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Abstract
This study evaluates the general perception of -gstuate students on TQM in
Malaysian universities and its effect on attraatizes of place of study. The objective is
to examine two components of TQM, i.e. student sdedus and quality of service, and
their impact on performance, defined as the attracess of place of study. A survey
was carried out among 115 students in three Maaysniversities. Findings indicate
that quality of service and student needs focug&ipely affect attractiveness of place of
study. The current study may serve as a referéc#&lalaysian universities to plan
their marketing strategies in terms of meeting sticheeds and achieving continuous
improvement.
Keywords: total quality management, education, Malaysia
I ntroduction
Total quality management (TQM) has been adoptesl management paradigm by many

organizations worldwide. In recent decades, TQMs wtroduced in the service



E-Leader Kuala Lumpur, 2009

industry and since then, many businesses haveedalat TQM can be just as effective
in services as in manufacturing.

The quality management models practiced by thenlkessiworld have also been adapted
and applied to the education sector. By applying tonsumer behavior theory in
education, this paper regards students as consyugrsasing the services provided by
the industry. Thus, students have the right taiobthe best quality education. It is
important for education providers to improve qualif service by understanding
customer needs. In order to understand their néedsnecessary to identify the quality
attributes embraced by the customers, since p@apteive quality differently.

The Ministry of Education has clearly stated a onisio make Malaysia a center of
learning and educational excellence by the year020Hence, the management of
guality in education institutions has gained moraenvery rapidly in the last few years.
Higher educational institutions play an importasierin the competitive marketplace. In
this work, we explore the picture of TQM from stat® perspective and study the
reasons why they view a particular place of stuthaetive, and vice versa.

This study aims to analyze students’ general pémrepf TQM and its effect on
attractiveness of place of study. The two indepehdariables are student needs focus
and the quality of services provided by differedueational institutions. The current
study is useful in that it enables higher educatiomstitutions to evaluate their
performance and formulate strategies for the futamedings of the study can be used as a
reference for these institutions to plan their retirlg strategies and help their internal

TOM machinery in terms of meeting student needs authieving continuous
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improvement.
Quality and TQM
Quality has a variety of ambiguous and contradjctmreanings. Many quality gurus
present different theories of quality and qualitgrmagement.  According to Juran (1988),
quality is fitness for use. Juran (1988) alsoestdhat quality consists of those product
features which meet the needs of the customershaneby provide product satisfaction.
Crosby (1994) is well noted for his four “absolutesjuality” which may be summarized
as follows:

() Quality has to be defined as conformance to remerds, not as goodness or

excellence.

(i) The system for causing quality is prevention, rugraisal.

(iif) The performance standard must be Zero Defectsthatls close enough’.

(iv) The measurement of quality is the price of non-con&ince, not indices.

Ishikawa (1985, p.45) has this to say about quality

Narrowly interpreted, quality means quality of puntl Broadly interpreted,
quality means quality of work, quality of servigeality of information, quality
of process, quality of division, quality of peopilecluding workers, engineers,
managers and executives, quality of system, qualitcompany, quality of
objectives etc.

Townshend (1990, p. 4-6) talks about the “dual matf quality” namely, there are two
sub-concepts: “quality in fact” and “quality in peption”. He explains “quality in fact”
as “the provider of goods and services who throdgit of hard work and capital

expenditures performs up to its own specificatiankieves quality in fact.” “Quality in

perception” is defined as the “subjective qualis/the customer sees it. A product or
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service achieves quality in perception when mdeitistomer’s expectations”.
Deming (1986, p.49) does not define quality dinettlit in one of his popular fourteen

points for management says:

...Improve constantly and forever the system of mribolu and service.... Quality
must be built in at the design stage.... It may loddte, once plans are on their
way.... There must be continual improvement in teghaoads and ever better
understanding of the customer’s needs and of thg eauses and misuses a
product.... The quality desired starts with the ittewhich is fixed by
management. The intent must be translated intosplgipecifications, tests, in an
attempt to deliver to the customer the quality naed, all of which are
management’s responsibility.

The concepts of quality based on the above defimstreveal two important dimensions:
customer satisfaction and continuous improvement.

Total quality management (TQM) is a well-known aggmh by organizations that strive
to make quality assurance as their business culfimere are also various definitions by

different writers. Oakland as quoted by Berry (198éfines TQM as:

... an approach to improving the effectiveness aexifility of business as a
whole. It is essentially a way of organizing andvalving the whole
organization; every department, every activity, rgve@ngle person at every

level.

By the definition, it is obvious that TQM is apide to all types of business, and it
requires total involvement of all parties which basrther direct or indirect contact within
or outside the organization. In the context ofeadion, Harris (in Kwan, 1996) defines
three common approaches to TQM, namely, customeusfostaff focus, and service
agreement stance.

The theory of TQM rests on two tenets (Weaver, 1998e first and most important is

that customers are vital to the operation of tlganization. Without customers there is no
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business definitely, and without business thermisrganization. Consequently, it should
be the primary aim of any group to keep customatsfeed by providing them with
quality product (Deming, 1986). The second tenghad management needs to listen to
nontraditional sources of information in order twstitute quality. This is based on the
belief that employees want to do quality work, whigill be possible if managers listen
to them and create a workplace based on their i@@&ming, 1986).

TQM in Education

The quality philosophy and principles have becometral to international educational
reform efforts in nations such as Canada, Australegan, the United States and the
United Kingdom (Weller, 1996). The attraction of M(@hilosophy is mainly because of
its successful record in the world of businessrimdpcing quality products and services.
In fact, TQM provides a structured and comprehensiglivery system which may lead
improvements in education (Weller and Hartley, 1994

TQM recognizes students as both customers and gegdoof the education system
(Weaver, 1992). Therefore the roles of studentst ine@secognized by involving them in
their own learning process. Furthermore, studestaluation in TQM is very important
and should be carried out throughout their stud®shat corrective measures may be
enforced continuously (Weaver, 1992).

Research M ethodology

Primary data were collected using self-administegeéstionnaires distributed to 150
post-graduate students studying in three localarsities: UM (University of Malaya),

UIA (Universiti Islam Antarabangsa) and UPM (Unisgr Putra Malaysia). The
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guestionnaire comprised four sections, ie. demdyrayh respondents, perception on the
institution’s quality of service, respondents’ stction according to their needs focus,
and attractiveness of place of study. Sectionad® 3aemployed a 5-point Likert-type
scale, while Section 4 required the respondentsamé five educational institutions in
terms of their attractiveness as places of studynese five are UM, UPM, UIA,
Universiti Sains Malaysia (USM) and Universiti Tekogi Malaysia (UTM).

Figure 1 shows the theoretical framework linkinggpendent and dependent variables in
the study. The two independent variables are dgamli further as follows. Items
measuring them are developed based on the worKwvah (1996) and Lagrosen (1997),
as well as separate interviews with a group ofesttaland academicians. The items are
listed in Tables 1 and 2.

Figure 1 Education TQM Model

Student
Needs
Focus
Attractiveness of
Place of Study
Quiality of
Service

Student needs focus
The student is the primary judge of quality. Peticgys of value and satisfaction are

influenced by many factors throughout the studeatsrall purchase, ownership, and
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service experiences. In order to complete this,dutyniversity’s efforts need to extend
well beyond merely meeting specifications, reducdejects and errors, or resolving
complaints. It must also develop new ways of enimgncustomer relationship, and
recognize that internal customers are as importanassuring quality as external
customers who enjoy the services provided.

Quality of service

Quality may be measured using constructs such hanemg value to the customer
through new and improved products and servicesjaiad errors, defects, waste, and
their related costs; increasing productivity anéafveness in the use of all resources; as

well as improving responsiveness and cycle timépaance.

Table 1 Statements Measuring Student Needs Focus
nsttution 1 ym | upM | usM | UTM | UIA

Statement
1. Opens new career opportunities.
2. Improves personal development and educational

experience.
3. Gives opportunity for future salary increase.
4. Potential to network with industry players.
5. Willing to recognize my previous qualifications.
6. Has a reputation for being responsive to student

needs.
7. Offers flexible entry throughout the year.

8. Provides support and assistance to internatipnal
students.

9. Offers scholarships for needy students.

10. Offers medical, accommodation and other student
facilities.
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Table 2 Statements Measuring Quality of Service

nstitution 1y 1 upm | usm | uTM | A
Statement

1. Has a reputation for quality of knowledge culture.

2. Has a reputation for quality and expertise of
staff.

3. Offers qualifications that are recognized |by
industry players.

4. Offers a broad range of courses and programs.

5. Makes use of the latest information technology.

6. Is well-known for innovation in research apd
teaching.

7. Has a good library facility.

8. Is noted for effective communication with &
stakeholders.

9. Offers adequate tutorial and consultation.

10. Offers courses which are relevant to industries.

ts

Research Findings

In the end, there were 115 usable responses, iyiehli76.7% response rate. There were
55 female students (47.8%) while the rest were maldost of the respondents were
above 20, with 56.5% aged between 20 -29. Thisfolémved by the age group 30 -39
years (36.5%), 40-49 years (4.3%), less than 2Z04),.and the age above 50 (0.9%).

The majority of respondents were single ie. 69 etisl (60%), while 18 (15.7%) were
married without children, 27 (23.5%) married andvénahildren, and 1 (0.9%) was
divorced. There were 66 (57.4%) local students, 45d42.6%) international students.
Most of the respondents were full-time students7i.(64.3%), followed by salaried
employees 16 (13.9%), professional 9 (7.8%),, manay (7.0%), senior manager 3
(2.6%), and business owner 3 (2.6%). In terms cbnme, 44 (38.3%) received less than

RM1000 per month. Comparatively, about 42 (35.7%ned more than RM3000 per
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month, and 29 (25.2%) with monthly income level RMQ-2999.

Before proceeding with further tests, reliability the scales measuring continuous
variables was ascertained. Cronbach alpha fostilngent needs focus scale is 0.9525
and for quality of services 0.9254, which indiceéey satisfactory levels of reliability.
Effect of Demographic Factors

Mean scores of each statement were analysed toarentpe perception of different
groups of respondents towards quality of servideadent needs focus, as well as
attractiveness of place of study. A low mean saanglies a more positive perception;
on the other hand, a higher score means a lessvegserception.

Results suggest that gender and nationality hasigraficant effect on quality of service.
Female respondents (mean=108.78) appear to besatiséied than males (118.65) with
the quality of services provided by the institugpmat p=0.04. In terms of nationality,
local students (110.90) are more satisfied thagidgoers (118.0), also at p=0.04.

Quiality of Service in Each University

In general students perceive UM to offer the bestlity of services compared to the
other four institutions. UM scores the lowest mdan all ten statements, which
suggests that respondents are most satisfied WthrJall constructs of quality used in
the study. The second best scorer is UPM, whistb performs consistently across all

ten statements.

Further analysis shows that UM’s main strengthshanéng a reputation for quality of

knowledge culture (Statement 1) and offering recxagh qualifications (Statement 3)



E-Leader Kuala Lumpur, 2009

while its major weakness is the effectiveness ahmmnication with all stakeholders
(Statement 8). Interestingly this also appearddothe greatest weakness of all five
universities involved in the study.

Student Needs Focus

Respondents generally agree that UM is the besesao all ten statements measuring
the said variable, followed by UPM. Students peedJM’s primary strengths to be
improving personal development and educational mepee (Statement 2) as well as
opening new career opportunities (Statement 1)lewthe major weaknesses are lack of
flexible entry throughout the year (Statement 7J aoholarships (Statement 9). Again
these are both the greatest weaknesses obserakdive institutions.

Ranking the Attractiveness of Place of Study

The respondents were asked to rank five univessitésed on their general perception of
its attractiveness as a place of study. The refdivs UM (mean 1.5739) is perceived
among respondents as the most attractive placdudfy Sollowed by the other four
universities ie. UPM (2.1304), USM (2.200), UTM4@87), UIA (2.5391). Frequency
analysis shows that 51.3% of respondents considiérabl very attractive. In contrast,

UPM is considered very attractive by 17.4%, UIAQEB, 12.2% UTM, and USM 11.3%.

Relationship between Quality of Service/Studentbl&ecus and Ranking
Results of Pearson Correlation test indicate tiattet is a significant relationship between
quality of service and attractiveness of place afdg (R=0.324, p=0.000). The

relationship between student needs focus and rgnkiralso found to be significant
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(R=0.414, p=0.000). The positive sign in both tedtism that a university’s rank tends to
improve with better services and focus on its stigl@eeds.

Conclusion

The study aimed to analyze students’ general pgorepf TQM and its effect on
attractiveness of place of study. The study sowghgxamine student needs focus, and
quality of service provided by Malaysian univeesiti as well as the effect of the two
variables on the ranking of the institutions.

Overall, the findings have given an encouraginglbeek on the implementation of TQM
in Malaysian educational institutions. The studgvtles empirical evidence that can help
institutions to better understand the need of TQWMI @ow TQM can improve
institutional performance. The findings show teatdents place a high importance on
an institution’s quality performance. Thus moréorfshould be taken to enhance the
practice of TQM in every component of the instibati and embed it as an organizational
culture.

Institutions have an important role to play in det@ing the success of TQM in the
education system, besides providing training angtsas for staff. Constant monitoring
should be carried out on its progress and problkemesuntered as these might hinder its
implementation. Commitment from every level of tbeanization is essential for a
successful TQM implementation. Last but not leaststomer participation is also
important as it provides measures of the actuafopeance, which completes the
feedback loop in the strategic management process.

Further research is needed for better understarafitige subject matter. The instrument
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may be further improved by covering all elementsté TQM and institutional

performance. The sample should be increased,xdedded to other universities to get
more in-depth information. Also in this study, ordiudents are surveyed when in fact
academics, supporting staff and parents are abetsbvlders in an education system.
Therefore, to get a clearer and more accurate rgiadi TQM implementation, these

groups should also be included in future studies.
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