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Time flow escalation

SSQMS audit flow

Initial SSQMS 
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1st follow-up 
audit 12 months 12 months

2nd follow-up 
audit

SSQMS recertif. 
audit

Initial SSQMS 
audit failed

1st follow-up 
audit failed

2nd follow-up 
audit failed

Escalation
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Fig. 1. Three-year audit cycle (TÜV SÜD Automotive GmbH 
Munich, 2007) 
 
partner in the audit does not meet these criteria. These criteria 
call or optional. recommended. Failure criteria, optional service 
partner partially lost competitive advantage in servicing the 
market (Handbook Service Organisation, 2003). 
      1st SSQMS main tool is a checklist of questions. This list 
contained all the standards for service partner for SEAT and 
simplification of work are defined by standards issues. This 
checklist is based on individual processes is called the checklist 
of audit. The entire certification process is included in the 
three-year cycle, see figure 1.  
      As shown in Figure audits are divided into two types: 
Certification audit, Inspection audit (Surveillance audit).  At the 
beginning of the cycle is performed the certification audit, 
whose validity is one year. Within one year (+ / - 9 weeks) must 
be executed first control audit, whose validity is again one year. 
In the next year following the first audit of the control (+ / - 9 
weeks) must be conducted the second inspection audit. After 
this second inspection audit is not yet determined the validity of 
the audit for one year and the year cycle is closed. After this 
three-year cycle must be carried out and the new certification 
audit, the new three-year cycle. In the event of failure of an 
audit or inspection or certification, the trader has to take three 
months to remedy audit - postaudit. If at this postaudite failed 
and could not fulfill the conditions of certification, getting one 
more chance and the next three months must be made postaudit 
second. 
       In case of failure of the second postauditu is terminated 
with the dealer service contract and cease to be authorized 
service SEAT (TÜV SÜD Automotive GmbH Munich, 2007). 
 
4. RESULTS  
       
      The primary task and the goal quality management is the 
determination and practical fulfilment of such specification of 
final quality values of products (services) that comply with the 
requirements specified for quality characteristics of final 
products and take into account the potential of processes 
capabilities of co-operating organizations (Zgodavova   & 
Majerik, 2009).  
      The first positive results from the introduction of SSQMS 
service partners in the show after two years of operation. 
Significant improvement in the quality of sales-service posts 
were seen after four SSQMS existence, which was documented 
in the results of the evaluation of customer satisfaction CSS 
(Customer Satisfaction Survey) and the results of the evaluation 
of satisfaction dealers DSS (Dealer Satisfaction Survey). CSS 
and DSS are directly linked and related analysis of customer 

satisfaction and dealers, as if it is satisfied then the ultimate 
customer satisfaction and dealer particular brand cars, because 
it has provided increased sales of their products. The gradual 
improvement of customer satisfaction was analyzed. Improved 
customer satisfaction rate after the introduction of the QMS has 
increased in value to the value of 80.2 and 82.9 on average per 
year. 
 
5. CONCLUSION  
       
      One of the management strategies for business success in 
the market is a strategy of continuous improvement of 
production quality through the implementation of quality 
management and continuous improvement. Improving product 
quality then affects not only the production processes, but also 
post-production activities such as selling and servicing 
vehicles. Based on the experience of the audit shows that the 
quality management system is beneficial only if it is: 
a) practical - it is tailored and appropriate for business 
managers achieve the intended results (all activities are 
facilitated, all materials and information can be found 
immediately, each employee knows what to do, how to do, is 
clearly defined competencies and interchangeable .. .) 
b) economic - the ultimate aim of introducing a system of 
quality management and business is to achieve a positive profit 
(reduce costs, increase sales, increase profitability ...) 
c) documented - is dealt with quality policy, quality objectives, 
quality manual, card processes, documented procedures records 
(each action is recorded and described, signed by the 
responsible person making the actual performance ...) 
d) continuous improvement - the improvement of all activities 
and everything in the company can improve the ever-changing 
needs and customer requirements (continuous collection of 
views of customers regarding their satisfaction and ideas for 
process improvement). 
     To understand the management car dealers, and service 
partners, and the link between a set of facts, they will be 
motivated to implement quality management systems not only 
technically but also from the pragmatic.      
     In conclusion, SSQMS that is practical, economical, 
documented, continuous improvement and brings many 
advantages to a service partner who can correctly understand 
and implement (Jambor, 2009). 
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