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Yrev0vvn Afioon

Eyd, n Xpvotdrho Momaioavvov, yvopilovtog TG cuveéneles g AOYOKAOTNG, INAMV®
vrevBuva 0Tl 1| Tapovoa epyacia LE TITAO «OPéin amo THY epapuoyl tov LveTHUATOS
Awayeipiong Howotyrag ISO 9001:2015. H Meiétn Hepintwong evos Anquoociov Opyovicuov
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Me v olokAnpwaon ¢ Tapodoas puetamxtoylaxns pov epyaciog Qo nBelo. vo. ekppaow tic Oepues

OV EVYOPLOTIES TE OAODS OG01 GVVELALOY YI0. THV OIEKTEPALWTH THG.

Exppolow évo ueydro kor fabd evyopiotdd otnv emifiiémovaa kobdnynmpio pov, Ko Anuntpo.
Aazrood, Aéktopa oro Iavemotiuio Neamolig, yio thv moldtiun fonbeio mov pov mpocépepe, yia
™V kaBoonynon koi vTooTHPICH THS KOl TO ETIOTHUOVIKO THS EVOLAPEPOV VIO TNV EKTOVHON THS

UETOTTOYI0KNG OV O10TPLPHG.

Oélw emions va evyopiotiow Oepuc tov ovlvyo pov, Mapio Ayyerion, yioa v ouépiotn
OVUTOPAOTOCH K01 KOTAVONTH IOV £0€1CE Ko 0N TH OLGPKELQ TV UETATTUYIOKMDV [LOD GTTOVODY

Ko TV onuavtikn fonbeta tov ae 04o oo 10 didoTnUO.

T¢log, Bedw va evyopiotiom €101Ka, TOVS YOVEIS LOV, OL OTOLOL e TTHPILOVY TAVIO G 0N THV
0100pOUN TV GTOVOMY LOD KOL TOD YWPIG TNV OIKH TOVG GOUPOAN Kol TPOKTIKH DTOGTHPIEN OEV

Oo. umopoioo. va O1EKTEPOIMO® TIG UETATTOYIOKES LLOD TTOVOES.
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Hepiinyn

Ewayoyn: To Xbomua Awyeiptong [Howdvmrog (ZAIT) amotehel amodederypéva v
eEaopaion gumotoohvng OTL Kavomolovvtal ot amaitnoelg yio Ilowdtnta oe kdbe touéa
emyeipnong M Opyoviopnd. H «kdéBe emyeipnon 1 Opyaviouodg ywoo va ovénoet v
OTOTEAECUATIKOTNTO, TV OTOOOTIKOTNTA KO TNV OMOTEAEGLOTIKOTNTO TOL YPEALETAL GLVEYT
Bedtiwon g [Towdntog Twv Tpoidvimy 1 TV TapeYOUEVOV VINPECIOV TOV KaOdg ETiong Kot

ocvveyn Pertivon TV S1001KAGIOV £TGL MOTE VO, IKOVOTOLEL TIC OTALTNOELS TV TEAUTMV TOV.

Méoa and v pHéBodo TekUNpimoNg TV dEPYACIOV, dacPariletal 6Tl Ol S1dIKaGTES
paG emyeipnong Tumomolovvtal, yeyovog mov Pondd 6Tov EVIOMIGUO TUXDV ATOKAMGE®Y Kot
Kot emékTaon oe OopBmTIKES evépyeleg - Peltiwoel. Me v epappoyn evog XAIL ot
EMYEPNOELG TPOGOOKOVV VoL AVENGOLY TNV OVTAYOVIGTIKOTNTO TOVG OATNPOVTOS GE VYNAO
eninedo TV oy€omn eUMGTOGHVIG TOVG HE TOVG MEAGTES KoL TNV GLVEYN IKOVOTOINGN TMOV

OTTOLTI|CEDV TOVC.

Ykomog: O okomdg ¢ mapoHoos SUTAMUATIKNG epyaciag elvar va ovadei&el v
onpoacio Kot to 0eéAN and v epappoyn XAl o Anpodciovg Opyoavicpovg kabmg emiong Kot

VO TAPOVGLAGEL TVYOV TPOPANLOTA TOV TPOEKLY AV OO TNV EPOAPLLOYN TOVG.

Me0oodoroyia: ['la v emitevén 1oV oKOMOV NG epyaciog £ywve peAéTn oe Evav
miotomopévo Anuocio Opyaviepd g Kompov ovupova pe to debvég mpotvmo 1SO
9001:2015. IIpoaypatomodnke TOGOTIKY LEAETN LE TN XPTOT EPOTNUATOAOYIOV LE GKOTO VoL
e€ayBovv To KLPLOTEPO OPEAN Kol Ol CNUAVTIKOTEPOL GTOYOL TOL EMTEVYONKAV Amd TNV
epappoyn tov debvég mpotumov 1SO 9001:2015, kabdg Kot To KupLdTEPA TPOPANUATO TOV
aviipetonilet o Opyoviopdc. EmmAéov mpoaypotomominke mowotikn oavdivon pHECEH
TPOCHOTIKMY GLVEVTELEE®V GE 6TEAEYN TOV OpYyaviGoL e 6TdY0 va TpofAndei n emikpatodoa
KATAGTOOT Kot Vo avaderyBovv Ta o1 Hei 1oL amoTeAoVV TIG Bactikég OVGKOALES TOV LILAPYOLV.
>10 1éA0G péoa and ta apyeio tov XAIT tov Opyavicprov, &yve HEAETN Y100 EVIOTICUO TV UN
CUUUOPPAOGE®V Kol TV Topotnpnoemv katd 11 EEmtepikég Embempnoeic mov éywvav otov
Opyaviopod v terevtaia 4etio. Xtdyog eivor va dtapavel 6€ TOES TOPAYPEPOLS TOL TPOTHITOV

evromilovtan advvaypieg kot Tdg o Opyavicudc mpofaivel oe S10pBmTIKES EVEPYELES.

Amoteréopata: H mocotikn peAétn avédelEe OTL Ta ONUAVTIKOTEPO OPEAT Kol GTOYOL
tov T.K.X mov emttevydnkayv, emkevipd®vovtal 6tny gvicyvon g ekovog tov Opyovicpon

kot otV avafaduon g [Howovtntog twv vanpecidv tov. Emiong amd v molotikn perémn



SLLPAVNKE OTL 01 CNUOVTIKOTEPEG TPOGOOKIES Kot 01 GTOYO1 TOV TEOM KAV TPV TNV CLUUOPPMOOT
tov Opyavicuo?b pe 1o tpotvmo 1ISO 9001, éxovv emtevybei o€ mTOAD peydro Pabuo. Emmiéov
EVTOTIOTNKAY TO KLPLOTEPOQ TPOPANUATO KO O1 SVGKOAIEG TTOL AVTIHETOTILEL 0 OpYaVIGUOC e
mv epoppoyn tov XAIl ko mov eotidlovror omv EAAeyn yxpovov Kot v EAAenym
npocmnikov. Ta aroteAéopata and Ta evpnuota twv EEmtepikdv Embewpricemv £0e1&av 6Tt
0 Opyoaviopog SVGKOAEDETOL VO GUUIOPPDOVETOL KUPIOE GE TPELS TAPAYPAPOVS TOL TPOTVLITOV
OV OPOPOVV TNV OVTILETOMION OXEN®OV Kol 0a&lomoinon eukalpudy, TV otoyobétnon

[Towdtnrag kot oty Tekunpioon TAnpoeoptdv Tov XAIL.

Yvumepaocporta: H pelém olokAnpovetar pe v damictmon 6Tt 11 GuUUOPE®OT e
10 mpdtumo ISO 9001:2015 tov T.K.X, édwoe v duvatdtto Pertioong kot enitevéng tmv
APYIKADV TOL GTOHY®V Kol KAAVYE G€ TOAD peydlo Babud i mpocsdokies mov €KV Tpv TNV
miotomoinon tov. Ta oeéAn mov amokouice amd v epapuoyn tov XZAIl Ntav acvykpitmg

TEPLOCOTEPO ATO TIG SOVOKOMES Kot TaL TPOPANULATO TTOL OvVAPVOVTAL OO QVTO.



Abstract

Introduction: The Quality Management System (QMS) is proven to ensure confidence
that the requirements for Quality are met in every business sector or organization. In order to
increase efficiency, productivity, and effectiveness, every business or organization needs con-
tinuous improvement of the Quality of its products or services, as well as continuous improve-

ment of its processes to meet the requirements of its customers.

Through the method of documenting processes, it is ensured that the processes of a business
are standardized, which helps in identifying potential deviations and, consequently, in correc-
tive actions and improvements. By implementing a QMS, businesses expect to increase their
competitiveness by maintaining a high level of trust with their customers and continuously

satisfying their requirements.

Purpose: The purpose of this thesis is to highlight the importance and benefits of im-
plementing a QMS in Public Organizations, as well as to present any problems that may have

arisen from their implementation.

Methodology: In order to achieve the purpose of this work, a study was conducted in
a certified Public Organization in Cyprus, according to the international standard 1SO
9001:2015. A quantitative study was conducted using a questionnaire to extract the main ben-
efits and significant objectives achieved through the implementation of the ISO 9001:2015
international standard, as well as the main problems faced by the organization. Additionally, a
qualitative analysis was performed through personal interviews with key personnel of the or-
ganization to showcase the prevailing situation and highlight the key challenges they face. Fur-
thermore, a study was conducted using the QMS records of the organization to identify non-
conformities and observations during external audits conducted over the past four years. The
goal is to identify the paragraphs of the standard where weaknesses are identified and how the

organization takes corrective actions.

Results: The quantitative study revealed that the most significant benefits and objec-
tives achieved by the T.Q.C. (Total Quality Control) are focused on enhancing the organiza-
tion's image and improving the quality of its services. Additionally, the qualitative study
showed that the most important expectations and goals set before the organization's compliance

with the ISO 9001 standard have been largely achieved. Furthermore, the main problems and



difficulties faced by the organization in implementing the Q.M.S. (Quality Management Sys-
tem) were identified, particularly related to time constraints and a lack of personnel. The results
from the findings of the External Audits showed that the organization struggles to comply
mainly with three paragraphs of the standard concerning threat handling and opportunity ex-

ploitation, quality targeting, and documentation of Q.M.S. information.

Conclusions: The study concludes that compliance with the 1SO 9001:2015 standard
by the Public Organization has enabled improvement and achievement of its initial objectives,
and has largely met the expectations set prior to its certification. The benefits derived from the

implementation of the QMS far outweigh the difficulties and problems that arise from it.



