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Abstract 
 

Organizational performance remains a key concern in public sector institutions, with Quality Management 
Systems (QMS), particularly ISO 9001, widely adopted to enhance service delivery and operational efficiency. 
Despite its widespread adoption, existing s tudies report mixed findings on the extent to which ISO certification 
contributes to improving organizational performance, indicating the need for further investigation. This study 
compared the organizational performance of ISO - certified and non - ISO - certified Schools Division Offices 
(SDOs) in the Department of Education.  It also identified implementation challenges and proposed a framework 
for performance enhancement. A convergent parallel mixed - method design was employed, integrating 
quantitative and qualitative approaches. Quantitative data were analyzed using descriptiv e statistics and the 
Mann–Whitney U test, while qualitative data were examined through thematic analysis. Results showed that all 
five organizational performance dimensions were generally rated as consistently implemented, with 
Management Responsibility an d Stakeholders’ Participation receiving the highest ratings. However, qualitative 
findings revealed recurring challenges, including leadership instability, resource constraints, process 
inconsistencies, limited data utilization, and stakeholder engagement issues. Although ISO - certified SDOs 
obtained slightly higher mean performance scores than non - ISO - certified SDOs, the difference was not 
statistically significant, suggesting that ISO certification alone is insufficient to account for variations in 
organizational performance.  The study concludes that organizational performance depends more on the 
effective implementation of quality management practices than on ISO certification alone. Leadership stability, 
adequate resources, standardized processes, and evidence - based decision - making are critical determinants 
of performance. Based on these findings, the study proposes an Organizational Performance Enhancement 
Framework that promotes continuous improvement, process standardization, and context - responsive quality 
management practi ces to strengthen organizational performance across Schools Division Offices.  
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INTRODUCTION 

 
Despite the growing adoption of ISO 9001 in 
public sector organizations, evidence regarding 
its contribution to organizational performance 
remains inconclusive. Existing studies have 
largely examined the benefits, implementation 
challenges, or performance implications of 
QMS within individual organizations or sectors. 
However, limited empirical evidence directly 
compares the organizational performance of 
ISO - certified and non - ISO - certified Schools 
Division Offices within the Philippine basic 

education system. Moreover, previous studies 
have generally examined certification and 
performance as separate concerns, with less 
attention given to the organizational and 
implementation conditions that may explain 
variations in performance outcomes. This  
limitation is particularly relevant in the 
Department of Education ( DepEd ) context, 
where SDOs operate under similar mandates 
but may differ in certification status, 
organizational capacity, leadership stability, 
resource availability, and implementation 
practices.  
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This study addresses this gap by providing a 
comparative assessment of organizational 
performance between ISO - certified and non -
ISO - certified SDOs while simultaneously 
examining the challenges encountered in 
implementing quality management practices. 
Its n ovelty lies in integrating quantitative 
evidence on performance differences with 
qualitative evidence on implementation 
challenges, thereby moving beyond the 
assumption that ISO certification alone 
determines organizational effectiveness. The 
study further  develops an Organizational 
Performance Enhancement Framework based 
on the empirical findings, linking performance 
improvement to continuous improvement, 
process standardization, leadership stability, 
resource adequacy, stakeholder participation, 
and evide nce - based decision - making. In this 
way, the study contributes not only to the 
literature on ISO 9001 and public sector 
performance but also provides a context -
responsive framework that may guide SDOs in 
strengthening organizational performance 
beyond compl iance with certification 
requirements.  
 
Comparing ISO - certified and non - ISO - certified 
SDOs is important because ISO 9001 
certification represents a formal commitment 
to standardized processes, performance 
monitoring, continual improvement, and 
systematic quality management. In principle, 
these p ractices should translate into stronger 
organizational performance among certified 
offices. However, certification does not 
necessarily guarantee effective 
implementation, and the extent to which QMS 
practices influence actual performance may 
vary across o rganizational contexts. Comparing 
SDOs with and without ISO certification 
therefore provides an empirical means of 
determining whether certification status is 
associated with differences in organizational 
performance or whether performance is 
influenced mo re strongly by implementation 
quality and organizational conditions. Since 
both groups operate within the same DepEd 
system and perform comparable functions, the 
comparison provides a relevant basis for 

examining the actual contribution of ISO 
certification to organizational performance.  
 
Theoretical Framework. This study draws on 
New Public Management (NPM) and Total 
Quality Management (TQM) as complementary 
lenses for examining ISO 9001 certification and 
organizational performance in DepEd. NPM 
emphasizes efficiency, accountability, 
measurable results, and resp onsiveness, while 
TQM explains how leadership, process 
management, stakeholder focus, evidence -
based decision - making, and continual 
improvement translate these expectations into 
organizational practice. Together, they support 
the premise that certification  may provide a 
formal quality - management structure, but 
performance depends on how that structure is 
implemented.  
 
NPM frames ISO 9001 as a public - sector 
management mechanism that reinforces 
explicit standards, managerial responsibility, 
monitoring, and accountability (Hood, 1991; 
Verbeeten & Speklé, 2015). ISO - based QMS 
requirements for documented processes, 
defined r esponsibilities, performance 
evaluation, and management review are 
consistent with these principles. However, the 
effects of public - management reforms vary by 
institutional context (Lapuente & Van de Walle, 
2020) , making implementation conditions 
important when comparing SDOs.  
 
TQM complements NPM by focusing on the 
internal mechanisms of quality improvement. It 
emphasizes stakeholder focus, leadership 
commitment, employee involvement, process 
orientation, evidence - based decisions, and 
continual improvement. ISO 9001 
operationali zes many of these principles 
through requirements on process management, 
performance evaluation, corrective action, and 
continual improvement. Evidence generally 
links ISO 9001 with improved operational 
performance, while also showing that 
resources and or ganizational commitment 
affect the benefits realized (To, Lee, & Yu, 2011; 
Fonseca & Domingues, 2018).  
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Integrating NPM and TQM provides the basis for 
comparing ISO - certified and non - ISO - certified 
SDOs. NPM explains the emphasis on 
measurable outcomes and accountability; TQM 
explains the processes through which those 
outcomes may be sustained. The study 
ther efore examines whether certification status 
is associated with organizational performance 
while recognizing that leadership stability, 
resources, process consistency, stakeholder 
participation, and implementation quality can 
strengthen or constrain perform ance.  
 
Conceptual Framework. DepEd's ISO 9001 -
based Quality Management System seeks to 
integrate and standardize internal processes, 
improve service delivery, support continual 
improvement, and strengthen client 
satisfaction. Guided by NPM and TQM, the 
conceptual framework links ISO certifica tion 
status with organizational performance without 
assuming that certification automatically 
produces superior outcomes.  
 

 
 
Figure 1  
Conceptual Framework on the Relationship between ISO 
Certification Status and Organizational Performance of 
Schools Division Offices  

 
Figure 1 presents the study's conceptual 
framework. ISO certification status is the 
independent variable, categorized as ISO -
certified or non - ISO - certified SDOs. 
Organizational performance is assessed 
quantitatively across management 
responsibility, resour ce management, service 
realization, measurement, analysis and 
improvement, and stakeholders' participation. 
In parallel, qualitative data identify 
implementation challenges affecting these 
dimensions.  

The two strands are integrated during 
interpretation to determine areas of 
convergence, complementarity, or divergence. 
This mixed - method integration allows 
numerical performance patterns to be 
examined alongside organizational conditions 
such as leadershi p instability, resource 
constraints, process inconsistencies, data - use 
limitations, and stakeholder concerns. The 
combined findings provide the empirical basis 
for the proposed Organizational Performance 
Enhancement Framework and corresponding 
policy recom mendations.  
 
With the direction of the Department to 
establish one certification in the entire agency, 
the purpose of this study is to assess whether 
there is a difference on the organizational 
performance of ISO certified and non - ISO 
certified offices. This study aims  to seek 
answers to the following questions:  
 
1. What is the level of organizational 

performance in the Schools Division Offices 
of the Department of Education in terms of: 
1.1 Management Responsibility;  
1.2 Resource Management;  
1.3 Service Realization;  
1.4 Measurement, Analysis, and 

Improvement; and  
1.5 Stakeholders Participation ? 

 
2. Is there a statistically significant difference 

in the organizational performance of ISO -
certified and non- ISO certified Offices?   

 
3. What are the challenges encountered by ISO -

certified and non- ISO  certified offices in 
terms of:  
3.1 Management Responsibility;  
3.2 Resource Management;  
3.3 Service Realization;  
3.4 Measurement, Analysis, and 

Improvement; and  
3.5 Stakeholders Participation.  

 
4. Based on the findings of the study, what 

Organizational Performance Enhancement 
Framework may be proposed for the 
Department of Education?   
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The scope of this study is confined to examining 
and comparing the organizational performance 
of ISO - certified and non - ISO - certified Schools 
Division Offices (SDOs) within the Department 
of Education. It focuses on employees from 
selected SDOs from Region IV- A 
(CALABARZON) and Region IV - B (MIMAROPA) 
who represent various designations, age 
groups, genders, lengths of service, and 
positions. Their perceptions and assessments 
serve as the primary basis for evaluating 
organizational performance. The study 
consi ders ISO certification status as the 
independent variable and organizational 
performance as the dependent variable, while 
demographic characteristics of respondents 
and office profiles, such as years with ISO 
certification and preparations for certificatio n, 
are treated as contextual factors. 
Geographically, the research is limited to SDOs 
within the chosen region or province, and the 
data collection is restricted to the current 
academic year, reflecting the operational 
practices and certification status du ring this 
period.  
 
The limitations of the study arise from several 
factors. First, the reliance on employee 
perceptions means that the findings may not 
fully capture all dimensions of organizational 
performance, such as financial outcomes or 
external stakeholder satisfaction . Second, the 
coverage is restricted to selected ISO - certified 
and non - ISO - certified SDOs, which limits the 
generalizability of the results to the entire 
Department of Education nationwide. Third, 
organizational performance is measured 
through survey instr uments and self - reported 
data, which may be subject to bias or 
differences in interpretation. Fourth, the 
findings are time - bound and reflect only the 
situation during the period of data collection, 
without accounting for changes in certification 
status or  organizational practices that may 
occur afterward. Finally, the study does not 
control for external factors such as government 
policies, budget allocations, or socio - economic 
conditions, all of which may also influence 
organizational performance.  
 

LITERATURE REVIEW 

 
New Public Management. NPM emphasizes 
efficiency, accountability, performance 
measurement, managerial responsibility, and 
responsiveness in public organizations (Hood, 
1991). Results - oriented systems encourage 
agencies to establish targets, monitor outputs 
and outcomes, and use performance 
information for decision - making. Empirical 
evidence suggests that such systems can 
improve organizational clarity and service 
delivery, a lthough their effectiveness varies 
across institutional settings (Verbeeten & 
Speklé, 2015 ; Virani & van der Wal, 2023). In the 
Philippine public sector, these principles are 
reflected in performance - management and 
accountability mechanisms that emphasize 
measurable results and service standards.  
 
Total Quality Management. TQM explains how 
quality and performance improvements are 
achieved through stakeholder focus, leadership 
commitment, employee involvement, process 
orientation, evidence - based decision - making, 
and continual improvement. It treats quality as 
an organizatio n- wide responsibility rather than 
a final inspection activity. In DepEd, these 
principles are reflected in efforts to standardize 
processes, monitor performance, improve 
client satisfaction, and continually improve 
service delivery.  
 
Quality Management System and ISO 9001. A 
QMS is a structured set of processes, 
responsibilities, procedures, and resources for 
achieving quality objectives. ISO 9001 provides 
an internationally recognized framework that 
institutionalizes process management, 
leadership, customer focus, perform ance 
evaluation, corrective action, and continual 
improvement. Research generally reports 
positive associations between ISO 9001 
implementation and operational performance, 
but the magnitude of benefits varies with 
organizational context and implementation  
quality ( To et al., 2011; Fonseca & Domingues, 
2018). Certification therefore demonstrates 
conformity with requirements but does not, by 
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itself, establish that quality practices are fully 
embedded in organizational culture.  
 
Organizational Performance. Organizational 
performance is multidimensional and context -
dependent, reflecting the extent to which an 
organization achieves objectives and responds 
effectively to its operating environment 
(Bolman & Deal, 2003; Scott & Davis, 2015 ). In 
public education, performance encompasses 
not only goal achievement but also process 
efficiency, service quality, accountability, 
stakeholder participation, resource use, and 
continual improvement. The present study 
therefore assesses performance thr ough five 
dimensions aligned with quality - management 
practice.  
 
ISO 9001 and Organizational Performance. 
Evidence on ISO 9001 and organizational 
performance remains mixed. Some studies 
report improvements in quality, compliance, 
productivity, cost efficiency, and operational 
performance, while others emphasize that 
benefits depend on motivations, organizati onal 
capabilities, and QMS maturity (Ayyadi & 
Oulhadj, 2024; Demir et al., 2021; Esquivias et al., 
2025; Fonseca & Domingues, 2018). These 
findings support examining certification as a 
potentially enabling structure rather than a 
sufficient condition for superior performance.  
 
This distinction is relevant to DepEd because 
SDOs perform comparable functions under a 
common governance system but differ in 
certification status and organizational 
conditions. Comparing certified and non -
certified SDOs can therefore identify whether 
formal certification corresponds with 
measurable performance differences and 
whether leadership, resources, process 
consistency, employee engagement, and 
implementation quality help explain the 
observed outcomes.  
 
METHODS 

 
This study employed a convergent parallel 
mixed - method design in which quantitative and 
qualitative data were collected concurrently, 

analyzed separately, and integrated during 
interpretation (Creswell & Creswell, 2022; 
Guetterman et al., 2021). This design enabled 
comparison of measurable organizational 
performance with participants' experiences and 
explanations of implementation condit ions.  
 
Research Setting. The study involved selected 
DepEd Schools Division Offices in Regions IV - A 
and IV - B, grouped according to ISO 9001 
certification status. For the quantitative strand, 
410 respondents were selected through 
stratified sampling to represent ISO - certified 
and non- ISO - certified SDOs.  
 
Profile of the Respondents. The respondents for 
this study are both permanent and contract 
service personnel of the SDOs under Regions 
IV- A and IV - B in the Department of Education.  
They are largely composed of individuals in 
their prime working years and are permanent 
employees.  
 
Table 1 
Respondents’ Profile  

                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                  
 
For the qualitative strand, purposive sampling 
selected participants with relevant experience 
and direct involvement in SDO processes 
(Campbell et al., 2021; Palinkas et al., 2023 ). 
Participants had to be affiliated with a 
participating SDO, have sufficient experience to 
provide informed perspectives, be willing and 
available to participate, and provide voluntary 
informed consent.  
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A total of 15 participants were targeted for the 
online qualitative questionnaire, guided by data 
saturation; collection continued until no new 
themes, insights, or relevant information 
emerged.  
 
Survey Research Instrument and Data 

Collection. Quantitative data w ere collected 
using a 24 - item structured questionnaire 
covering the five organizational performance 
dimensions and rated on a five - point Likert 
scale. The instrument was influenced by Joyce 
Awour Ogoye's work on QMS implementation 
and organizational perfor mance and 
contextualized for DepEd SDOs. Three experts 
reviewed the items for relevance, clarity, 
appropriateness, and alignment with objectives.   
 
The s urvey were administered to personnel 
from selected ISO - certified and non - ISO -
certified Schools Division Offices (SDOs). After 
securing the necessary permissions, the 
questionnaires were distributed to qualified 
respondents. Participation was voluntary, and 
all respon ses were treated confidentially. 
Completed questionnaires were retrieved, 
checked for completeness, and encoded for 
statistical analysis.  
 
A pilot test involving 40 respondents outside the 
final sample yielded an overall Cronbach's 
alpha of 0.96, indicating excellent reliability.  
 
Qualitative Instrument and Data Collection. The 
qualitative strand used open - ended questions 
aligned with the research objectives and five 
performance dimensions. Questions explored 
organizational practices, QMS implementation, 
leadership, resources, stakeholder 
participation, improvement initiati ves, and 
related challenges. Necessary permissions 
were secured, and participants were informed 
of the study purpose, procedures, voluntary 
participation, and confidentiality measures.  
 
Quantitative Data Analysis. Descriptive 
statistics determined the performance levels 
across the five dimensions, while the Mann -
Whitney U test assessed differences between 
ISO - certified and non - ISO - certified SDOs. The 

level of significance was set at 0.05, and effect 
sizes were considered in interpreting the 
magnitude of group differences.  
 
Qualitative Data Analysis. Qualitative data were 
analyzed using Braun and Clarke's Reflexive 
Thematic Analysis through familiarization, 
initial coding, theme development, theme 
review, definition and naming of themes, and 
report production. Repeated reading and 
iterative refinemen t were used to ensure that 
themes represented participants' accounts and 
addressed the research questions.  
 
Integration of Quantitative and Qualitative 

Findings. Quantitative and qualitative findings 
were integrated during interpretation through 
side - by- side comparison and narrative 
weaving. Convergence, complementarity, and 
divergence were examined to explain 
performance patterns and identify contextual 
conditio ns. The integrated evidence informed 
the Organizational Performance Enhancement 
Framework.  
 
Ethical Considerations. The Polytechnic 
University of the Philippines - University 
Research Ethics Center approved the study 
under UREC 2023 - 1028 on October 26, 2023. 
Permissions were obtained from relevant 
DepEd authorities and participating SDOs. 
Participation was voluntary, in formed consent 
was secured, confidentiality and anonymity 
were maintained, and collected data were 
securely stored and used solely for academic 
and research purposes.  
 
RESULTS 

 
This study examined the effect of ISO 
certification on sustaining organizational 
performance of the Department of Education, 
using a comparative mixed ‑methods approach 
between ISO ‑certified and non ‑ISO ‑certified 
Schools Division Offices (SDOs). Organizational 
performance was assessed across five 
determinants: management responsibility, 
resource management, service realization, 
measurement, analysis and improvement, and 
stakeholders ’ participation.  
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Level of Organizational Performance in the 
Schools Division Offices of the Department of 

Education. Among the five determinants  shown 
in Table 1 , Managem ent Responsibility ranked 
first, with a grand mean of 4.72. Within this 
dimension, ensuring that clients’ needs and 
expectations are met obtained the highest 
indicator mean (M = 4.76, Rank 1), followed by 
setting clear and attainable objectives and 
establi shing clear roles and responsibilities 
(both M = 4.75, Rank 2.5). Indicators related to 
process ‑based and risk ‑based thinking ranked 
lowest (M = 4.60, Rank 6), though still 
consistently implemented.  Overall, the results 
indicate that organizational performance 
across all SDOs was rated very high, with grand 
means for all five determinants falling within 
the range interpreted as consistently 
implemented (4.51 –5.00). 
 
Stakeholders’ Participation ranked second, with 
a grand mean of 4.67. Both conducting 
stakeholder convergence and having an SOP for 
handling client complaints shared the highest 
rank (M = 4.69, Rank 1.5), while updating 
transparency boards ranked lower (M = 4.57, 
Rank 3). Resource Management ranked third, 
with a grand mean of 4.62.  
 
Table 2  
Mean Distribution of Respondent’s Responses According 
to Determinants of Organizational Performance  

 

 

 
Legend: “The activities are not all implemented in the SDO (1.00 – 
1.50)”, “The activities are seldom implemented in the SDO (1.51 – 
2.50)”, “The activities are occasionally implemented in the SDO 
(2.51 – 3.50)”, “The activities are frequently implemented in the 
SDO (3.51 – 4.50)”, “The activities are consistently implemented in 
the SDO (4.51 – 5.00)” 

 
The highest ‑rated indicator was ensuring that 
employees are aware of office operations (M = 
4.69, Rank 1), followed by ensuring a safe and 
conducive working environment (M = 4.66, Rank 
2). Continuing professional development ranked 
lowest (M = 4.57, Rank 5). Measurement, 
Analysis, and Improvement ranked fourth, with 
a grand mean of 4.60. The indicator monitoring 
budget utilization vis ‑à‑vis office 
accomplishments obtained the highest mean 
across all tables (M = 4.81, Rank 1). However, 
internal quality audits ranked lowest (M = 4.41, 
Rank 6), and risk and opportunities assessment 
also ranked relatively low (M = 4.48, Rank 5). 
Service Reali zation ranked lowest among the 
five determinants, with a grand mean of 4.56. 
Indicators related to handling noncompliant 
outputs and traceability of improvements 
shared the lowest rank (M = 4.55, Rank 1.5), 
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while quality assurance of processes and 
supplier performance evaluation ranked 
slightly higher (M = 4.57, Rank 3.5). When 
ISO ‑certified and non ‑ISO ‑certified SDOs were 
compared, ISO ‑certified offices consistently 
posted higher mean scores across all 
dimensions. Notably, ISO ‑certified SDOs 
obtained higher means in Management 
Responsibility (M = 4.86 vs. 4.62), Service 
Realization (M = 4.71 vs. 4.46), and 
Measurement, Analysis, and Improvement (M = 
4.80 vs. 4.46).  
 
Differences in Organizational Performance 
Between ISO-Certified and Non-ISO-Certified 

Offices. The s tatistica l tests in Table 3 showed 
significant differences favoring ISO ‑certified 
SDOs in Management Responsibility (p = .018), 
Service Realization (p = .031), and Measurement, 
Analysis, and Improvement (p = .004). Effect 
sizes ranged from small to moderate, with the 
largest effect observed in Measurement, 
Analysis, and Improv ement (r = 0.254). No 
significant difference was found in 
Stakeholders’ Participation (p = .248). These 
results highlight the practical value of ISO 
certification in strengthening internal 
management systems and operational 
effectiveness, particularly in a reas that require 
systematic monitoring and accountability.  
 
Table 3  
Mann- Whitney U Test Results on Differences in 
Stakeholder Assessments Across the Dimensions of 
Organizational Performance  

 
 
Challenges Encountered by ISO-Certified and 

Non-ISO Certified Offices. The qualitative 
findings in Table 4 help ed explain the  numerical 
patterns. Both ISO ‑certified and 
non‑ISO ‑certified SDOs reported challenges 
related to leadership transitions, unclear 

accountability, manpower shortages, delayed 
budget releases, initiative overload, data 
fatigue, and difficulty sustaining stakeholder 
engagement. ISO ‑certified SDOs demonstrated 
more structured systems, clearer 
documentation, and greater awareness of 
quality processes. However, participants also 
described audit ‑driven practices, 
documentation burden, and difficulty sustaining 
leadership commitment between certification 
cycles.  
 
Table 4  
Challenges Encountered by ISO - Certified (PY) vs Non - ISO  
(PN) SDOs Across Five Domains  

 

 

 

 
 
Non‑ISO ‑certified SDOs relied more on informal 
practices and individual initiative, resulting in 
uneven implementation but greater flexibility in 
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some cases. Across both groups, stakeholder 
engagement practices were largely driven by 
DepEd governance requirements rather than 
ISO certification, explaining the consistently 
high quantitative scores and the absence of 
significant differences.  
 
Proposed Organizational Performance 

Enhancement Framework. Based on the 
quantitative and qualitative findings, the study 
proposes an “Organizational Performance 
Enhancement Framework” that positions ISO 
9001 as an enabling mechanism rather than a 
sole determinant of performance. The 
framework integrates NPM and TQ M principles 
through five key areas: strategic leadership, 
process standardization, resource optimization, 
evidence - based decision - making, and 
stakeholder engagement, supported by 
continuous monitoring and improvement.  
 
Table 5 
Institutional Leadership Continuity (addressing Theme A1)  

 
 
Table 6 
Digitalization and Process Integration (addressing Themes 
C2 and D4 -  Data Fatigue)  

 
 
Table 7 
Targeted Capacity - Building  and Resource Allocation 
(addressing Theme B2)  

 

Table 8 
Community and Stakeholder Co - Ownership (addressing 
Themes E1 and E2)  

 
 
Table 9 
Implementation Plan for the Organizational Performance 
Enhancement Framework  

 
 

These elements are expected to contribute to 
efficient processes, quality service delivery, 
accountability, stakeholder responsiveness, 
and sustained organizational improvement. The 
framework also underscores the importance of 
aligning organizational resources, processes, 
and stakeholder need s to achieve desired 
performance outcomes. It highlights that ISO 
9001 is most effective when supported by 
leadership commitment and a culture of 
continuous improvement. The strategic focus 
areas are operationalized through specific 
framework enhancements presented in Table 5 
(Institutional Leadership Continuity), Table 6 
(Digitalization and Process Integration), Table 7 
(Targeted Capacity - Building and Resource 
Allocation) , and Table 8 (Community and 
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Stakeholder Co - Ownership) , while the 
corresponding implementation strategies, 
timelines, resource requirements, and 
responsible offices are outlined in Table 9 
(Implementation Plan for the Organizational 
Performance Enhancement Framework).  
 
The proposed framework is strengthened by 
four cross - cutting sustainability components 
that operate across the five strategic focus 
areas. These components address persistent 
implementation challenges identified in the 
qualitative findings and ensure that quality 
manage ment practices are institutionalized, 
integrated, and sustained over time.  
 
DISCUSSION 

 
The findings show that organizational 
performance among the participating DepEd 
Schools Division Offices (SDOs) was generally 
high across the five dimensions examined. ISO -
certified SDOs obtained relatively higher ratings 
in Management Responsibility, Service 
Realization, and Measurement, Analysis, and 
Continuous Improvement, while Stakeholder 
Participation remained strong across both 
groups. These results are consistent wit h 
studies indicating that ISO 9001 can strengthen 
process standardization, management 
practices, and continuous improvement 
(Fonseca & Domingues, 2018 ; Ayyadi & Oulhadj, 
2024). However, the comparable performance 
of non - certified SDOs suggests that effective 
governance and quality practices may also be 
developed outside formal certification.  
 
Convergence of Quantitative and Qualitative 

Findings. Table 10 presents the convergence 
anal ysis of quantitati ve and qualit ative  data . 
Quantitative findings indicate that Management 
Responsibility obtained the highest rating (M = 
4.72), suggesting that leadership structures, 
goal setting, and role clarity are consistently 
implemented across SDOs. However, qualitative 
findings reveal deeper  organizational dynamics 
that complicate this picture. For instance, one 
participant from an ISO - certified SDO noted that 
“change of strategic directions/development 
plans due to leadership shift” (PY1), while 

another reported “no accountability… changing 
of roles/KRAs.”. Similarly, a non - ISO participant 
stated that “some personnel do not know their 
KRAs to the fullest” (PN3), reflecting gaps in 
role clarity.  
 
Resource Management is also rated high 
(M=4.62) meaning that human and material 
resources are generally adequate for the 
operations. However, qualitative findings 
suggest continued constraints. One ISO 
respondent commented “rely on the budget… 
there’s an i nstance of delay… limited 
resources/partnership” (PY3), whereas a non -
ISO respondent highlighted “insufficient funding 
and limited access to technology and internet” 
(PN1). “Not enough manpower… results to 
inefficient delivery of services” (PN4) another 
participant added. The positive ratings on 
resource management are indications that the 
institution has the systems in place that 
generally support the institution’s operations. 
But participants also noted ongoing challenges, 
including a lack of staff and wo rkers who do not 
meet the qualifications and responsibilities of 
their positions.  
 
Table 10 
Convergence Analysis of Quantitative and Qualitative 
Findings on Organizational Performance Dimensions and 
ISO Certification  

 
 
The issues highlight the effective use of current 
resources, but also the role of personnel 
capacity and professional development 
constraints on overall performance. The results 
also suggest a tension between the desire to 
maintain operational efficiency a nd the desire to 
invest in long term organizational development. 
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The institution seems to have been able to 
maintain service delivery through efforts to 
optimize existing resources but financial, 
staffing and training constraints may limit 
opportunities for ongoing improvement. 
Therefore, quality improvement not only 
depends on the existence of systems to manage 
resources, but also on the institution’s capacity 
to build capacity within its workforce and 
promote employee development.  The findings 
suggest that the organization has functional 
resource management systems an d is capable 
of meeting current demands; however, its long -
term effectiveness is constrained by persistent 
structural and financial limitations.  
 
The domain with the lowest mean score was 
Service Realization (M = 4.56), indicating a 
relatively weaker performance compared to the 
other domains. The qualitative data strongly 
support this pattern. These are conflicting 
directives and policy misalignment  (C1), 
inconsistent processes across divisions (C2) 
and initiative overload and time pressure (C3). 
Issues like “conflicting DepEd orders” (PY2), 
“lack of collaboration among functional 
divisions” (PN6), and “overlapping activities… 
resulted to low performance” (PN6) were 
emphasized by participants.  
 
Most participants stated that service delivery 
was consistent; however, operational issues 
such as process inconsistencies, lack of clear 
directives, and coordination issues between 
units were identified. The above concerns show 
inconsistency in the applic ation of procedures 
or poor alignment of responsibilities and 
expectations which could affect the quality of 
services. These conditions can result in 
inefficiencies; more burden on employees and 
more difficulty in ensuring that consistent 
standards are mai ntained across service 
processes.  
 
The rating for this domain was relatively high (M 
= 4.60), indicating strong monitoring and 
evaluation practices. However, qualitative 
findings reveal salient themes that suggest 
limitations exist. Key themes include issues of 
data accuracy (D1), weak anal ytics capacity (D2), 

lack of monitoring tools (D3), and compliance -
heavy data culture or “data fatigue” (D4). 
Participants mentioned for example “data 
accuracy… at school level” (PN1), “absence of 
centralized monitoring tools” (PN2) and “data 
fatigue… mult iple systems, unintegrated” (PN3). 
Triangulation is thus a complementary 
relationship where quantitative strengths in 
monitoring are explained and qualified by 
qualitative themes indicative of systemic 
limitations.  
 
The second is Stakeholders’ Participation (M = 
4.67) which showed that there were regular 
mechanisms to involve stakeholders. 
Qualitative findings support this but also offer 
several themes that add to the interpretation. 
The themes are poor parental engag ement and 
poor coordination (E1), sustainability issues and 
donor fatigue (E2), resistance to change and 
communication gaps (E3), and the enabling 
theme of LGU support (E4). For instance, 
participants reported “low parental 
engagement” (PY1), “limited coor dination 
between stakeholders” (PN3) and “donor’s 
fatigue” (PY1). At the same time, participants 
noted that “LGU are supportive” (PY3).  
 
The findings are aligning with the observations 
where strong engagement structures are 
moderated by contextual and sustainability 
challenges. The triangulation supports the 
system driven and context dependent nature of 
SDO organizational performance. ISO 
certification reinforces the internal structures. 
But over time performance is a function of 
dealing with thematic issues of leadership 
stability, resource availability, process 
coordination and stakeholder engagement.  
The integrated findings of this study suggest 
that the Schools Division Offices (SDOs) 
generally consistently implemented measures 
to achieve quality in organization performance, 
but the qualitative themes point to critical gaps 
that influence the depth, c onsistency and 
sustainability of these practices.  
 
Limitations and Future Research. The study has 
several limitations. The use of self - reported 
data may introduce response bias, while the 
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cross - sectional design limits causal 
interpretation. The inclusion of selected SDOs 
also limits the generalizability of the findings to 
the wider DepEd system. Future research 
should therefore employ longitudinal and 
nationwide designs and incorporate obje ctive 
indicators such as service - delivery efficiency, 
financial performance, client satisfaction, and 
audit results. Further studies may also examine 
the influence of leadership, organizational 
culture, resource capacity, employee 
engagement, and QMS matur ity on 
organizational performance.  
 
Overall, the findings affirm that sustaining 
organizational performance requires moving 
beyond certification - driven compliance toward 
the institutionalization of quality management 
as an integral part of organizational 
governance. Consistent with the princ iples of 
Total Quality Management and New Public 
Management, long - term organizational 
performance depends on sustained leadership 
commitment, employee involvement, 
continuous improvement, accountability, 
efficient resource utilization, and evidence -
based d ecision - making. ISO certification should 
therefore be viewed as a strategic enabling 
framework that supports, rather than 
determines, organizational excellence.  
 
In light of these findings, the study recommends 
that the Department of Education Central Office 
and Regional Offices strengthen institutional 
support for both ISO - certified and non - ISO -
certified SDOs by promoting ISO - aligned quality 
management practices, particularly in 
management responsibility, service realization, 
and continuous improvement. Leade rship 
accountability should be institutionalized 
through standardized management systems, 
clearly defined responsibilities, and succession 
mechanisms to ensure continuity beyond 
individual office leaders. SDOs should further 
strengthen internal process sta ndardization, 
performance monitoring, and evidence - based 
decision - making while sustaining stakeholder 
engagement through responsive and 
collaborative governance mechanisms.  
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