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— An Empirical Analysis from the Perspective of Organizational Behavior
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(1.China Council for the Promotion of International Trade Commercial Sub-council;
2. Beijing Dongfang Caibo Enterprise Management Consulting Co., Ltd.)
Abstract: [Objective] This paper aims to analyze the effects of implementing international standards for contact centre
services and the mechanisms through which these effects are generated within service organizations. [Methods] This study
draws on organizational behavior theory and conceptualizes international service standards as voluntary instruments.
This study focuses on how the institutionalization process—characterized by voluntary adoption and the internalization
of behaviors within organizations—shapes management practices. Methodologically, this study adopts a framework

structured around a “cognition—implementation—outcomes” chain, and incorporates both barriers and facilitators
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encountered during standard implementation to account for variations in implementation outcomes across organizational
contexts. On this basis, a structured measurement instrument was developed and applied in a questionnaire survey and
preliminary empirical analysis involving 31 contact centre—related organizations. [Results] Implementation maturity
has a significant and robust positive effect on implementation outcomes and constitutes the primary determinant of
perceived effectiveness. In contrast, organizational cognition and attitudes toward the standard do not directly translate
into higher implementation maturity. These findings suggest that implementation outcomes are jointly shaped by the level
of institutionalized implementation and by cognitive evaluation, rather than by simple cognition-driven implementation
pathway. [Conclusion] The findings contribute to a more nuanced understanding of variation in standard implementation
outcomes across contact-centre organizations. The results also offer insights for the design of standard promotion and
implementation strategies, highlighting the importance of prioritizing institutional embedding and implementation
capabilities alongside cognitive alignment.

Keywords: contact centre services; international standards; standard implementation maturity; organizational behavior

mechanisms; standard implementation outcomes

0 3l

[

BR20204F 32 397 5 15 175 B 00 [0 95 LA S, 5 4
% 55 5 A RS i e E R b s
R 25155 BN 1E 555 5 5 S L s o e AR B
T, e s b A T 55 L4 A S R
SR T 10 M I 2 T 0 ] S BT Ay o 7% R T
O EFRAREIL 22 (International Standardization
Organization, ISO) 7£ {ISO 2030/&M ) AR H,
R 45 bRl 2 S P BT 2 0 TR A TS BRI 45 50
Syt TH . MOEHRF i, EBRIR S bR
TGRS 3 72 | 51 S SO AR TR 45 B Bty
T ATRURAER . SRT, AT R0, BRI 4140
ST T [T B I 5 o, FE SR AR 152 G
LERAIRAFAE 3525 5L 53 W, bRofe STt IR AR
AR N, KT AR 2 414 A
B AT S LA 2L R 0

2% L 2 L VTR L L S5 R S R B
B SR R IR 45 MR 2L, ELU S R 201 48 i) 2 P 4 A
AR 45 110 T30 o, AP PUR BRI VR S R
RhE, T TR T T KLl 5 %
AT BN SR B AR S AR L R, B4
PO AR 45 SR A L SR R % POl R, R
9B LGS Y S T AESEED, BT

26

I 55 32 ph I B AR AT, T L | PR
7= SRR GULARE I FUR S TE SR, &SR
AT 22 52T R UL U2, I SRR AIE (15 B 4
R 55 T ey T EE AR AL B BIAE SR . (R, A
BIF 5 e 5 1B 45 O IR 55 VR M ARGR PR S, 38 o )
B AR T3 1A AL 45 mh O S22 it I s s 14
AT, HETINS i 55 A e DA S 25 | IR 55 P vl s
Tl JS 5P VB X Al 55 s o S it 45 2R A P ATL AR 2R AT T
I TAUERT 5T

1 BREHOARSHRELIVR

20174F, ISO&AG 1 & I THLIE I 46 hc 19 [ B
FRAEISO 1829551 1% AR B ATHE XS s
MR 5 oL A . N BUBE DT . SidR b 5 K R 4
T RGIEZOR . ARATLIR, 1S0 18295 R 514k
HEC P BR 2 Mo DORTE 2R 9 I T, 2 B
A DX IR 290 2] [ 531 S92 £k . RIS B8 1] 810 2 3L 4T
4 2 R A v Ml B A 2% AR B A o B I N s v
Zz 51423 (European Committee for Standardization,
CEN) SR N BER PN BRAE, I R B A 5% FE i il P9 A
JUSE, L PR R B LI AR B
RA L VY BIE 2 i iy i 458 ] 2R H 26 [] e A D 1 K
P e b, L PR | E A B R 9N



2026, No.6

JOURNAL OF STANDARDIZATION

- Academic Discussion -

I3 TS0 182958 bnifE. SILF, 1SO 18295-1
U g T S, DX AR R 4, 3l 3 Vi VS B R AP B K
VEZE SR iEAL ZH 2T (Gulf Cooperation Council
Standardization Organization, GSO) 78 5571~ E %/
HOIX. o ZARMETRAE VA i 1 BT 30 55 [ 3 5 A
M A AR R AR AT BN o SR, HEOC T 4%
U IR 55 [ PR v B B ST A AR B AR JEH
JE i Z G o T HE SRR AR AR 2L VN TR iR
A0 RS i P 5 W) DR 2R R FAIL A, X AN AL BR ) 1
R S IR 2 vh L i 55 B EAL BOR /Y B, W 7E
—E S RO T bR E S A A5 A G OT AR
DR YIRIAE ™ ST 2o 52 v 9 TR R

2 3CHR

55

AT 3 T 45 A 1 A 15 P % s o 5 i 140
FERMRTT LA SR b h WL — 52 06 3oF B — 501 B
WS HARETTE

(1) HEHPTF AT L8R Y 5 —FRAE R S AL
Di Luozzo%s ™ %t 3053 SE RS FE bbR i K48 LAY
WSS A ML RO T FR A &, S T IEAT S
PR BT R ANBR BN PR 22, F LA A N T
KR T2 SRR ST, B S A
SR B LRI 45 500, 1 IR 2 T 41 {30 4
PR AT S — i), #HE— 4545150 9001,
IATF 16949, ISO 14001 F11SO 5000155 £ 3 F &
35 IR 45 1 7 35 12 4 SO0 A T PR R e 2
BUE, HEESAT Al B M X b R 4 A5 4
HET TTATRG RS . SRS TS0 “THAHEA 15 41
ST, CWSEECS R EE S X %
R AR IS F AT IR T, DR AR [ Sk 5 1
(R WIS R G E R, “Tim A7 A
T F SR TR “SMSEE AT, T 45 Sk
Al R SO R IS A I 25 A
s, RN R T “ 2R
(EL%F SR 40 5 AT 95 Ho T R AL 9 A B AT A
S PR

(2) BT T g5 ML, O 4 A BRI R ST

it A O 2 VA S S A RSB R
Harthy %5 LIS ASE A MR FE X 4, 32 MR ik
IN SR L A Iy AR A A R SCUERIF S D v, BRIE T1SO
9001 i e 8 FL A 2 S it A 5 1k 5 4 R Bl 22 [ )
BGETOE R I T E SR TS AR E E R
SIS GRS R Z Y 5 FR X BRI E 4L R
WMAT3E 3o B BN TS 1T WG A PR B2 f# R . Del
Castillo—Peces " LAISO 9001 NBFSE T4, RHZ
TIN5, 45 2 St br o s i 25 2SR
RN EHLGE R S AR S . AT S A b B
PRAESHE R 22 AR L T2 00 IR, (A vk
ISR BB ARSI ML S5 Z IS e R, XhRiETE
LR AN AT i B IA N L AT A AR AR A B
A=Az 22 AL U AL BB AS AL

(3) fioh B o v S it R SR 22 A0 BRI
—J7 T, StrandbergZs 2L 538 844 4
JE, MR TR 458 BB SoE DL B S N R TAT R
(IR, o5 — 7T, WA I DMAICT 5
ke 55 A 1T T H X I96 286wt i R P Y S5 158 B TR YR
PR IEAT RO, 56 E T AR A X R 45 I R T
k"R S R AR T,
A B K [ B 45 B R B T L )/ FA ML —
b2 353 o 7 B DU E R A, R T
1SO 9001:20155% jifi 3 2 HP 2 SRS 25 L Fidit 5
S 22 5, U S bR o S it 5 R B AT BRI A A B A
i, AT LB A8, i L B
BRI RGRL

g L ik, min A 5 7E R E PR AR E Y S
S it 5 R T B T B R, (R AR AR AE B
BLASHT, TSt st e, J 4% SR S, R AT LK
(AT R ot 25 T P R 55 A v O TR AT, I 9 A
T BN UGV RN bRE” E— 25 1) B vfe 4
] YE LRI, AT S #3555 hif S i 4
PHARES

3 R FEF0 T Ek
ST F RS RS 5 A0SR AT, B 5E M 41

27



AR -

FrifEfL AR

20264164

ST I K, TRR IS TP 0 R 55 1R s b o A
2R PN 1Y) S it e R R S i 3R 22 R O R AL
i, T OGN IR 2R L S0 A S AR 2
[ VE AR, T HE LR B 53 )

i) i — ¢ M55 L 20 Al A S S B 2 1
SR B S il A 2

Ji) B« o o S it o 0 R R Sy S o
AR, FEARIE DTS 2 B R S e A0SR = 8] &
FEEHT?

B =« AN T[] 20 27 A o S it 2ok 2 v BT T R
(0 A 50 0 R 28, o] e o s o S i 5 1 3k 2
Wb 47

WE A5 F 5% 2245 BA 7E R 4 sh L ok &5 SR DG Bk 2
T, 2 X S it A R A B I BL AL SRR 56 AR
5% 14 S5 B BTk AE T DN ZH 24Tl R A D FE s v R
YN BRI S it 25 S S I 9 1 S I O R o
R AR T, FR7E SRS T o X b Ak A
SRR ST LA S SRR L S A IR
Bl T DKL) 2 1 R P o 15 6% w0 JIR 45 o v S92 it 3k
SRR, IR IR 55 AL SV A RS S N AR R 55
Rl

4 IBRIEZR

4.1 ik

BT IR (R, AR ER HTAnA LT R Y
WA A AY  IZ AL, NI — I — R 1Y
PR B T R4, IR 55 H U R 28 o il
55 PR HERIAII S 5 (CERB) , BN bR
LR N AR SERE A (R RECL) , HEMTZ AR
HESE R A (A2 C2) o [RIAS, ARSI T i s ) e

i SE RN R (CEHD) MRS &, IS
XF TN S Ko St B T 1 AR AR 5k
FERE T RE0 o AT SE WA S E 2R, J5 S S4IE
GIMTRERT 25 B4R OC R AEA TR, JF AT RE X HAE ]y
RS (S e
42 ETHLITABRRWIRELANSEEEZE
it

Ajzen'HE IO RIFF BB (Theory of
Planned Behavior, TPB) AR, AMARSZFRAT R i
AT O ) BB, WA N B AT N
AT EWRLIE RO T 42 1 4 R i S [m] 52
M, 7EIX—MESHESE T, HEUR A A IFSR AL
—bRUE, BT hR U A B 20 2 SR E RN 51 TR
fif o R, AAF5EH AN 5B A bR
Y S it L A S RS B, R ZH U RS [ B b
HERY SR SRl 5 AT e AR TR ST, XK
“EINT AR RN A B2 0 M RS T TR
B, PSR N UM EEOR I EL R STl G, B
PRI, ARE AN 5 2 AR S G 5 T s bR
HEN AR | SR 2 | SRR 3 et (224K
FAC/ALTS ) | SRS B AT 3 21 o Hor, A
ATRE WL TR ARUE NS BRI T AR FEEE S
SRR 5 SRR 3 T P A I X B e 1 2 5
M 55 DG PR 614 ) 7 5 R R o oz e 2 400 512
A5 AT 52 F R 1 S5 5 47 5l 2 1o DU R 2 21
AR E S R (e SR W 2R 2, TPB
JI R R B A BT R AL IR TR AT
WEFT, 7E 422 A il EE AL St 5 b, HAEHI
B E A it — 2Lt
4.3 ETHAERENIREL R AET ST

SRR B Ak, A BRIA R s AT ROCR

D: PERSIRHRER

B: FEIAISSE

C1: FRESERERREAE

02: FRHESSHERAL

E1 SR E

28



2026, No.6

JOURNAL OF STANDARDIZATION

- Academic Discussion -

AT DL S AN [ BB B AX 53, — e 3 AR
Je RISCIF IR G, 180K R BRI E A
HAUBATIE TS, HE T X —FE, ARF5ETIA
PRSI R A, TR R O 5
[l PRARIETE LN PR IR B, B OGRS
BOR A HZUT R 58 BEALHI AL RO TR BE . ASBIFTE N
HLUAH . N GEIL FoR 524 iS50
S A 54N T5 TR St AR AT A
4.4 ETTOEERMBREEIRIT
HAR—HZ1—IF5% (Technology Organization
and Environment, TOE) ﬂij};@m]?ﬁtﬂ, ZHZUR A
SEHAE BT R RCR , 2 HORRHIE L 2SN PR
HPER PR EE Y e [F] 5200 o FEIR 45 rhut IR 55 [ PR b o
SETRAF AR, IXSE R0 A 2 AT RER I N Bt n] fE
RINPEHLH] BT I FISHESE, AW A b
T R AL G EE I = DR BUA R B | AR %
D SR T X LS T 25 e o AR DR R U A
FEAT B2 3CRE . BUREUAD « 15 ol s  EBR
FERE RS BH S

5 ®WRAE

5.1 MRIEITFEEARFIRE

YT AHIE 5 IR 4% 0 IR 55 16 Bm A 1 7 21
V2RSSO, R 08 52 Ui % 5 % 2L A 1 4%
HLtb 55 SEBR 2200, SO BRbRifEfk T AR or
T, B IE A Gk HHE R 2K,
Ok A E PrbrifEfb A1 8045 Hhots (ISO/TC 351) £
RZE R E N A O TAEHS, ATt R
i AR AL TARERYAHOC N Bt XK ZVIHTE
L 2NN AR HH 25 b B A DT AY) L St MR T
BHSEERTAE, BIRERS LT3Rz TN I
55, XoF £H AP s s o S it DR A S T

B R AR ) B A 50, i
KRR A, LSRG ROREAS . Ryl g
P, MAEER T S TR W, JfFR
il [F]— 7% 2l i & sl 8 1AL Ao H BB B 28—k
B4, AR oA sl s AR ny T st . AEA 2

FHT X S VR AL 21 70 20 SE A 56
52 ZTENESBHEIT

AHIF S TR) 4 0 T EAR Y A iR BRI HE 42 1%
T, L “nife A\ 0 5 28 B — R o S i B2 B —
WSt R LR, A A IR AL & BT, 4B
FRPEAFZENESEESNEAL, RHZ
Ay AT RS B o, AN 528
JiE A% i SR FH 9 [m) i e 3R R A T o AR S i
TR ST il B AE R ] T S it/ A R R A
Ko R TIN5 1 5L | MR R AR AL FF SR A
O 7 SR FH 22326 755 il = ) At A i
521 #ERINImE SE

T RIAT AEE (TPB) , AWFITW “hrifE
AN S AR e 4 202 i % Bk 2% 0 R 55
] P b o Y 2R R B L M R W SA T S i) 12728
SEAE BRI St A S o5, RSS2

(1) BI BN FNEAZREE, S e 2H 2 X A N
B GEORW TR

(2) B2 JERFNI 5, 2 e 21 2% A S5 it ] g
R F G S A (B AR T ) L

(3) B3 BYHILE B, KB 2H 20 pnife 5 3l
%Y S VC RO AR BE A HIWT, FEADE S e S AN TH
FE I FH 5 2K 2 [ VG FE R B %) 40 W 5

(4) B4 JBAHIBERS, [ WA SO0 Sl il A | &2
Z e R AMA T 1) 3 LB

(5) BS fraliEln, J b2l 24 i A v S5 i %
RFREAGTE B ]
5.2.2 AR/ 550 A% F L

Z: 7 AR RUA G 5, AR5 A it
I Tite S B S I 4% v IR 55 I B A v AE 41
LU BB B Ak oM R A BRI BR WO AR B, A M 0 4
B DA 0 5 S i A5 A O A R AR i HLARL A
SAYERE

(1) C1.1 LHEUGEH, bR ERAE H 2
HE ST TP B A TR B

(2) C1.2 NG, FSehn i TF e g
WE RIS

(3) C1.3 ARG &4, b S i g 15 B

29



- SFARWH - FrifEfL AR 2026461
RGN AR 5 H5 (S5t 52 0 JSARL ) = 2H 20 B o S5 e il 34

(4) CL4 WAL SHRL, PpEEORM AR I BB (C1) , HARMESSi A (C2) .
SERE PRI 5.4 BIRAHTIE

(5) CL.5 &KL, bRl S X iz 55 — 2otk
SR 2% U P IR S5 AR B (5
5.2.3 AR /fE 5 30 R AL
FE T HA GRS RN FEAESL, A B 5T
W BRI S SR S A A I 2% U il 55 [ B
o o S it T R (04 BRAS SRRl 25 R, 1 R 25 R AR
AT T BREAEA YRS
(1) C2.1 WIARUR, 2 Webm i S i 76 i 2 0L
b, BEURTC B 5 42 1 R T T 5 5
(2) C2.2 M ELRE, T Ao 52 it % ik 55
— ek | Y BT S R AR Y G
(3) C2.3 51 Tl B, T WA o SIC i %o — 2k
BT TAE S0 5 TR 1050
(4) C2.4 FhEFET], SRBRIESE AR ST H2H
BB LR T EHEE SR LI .
524 BT E
W55 | ATOERESE, BHiF 5570 5 3 M e I &=
SRR, FRHZ0 7 A&, FLH T
SRS LR o BERG R R DI AR E5 IS = | TAIE
BAS R AR A DSt bR 5 IR LS T g 2
St MR R RD2EIEI T PSSR L BUMERY . 5
FE ks EFRTE . AR S HE R
5.3 ARRIE
LTRSS m ki, AR
RS2 ()RR A DUF AT ARG S0 AR 4%
H1 GARIZAGRFZ M S ) « 22U bR AT
f (BL) , FLARME S it ol 20 B ik (C1) o
H2 (AN £5 52 ) 52 it )« 20 U8 1Y b
P Sl AL 25 B R (B2) , A v S il ok 8 B
(C1).
H3 (B 5% ) S it )« 28U AR iE 5
B A ATERIE AL (B3) , AR o 52 it ol 22 3 ik vy
(C1),
H4 (BAIRERS 20 SE it )« 202U bR AL 52
Jia B AR (B4) , HARMESL i R A (C1) o

30

TR R, HATSE H B0 S TFHL ]
R MAR R RIT R G AE, AR U TR IT RS IE
PEAR BEROEE 73 A, T2 % 32 204 S A G ik A7 R
Rk — B . AR BT AT SRR AL
I BIF T AEREAS AR 32 BR A PF T A8 DAt o 2521
R, FR AT ) _EAR R — 2 I EAS X R
a7 Z LA B — B

AWFFEARLLGETT B b A 5 e 45 Fg A6
9 EbR, MR ARG A5 [l 74T,
Xt TAHI—SEtE—RCR™ MERBLH 24T 56 R T7 15
BHRE BER S MR AT TR S5 2
(] IR T 1), [0 FH A 36 O (B 1) T )
— UG R A 2 M SRS A B T AERE A LA
A RRBZET, WP S 28 A TR P S4IE
S

6 SRS

6.1 R MERITLER

MM 55 BE A Ju ], R, ZUTHE MG,
F1olb oA SR 4 v IR S 4 R, AR 2 20k
FRUBTACR k55 31 3 X8R, HS: 5 EBR bR
WAL ARG AR IR 55 2H 21 G, FEAR B —3E
AR 5F B 58 M, A T T X o Ik
55 [ B s 98 S e ML ) R AT 00 20 IR R T 2
VI AL e 55 1 5 X S oA QB 2 B i, il 2]
R, AR AL = A i 3 A i WK B A
DA I 2% R ol B A —E LA B 4 BR
YRR 55 Hl o S2 U5 B B A i3 i,
I3 ALAL, BEAS 32 Bk A Aol R s, R
ML IR 55 R, A0 R A RS A AUEAR SE AL
IX 45 M S W] A 0 G IR 1 S it B S B AR
Do, TR IS bR A L A o 2 DT PLA A
AT IR AR 7R, B4R, Z50REAOR A iR g
R KRS s fEA SR BTN, DR AT



2026, No.6

JOURNAL OF STANDARDIZATION

- Academic Discussion *

BRI AN . XEHAZVTE T HS 5 E S
P v AR G S it D 3R AR, RE A% 5 oy 4 T b s e 24
V2T AN E RN SR BR o 32 Ui ML ATl o A
WESHT 7, hESHIH, FEAE G, BE. 2
RS S Rl/ARAT. BURIRSS . B85/ I BT 5%
AN, Foh il rAE S R S5 AH 4141
7 A R o 1A S T BB 2% rp s AR 55 TR B b v
AT AR ) 525 50 32 Ui B WU AR 5347
mEl6T, HEI6ORTH, FEALIR RIS ek &,
[ B B /NS B 2% s, X —FEARZE R T 2
W T HUBLAL Al 55 2R I BRI S 2255, A Bh T bt
B AE 52 22 2 225 K P I STl LA R AIE

T YL, AR REARUEA B, FARRARIR
HA—@ b mE, o8 Bt e it
SC b B R HE B, TR LG BRI il 22 5 1
IR 55 A2, %o B 24 o il 45 ) s s o 194 552 it AL
TR BRI

rEy —
+xEz I

T ———

ey |

+7 I

REBEXE

itz I
e
AT I
K

0 5 s 10 15

ZHENERSEEXESH

W\M
& 10

%ﬂm“ “@\Ma W@W

HUERE

B3 ZinENMEES T

X F50) s

e @gﬁ

B4 ZiHENMBESH

S

FfE
it —
%1 ~#Rs I
3 .
C eatsRT |
HERs I
ze/an I
=
0 3 6 9

Wik

ES ZipENMITLS

15

NS

0@@ lgoﬁ? ?5015*

Eﬁﬂﬁ

@ﬁ’\ 000@

E6 ZihENMMESH

PRUEN NS 25 B4R - i 77, ihl&7a]
1, VT SUEAR BRI PO E PR ER B AR
PN 2R, JEHAE “ SORF R T A4 s
[ PRARIE” ARy B TR TR 55 — Pk A g
REE” TR R, I R WTREAS L 40 s AT
FEl Pl 55 Ao A LS i 55 A R A (L RIS T
AT B B A 5N TR B >R Ao B S s

31



AT -

PR

20264164

L BRI, AR 41802 A1
2 S I R G5 oA A A AR R A
ST BT S A A AE R e

AR TRARS Bt
EFHEE
P

Exaii

IR SRS

TRRBRG AR EIRARAE

MR RRETFLSAIFR

0 1 4

o

FH5E% (1-5)
E7 NS S EFHES
B 1 S il BRSP4 45 3 i L 8 Bl s, Fh I 8 1T
IR Eo s &= B NDNIARE S & SR
PR Ao AR B, 0 AR A AL 20h 3
2k BEAT I3 MG O I o 35K 3 W o 52 il 7 4 2L
ANV B2 A A AR AT A 25 52, 1R A2 4]
GURTRA7E SSARRS TE S, i A (55 i) 2 i Y
[NILEER PRI

xase IR
i

sz I
iz 4

e I

0 1 2 3 4
F9155 (1-5)

B8 #RifESEHE IR F 15 5

I S it - R A 2 a9 s, 1A 9T
N, 3252 A B AR S A 1B B R S
JEASHRE R | 0 T S R A R S T
S T AETT IR R T BN, B T R A
ke A HE AR A PR

s 1 S T AR T BIL A RN R 0k AT 20 Uk A AT 10
FEER . EESE N R, i onx, 17
bbb SR - BUR R B A PR 1 S 8
WA 2 A Bl 1B 265 r 0 MR 55 [ s A A S it 1Y B 22
e BERLAL, T LR, [ 5OE e T 25 5

32

R
=%
=
JE
B
fedl]
8%
0 1 2 3 4
Fi5785 (1-5)

B9 FRHEL IR FEES
B2 B B R 2 4
BRGNS M AR 2 B S
FEER B 5 4 0 B35 00
(ISO/IEC/APEC% )

0 10 20
LR

RESIER I E R

10 4 4 SRR 2 AL 3 370K

mxad -
HES
szews) NG
SRR
thams II—
wensez [
wiezrs [

FRESHERRSER

Hith

o

10 20 30
WRERE

11 FR o SEHE PR S B R 550K B

6.2 HLHIXRHVILITIELER

TEFM IR PE SR LA L, AHETE Ik — 2P X A8 4
Z AL OC R E AT o0 M, B A AR AL A A
SR (B) , bt St s 5 (C1) DB AR e 51 it
ROR (C2) Z A RVEFH AR o S UK Sl T3



2026, No.6

JOURNAL OF STANDARDIZATION

- Academic Discussion -

JE | bRUEALIA N 2 [l A [T 285 50 DL R LR 2,
B, AR T hR LN 58 (B)

I 15 BB B HEHE Sh AR 78 AL 2L I S it 1l A

(C1) o tnR UM 2F M 2AEEHY | H 243475 [ 43
Fras Ry R, BRI ACE 5C1 2 MAREERE
H B ENG Ik, &4 N B X C1M i)
WATBR . 45 R BE SR H ~ HAFHE iR, X
— R IF, 7 22T B AR E S S S, bR
NSRS AshBfb A A LUR AR | e
AR RS S B A B e AT R, AR THI Y 52
AR BN U R bR St IR B 1 25 57

1 EHRKSHR

Rl TE ARG AEE P&
M1: C2~C1 C1l 0.957 0.218 0.000 138
M2: C2~ B B 0.842 0.395 0.041 8

M3: C2~ B +C1 B 0.743 0.305 0.021 6

M3: C2~ B +C1 C1l 0.923 0.202 0.000 091 5

M4. C2~ B+
C1aD14D2 B 0.852 0.305 06 0.010
M4:.: C2~ B+
Cl+D1+D2 C1l 0.897 0.198 58 0.148
M4. C2~ B+
Cl+D1+D2 D1 0.157 0.104 87 0.148
M4. C2~ B+
C1aD14D2 D2 0.041 0.117 18 0.727
R2 BEBSERSHE
TRl rAE R ARER  PHE
M1: C2~C1 31 0.399 0.378 0.000 138
M2: C2~ B 31 0.135 0.105 0.0418
M3: C2~ B +C1 31 0.504 0.469 0.000 054 4
M4: C2~ B+ C1+D 31 0.559 0.491 0.000 198 3

R, A 5T ik S S B (C1)
5500 Ak (C2) Z MR C & MIHEE R IR, 78
PAC2A AR i, CIA AR RIS (M1) 1, C1
X C2 5 A 2E HARE B IE M52 (M1: f=0.957,

P<0.001) , 1 DL B — fiff F A8 £ 455 740 B W] fiff B¢ 2
40% M AR 25 57 IR BE R R, PRifEEORTFE 2L
TS B B At AR BE, BRI FRAE A . A iR
ML FEAR G4 4 Fr, R SEUCE BE K T R
A BRAF D TR, 2 DR A S R B R R
AR, BRI A R, LSV AR
e P I 1) S S55 F  J8 vE SE2 it 5 sk
SRRIA SRR R AN 21 %, A M4l S 2,
o 1 S il B 2B A2 E OR 5 AR IR R
RIESEEE, B TR S SRR EES
7 356 4 7 85 ST RS B 22 [ 34 S B0 1 A 56 56
2, WA EHS BRI g2 0 B 5 R,
I it S A T S il S A LA AR (R E T S

ISR b, BN S RERE (B) 5
St A EE (C 1) FE A RSt R RL (C2) B A AH X
YERR, AR GEAR U KA T B AR o [T I AR AR M 2 S5 B¢
A RIAEAIM3, B9, LEAANA B LAl AR ] )5
BT (M2) Hr, BXFC2LRHE™ A B 2 IE [0 5% 0 (B:
f=0.842, P<0.05) , (Hf#REIIAHXT AR o [FIBF90A
BAIC1HYEE A AR AL (M3) , LIRSS — 5 78 ff B¢
C2EFAHXTEH o 25 o, TERLRIM3 T, A% 5B
FCIIXT C2LR-FE B3 IE 1 52 m, (HC15 k3 5
£ (C1: f=0.923, P<0.001) . S XN, BRI HL {4
B BT (R7=0.504, T8GR =0.469)
2 B it 8 I ARAN 32 bR o S i AKOF- 2 L Al 5
AU bR AE T (A A NN PEAN A 56 o BRI 1558
Jit o5, 288 P8 XoF S it Sl 5 P [ A R B N 3 i i,
FN3ATH, e HIC12Z 5, BRYIEIE R4 H95%
B A DX TIPS A T 1 1) X 0], 156 B DA 260 728 S8 X6k 1l 2
BT B REDTER . RIS, CLXTC2 Y52 ma ik 4k
e S, S i S it A B A R R L T LA
F A T B AR AR, AR iE AL IR E
P& TSI il A A ] 4 2 ) S it B, T 2 S it
A Y I ATIE R AR . X— 25 RIBIET “4x
WEIN AT SR EG AL R SC AT 0" RS R, R
TN SR B i AT L SUZ T R VR BR
[FIBLE

VERIRRMEIHT, A 5T PE— 2 S il B i

33



AT -

PR

20264164

RIS E SRS

RIWEESRER

BRHEESSE

EEHEEGH AR

ARSI

P
Lo

)
@Wﬁﬁ
&

a%
Tl
Pese 2

E12 #R o SO AL P S A LIS AR RO K RE

K2 (D) 52 HZE (D2) g4 ARIABIEIMA, 45
FRR, FEPERIB S CUR, DURID 2 24 5548
PR FEP0 BB G R, A 2B e
SIS WU B R, 7E A B AR R, B
SRR — T (R'=0.559) , 42 B 52 i i
5 S50 AL 5 A 7 R S A 2 S (I T B
B S SR, 558 P 2 el R B 0 S
() 6 R A T, T2 T8 2 0 v S G 1) o) B 5 B
85 2 P, FLAE P 3 S 0 B0 A St 4 S S R T
BB, B E O

B BIREAIURR N, AT R IEAT 5 i
R, T2 R FHBootstrap 73 ot A S B M T
i, QP4 . p 4TI, [l 2 3 A
FIEMX ], BT/ w5 R X I, 760
PAE 6 R IR A1 R B B L s e
T REE AR A A, e 5 M A )
e PR B VR MR A T 20 VAR

BEFE 45 32 1, W6 4% ohot IR 45 I I A v 1
ST i %8 3 B e T b v 7 4L 4 P 1 o B AL
VB SR BE L B AL A E BB A rh K HE TR A
A R, T S5 6 5 42 0k ML 2
o S 1 75 48 4% 2, 308 g B W St et R A

34

AR T A R

R (B) | \

SHERE | |
(scl)

0.0 0.5 1.0

[alEES- 1)

13 AR AR AN 5 St B 74 B Xof S e A S B (B V3 R
(295%ERFEXIE)

6.3 FKEKHrENXFE

A3 ~ SAEAREA T R AN EN S BT R, fR
PRI LSRN, 2 3] i B O T Y 84 R e A vfE Ak T AR 40
BALFEATS AMLYME R FRGE | & PR S5 KPS
FRHESE | RiBFRE | FERZEHRIAA TR, £
WA A s EE | B T O HE S SR A AR L
e MG B SIEAG RS . T RS/ R GIE
PSRN



2026, No.6

JOURNAL OF STANDARDIZATION

- Academic Discussion *

15

forl 1.0
#

05

0.0
0.0

ASAHUHEIR AEE

BRI SKPHEATIESR

RIEARAE (F—BREERIDER)

= {ERRSSRAANER
S
2
P
i
) SEEATRIEEIE
RIS
SIS
TRFAARINENS
A
7 ik

LT 205 r o [ B b 7 S i 17 20 A R) 465
o bir, ABEIEHISE “ N —SEt— R i ZHE
Fro B, S ARHEACA I S A EE (B) | AR SEiE 1

10 ;
EI3%%1 B ¢ 1000/ Bootstrap)

[E14 Fix S5 B 2 BE 3T SR X 2L Bootstrap Bl A R 1 B B

o
15

E15 # k3~ 5EARRM T AHRE

30

BUE (C1) HARMESEIE AL (C2) Z F] 58 R AT
TRGME, FEARE = HATR A — 2%
Tl o5 24 P R R A S PR A AL P R [l
SRR, SN AR L S it AR A I EL AR
M), E P S AR e RV AT i B 2540 9% 1 J
WIS, 182 A BRI R 35 SRR R T . X 3R

35



AR -

FrifEfL AR

20264164

W, FUA S PR ER eI A ZHEUR AT 1Y | R
FEAR R MR SEBR H, b ofi 552 it A 5 n] BEFF 20 e
P AT IO TR A AR SR . AR EAL A
5 25 BN S PSSR A i S R TR, (AR
HAZERT “Hesh It WAER T o SHEST R AR
SCHE N — St A Y EL R A, Ui
Pt S I i £ ) 25 A B A 7 o (EUR,
TE A S JCAEE i, A A DA AT X 572 it 128k
PRAF A 35 TR I B2 o R DA 32 B4R T L AU
SEHESSRA B AR | PEOSENZ T, AR E A PE
il JEE A 7 S TR IRE o = 2 S it S A8k [ P R 5
JE AL St AP SRR B 3L R A . 2200 1A
B AR s, RS it A S AR R P A, A6 7
figp T 3 b 2 B T, A % S S RO AR B — R K
2y, e AR 5 ARSEE RN 3L
FIVE ISR

RIS JZ T A, AW SR B (R s b v
IWHIBERS AR AL N ST o . AT 2 5
SLUER SR W, e HLUR MBI bR ESEtrh, 1Bk
AL, WX AAT A6 B 1 U JEE 155 S5
(3 PO T EE 2B IE o A B TR S il AR
Shy it e A 5 S B X3 TR, T bR
it it PR 3 R AR . A ST A R R, AR
STl ARG SRA JRE )42 5 e SR, T e S A I
FAVER T IMAER, AITT A i BEARE St AP~ RS
B AR A B AR AR S it ™ A R PRI T
SR

MARHESL it 5 1 MR, FTaiREN, &
TSI it AR LG 5E TR Al i AN R B A . B

R AR IEAE T AL LA B IR B 5 A B
et PR A MIBE 7 B A SE= I, TAEUK
R B DRI BT B A TR ARG R R
(B, A B T340 SO RS 45 R 00N AT B 25
b, FEAREShIB LS O E BRI 55 bR v Mo R b, R
[7) 25 5 S it ML A B3-S R SRR T, i e
PUARIHE STl ROCR B T Sl ik

JEARRE T 1 o A 314N R 95 H LU R 1 1)
B TR B4 R0 iz 55 FEL B b o S it 14/ AL A
BEAT THRZEESAL, (A E—E DT RR . —J7
T, A2 FE 0T G PP AR RIS R, AT
FEREA BRI A R o BT IS O, AR WT5E 2
B LT PR R AL I, B 0F 50 B O UE 7 K iR 7
2 A R TT 5 2 A B AR AT S
SC B AT S SR RIE AT TR SR A R L
X ARSAE LR AT RGEAH Ul o0 B, LA TH45
WHIRRETE . 55— 7 T, AW 5 R R A0 7] 45
BoHs EAT 3 M, 23 M 4l 2R 32 B R ks i 2 R A O
KF, AR A% SRR R . A B FEHE
SR S AE W A B AR S = L, (E b o 5 it o
ARG B G Bt Msh &1k, 5 et 5 nlad i A in)
BT fr BOR R R 5, HERA o3 A [ PR BB 465
HHO iz 55 A 7R ZH 2 A A 455 2 St S5 17 o N A

SR, A 5T 12 W80 AT 52 00 57 19 i $i
3 AL A B SR A S AR IR 2% 0 AR
55 bRAEE H LA AT o AR LR S 3 1) 20 22
Kb, WOAJE ST A | b Mo 58
THER

SE 3k

[1]  World Trade Organization. Global Services Trade Data
Hub[EB/OL]. (2025-07)[2026-01-13]. https://www.wto.
orglenglish/res_e/statis_e/services_trade_data_hub_e.htm.

[2] International Organization for Standardization. Strategy
2030[EB/OL]. (2021-02-23)[2026-01-13]. https://www.
iso.org/strategy2030.html .

36

[3] MANDERS B. Implementation and Impact of ISO 9001[D].
Rotterdam: Erasmus University Rotterdam, 2015.

[4] International Organization for Standardization. Customer
contact centres—Part 1: Requirements for customer
contact centres: [SO 18295-1:2017[S/OL]. Geneva:
IS0, (2017-07)[2026-01-13]. https://www.iso.org/



2026, No.6 JOURNAL OF STANDARDIZATION - Academic Discussion -
standard/64739.html. context, operational requirements, and work design
[5] International Organization for Standardization. Customer in in—house call centres in the financial sector[J/OL].

(7]

(9]

contact centres—Part 2: Requirements for clients using
the services of customer contact centres: ISO 18295—
2:2017[S/OL]. Geneva: IS0, (2017-07)[2026-01-13].
https://www.iso.org/standard/64740.html.

DI LUOZZO S, VARISCO M, SCHIRALDI M M. The
diffusion of international standards on managerial
practices[J/OL]. International Journal of Engineering
Business Management, 2020, 12: 1-17 [2026-01-13].
https://doi.org/10.1177/1847979020921611.

HARTHY A M, ASLAM N, AL SAQRI S M, et al. The
Use of Structural Equation Model (SEM) to Evaluate the
Effectiveness of 1SO 9001 Quality Management System
(QMS) on the Performance of Oil and Gas Drilling
Companies[J/OL]. International Journal of Business and
Management, 2019, 15(1): 59-78[2026-01-13]. https://
doi.org/10.5539/ijbm.v15n1p59.

DEL CASTILLO-PECES C, MERCADO-IDOETA C,
PRADO-ROMAN M, et al. The influence of motivations
and other factors on the results of implementing ISO 9001
standards[J/OL]. European Research on Management and
Business Economics, 2018, 24(1): 33-41]2026-01-13].
https://doi.org/10.1016/j.iedeen.2017.02.002.
STRANDBERG C, DALIN R. The role of strategic

[10]

(1]

[13]

Managing Service Quality: An International Journal,
2010, 20(6): 544-564[2026-01-13]. https://doi.
org/10.1108/09604521011092884.

ABDUL F W, PURWATMINI N. Improving service
quality of call center using DMAIC method and service
blueprint[J/OL]. Journal of Management and Business
(Manajemen dan Bisnis), 2016, 15(1): 35-48[2026-01-
13]. htips://doi.org/10.24123/jmb.v15i1.38.
CIRAVEGNA MARTINS DA FONSECA L M,
DOMINGUES J P, MACHADO P B, et al. ISO 9001:2015
adoption: A multi—country empirical research[J/OL]. Journal
of Industrial Engineering and Management, 2019, 12(1): 27—
50[2026—-01-13]. https://doi.org/10.3926/jiem.2745.

AJZEN 1. From intentions to actions: A theory of planned
behavior[C]//KUHL J, BECKMANN ], eds. Action
Control[M]. Berlin; Heidelberg: Springer, 1985: 11-39.
BAKER J. The technology -organization -
environment framework[C]/DWIVEDI Y K, WADE
M R, SCHNEBERGER S L, eds. Information Systems
Theory[M]. New York: Springer, 2012: 231-245.
DAVISON A C, HINKLEY D V. Bootstrap Methods and
Their Application[M]. Cambridge: Cambridge University
Press, 1997.

37



