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Application of Total Quality Management in the Yemeni Higher Education

Abstract

Application of Total Quality Management in the Yemeni Higher Education

This study aimed to investigate the extent of total quality management application
at either Sana’a University and University of Science and Technology from the
point of view of the faculty members and their assistants. It also aimed to identify
the relationship between the principles of TQM in the two universities.

The community of this study consisted of all faculty members and their assistants
Sana’a University and University of Science and Technology in the following
faculties: Faculty of Medical Sciences, Faculty of Engineering, Faculty of
Commerce and Economy, and Faculty of Social Sciences at (1416). However,
the study sample was selected by a random stratified method at (220) items.
The study depended on the analytical descriptive method and method of
comparative analysis. The data was collected through a questionnaire designed
and developed to measure the objectives of the study and test of its hypotheses.
The questionnaire was consisted of two parts: the first part included the personal
and functional data; the second part included the total quality management
principles. The data was analyzed by using the Statistical Package for Social
Sciences (SPSS). The researcher also used the statistical descriptive methods
fo describe the data of the study, as well as the statistically significant method
to measure the objectives of the study and test its hypotheses. The study has
concluded to a set of findings, most importantly, there is a poor application in the
total quality management in Sana’a University, while TQM is highly applied in
the University of Science And Technology. in addition, there a positive statistically
significant correlation among all principles of total quality management in the
two universities. The study also presented several recommendations within the
findings of the study.

Keywords:

Total Quality Management, Yemeni Higher Education Institutions, Sana’a
University, University of Science and Technology.
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*0.004 | *0.031 3.337 Sl A 35
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0730 | *0.004 | 3.778 A 40 jo 58]
“0.001 | *0.033 3.028 | JBladi354e
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Jaw gl A
] A

0.270 | 1.334 | 0.455 2 0.341 70 Jeall le S 21

0079 | 2.636 | 0.886 2 0.336 70 Cldeall e 5801
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0072 | 2.736 | 1.063 2 0.388 70 | AEIOISISLS ad
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One-Way ANOVA
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0.05

0918 | 0.168 | 0.113 | 3 | 0674 | 111 Juealt e 3uS 5301
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One-Way ANOVA
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0564 | 0744 | 0562 | 4 | 0756 | 110 | SHeetedssd
Aelal - dcadad
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0.266 1322 | 0.964 4 0730 | 110 pcind! Aais
0900 | 0265 | 0171 4 0.645 | 110 Al A
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0.245 | 1.395 | 0470 | 4 0337 | 68 et ole 58,301
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0.063 | *0.013 | 0.879 0243 | 3539 | clus e *‘:f'
0.069 | *0.014 0879 | 0164 | 3.564 | sclwedbiwi | Sldealt
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Acalady

0.884 | 0.069 | 0.063 | *0.015 | 4.185 AL

*0.031 | *0.006 | 0.060 | 0.386 3.033 | cobsclue
0.082 | *0.025 | 0.316 0386 | 3.205 | scluegupse | 2
S
0.195 | 0.085 0316 | 0.060 | 3.385 | aclus3ii st
0.940 0.085 | 0.025 | *0.006 | 3.900 | @jmestui |
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0940 | 0195 | 0.082 | *0.031 | 3.867 3w

*0.002 | 0.095 | 0.077 | 0.283 2806 | cobsclue
0.012 | 0.317 | 0512 0283 | 3.050 | scluwepuyse | 3
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0.136 | *0.023 | *0.012 | *0.002 | 4.167 AL
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One-Way ANOVA
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£ 0000 | 8605 | 4.729 3 0550 | 111 sl e 38,1
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Aga g (v ALaLLd) 32901 3131 53Lee rre 2 Adiluas | AN 013 (9952 35 9 (23) Jouad! (pe (i
e 23 F i o ¢ BS  LaS 5 Laio Aol agide ey o381 Aoy ¢ Liae 03
J58 pde T Lyg « ALl SIS Cn Aol o 1T (e (S 092 (350 392 9 =i 108 g < (S Lt
(92211 53 \icae pil g ¢ ¢ i Anoling Rsal! 235 g 5 (Rl i -l Lonid oy 01 i 211
s LeS (LSD) HLisnt pf il (@ 50 ASH 1k oS ¢ laium Analong Aial| Silaln | ads Led

A(24) Jgumtr Etrs

A ulan) dujell cu:mJI
vweoll adoill 65ga ISSN:2308-5347



dee mbias adalll e .2

#2014 (16) salt bt sttt

£l Analons 2SI A LS B9 5l yalaas syumtt (LSD) jLast gt (24) Jgusat

*0.017 | 0.849 | *0.000 2917 | awg
0.069 | *0.000 *0.000 | 2.077 dat e
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*0.031 *0.000 | 0.849 | 2.871 3yt draall ole
0.031 | 0.069 | *0.017 | 2.396 | wisw
0.004 | 0.491 | *0.000 3.022 | Awdig
0.116 | *0.000 *0.000 | 2.063 dat e
el e 34851
*0.035 0.000 | 0.491 | 2.848 | syiean | el - Auedadli Oldeal
0.035 | 0.116 | *0.004 | 2.356 | wis¥
*0.030 | 0.725 | *0.000 2.750 | Awdig
*0.009 | *0.000 *0.000 | 1.783 dalt o
B Qi Al
0.079 0.000 | 0.725 | 2.663 | sjlsan lgacag &2 pdudl )5t
0.079 | *0.009 | *0.030 | 2.263 |  wis¥
0.300 | 0.898 | *0.000 2.658 | Awdig
*0.003 | *0.000 *0.000 | 1.779 dalt U 1,301 5
0.378 0.000 | 0.898 | 2.623 | ke @landl ple
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The Performance Level of the Sudanese Universities in the Light of Quality
Standards: An Exploratory Study of the Student’s Perspectives in Bakht Al-Ruda
and Kordofan Universities in Sudan

Abstract

The Performance Level of the Sudanese Universities in the Light of Quality
Standards:An Exploratory Study of the Student’s Perspectives in Bakht Al-Ruda
and Kordofan Universities in Sudan

This paper investigates the student’s perspectives at Bakht Al-Ruda and Kordofan
Universities in Sudan toward the status quo of University performance in the light of
quality standards. The study was conducted during the first and second semesters
of the academic year 2012-2013. To achieve this purpose, a questionnaire was
developed to collect the data from (860) students. The performance assessment
was based on five key areas which describe the status quo of academic
performance of higher education institutions in the light of quality standards. The
key areas are: organization and management of academic programs; teaching
and learning procedures; resources and educational materials; students support
services; and skills development. Based on some descriptive and inferential
statistics, the results of the paper show a moderate general trend toward academic
performance in the two universities. Resources and educational materials in both
universities scored the highest assessment level, in contrast, the lowest assessment
is found for the skills development in Bakht Alruda University and for teaching
and learning procedures in Kordofan University.

Keywords:

Performance assessment; University education; Quality assurance, Bakht Al-Ruda
University; Kordofan University; Sudan
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The Importance of Using Portfolio: Obstacles and Attitudes towards It in/by
Educational Practice Course Students at Hebron University

Abstract

The Importance of Using Portfolio: Obstacles and Attitudes towards It in/by
Educational Practice Course Students at Hebron University

This study explores not only the importance of student’s use of portfolio in an
educational practice course at Hebron University, but also their obstacles and
attitudes towards it. The employed sample consists of 94 male and female
students who have ben chosen in a random manner. To collect data, a realizable
and credible questionnaire has been employed with regard to three areas:
importance, obstacles and direction. The reached results reveal that portfolio
is very important for the development of students; its significance, for example,
could be seen in its range of actions that are self-sustaining-prepared. The most
significant constraint is the absence of adequate awareness of how to use it.
The most important progress has been directed toward change, innovation and
diversity. On the other side, it has been noted that the female students are willing
to use portfolio more than male students. There are more impediments for literary
disciplines than others. In the light of these results, some recommendations and
suggestions have been provided.

Keywords:

Portfolio, Obstacles, Significance, Attitudes, Educational practice.
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Proposed Conception of Application of Standards Accounting Education and its
Role in Quality Control of Accounting Curricula in Saudi Universities

Abstract:

Proposed Conception of Application of Standards Accounting Education and its
Role in Quality Control of Accounting Curricula in Saudi Universities

This research is based on a proposed conception of application of standards
accounting education and its role in quality control of accounting curricula in Saudi
universities. The rationale behind the study was the in adherence to international
standards when designing accounting courses at universities, which fact that
negatively affects the quality of accounting and is reflected in neglect of training
aspects during studly.

Hence, this research aims to shed light on international education accounting and
how it can be utilized when designing accounting courses within universities. The
secondary goals include study and analysis of standards of accounting education
and how they can be made use of in designing accounting courses(syllabuses),
as well as drawing a framework that can guide in designing and evaluating these
courses.

The researcher has reached a number of conclusions, namely that standards of
accounting education provide explicit directions for designing accounting courses,
as they provide measurable and verifiable learning outcomes. In addition, the
modified standards of accounting education provide clear- cut guidelines that
can aid in determining the learning outcomes expected of accounting courses.
Also, a positive correlation was established between the standards of accounting
education and the standards of National Commission for Academic Accreditation
and Assessment in Saudi Arabia(NCAAA). Moreover, the researcher has concluded
that continuous professional development is necessitated by pressing issues such
as globalization , expansion of enterprises and technological development.

The researcher has put forward a number of recommendations such as the need to
adopt the standards for accounting education issued by the international federation
of accountants(IFAC),and those by Commission of academic assessment and
accreditation as measurements when undertaking an assessment or accreditation
for accounting courses. The adoption of this standards also renders attainment
of international recognition of methods of accounting education in a particular
country easier. Finally, courses should be designed in such away as to allow for
speedy responses to changing circumstances.
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The strategic plan for quality assurance at Abu Bakr Belkaid University in Algeria

Abstract

The strategic plan for quality assurance at Abu Bakr Belkaid University in Algeria

Received quality in the higher education system the attention of all countries,
the global consciousness on this issue began to spread and generalized through
international forums and reference texts, including educational institutions and
those on higher education and assessment bodies in all countries of the world.

In turn, Algerian universities seeks to develop a system configuration corresponds
to the international standards applicable to study pedagogical program, and
evaluating student according to these international standards, targeted to be
graduates competitors and successful in global labor markets, and are able
to meet the needs of the community of sustainable development. This requires
more efforts and work to provide the appropriate ground for consolidating the
principles of total quality adopted by Abu Bakr Belkaid University - Tlemcen to
rise to international standards in the field of science and knowledge, through a
strategic plan designed to ensure quality and excellence in performance.

This research aims to discuss the reasons for quality in higher education in Algeria
through the diagnosis and reality of Algerian universities and evaluate everything
that sought to ensure the quality of higher education, then propose a strategic plan
for Abu Bakr Belkaid University, to ensure quality and continuous improvement,
and hope for the emergence elite university.

Keywords:
Strategic Plan - Quality - Quality Assurance - Abu Bakr Belkaid University.
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The Use of Six Sigma Concepts at State and Private Jordanian Universities

Abstract

This study aims to find out howto use Six Sigma concepts in the government
and private Jordanian universities. Also it aims to illustrate the importance of
application in the continuous improvement of services and educational processes
in these universities; in addition to that, it aims to identify the obstacles that
prevent the use of the concepts of Six Sigma at these universities.

To achieve the objectives of this study, a questionnaire was designed and
distributed to a sample of the population which included (269) faculty members
and administrators of government and private Jordanian universities.

Following the required statistical analysis, the findings of this study indicated a
recent application of the concepts of Six Sigma at these universities, and there is
no clear example can be adopted by the universities on the concepts of Six Sigma,
in addition to that the study indicated weakness of qualified human resources,
and limited financial resources, in these universities which prevent the application
of Six Sigma concepts.

This study recommends the importance of using the concepts of Six Sigma in
government and private Jordanian universities, for the purpose of continuous
improvement in its services and educational operations, as well as to be used as
a statistical tool to measure problems and defects of the educational processes,
to be able to remove or close to the zero point or free from these defects.

Keywords:
SixSigma, Jordanian universities, DMAIC methodology, Total Quality Management.
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Psychometric Characteristics of Arab university criteria As a Scale for TQM
Indicators: Dhi Qar university as a Model

Abstract:

The digital language and statistical treatments of quality measurements are
priorities of empirical research, which concerns with systems of Total Quality
Management TQM and essentials of institutional valuation and programmatic,
Proceeding from the basis (The quality is the criteria and norms represent
signs referring to the availability of the lowest level of statistical indications),
the current research aims to find out if The norms of Arab Universities Union
as a measurement of quality is a proper to University of Thi-Qar within norms
Alsekoumtria (factor analysis, discriminatory force, statistical honesty), It aims
to know which of the subsidiary measurements represent threats to the quality
of the University of Thi-Qar and which do not, And which of faculties represent
a low level of quality and which are the best , A sample of the performance
of University’s faculties And (another sample consists of 30 members including
gender and faculty) were adopted to analyze university performance. whereas
results of Arab Universities Union scale application were used for the purpose of
statistical analysis by using SPSS, through Factor analysis, the measure of Arab
Universities Union characterized honestly in high level structure and appropriate to
the reality of the University of Thi-Qar, In spite of the great differences accordance
with relative weights of all component’s paragraphs, but the all paragraphs and
sub-measurements lead to one function (measuring of performance quality), It
seemed that there are nine factors threaten the achievement of an acceptable
level of quality, So the University of Thi-Qar must treat them if the University
wished to achieve the required quality. So these threats were represented by
(planning quality measure of Foundation, measurement of information systems
quality, measurement of student services, measurement of universities quality,
measurement of University Book quality, measurement of library services quality,
measurement of scientific research, measurement of community services,
measurement beneficiary’s satisfaction). It was seemed, that there is a statistical
sincerity by extracting the power of discriminatory of paragraphs through the
usage of T- test for two independent samples using two extremes groups in the
rate of 27% for each one and it was seemed that forms the Supreme group
include samples of faculties (Science , Education Science Pure, Engineering and
medicine).On the other hand The low Group are represented in the (physical
education, Management, Economics, Agriculture and marshes in addition to
Computers and Mathematics) and almost the signs of quality in which to be
unavailable. Also by the research, It was verified of Statistical honesty through
the critical value because of the correlation of each paragraph results with the
total result of measurements by usage Pearson’s correlation coefficient, which
also proved the suitable of measurement for the application in accordance with
the reality of the University of Thi-Qar.So this research has recommended some
suggestions depending on results.
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Social Sciences Students’ Perceptions of Successful University Professors
Characteristics at Masielah University as an un put of Teaching Quality

Abstract:

This study aimed at recognizing the characteristics of the successful university
professor from the view of social sciences Students in M’SILA University. The study
also seeks answers for the following questions:

1. What are the major characteristics of the University successful professor?

2. Are there any significant differences in the characteristics of the successful
university professor related to the variable of gender?

In order to answer these questions, a questionnaire formed consisted of two parts.
The first part contains demographic questions; while the second part contains
(20) items divided into three groups: one concerned with psychological character-
istics of the University professor, the other one concerned with social characteris-
tics, while the third concerned with professional characteristics. The questionnaire
which applied on 114 students indicates that social characteristics ranked at the
top and the psychological and the Professional characteristics ranked at the end.
Also, the results of the study point out that there are no significant differences
statistically speaking due to the variable of gender.

Keywords:

University professor, social sciences students, social, psychological, Professional
characteristics, high education quality eristics, high education quality.
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Based on the results from a quality audit, student feedback, faculty appraisals,
the HoD shall recommend training for faculty development.

The Department is fo report on the attainment of the program outcomes to the
College Board at the end of every session. Based on these reports, the College
decides on the improvement necessary to achieve the outcomes.

Challenges

The main challenges are in the mindset of certain individual faculty that are
unwilling and hesitant to improve implementation of new academic quality
processes which quite often may result in inconsistency and loop holes within
the system across the HEI. Secondly, the culture of students and their seriousness
in providing accurate reflective feedback on faculty and courses is another
challenging factor in applying TQM in the education sector in the HEIl as the
results could be ineffective and inaccurate for continuous improvement. In
addition, the mechanism of providing feedback on the student feedback is
another challenging task for quality improvement at the UoN.

Another foremost challenge is the growing need to enhance awareness and
knowledge about TQM across the spectrum of the employee’s at the university,
especially those in appointed leading roles. With regard to resources, the UoN
needs to diversify its resources to meet the growing demands of academic
development and build on the required resources of the new campus to best
meet student needs and thus further enhance TQM in every scope of education
and the institution.

The University will need to adapt to the educational dynamics by creating a
quality culture that is intertwined in the fabric of all its values. In building on
overcoming these challenges; continuous quality improvement, awareness,
education through practice, adoption of strong leadership and a desire for
success will effectively benefit the HEI, students and in turn society as a whole.

Conclusion

The UoN has introduced clear and transparent systems to ensure fulfillment
of TQM and in turn striving to achieve and surpass university expectations.
Applying TQM at the institution will add great value to educational framework
benefiting all stakeholders and in the end the graduate. Embracing TQM will
become intertwined within the university culture which in turn will be reflected in
the graduate aftributes and society satisfaction.
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Table 3: Results for Student Feedback and Achievement of Different Courses

Instructor No. of No. of Course Instructor el
Name Semesters Courses Evaluation | Evaluation sf:jsesnf
4 10 86.47% 88.26% 65.06 78.77%
4 10 84.13% 86.56% 66.54 81.61%
3 5 85.36% 86.21% 60.97 67.11%
4 8 76.85% 79.27% 59.69 73.45%
4 8 76.72% 78.39% 58.75 66.63%
3 9 73.02% 74.23% 59.59 64.47%
4 12 70.39% 70.60% 71.13 91.41%
4 10 85.94% 87.94% 64.47 78.46%
4 13 87.43% 87.85% 74.04 91.79%
4 9 84.06% 85.32% 69.96 80.34%
2 5 71.71% 71.14% 67.10 84.44%
3 4 59.20% 64.57% 76.25 93.96%
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Fig. 4: Curriculum Assessment at the UoN

One of the most important quality measures is student feedback, which is
obtained via course and teaching evaluation by students. At the UoN it is a
compulsory online task for all students in week 13 of the semester. Report for
student feedback is issued at university, college, department and instructor levels.
The DAEQM will analyze and suggest improvement with proper documentation.
Both the Executive Board and University Academic Council receive a summarized
report and any related improvement or decisions are taken. Figure 5 shows the
summary of student evaluation at college level. At the departmental level, the
results are linked with course outcome achievement for a number of semesters
to build up a solid conclusion as shown in table 3 in which the results are
presented along with the grade results for the courses, average student grades
and percentage of students passed.
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6 Evaluation by Students Students
7 Course Outcomes Analysis Faculty, HoD
8 External Assessors Dean/External Assessor(s)

Regular Review and Monitoring
9 of Overall Student and Faculty
Performance

Student Affairs, Chancellor’s Office,
Deans, Executive Board, UAC

Assessment of the achievement of course outcomes and program outcomes are
performed in two cycles as illustrated in Fig. 4. In the first cycle the continuous
improvement involves assessment of course outcomes and is ensured by
summative and formative assessments. This includes internal assessment (exams,
written reports, analytical essays, assignments, presentations, projects, etc) and
external assessment. The later involves external examiner and professional exit
exams. The second review cycle includes students and stakeholder feedback
on the achievement of graduate attributes, program obijectives and program
outcomes. This cycle includes exit, alumni, and employer surveys, external
assessor reports etc.

In the first cycle, quality measures are adopted to ensure fair and reliable
assessment as summarized in Table 2.

Table 2: Quality Measures for Assessment

Admin. Level Quality Measure Responsibility
1.Approval of Assessment Plan
. HoD
2.Approval of Exam Questions
Department . . . HoD
3.Vetting of Mid- term & Final Exam .

Level . Peer Review, HoD
Questions Peer Review, HoD
4.Double Blind Marking !

1. Moderation of Assessment Results College Board
College Level | 2. Auditing Course Portfolio Quality Audit Committee
3. Student Appeals Appeal Committee
University 1. External Examiners, External Assessors | Chancellor/Vice Chancellor
Level 2. Overall Academic Performance R&R

919 ULotdpjelidlaoll
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Quality Teaching Procedure

*  Teaching and Assessment Plan (T&A plan)

* Guidelines to Faculty on Teaching Implementation.
*  Quality Control for Teaching

* Delivery & Assessment of Coursework

*  Responsibilities & Role of the Faculty, HoD and Dean in Quality Teaching
*  Documentation Process

+ Details of the Course Portfolio

*  Final Exam Procedure

* Role of Invigilators

* Role of Academic Advisors

*  Copyright, Cheating & plagiarism

» Text/Reference Book Selection & Use

* Field/Site Visits

At the implementation stage, the QTMS was introduced to faculty in different
workshops at the college and university levels and followed up by the DAEQM
through conduct of periodic quality audits and self-assessments.

Furthermore, the UoN has implemented Outcome Based Education (OBE) which
requires adoption of different teaching and learning strategies that are largely
student-centered, including lectures, tutorials, problem based learning, practical
exercises, projects, and site visits. These oIn“Ferent mechanisms of acquiring
knowledge, skills and values are specified in the Teaching and Assessment
Plan (T&A plan) of each course. Implementation of the T&A plan is monitored
internally through the audit of course files and externally by external assessors.

The UoN maintains standard teaching portfolios for all courses. These are
kept in the department for at least two semesters. The QTMS also covers the
implementation and quality control of the teaching activities as summarized in
Table 1.

Table 1: Quality Measures for Teaching and Learning

N[e} Quality Control Responsibility

1 Teaching Appraisal for New Faculty Senior Staff

2 Midterm Exams HoD, Dean

3 Course Portfolio Quality Management Committee
4 Vetting Final Exam Questions HoD

5 Second Grading Concept (checking) HoD
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Teaching and learning is selected to demonstrate the Academic Quality
Management process at the UoN. The UoN has developed a comprehensive
pedagogic framework called “Quality Teaching Management System” (QTMS)
to manage the quality of student teaching and learning and assessing student’s
performance. The system was introduced to the faculty and staff, and includes
the teaching procedure, the role of faculty and students, responsibilities of the
Head of Department (HoD), Deanship of Registration & Records (R&R), the Dean,
and quality management on the implementation of teaching at the UoN. The

QTMS include
Chancellor
University Executive board “UEB™
_______________ Deanship of Academic Excellence and Quality |
E Management -
H i
1 I
1 l
1 i
i College(s) Center (s) !
1 l
1 ]
| '
]
Ll
iSERienes R Deagy Director of :
D 1 T | ——— i
T | W QM
College QM O
Committee
1
i Center QM
E Committee
[ |
Depart QM Depart QM Depart QM
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Fig. 3: The role of the DAEQM at the UoN
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The administrative role of the Deanship for Academic Excellence and Quality
Management in the organizing structure of the university is shown in Figure 3. The
Dean for the DAEQM is one of the senior executives ensuring the effectiveness
of TQM in the university. The Deanship is composed of the Dean, Quality Admin
Di{;ecfor, 3 Assistant Deans, Quality Management Officers, and Administrative
Officers.

This same planning
cycle continues
indefinitely going

forward to year
The formal review conducted at the three and beyond

end of the first cycle enable the
expectationsto be reconsidered (in
light of that experience) to
formulate (or canmry forward)
expectations for the next iterative
cycle.

Note: This continuous and perpetual
review of expectations in light of actual
experience is the third method used to
closethe expectations gap.

Fig. 2: UoN Cyclic implementation of EFQM Excellence Model

The Deanship is linked to different colleges and service centers at the university
as shown in the same figure to ensure robust communication with the college
deans/center directors in regard to quality management. The primary role of
the Deanship is to develop an integrated system of continuous monitoring and
evaluation of different policies and procedures at the University and suggest
improvements based on periodic assessments and feedback obtained from staff,
students and stakeholders.

TQM has been championed at all levels of the University of Nizwa. The Board of
Trustees has been responsible for overseeing the fulfillment of the vision, mission
and core values. The University Academic Council evaluates all academic
processes, and directs units to means of enhancement. The University Executive
Board and the Deanship for Academic Excellence and Quality Management
oversee adherence (consistent implementation) to quality at all levels, while all
faculty contribute to Quality management through institutionalization.

ISSN:2308-5347 veolall adoill 65g2



223

Waleed A. Thanoon Ahmed K. Al Abul Aziz Al Kindy  Rose Bahou
; 22014 (16) suatt polaatt it

The Uon Quality Model

Many quality models exist and are proposed for use in higher education sector
in the Gulf region. The UoN adopted the European Foundation for Quality
Management (EFQM) Excellence Model. A comprehensive overview of the EFQM
Excellence model (or TQM) is available on www.efgm.org [2] and the structure of
the model is shown in Fig.1. The EFQM was introduced at the beginning of 1992
as the framework for assessing applications for the European Quality Award. It is
the most widely used organizational framework in Europe. Some of the benefits
of EFQM Excellence Model in the higher education institution are: to understand
and anticipate students’ needs and expectations; demonstrate visionary and
inspirational leadership; involve staff; develop beneficial relationships, perform
selt-assessment etc.

Enablers Results
R RS S R R AR SR
People e
i — People Results =
P Y
2 R
o I 0 g
D) C ER R
I Policy & Strate E Customer FR 5
R f— S Results e U
S q R L
H E M T
I S
P B N
Partnerships Society ©
& Resources Results E
R A R i E e S SO
< Innovation and Learning

Fig. 1: EFQM Excellence Model

The UoN implements the TQM model in a cyclic manner as shown in Fig. 2. At
planning stage, the university develops the necessary policies and procedures
to achieve the strategic plan of the university covering the three aspects of the
HEI; teaching and learning, research and services. At this stage the executive
leadership (Chancellor, VC, Deans, and Heads of Departments) play a significant
role as well as the faculty in different colleges and directors of service centres.

At the second stage, the UoN started implementing the policies and procedures.
The Center for Academic Excellence and Quality Assurance (CAEQA) was
established in 2008 to monitor implementation of policies and procedures in
managing the quality processes at the UoN. Thereafter, the Centre has expanded
to the current Deanship for Academic Excellence and Quality Management
“DAEQM” in 2012, it aspires to achieve quality excellence at all levels and
functions at the UoN and thus will become internationally-recognized for quality
practice standards.
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Introduction

In Oman, the Ministry of Higher Education is highly concerned with the quality
of teaching standards, student entry-level qualifications, campus conditions and
quality of the teaching and learning experience. On the other hand, the Oman
Academic Accreditation Authority established in 2001 started implementing a
two stage, eight year accreditation process for all Omani HEls in Sultanate.
The initial accreditation Stage 1: Quality Audit ensures that the institute meets
the international learning standards. At the same time provides clear systematic
guidance in “Quality Management” to continuously improve the quality of the
HEls. Furthermore, Stage 2: Standards Assessment will be a collective valuation
of the HEI against the national Omani standards.

Quality management systems have been present in higher education institutions
“HEIs"” over the last two decades worldwide. This has led to a significant level of
debate among HEls and with stakeholders on the relevance of such system to
higher education [1, 3, 4 and 6]. Total Quality Management “TQM” is defined
as a comprehensive management approach which requires contribution from
all participants in the organization of work towards long-term benefits for those
involved and society as a whole [5].

The University of Nizwa “UoN" is a nonprofit university in Oman, established
in Nizwa in 2004 and currently has over 6,500 students from all regions of
Sultanate of Oman and surrounding countries. The University has four colleges;
Arts and Sciences, Economics, Management and Information Systems, Pharmacy
and Nursing, and Engineering and Architecture. From the start the UoN focused
on quality as stated in the vision of the university i.e. The University of Nizwa
aspires to be a beacon (minaret) of knowledge and enlightenment as a prominent
higher education institution of excellence. It is to achieve a worldwide reputation
for the quality of its programs and graduates and international distinction for
innovation, progress and development.

The University Comprehensive Plan (2000) and University Strategic Plan (2009)
named academic excellence, leadership through research and technology,
quality management, and sustainable development as the core values of the
emerging institution.

The UoN has adopted the European Foundation for Quality Management
“EFQM” excellence model as a non-prescriptive framework that establishes nine
criteria (divided between enablers and results), suitable for any organization
to use to assess progress towards excellence accordingly. However, the
major challenge within the educational framework at the University has been
acceptance and understanding among academicians on the implementation of
TQM in the university structure. Faculty have seen quality management as an
addition to work duties, commenting on the restriction of academic freedom,
innovation, and mainly increasing the volume of work. Whereas other staff
have seen that the HEI will benefit from forward planning, effective change in
work management, higher academic standards, increased staff and student
satisfaction, and therefore encompassing TQM effectively in the long run.

This paper presents the UoN experience with TQM in different phases from
planning, implementation, results and improvement highlighting the difficulties
faced and challenges ahead.
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Quality Management System at The University of Nizwa, Sultanate of Oman
Waleed A. Thanoon ~ Ahmed K. Al Abul Aziz Al Kindy Rose Bahou

Abstract:

The compefition between Higher Education Institutions (HEls) and growing
maondates for accountability by national and international  accreditation
associafions, funding bodies are among the reasons behind the growing needs
Yo focus on quality for higher education providers. Hence, the major concern
among the HEls is o implement Quality Management. The UoN adopted the
European Foundation for Quality Management (EFQM) Excellence Model. Total
Quality Management “TQM" has been championed at all levels of the University
of Nizwa. The Board of Trustees has been responsible for overseeing the
fulfillment of the vision, mission and core values. The University Academic Council
evaluates all academic processes, and directs units fo means of enhancement.
The University Executive Board and the Deanship for Academic Excellence
ond Quality Manogement oversee adherence (consistent implementation) to
quality at all levels, while all faculty contribute to Quality management through
institutionalization. The UoN has developed a comprehensive pedagogic
framework called “Quality Teaching Management System” (QTMS) to manage
the quality of student teaching and learning and assessing student’s pertformance.
The system includes the teaching procedure, the role of faculty and students,
responsibilities of the Head of Department, Deanship of Registration & Records,
the Dean, and quality management on the implementation of teaching at
the UoN. Applying TQM at the instfitution will add great value to educational
framework benefiting all stokeholders and in the end the graduate. Embracing
TQM will become intertwined within the university culture which in turn will be
reflected in the graduate aftributes and society satisfaction.

Keywords:

Teaching & Learning, Total Quality Management, Higher Learning \nstitution,
University of Nizwa, Sultanate of Oman.
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