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ABSTRACT

The ISO 9001:2000 Quality Management System (QMS)bkas widely implemented in higher education
institutions (HEIs) in Malaysia in order to gain &gholders’ confidence and to maintain their quatifyteaching and
learning. Due to its concerns on meeting and eohmn customer satisfaction, the ISO 9001:2000 mlesia
framework for establishing a beneficiary-driven ardipient-focused academic program. A model feenldeveloped
and implemented to highlight the importance of ingetequirements of beneficiaries and recipientasistently. The
model integrates beneficiary-driven and recipierftecused process, effective academic monitoring eByst
measurement of key performance indicators and @mogrevaluation, continuous quality audit and contiunsi
improvement. The advantages of this model incleeticiaries’ recognition and confidence, conformamo specified
criteria and standard of quality assurance; systémanonitoring of teaching and learning processesntinuous
suitability of the programs with market demand a&fféctive monitoring of students’ performance thgiport students
to complete their study. However, the implemematif this model has encountered several problerok as rigidity
in handling teaching and other academic matterffjatilties in measuring the learning outcomes, iggtcooperation
from each lecturer involved in the delivery of praxm, active and direct involvement of stakeholdemsl lack of
student initiatives to grab opportunities for thatademic achievement.

INTRODUCTION

Currently is a widespread interest in the ISO 92020 QMS due to the standardization and requiremieqguality
objective. The 1SO 9000 QMS was introduced in OetoP0O00 is more generic and flexible in nature, had both
customer requirements and customer satisfactioanamtegral part of the standards (Idrus, 2001he TSO 9000
focuses on designing and establishing a qualityagament system to meet and enhance the requireroktie
customers, organizations and other interested gsartiAlthough quality management system has itgiroiin the
manufacturing industry, it is now more global iroge and permeates through all sectors of the ecpniociuding
universities. In fact, the Baldridge Award, theniliag Prize and the ISO 9000 standards can alsqpked in an
educational setting (Izadi, Kashef and Stadt, 1995)

Implementing ISO-QMS in a university requires thstitution to establish a quality management systeensure
that all activities and processes in teaching aatning meet the specified requirements consisteiithe 1SO
9001:2000 provides a framework for a universitylit@ct and control all processes and resourcesfigukby statutory
bodies, internal and external customers, staker®laled prospective employers are met. The 1ISO 2000: can also
be regarded as one of the approaches towards auhibgst practices in teaching and learning. ¢ug®s on both
quality assurance design of a quality managemestésy This leads to the achievement of customerseneficiaries’
satisfaction through incorporating their requiretsein the system and measuring whether or not gaisfaction is
achieved continuously. Thus, adopting the ISO 910 will ensure the teaching and learning preeeswe of
creditable standards and qualityafri Kamis et al, 2003)This paper is to discuss the implementation of peattices in
the teaching and learning processes in Malaysiarersity.

MODEL OF I1SO 9001:2000

The ISO 9001:2000 is a process model integrating feajor components (management responsibilityguess
management, product /service realization, and meamnt, analysis, and improvement) as shown inrEigu The
model emphasizes on the following:

1. The importance of identifying and understandingrikeds and expectations of customers as well &s péities to
ensure that their requirements are being met.

2.The commitment of top management to support theleamentation of the quality management system and to
continuously improve the system.
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3. The effective utilization of organizational resoesdn implementing the quality management system.

4. The control of the product and/or service real@aprocess to ensure all requirements is beingcontistently.

5.The measurements of quality management system sweseto determine the effectiveness of the systedn a
improvement opportunities.

Figure 1. Process-Based Model of ISO 9001:2000
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The customers are parents, society, and industighwémployed graduates of universities. Howeveng@in
(2000) regards all these ‘customers’ as benefesadf education. Designing best practices in temchind learning
using ISO 9001:2000 framework requires an educatistitution to carefully determine beneficiariegquirements
and to translate those requirements in the academmdculum. Subsequently, all teaching and leagnattivities
including evaluation and assessment methods, meduid class delivery must be focused on meetingpleeified
requirements. Any changes in the requirementheaxe beneficiaries of education must be continyausinitored and
adjustments be made to curriculum and other tegchativities accordingly. This is referred as Haaries-driven
teaching and learning.

Oldfield et al (2000) refers students as recipiemés customers. They are the one who directlgliverin teaching
and learning activities, but not defining the sfiedgiequirements for a program. Although many gyahanagement
system regarded students as customers but theyotainevolve in a university business process sgttirograms. They
also cannot specify to the university how the celgisould be run or how assessment should take.pBome argues
students as internal customers since they are leas who use services like supervision, class dglivecademic
advisory and other academic related services dsasakceiving the output of the teaching and liearprocess; such
as modules, examination questions, etc. With @sfoethis, treating students as recipients, apgsed by Quentin
(2000) would be most appropriate. As they areothe who are directly involved in academic serviaed receive the
teaching process output, implementing best praztitéeaching and learning should be recipient$ecu

134 The Journal of International Management Studiesuk@ 3, Number 2, August, 2008



Designing and implementing ISO 9001:2000 for higeéucation should take into consideration of bemaiies-driven
and recipient-focused. For this purpose, as tl@ 9801:2000 certification, a conceptual model hesnbdeveloped
and used by the Faculty.

Beneficiaries’ requirements referred to industrgmgyernment agencies, and other related agenaeghploy the
graduates; and professional and statutory bodiesidentify the requirement of beneficiaries thelsorequire include
market analysis, needs analysis and feedback.

The requirements stipulated by the respective amid beneficiaries serve as integral input to pesttices and
must be translated into the curriculum design. Theiculum design must be up-dated and modifietina with the
demands and the development of the beneficiarieanubt reflect the knowledge, skills, attitude, awlon that the
beneficiaries want.

To establish best practices in teaching and legrpiocess, the focus is given to the 3Ps (PeopteeBs, and
Product). People refer to creativity in the classn environment as well as competency and expesfiige lecturers.
The process means the teaching and learning a&sivit producing quality graduates. Finally, theduct refers to
will ensure graduates of faculty.

Quality process output and services refer to exatitin papers, teaching modules, course work mé&tedalivery of
lectures, supervision, registration of subjectsrkmananagement. All process outputs and services maet quality
standards stipulated in the quality managemengesystocuments, customer’s charter and quality obgst As a
measure of quality process output and services,oésgmester teaching evaluation and quality sesveurvey were
conducted to tap information regarding the extenwhich students or recipients are satisfied.

Output refers to the ultimate product or resultexiching and learning such as the quality of gridua terms of
knowledge, skills, attitude, and other relevantliffes. Beneficiary's satisfaction refers to thHeetiveness of the
teaching and learning process and the entire gualinagement system, including surveys, assesdiggnbfessional
and statutory bodies and practical training reports

APPLICATION THE I1SO 9001:2000 IN UNIVERSITY

All the ISO 9001:2000 requirements are genericamedntended to be applicable to all organizatioegardless of
type, size and product or service provided. Gdlyerghe application of 1ISO 9001:2000 major clausasd
requirements in higher education setting are erpthin Table 1.

Table 1. 1ISO 9001:2000 Major Clauses

The major clauses Requirements
This clause requires a quality manual, procedwgsired by the ISO standard,
Clause 4: Quality procedures for effective implementation and momigof teaching and record td
Management System provide evidence of effectiveness of the qualityteyn be developed and
maintained.
Clause 5: Management The top management of an educational institutiostrdemonstrate its
Responsibility commitment to the establishment and implementaifdhe quality management

system for teaching and learning and to contingomsprove the effectiveness
and efficiency of the system.

Clause 5.3: Total staff Minimum requirement at any one time is 11 staffadiow basis for determination
requirement per program of staff requirement.

Clause 5.4.1: Academic staff | 1 : 16 students
to student ratio
Clause 6: Resource Resources including human resource, financial,pegent, utilities, hardware and
Management software must be determined and adequately provmedsure conformity of
programs, teaching and learning process, outpugeadtliates and quality
management system of an institution to specifiegiirements.

Clause 7: Product and/or Product and/or service realization is the proceaswill convert the customer
service realization requirements into an output that is both acceptabtee customer and one that
would not jeopardize the quality. Output refershte product and/or service tha
is a result of product realization and one thdilfuthe customer requirements. |
an educational setting, this clause specificallyecs all processes in teaching and
learning, administration and academic services.

Clause 8: Measurement, At each step along the teaching and learning, Some of measurement and

>
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analysis and improvements analysis has to be conducted to measure the tepplogess capability,
conformance of process output to standard or dpdaiéquirements, relevancy (
programs to beneficiaries’ needs, students’ perémge and quality of graduates
in term of achieving beneficiaries and recipiestisfaction. Once data is
gathered, an analysis needs to be done to detemwhiether any correction and
corrective action has to be taken or not. If theneo cause for this to take place
the emphasis will be on the need to carry out coaiiimprovement to ensure
teaching and learning of high standard and to er#ngnality of higher education.

—

Clause 8.2.1 & 8.2.2: The needs for institutions to continually and systécally review and monitor
Continually and environmental changes and all aspects of the Qhagrograms can be
systematically review and smoothly planned in a constant changing environment

monitor environmental

changes

Source: Partially from Quality Assuranck@ses by Quality Assurance Division, Ministry afiver Education of Malaysia (2002)
WHY IMPLEMENTATING THE 1SO 9001:20007?

The 1SO-QMS provides a framework to establish dityusystem in teaching and learning in universithe 1SO-
QMS is basically a model that provides a uniquenérevork for any organization to establish a custoorénted
quality system that is internationally recognizemd ecan be independently assessed and certifiedhdnUnited
Kingdom, many universities have implemented thaddad as a means to ensure the quality of higharagidn in that
country.

The first university to implement and obtain ISO-QMcertification for its full scope of activities wa
Wolverhampton University. The University’s initi@doption of the total quality management approachyuality
produced high expectation but had very little towlat the end of the day because of the lack afdqeioyle, 1988). It
switched to the ISO-QMS mainly because it wastfet an independently certified quality system wloput it in a
better market position as compared with its commpesti It felt that the discipline of writing the gjity manual,
identifying procedures and writing work instructiomwould provide a much better grasp of the Univgssiinternal
processes, and internal and external customerkelsblder links. The QMS was intended to form thsebfor a TQM
culture of continuous improvement across the usitierKanji (1998 in Kanji, 1999) says that ISO tbbe integrated
with TQM for the development of a total quality 8 where quality improvement can be achieved layrexing the
organization’s processes in terms of process defimiprocess improvement and process design.

The declining quality of graduates, increasing ceiitipn and growing mandates for accountability by
accreditation associations, legislatures, and fupthiodies have “forced” university to focus on dfyaln Australia, a
Senate inquiry have shown dramatic fall in the iqpalf teaching standards, student entry -levellifjgations, campus
conditions and quality of learning experience. Tihguiry has also shown increases in problems sucistadent
plagiarism, grade inflation and ‘soft’ marking (Stipa&im & McMahon, 2001).

The effectiveness of the quality concept in theeptectors gave the momentum for university to aittag concept
and practice it in their own domain (Kanji et. 4899). The successful acceptance and implementafiauality
system into university is often assisted by extifea such as conducive government regulationsnemic conditions,
confident leaderships and a certain level of stregsitiate a need for change (Idrus, 2001)

In Malaysia, the initiative to implement 1ISO-QMS ublic universities was undertaken with the intrctibn of the
Development and Administration Circular by the Maian Government in 1996. According to this cieculall
government agencies including public universit&suld implement MS ISO (version 1994) quality eystto ensure
the delivery of quality services to customers. cBirthe introduction of ISO version 2000, theseitusbns have
upgraded the system to the new ISO 9001:2000 QM8e development shows that most universities stoo be
certified with the ISO 9001:2000 in order to assime public of the quality of their programs, grathks, and academic
systems.

BEST PRACTICES IN TEACHING AND LEARNING

The Mission

Mission statement reflects an organization futureation to be achieved. A mission provides sesfgaurpose for
the entire organization (Goodstein, et. al. 1993n order to achieve the mission, it must be tratesl into
organizational day-to-day activities and incorpedain a management system. According to Quigl8938) mission or
purpose can be described as what an organizatitmdéy and what it aspires to become in the futdteprovides a
general direction and a means for achieving theesfuture. Freeman (1993) and Dalela and Saufa®®7) suggest
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that one essential element that should be incompdrashen designing a quality assurance or a qualdpagement
system is a mission statement. Therefore, a mudsased quality management system must be condideye
educational institutions when designing and impletimg 1ISO 9001:2000 quality management systemeaching and
learning.

The Malaysian university’s mission reads &sgroduce competent graduates capable of managintgchnology
and answerable to the society” Towards the realization the mission, the unitgrsas formulated long-term and
short-term plans and established goals and obgctiy be attained by 2010. The goals and objectivéhe Faculty
are then translated into university quality poliegd quality objectives. The formulations of qualitbjectives are
consistent with the mission and quality policy aquired by MS ISO 9001:2000 QMS — requirementsu§#ab.4.1.
This reflects university’s effort and commitmentdevelop a mission-based quality management system.

In designing and establishing a quality managersgstem, the mission of an organization is an ingrinput
and must be incorporated in the system. Goodshdahan and Pfeifer (1993) refer the concept of noissas one
expression of why an organization exists and whgoimpetes in certain sectors or industries andimaithers.
Therefore, mission involves a clear statement oatwhusiness the organization is in and what theroegtion is
attempting to achieve in the industry. 1SO 9000@@lause 5.3 specifically requires an organizatmmstablish a
quality policy that is consistent with the purpasemission of the organization. The formulationqofality objectives
that are measurable and consistent with the quadiigy is a requirement of clause 5.4.1. Themfohe development
of ISO 9001:2000 QMS for teaching and learning pescshould focus on the achievement of resultsglation to
quality objectives, to satisfy needs, expectatimms requirements of beneficiaries and other intedegarties and serve
as a means to achieve the institution missionfadty this reflects top management commitment &ithplementation
of a quality management system.

The Effective Academic Monitoring

Apart form being beneficiaries-driven and recipigtdus, the establishment of an effective acadenaaitoring is
crucial to ensure all planed results are attainEffective academic monitoring involves monitoringotass delivery,
effectiveness of teaching, students’ performanad gumlity of process output. Data resulting frdme monitoring
activities provide an input regarding how effectimad efficient the teaching and learning is beimgried out.
Corrective action should be taken accordingly basednalysis of this data to ensure smooth operaifateaching
activities, attainment of service standard andveeié quality objectives.

Key Performance Indicators of Teaching and Learning

Performance indicators to indicate how well a pssc®r product meet specified requirements should be
determined. Subsequently, the measurement of &dgrmmance indicators of teaching and learning khtake place.
This measurement will provide information regardgifgctiveness of the QMS.

Audits

Audits are crucial to determine whether or not fthstitution quality management system is effectivel
implemented and whether it is able to achieve tlyamizational mission. An audit is a systematicleipendent and
documented process for obtaining audit evidenceegatiating processes objectively. This is in otdaletermine the
extent to which audit criteria are fulfilled (MS@9001:2000). Audit evidence includes verifialdeards, statements
of fact or other information. An institution camplement audits and use the audit findings to enswnt only
compliance to quality assurance standards and guoes, but also more importantly to determine tifiecéveness of
the quality management system in relation to itiGbations towards the attainment of the organ@ai mission, goals
and quality objectives. In fact, audit resultsnfioa key input in determining where opportunities for continual
improvement (Cianfrani, Tsiakals and West, 2000).

Continual improvement

It refers to recurring activities that increases #fility to fulfill requirements (Cianfrani, et.aP000). This is the
key requirement for sustaining the institution joey towards achieving the aspired future state. nti@oal
improvement is also one of the eight quality mamagyet principles of ISO 9001:2000 and it should bgeamanent
objective of an organization to continuously entealie organization overall performance and effectess and
efficiency of the QMS.
Thus, best practices in teaching and learning uk$9001:2000 QMS not only be beneficiary-drivenl aecipient-
focus, but also need take into consideration the integration of missstetement into the QMS; the establishment of
an effective academic monitoring; the measuremédnkey performance indicators of teaching and leagnithe
implementation of continuous quality audit and thdherence to the principles and practices of coatis
improvement to achieve organizational mission anategic goals. The university’s beneficiary-drivend recipient-
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focus model of best practices in teaching and Iegrhave incorporated all these requirements inS 9001:2000
quality management system (see Figure 1).

MEASURING BENEFICIARIES SATISFACTION

As one of the measurements of the performance efteéhching and learning, an education institutibautd
monitor information relating to beneficiaries pgrtten as to whether the institution has met theguirements. If
employers, industries (beneficiaries) are satisfigth the graduates of a faculty’'s programs, thegyntontinue
relationships and support (Izadi, Kashef and Sta@85). In addition, measuring beneficiary’s dation is a
mandatory requirement of ISO 9001:2000 as stipdlate Clause 8.2.1. Responding to this, universibypstantly
conduct studies to measure beneficiaries satisfaatith regard to the quality of its graduatesemt of knowledge
and skills in the respective field of study, leaidp quality, communicative ability and cooperatisith colleagues
(Maimunah Ali et.al 2001). Specifically, attribatéor measuring beneficiary’s satisfaction arexgedise of graduates,
approachable graduates, knowledgeable graduateafivity of graduates, committed and motivated geted,
accountability graduates, personality of graduattes,

In addition, beneficiaries’ opinions are gathereitigh reports from external supervisors on stuglemib undergo
practical training; needs analysis carried out murthe design state of the course/curriculum anestipnnaires
distributed by university Alumni to the present doyers of the graduates. Any suggestions and caimigl by the
customers were considered, assessed and wheres&ssaey, incorporated into the teaching and legrpirocess.
Only with such objective assessment of such feddbauald the university adhere to the principlebest practices and
hence, practices continuous improvement.

MEASURING RECIPIENT SATISFACTION

As highlighted in the model of beneficiaries-drivemd recipients-focus teaching and learning usi8@ |
9001:2000 quality management system (Figure 1)t pesctices in teaching and learning process shaldd be
recipient-focus. Process approach is one impoetapuality management principle of ISO 9001:200the process-
focus regards students as recipient as they arertbe who receive output of the teaching and legrprocess and
directly receive administrative and academic sexwitom a faculty’s staff. The output of teachimgl &earning process
includes teaching materials, modules, class deljy@oject papers and other academic related svid@hese outputs
must meet quality standards and must be consiaiimthe curriculum designed. This approach issistent with 1ISO
9001:2000 which clearly focuses on controlling pinecesses of a QMS and output of those processesuch, even
though students or recipients cannot set educafpecification or curriculum, it is very importardrfa faculty to tap
information regarding the extent to which they saitisfied and effectiveness of class delivery.

For this purpose, each semester the students keel &3 respond to a set of questionnaire that @emsolicit
information concerning the following attributes:

1. Lecturer’s preparation: sufficient teaching & learning materials, contmge, organization, teaching aids.

2. Lecturer’s delivery: variety of teaching and learning techniques, hamft, interesting.

3. Lecturer's evaluation method organized assessment, students are made awaneodd of assessment and
assessment wholly based on lectures.

4. Teaching organization course outline distributed during first week, fx¢e schedule, on time, delivers lectures.

5. Lecturer- student relationship: available, lecturer willing to listen to studensuiggestions, open minded good
rapport.

Information regarding lecturer’s performance basadhe above questionnaire was then used to igefutither
improvement in the delivery of teaching and leagnarctivities. Such improvements include identifica of training
needs and teaching aid equipment to enhance tbleingaand learning process.

According to Spanbauer (1992), students or recipidrave long been concerned regarding quality ghdri
education in term of administration and educatioaaburces of higher education institutions. Thftects that quality
of administration and academic services and adggofeducational resources must be maintained.Sutsliffe and
Pollock (1992) suggest, student or recipients paimes of an institute should be sought activelyabyevels to ensure
that as much as possible is being done to enhaham#onal experiences within available resourdestap recipients’
perception of quality of education in term of sees and educational resources, regular surveysbeustnducted and
dialogues with students performed continuously.
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Deming (in lzadi, Kashef and Stadt, 1995) encouragecators to create environments in which strong
relationships of mutual respect and trust replaceiesy, suspicion, and separation. In fact, theMI @otto in
education is learn what the students need and amthsimprove the educational processes to deliveonsistently.

By measuring and analyzing quality of services,cational resources and effectiveness of classetglithe university
utilizes the information for taking corrective asti and continuous improvement effort to enhancéesfaation of
recipient and foster good relationship with student

CONTINUOUS QUALITY AUDIT

Audits are used to determine the extent to whieh@MS requirements are fulfilled whilst audit finds are used to
assess the effectiveness of the QMS system amtétdify opportunities for improvement (MS 1SO 9020@00; QMS).
The implementation of audit is a requirement of ISM1:2000 as specified in Clause 8.2.2. In ISO19000, audits
can be performed as;

1. First-party audits or internal audits which are @acted by, or on behalf of, the institution itsklf internal purposes
and can form the basis for an organization’s setfflaration of conformity;

2. Second-party audits are conducted by customefsedhstitution or by other persons on behalf ofdhstomer and,;

3. Third-party audits conducted by external indepebhdeganizations which provide certification or r&gation of
conformity with requirements such as those of 20192000 QMS.

For teaching and learning, audits are conductég@tifferent levels, namely internal audit and-dhparty audit by
SIRIM (Standard and Industrial Research Institdt¥alaysia). The internal audits are performedrigrnal auditors
(university staff) who are independent from theaawe process being audited. Where by the thirdymartlits conducted
by external independent organizations which prodddification or registration of conformity witkequirements of
ISO-9001:2000 QMS. These audits are conductecdhat tince a year and cover all teaching and leamitigities. In
auditing processes the audit findings are impotacause the findings demonstrate compliance okusity’s quality
management system to quality assurance standamisces standards and the effectiveness of the systemeeting
customers’ and all interested parties’ requirementat the same time, results of the audits alsoicated
nonconformities in teaching and learning procesbas need immediate corrective actions. Some ansae also
highlighted in the findings for further improvementthe teaching and learning processes.

CONTINUOUS IMPROVEMENT

The aim of continual improvement of 1ISO 9001:200M%) is to increase the probability of enhancing the
satisfaction of customers and other interestedgsarfThis can be achieved through:

1. The implementation of correction measures to elat@ra detected nonconformity and corrective adtioeliminate
the cause of a detected nonconformity or other sinalgle situation in order to prevent recurrence.

2. The execution of preventive action to eliminate ¢hese of a potential nonconformity or other undde potential
situation.

3. The improvement of quality management system pssseby reviewing the quality policy and objectivgsality
assurance standard, adding value to products amiteseto customers and the setting-up of highgawizational
targets.

In the context of teaching and learning, improvetsenust be focused on the following 3P’s: ProdBebcess and
People:

1. Product which covers enhancing quality of graduatas improving process products, which involvesdgbality of
examination papers, the undergraduate projectsseauork materials and practical training.

2. Process which involves improvement in the teacldnd learning activities in producing quality grathga Such
improvement includes the introduction of new waysclass delivery, the enhancement of students’ uatain
methods, the adjustment of course curriculum toclhahanges in the needs and requirements of custoame
professional bodies.

3.People who involves effort to increase staff comapey in delivering academic courses and managerent
academic related activities and processes.
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Such improvements carried out through taking ceiwecand preventive actions based on the auditirfiys]
feedback from customers and other interested partiata regarding the achievement of quality ohjestand
suggestions from faculty staff.

CONCLUSION

The paper has considered ISO 9001:2000 QMS asveetfvark for the public university to design and iepent
best practices in teaching and learning. The fofusmiplementing best practices in teaching andnieg process using
ISO 9001:2000 emphasizes on consistently meeticigiemts and beneficiaries’ requirements. Adoptiegt practices
in teaching and learning in higher education inftihs using 1SO 9001:2000 will ensure that alldmsaic standards
are fulfilled; efficient teaching and learning atdfies through academic monitoring, measuremenglyais and
improvement of key performance indicators and &@tiv at each step of the QMS; recipient’ and bierafes
satisfaction is achieved by continuously meetirgrtrequirements. With the introduction of qualitysurance criteria
and standards for public universities by the Miyisif Higher Education, similar to the Quality Asance Agency in
the United Kingdom and the Unified Higher Educatiystem in Australia, will certainly enhance theversity 1SO-
QMS adherence to a common and high education s@éda delivering academic courses. In continuimg quality
journey and ensuring quality of the highest crddi#taand standards, the university is continuousigrove its teaching
and learning effectiveness and efficiency by emiogribn benchmarking projects with renowned educaitistitutions
to ensure it is of a world class standard.
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