0.000 Ho rejected 

2 MSS’ IntegrationCustomers’ 
Satisfaction 

0.706 0.000 Ho rejected 

3 Process InnovationCustomers’ 
Satisfaction 

0.187 0.332 HoAccepted 

  Table III : output result of regression 
 
 
 
The influence of MSS’ integration towards process innovation 

The influence of process innovation towards process innovation is gained 
through the p-value of 0.000 < 0.005, therefore it could be concluded that Ho is 
rejected, which means that there is influence between MSS’ integration towards 
process innovation. The estimated value produced is 0.845 which means that there is 
a positive influence between MSS’ integration towards process innovation, where if 
MSS’ integration increases by one unit, then process innovation will increase by 0.845. 

This is possible because when a company decided to be certified ISO 9001, the 
certification board will observe the company’s performance when operating, so the 
company is demanded to be able to innovate in their production processbased on the 
ISO’s clauses. This shows that by applying MSS’ integration in PT. Kansai Paint 
Indonesia,its process innovation becomes better. The example is after the company 
has the ISO 9001 certification, then MSS’ integration happens in the company, 
integration that happens includes using better system. If the employees understand 
how to use the system, it would encourage the development of an environment and 
culture that supports innovation such as in the manufacture field and logistics 
method. 

In PT. Kansai Paint Indonesia, the performance of the manufacture method has 
become better, because when an abnormal production process occurs, it would be 
easier to be traced because of the integrationof the standardized system, compared 
to the previous manufacture method. Nevertheless, in logistics things also has been 
better after integration. MSS data inventory s stored neatly and the advantage of the 
new logistic method is the implementation which is in accordance with the planning. 
 
The influence of MSS’ integration towards customers satisfaction 
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The influence of MSS’ integration towards customers’ satisfaction is gained 
through the result of p-value of 0.000 < 0.05, therefore, it could be concluded that Ho 
is rejected, which means that there is influence between MSS’ integration towards 
customers’ satisfaction. The estimated value is 0.706 which means that there is a 
positive influence between MSS’ integration towards customers’ satisfaction, where 
customers’ satisfaction will increase by 0.706 when MSS’ integration increases by 1 
unit. 

This is possible because when a company decides to be certified ISO 9001 
whereas thus certification will give guidance in quality management concerning what 
a company must do to fulfill the needs and guarantee customers’ satisfaction. In other 
words, companies are demanded to be able to provide product quality which matches 
the customers’ needs, therefore, customers’ satisfaction will increase. Because one of 
the principal that must be understood by companies from ISO 9001 is customers’ 
focus, companies will be driven to be able to provide products which fit the 
customers’ overall needs. For example after companies have integrated MSS, 
increases will occur in stakeholder’s implication, the benefit of stakeholder’s 
implication is that companies will be able to measure customers’ satisfaction more 
easily, determine the needs and expectations of the customers and show that their 
products have fulfilled the needs and expectations of the customers. 
 
Influence of process innovation towards customer satisfaction 

Influence of innovation process towards customer satisfaction is gained from 
the p-value of 0.332 > 0.05, so that it can be concluded that Ho is accepted, which 
means that there is no influence between process innovation towards customer 
satisfaction. It indicates that when companies make innovation in process, customer 
satisfaction will not be achieved. This is possible due to the innovation which is only 
done limited to the internal process of the company, in the manufacture method and 
logistic method. As quoted from Simon and Yaya (2010) which state that Pan and 
Zikhan (2006) found that the company’s will to innovate doesn’t always have positive 
effect towards customers’ satisfaction. Nevertheless, things could be different if 
companies do product innovation with direct result which can be seen by customers. 
Therefore, doing process innovation in a company wouldn’t affect customers’ 
satisfaction.  

 
Limitation  

The limitation in this research is due to the research’s confinement to 
companies with ISO 9001 certification. Therefore, the integration’s criteria of the 
management system standard scope of the researched companies becomes less 
specific. Furthermore, the research object is limited to the paint companies in the field 
of automotive coating, making this research unable to represent the manufacture 
industry in whole. This research only use 1 independent variable, which is the MSS’ 
integration that consist of a better use of  system, system’s performance, 
organization’s strategy, and internal harmony. One independent variable which at the 
same time become the dependent variable is the process innovation, and one 
dependent variable which is customer’s satisfaction.  
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Suggestion  

The suggestion for future research is to improve the flaws that exist in this 
research by adding problem area, not only to companies that apply ISO 9001 but also 
to companies applying ISO 14000, which would support the research outcome to be 
more accurate. Future research should also add the research object, so that the 
research scope could be wider and the research outcome could be more accurate. 
Future research should also add dimension in the innovation variable so that not only 
process innovation isresearched, but also product innovation. 
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