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Abstract

This study aims to explore the operation of quality assurance in Rajabhat
Institutes in Thailand. Two research questions were explored: 1) how does
quality assurance in Rajabhat Institutes operate? 2) how can the operation of
quality assurance in Rajabhat Institutes be enhanced? In order to answer the
research questions, questionnaires and interviews were used to collect data
from five Rajabhat Institutes. The questionnaire was used to collect data from
ninety-one members of teaching staff. Four interview schedules were also
used to collect data from Quality Assurance Committee members,
administrators of Rajabhat Institutes, administrators in the ministries,
students and employers of graduates from Rajabhat Institutes. Documents
from Rajabhat Institutes and government reports were also used to support

data from both questionnaire and interviews. The research fieldwork was

carried out in Thailand during July-November 2001.

The findings of the study revealed that Rajabhat Institutes operated quality
assurance based on a quality framework established by the Office of Rajabhat
Institutes Council (ORIC). They defined their quality assurance as composed
of three components: quality control, quality audit and quality assessment.
Four Quality Assurance Committees were set up to respond to quality
assurance. Three strategies were used in order to operate quality assurance:
self-study, audit, and peer review. The findings of the study also showed that
Rajabhat Institutes had experienced some difficulties in trying to implement
quality assurance. Various obstacles to quality assurance occurred. They had
not completed all processes of quality assurance because an external quality
assessment had not been completed. It was yet to be carried out by a public

organisation established by the government.

The experiences in Rajabhat Institutes show both the benefits and costs of
quality assurance. In order to resolve difficulties in implementing quality
assurance, the study suggests a management strategy for implementing the

model of quality assurance for Rajabhat Institutes. These need to be applied
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flexibly not just for Rajabhat Institutes but also other higher education

institutions that aim to implement quality assurance.

The findings also showed that there were several ways to enhance the
operation of quality assurance in Rajabhat Institutes, for instance, increasing
the awareness and importance of quality assurance, increasing knowledge
and understanding on quality assurance, and using an appropriate system of

quality assurance.
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Chapter One
Background to the Study

This chapter introduces the general background to the study. It presents

general ideas about the quality assurance requirements in higher education

institutions in Thatland. The chapter also describes the research purposes, a
definition of relevant key terms and the conceptual framework of the study.
The chapter begins with an introduction which mainly focuses on the need
for quality assurance in higher education, particularly in higher education

institutions in Thailand.

1.1 Introduction

Over the past decade, quality assurance has clearly become a key issue for
higher education in many countries throughout the world (see for instance,
Harman, 1998; SEAMEQO, 1998; Kump, 1997; ORIC, 1996; Frazer, 1992). In
Thailand, the concept of quality assurance, derived from the business and
industrial sector, was first applied to higher education institutions during the
mid 1990s. The reasons for the necessity of quality assurance in higher
education in Thailand can be explained as follows. First, during the past few
years, there has been a growing demand in Thai society for a new radical
reform in education in both the public and private sectors in order to improve
the quality and standard of educational provision (ONEC, 1998). In addition,
there was a lack of systems to ensure the quality of education in the country.
Thus, improving the quality of educational provision seems to be the main
reason for quality assurance in higher education in Thailand. Second, there
is a concern about the ‘standard’ of education within different types of the
institutions. There is a question about the standard of educational provision
between universities and colleges or institutes as well as a question from
communities about the quality of educational provision within higher
education institutions. This may be similar to the case in the UK when the
number of universities was increased (Goodland, 1995; Berdahl, et al,, 1991).
Third, the public has expressed about the quality of graduates from different

higher education institutions. The question from employers ‘Which




universities did you finish your study at?’ was frequently found for graduates
who went for their job interviews in Thailand. This seems similar to the
concept that ‘all products must satisfy customers’ in the business sector,
where quality assurance has existed. Therefore, to insure standards of
education, quality assurance has become a requirement for all higher

education institutions whether they are able to ensure that their roles are

recognised by the concerned stakeholders or not. Fourth, there is a difference
in the budget which the government provides for different higher education
institutions. More money was allocated to universities rather than other
higher education institutions such as Rajabhat Institutes. This has led to the
question, ‘Does it mean that the institutions that received a bigger amount of
budget have to provide a better quality of graduates?’ (Nebres, 1998, p.2)
Nebres also indicated that ‘society begins to ask whether quality and quality
investment should mean investing a huge amount of money into (sic)
graduates who can compete with the best in the world or whether it should
mean investing the same amount of money to (sic) graduates who are lower in
quality. This (sic) has been a push for universities and colleges in many
countries to educate more students at high standards for the same or less
money’. Fifth, being challenged with the rapid changes in the world of
advanced technologies as stated in the Eighth National Education
Development Plan (1997-2001), education in Thailand is required to play a
more proactive and developmental role to cope with the globalization
movements. Accordingly, the Eighth National Education Development Plan
has been formulated with concepts and processes, objectives, policies and
major programmes for education development (ONEC, 1998). One of the
objectives in the Eighth National Development Plans is to improve the quality
of education and its relevance to the needs of individuals, communities and
the nation. Quality assurance is needed for educational provision within the

country.

The Ministry of University Affairs (MUA) and the Ministry of Education (MOE)
are the two main ministries that are in charge of the provision of higher
education in Thailand. MUA is responsible for the educational provision of

public and private universities whereas MOE is responsible for the



educational provision of Rajabhat Institutes (former teaching colleges) and

the Rajamangala Institute of Technology (RIT).

The provision of education in the MUA aims to promote learners’ knowledge
and skills in various disciplines, and to improve their progress and
excellence, whereas the provision of education in the MOE aims to serve the
needs of the rural community. In 1996, quality assurance was announced as
a new policy for all higher education institutions. Both ministries have been
responsible for the implementation of quality assurance in higher education
institutions. In the same year, Handbooks of Quality Assurance were
established for all higher education institutions in order to develop a quality
assurance model for maintaining institutional academic standards, and to
encourage higher education institutions to develop their own quality

assurance mechanisms and systems suitable for their own purposes and
conditions. (MUA, 1996; ORIC, 1996).

1.2 The reasons for the study

There are several reasons for carrying out a study of quality assurance in

Rajabhat Institutes. The reasons are explained as follows:

First, the primary motivation for this study emerged when I was employed by
the Ministry of Education at the time when quality assurance was a new
issue for higher education in Thailand. I was aware of a lack of
understanding of the topic and therefore one aim of this study was to provide

increased knowledge in this area.

Second, quality assurance became a new policy for higher education. The
Thai government announced quality assurance as an important policy for
higher education of the country. According to the 1999 National Education
Act, the setting of standards and a system of quality assurance are required
in the educational system of the country (ONEC, 2001). Therefore, the
Ministry of Education and the Ministry of University Affairs attempt to
encourage all higher education institutions under their administration to

implement quality assurance by establishing the guidelines of quality




assurance in the handbook of quality assurance for higher education
institutions. The Handbook of Quality Assurance for Universities was
established by the Ministry of University Affairs, whereas the Handbook of
Quality Assurance for Rajabhat Institutes was established by the Office of
Rajabhat Institutes Council, The Ministry of Education.

Attempts to implement quality assurance in higher education successfully
are not only found in Thailand but also in other countries. The report from
SEAMEO (Southeast Asian Ministries of Education Organisation) (1998)
revealed that quality assurance is a key issue for higher education for the
Asian and Pacific countries. The governments in these countries have
attempted to implement quality assurance but little progress appears to have
been made. Here is an example from a conference on quality assurance in
higher education which was held in Bangkok, Thailand:

Many years back, I had a very nice dream. In that dream, I
saw us having a system being equipped in our Asia (sic) and
the Pacific region to determine the quality of our higher
education. Waking up to the reality only made me accept the
fact that it was still impossible as then very few countries had

taken up the issue of ‘quality assurance’ seriously. The tune
that came in my ears was a song ‘The Impossible Dream’

[Sirichana, 1998, p. 15]

Third, in my opinion, quality assurance is new. This opinion may be different
from that of Bitzer and Malkerbe who indicated that ‘quality assurance is no
novelty in university education’ (Bitzer & Malherbe, 1995). However, Thai
higher education is unlike some countries in which quality assurance has
existed. In Thailand, there was no evidence to show that quality assurance
issues have been widely debated in higher education institutions. While many
countries have already had accreditation or quality assessment systems for
the programmes provided within higher education institutions, in Thailand,

there is no system to ensure the educational provision. Thus, to understand
and implement quality assurance successfully seems challenging for higher

education institutions of the country.

Fourth, my responsibility in the Rajabhat Institute was related to quality

assurance when I was a member of the Quality Assurance Committee in the



Faculty of Education. At that time, I found that it was difficult for staff to

understand and accept quality assurance.

Fifth, there is a lack of studies of quality assurance in higher education
institutions in Thailand, particularly in Rajabhat Institutes. A review of the
literature showed that there was only one study and a report on quality
assurance in higher education in Thailand. The study was published in 1994,
before quality assurance had been implemented in higher education
institutions. This study focused on institutions under the administration of
the Ministry of University Affairs. Documents on quality assurance in higher
education institutions from the United States, UK, Japan, Australia,
Germany and Thailand were analysed (Sirichana, 1994). The findings from
this study revealed a description of the history and general background of
quality assurance from different countries. However, it did not highlight

quality assurance in terms of its implementation in higher education

institutions. The other was a report on quality assurance which was
published in 1997 by the Office of the National Education Commission
(ONEC, 1997). This reported the general background of quality assurance in

higher education institutions in different countries, particular in the UK and
US.

All the reasons above developed my interest in the study of quality assurance
in Rajabhat Institutes in Thailand in order to pursue knowledge in this area

and to develop quality assurance for higher education in my country.

At present, quality assurance is being implemented in all Rajabhat Institutes.
The ways to carry out quality assurance depend on the mechanism developed
in each institute. The guidelines of quality assurance established by the
Office of Rajabhat Institutes did not include all the procedures of this

implementation. This leads the questions about how Rajabhat Institutes

manage the operation of quality assurance.

1.3 Purpose of the study and the research questions

The purpose of the current study is systematically to explore, describe and

discuss how quality assurance in Rajabhat Institutes operates. In order to



carry out a study of the problem, the following questions were developed. The

main research questions are:

1. How does quality assurance in Rajabhat Institutes in Thailand
operate?

2. How can the operation of quality assurance in Rajabhat Institutes

be enhanced?

The answers to these two research questions are derived from the perception

of people in different groups.

In order to answer the first research question, the following four subsidiary

questions are posed.

1.1 What system of quality assurance is used in Rajabhat Institutes?

1.2 Who is responsible for quality assurance in Rajabhat Institutes?
1.3 How is quality assurance in Rajabhat Institutes carried out?

1.4 Does quality assurance make an impact on Rajabhat Institutes,

and if so how?

Similarly, four subsidiary questions are posed in order to answer the second

research question.

2.1 What are the obstacles to quality assurance in Rajabhat

Institutes?

2.2 How do Rajabhat Institutes attempt to overcome those obstacles?
2.3 Who are responsible for overcoming those obstacles?
2.4 How should quality assurance in Rajabhat Institutes be

enhanced?

2.5 Who should be responsible for quality assurance enhancement in

Rajabhat Institutes?



1.4 Definitions of key terms

Relevant key terms related to quality assurance in higher education are
defined by many organisations: for example, the Quality Assurance Agency
(QAA, 1997; QAA, 1999b), the American National Standard (ANS, 1994), the
Ministry of University Affairs, Thailand (MUA, 1996), The Office of Rajabhat
Institutes Council (ORIC, 1996). In this study, relevant key terms of the study

are given as follows:

1.4.1 ‘Higher education’ means the provision of education after secondary

level.

1.4.2 ‘Higher education institution’ refers to a wuniversity, college, or

institution that provides education after secondary level.

1.4.3 ‘Quality assurance’ means the means through which an institution
confirms that the conditions are in place for students to achieve the

standard set by the institutions or other governing, or awarding body
(QAA, 1997).

1.4.4 ‘Operation of quality assurance’ means all activities taken during the

process of carrying out quality assurance.

1.4.5 ‘Quality enhancement’ means all action taken throughout the
institutions to increase the effectiveness and efficiency of activities and

processes in order to provide added benefit to both the organisation

and its customers.

1.4.6 ‘Obstacles to quality assurance’ means the difficulties occurs during

the period when quality assurance has been implémented in higher

education institutions.



1.5 Theoretical framework

In terms of a theoretical framework, this study focuses on quality assurance
systems in higher education institutions. The literature shows that in the
early 1990s, there were three systems of quality assurance for higher
education institutions to choose from. These systems were BS 5750, Total
Quality Management, and a system of the college’s own devising (Sally and
Hingley 1991, p. 4). There was wide debate on these three systems during the
1990s (see for instance, Sally & Hingley, 1991; Doherty, 1994; Tribus, 1994;
Stott, 1994, McRobert, 1994). Later, the British Standard System (BS 5750)
was developed to ISO 9000 (Moreland and Clark, 1998).

Among these three systems, research findings on quality assurance in higher
education showed that Total Quality Management (TQM) has been

implemented in higher education institutions in some countries, for instance,
in Malaysia, the UK, and the USA (Kanji, Tambi, and Wallace, 1999). Amnri

and Razman (1996 cited in Kanji, Tambi, and Wallace, 1999, p.357) also
stated that the Malaysian government was implementing Total Quality

Management (TQM) in all government Ministries and departments via policies
set up by its Public Service Department. The Netherlands is another example
where TQM has been applied to higher education institutions (Westerheijden,
1999). Similarly, ISO was also implemented in higher education institutions.
This was found in Moreland and Clark’s case study on ISO in educational

organisations in the UK.

The literature also shows that there were other systems of quality assurance
that have been implemented in higher education institutions. These systems

were also developed in business and industrial sectors. They were: Baldrige
Award, Deming Prize. I1zadi, Kashef & Stadt (1996 cited in Nebres, 1998, p. 2)

stated that:

When one speaks of quality assurance in institutions, the
overall framework is that of Total Quality Management (TQM).

A survey of the literature on quality assurance in higher
education shows three Quality Systems from the corporate
world that are being discussed as most applicable to higher

education as 1t seeks to implement some aspects of TQM.
These are Baldrige Award, the Deming Prize, and ISO 9000

Registration.



Further study on quality assurance in higher education revealed that an
institutional system of quality assurance was detailed in Nilsson and Walhen
(2000). This system was used in the Swedish higher education institutions.
The strength of such a system was that it allows higher education

institutions to create and develop their own quality assurance systems.

The theoretical framework on quality assurance systems in this study, is
therefore based on different systems of quality assurance that have been
found from previous studies on quality assurance in higher education and

from a literature review.

There is the possibility that different systems of quality assurance developed
In business and industrial sectors may be implemented in Rajabhat
Institutes. At the same time, the Handbook of Quality Assurance for Rajabhat

Institutes revealed that the Office of Rajabhat Institutes Council encourages

all Rajabhat Institutes to develop their own quality assurance systems. This
may lead to the possibility of the existence of an Institutional system which

has already been found in the Swedish higher education institutions.

The literature also shows that different systems of quality assurance that
have been implemented in higher education institutions in many countries
have some common elements. These common elements may be seen as
common elements of the national system of quality assurance. (see for
instance, Kumpt, 1997; Westerheijden et al, 1994 cited in Kump, 1997,
p. 59; Vroejjenstijn, 1995; Van Vught and Westerhejiden, 1993). These

elements were developed on the basis of foreign experiences and they were
introduced in Kump’s study on ‘Introduction of systematic quality assurance
in Slovenian higher education’. The system of national quality assurance has
drawn on elements that are common in other national systems, for instance,
Britain, Denmark, France, and the Netherlands (Van Vught and
Westerheyden, 1993; Vroejjenstijn, 1995). These elements are composed of:
the setting up of a meta-level coordinating body, self-evaluation within
institutions, external peer review, publication of reports, and an indirect link
to funding. These common elements form a basis for setting out a general

international model that will in the future provide comparative quality
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assurance of higher education systems and recognition of academic
qualifications gained throughout Europe (EC-C 1993, Brennan and Van
Vught 1993 cited in Kump 1997, p. 59; Vroeijwnstijn 1995).

This study is also interested in the UK model of quality assurance, which is
composed of three components. The reason for choosing the UK quality

assurance model can be explained as follows:

First, the UK is the pioneer country that has had experience in quality
assurance for many years. The literature shows that the concept of quality

audit has been developed in the UK since 1990 when the Committee of Vice

Chancellors and Principals established a small Academic Audit Unit aiming

to audit quality assurance processes within universities.

Second, the UK model of quality assurance has been used in many countries,

for instance, in European, Asian countries or in South Africa.

Third, because the ‘terms’ for quality assurance used in Thailand and
Rajabhat Institutes are, for instance, quality control, quality audit, and
quality assessment. These terms are similar to those used in the UK rather
that the US. This seems to show that the concept of quality assurance in
Thailand has been developed based on the UK model while the American
model of quality assurance uses the term ‘regulation’ or ‘accreditation’,

instead. The literature shows that:

Accreditation term is most frequently used in the United States.
Accreditation can apply either to institutions or to programmes

(subject or professional areas).
[Frazer, 1994, p. 106]

Chernay describes the purposes of accreditation as follows:

Accreditation assures the educational community, the general
public, and other agencies or organisations that an institution
or programme (a) has clearly defined and educationally
appropriate objectives, (b)maintains conditions under which
their achievement can reasonably be expected, (c) is in fact
accomplishing them substantially, and (d) can be expected to

continue to do so.
[Chernay, 1990, cited in Frazer 1994, p.106]
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It seems that ‘accreditation’ is the term that has also been used in the UK.
However, it has been used with a particular purpose, as Frazer (1994) stated:

Description of the accreditation system in the United Stated

seen through British eyes has been published. In some countries,
accreditation would imply that at least a threshold standard was
intended and being achieved. For example, in the UK professional
bodies accredit courses of study (programmes), meaning that
graduates will be granted professional recognition. ... The Council
for National Academic Awards (CNNA) in the UK and the Hong Kong
Council for Academic Accreditation use accreditation to mean that

subject to certain safeguard and to regular review, an institution
is self-validating.

Fourth, the quality assurance system in Rajabhat Institutes established by
the ORIC is composed of three components. They are quality control, quality
audit and quality assessment. These three components are similar to quality
assurance system defined by the Quality Assurance Agency in the UK. The

quality assurance system composed of these three components is also used
in the universities in Thailand (QAA, 1999a; QAA, 1999b; MUA, 1996: ORIC,

1996). The meanings of these components are as follows:

1) ‘Quality Control’ means the mechanism within institutions for

maintaining and enhancing the quality of their teaching.

2) ‘Quality Audit’ means external scrutiny aimed at providing guarantees.

3) ‘Quality Assessment’ means external views, and judgements about the

quality of teaching and learning in institutions.

1.6 Structure of the thesis

The outcomes of the study present the operation of quality assurance and the
ways to enhance quality assurance in Rajabhat Institutes. The study also
includes some relevant issues raised during the discussion of the findings, for
instance, cost and benefits of quality assurance, and what we can learn from
a case in Rajabhat Institutes in Thailand. The thesis is divided into nine

chapters as follows:
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Chapter One: Background to the study

Chapter One begins with a brief introduction and the reasons for a study of
quality assurance in Rajabhat Institutes in Thailand. This is followed by

research purposes, research questions, definitions of key terms, and the

conceptual framework of the study.

Chapter Two: Review of the literature on quality assurance in higher

education

Chapter Two explores the involvement and the development of quality
assurance in higher education in different countries. The chapter begins with
questions about quality and quality assurance in higher education, with the
development of quality assurance in some developed and developing
countries in the second part. The third part focuses on quality assurance

systems in higher education and the obstacles to quality in higher education

in different countries.
Chapter Three: Quality assurance in higher education in Thailand

Chapter Three presents related issues on quality assurance in Rajabhat
Institutes and other higher education institutions in Thailand. It covers the
development of the educational system of the country, declaration of quality
assurance policy in higher education institutions in Thailand, and also in

Rajabhat Institutes, the establishment of an independent organisation

responsible for quality assurance in higher education institutions In
Thailand. The chapter also includes links between previous studies on quality

assurance with this study.
Chapter Four: Research methodology

This chapter explains the research design of the study. It describes the
triangulation technique which is used for the study. The chapter also

includes research methods, samples of the study, research instruments,
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research fieldwork that has been done in Thailand, research ethics, and data

analysis.
Chapter Five- Chapter Seven: Research findings

These three chapters present the findings of the study. The findings of the

study in each chapter were drawn from interview and questionnaire data, and
document analysis. Chapter Five deals with the operation of quality
assurance in Rajabhat Institutes. Three main areas are presented in order to
answer the first research question on the systems of quality assurance that
have been used in Rajabhat Institutes, people who are responsible for quality
assurance in Rajabhat Institutes, and the ways that Rajabhat Institutes have

carried out three components of quality assurance.

Chapter Six presents the impact of quality assurance during the period that

Rajabhat Institutes have been implementing quality assurance. The impact is
considered as the impact on Rajabhat Institutes themselves, the impact on
the administrators of Rajabhat Institutes, the impact on staff, the impact on
teaching and learning processes, and the impact on students and the

employers of graduates from Rajabhat Institutes.

Chapter Seven describes the obstacles to quality assurance in Rajabhat
Institutes, the ways to overcome those obstacles, and quality assurance
enhancement within Rajabhat Institutes. The chapter also includes the
people who should be responsible for overcoming and enhancing quality

assurance in Rajabhat Institutes.

Chapter Eight: Costs and benefits of quality assurance, and what we can

learn from the case of Thailand.

This chapter focuses on discussion of the research findings related to the
previous findings and theoretical framework of the study. Relevant issues
particularly the model of quality assurance in higher education institutions,
the cost and benefits of quality assurance in Rajabhat Institutes, and what

we can learn from the case of Thailand are discussed. The chapter ends with



14

suggestions on the implementation of quality assurance in higher education

institutions.

Chapter Nine: Conclusion

Chapter Nine summarises the main findings of the study, the strengths and
weaknesses of the study, implications of the study, possibilities for further

studies, and provides a conclusion to the study.

1.7 Summary

In this chapter, a general background to the study has been provided. The
chapter also included both personal and professional motivations for the

study, the purposes of the study, definitions of relevant key terms as well as

the conceptual framework of the study.

The next chapter presents the general background of quality assurance in
higher education. It focuses on the development of quality assurance in
higher education in both developed and developing countries, quality
assurance systems, the obstacles to quality assurance in higher education
institutions from the previous studies, and the links between the previous

studies on quality assurance in higher education and this study.
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Chapter Two
Review of the Literature on

Quality Assurance in Higher Education

The purpose of this chapter is to describe and discuss the general
background of quality assurance from the literature. This includes the
involvement in quality assurance of higher education, the development of
quality assurance from different countries, quality assurance systems in
higher education institutions, methodologies for quality assurance, managing
strategies for quality assurance and obstacles to quality assurance in higher

education. The chapter is divided into six parts. The first part addresses
relevant questions about quality and quality assurance in higher education.
The second part reviews the development of quality assurance in higher
education in both developed and developing countries. The third part focuses
on quality assurance systems in higher education and the research findings
on quality assurance in higher education. The fourth part presents
methodologies for quality assurance. The fifth part focuses on managing
strategies for quality assurance in higher education and the last part explains
the links between previous studies on quality assurance in higher education

and this study.

2.1 Relevant questions about quality assurance in higher education

The debate on the meaning of quality and quality assurance, the reasons why
quality and quality assurance have been adopted to higher education, as well
as when they were adopted in higher education have mainly been found from
the literature. Hence, this part of the chapter addresses the relevant
questions of ‘what’, ‘when’, and ‘why’ and aims to describe quality and quality
assurance in higher education. Discussion on these relevant questions is also

included in this part of the chapter.
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2.1.1 What is quality in higher education?

‘What do we mean by quality in higher education?’ It is not easy to find the
answer to this question because literature showed that the meaning of
quality was varied. The meaning of quality in the 1970s was as Pirsig (1976,

cited in Doherty 1994, p. 231) stated:

Quality ... you know what 1t is, yet, you don't know what it is...
But some things are better than others, that is, they have
more quality... If no one knows what it is, then for all practical
purposes it doesn't exist at all. But for all practical purposes,

it really does exist.

There was not any international meaning of quality in higher education.
Frazer (1994, p. 105) explained that:

There is no international agreement concerning the meaning
of quality in higher education, it is not surprising that there
is confusion about the terms used to describe various
activities aimed at the maintaining and enhancing quality.

According to the two quotations above, quality seems to be a philological
concept and it is difficult to find a meaning of quality in higher education.
However, an attempt to define quality in higher education was made. Many
definitions of quality were given by different people, for instance, ‘conformance
to requirements’ (Crosby, 1979), fitness for use’, as judged by the user (Juran,
1982), fitness for purpose’ (Ball, 19835), ‘a thought revolution in management’
(Ishikawa, 1985), Similarly, Goh (1996, p. 188) indicated that ‘quality is a term
that can be defined and interpreted in many ways’. It is not easy to provide a
single definition of quality, particularly when the concept of quality assurance
has been discussed in different areas, for instance, the definition of quality in
the business sector may be defined as ‘full customer satisfaction’ or fitness for
purpose’ or ‘a thought revolution in management’. Goh also indicated that.
many quality management professionals had used the concept of ‘customer

satisfaction’ to judge the goods and services generated by an organization.

It is noticeable that the meaning of quality originated from the business and
industrial sectors. As a result, the meaning of quality defined by many
authors related to key terms used in those areas, such as ‘customer

satisfaction, management’. Peter and Coote (cited in Green 1994, p. 13) also
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defined quality based on business and industrial sectors. They stated that
the traditional concept of quality was associated with the notion of providing
a product or service that was distinctive and special, and which conferred
status on the owner or user. Extremely high standards of production, delivery

and presentation were set, which could only be achieved at great expense or

with the use of scarce resources.

Harvey and Green (1993, p. 10) indicated that quality was related to two
things. First, quality was relative to the user of the term and the
circumstances in which it was invoked. It meant different things to different

people. Second, it was the benchmark relativism of quality. In some views,

quality is seen in term of absolutes. There is the uncompromising, self

evident, absolute of quality.

Later, Harvey (1994, p. 3) stated that quality can be viewed in terms of:
1) the exceptional (high standards);
2) consistency (zero defects, getting things right first time);
3) fitness for purposes (meeting stated needs or requirements);

4) value for money;

5) transformation (enhancing or empowering the participant).

Harvey also pointed out that the government gives priority to value for money

while expecting standards to be maintained.

Doherty (1994, p.231-132) indicated that ‘quality itself had some
contradictions, for instance, quality can be considered as both a strategic and
an operational concept. It is about people and systems. It has to be defined
both by the institutions and its customers, and it can not stand still, a high

quality today may be poor quality tomorrow’.

The American Society for Quality Control defined quality as ‘conformance to

requirements’ and ‘degree of excellence’ (ASQC, 1994, p. vii).

Billing (1996, p. 2035) indicated that the University of Westminster defined

quality as having the following meanings:
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1) quality is about anything that can be improved;

2) quality affects everyone in the university equally;

3) quality works when individual staff and students feel empowered
to fulfil their responsibilities;

4) quality 1s about teamwork;

5) quality can start anywhere and never ends.

More answers to the question ‘What is quality in higher education?’ were

found from the literature as follows.

Green (1994) considered aspects or dimensions of higher education which

had a general mission related to two activities. They were: 1) producing
graduates to meet the human resources needs of organisations in the
business, industrial and service sectors (including public services); 2}
pushing forward the frontiers of knowledge via research. Quality in this case,
therefore, was concerned with the production of graduates, teaching and
research in higher education. Green also defined quality as ‘effectiveness in
achieving institutional goals’. As Green explained, ‘a high quality institution
was one that clearly stated its mission or purposes and was efficient and

effective in meeting the goals that it had set itself’ (p. 9).

Tofte (19995, p. 470) defined quality in education based on Deming’s, Juran’s
and Ishikawa’s concept of quality as being determined by the customer. The
goal of educational systems is to provide students with the relevant
competence and learning situations that they need for bringing meaning to
their lives, and to create a better society. Quality in education in this
dimension, therefore means: 1) providing teaching and challenging
educational situations fit for all students’ needs, interests and expectations;
2) working for continuous improvement in all processes to make students

satisfied; and 3) working to maintain and/or add value to life.

Nebres (1998, p. 2) stated that in a new situation, with a large number of
universities and colleges, the meaning of quality involved in cost and
efficiency became more important. The country and society began to ask

whether universities and colleges produced quality graduates or not.
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Doherty (1994) also pointed out that colleges themselves had defined quality
in different ways. Doherty reviewed more than fifty schemes from individual
colleges and Local Education Authority (LEA), and there was a range of
different definitions of quality as follows: 1) ‘delight the customer’; 2) ‘the
elimination of errors and the prevention of waste’; 3) It includes the complete
service provided by the institution and its staff. It also refers to the teaching
and learning experience that must be at the centre of our professional
relationship with our students’; 4) fitness for purpose’; 5) ‘improving the
teaching and learning of our students’, 6) ‘excellence, customer focus,
flexibility, relevance, effectiveness, efficiency, conformance to standard’; 7)
‘the ability to satisfy the stated, or implied, needs of our students and their
sponsors’; 8) ‘conformance to specification’; 9) improved client satisfaction’;
10) ‘ensuring the accessibility, effectiveness and validity of our programmes’;

11) ‘quality is everyone’s business’

Gaster (1997, p. 41) stated that:

It is not easy to come up with a definition that suits all
circumstances and is at the same time capable of being put
into practice by everyone, from top to bottom of an organisation.
In recently, the definition of quality has to be negotiated.

This was similar to Brennan’s view, which considered that quality in higher
education is a multi-dimension concept and any attempt to legislate a single

definition seems bound to end in failure (Brennan, 1997, p. 9).

The Quality Assurance Agency for Higher Education (QAA, 2001) defines
quality in higher education as the effectiveness of the standards and the
effectiveness of teaching and learning as {ollows:

There are two dimensions to the quality of higher education.

The first is the effectiveness of the standards set by institutions.
The second is the effectiveness of teaching and learning support
in providing opportunities for students to achieve those standards.

There are some observations about the definitions of quality assurance from

the literature review as follow:

First, although a debate on quality has taken place worldwide (see for
instance, Craft 1992; Neave, 1994; Ferderikes et al. 1994, de Ruder 1994
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cited in Goodland, 1995, p. 8), it seems to be clear that definitions of quality
in the early years of the 1980-1990s was varied and reflected a different
perspective on the individual and society. It is difficult to find a single
definition of quality. In addition, quality can mean ‘different things to
different people’ as Harvey and Green (1993, p. 10) stated. A definition of

quality seems easier if it relates to something.

Second, the definition of quality as fitness for purpose’ was found frequently
(see for instance: Ball, 1985; Green 1993; Goodland, 1995; Goh, 1996;
Gaster, 1999). In my opinion, the strength of this meaning is that it is more
flexible for all purposes. The weakness is that it is too broad and more

philosophical than practical.
In my opinion, quality seems more appropriate for these given meanings:

1. Quality means fitness for purpose’. This meaning of quality was defined by
Ball (1985). Green (1994) indicated that this definition was adopted by most
analysts and policy makers in higher education, and became significant in
higher education. Mcdowell and Sambell (1999) explained that quality
defined in this way would ‘allow institutions to define their purpose in their
mission and objectives, so quality was demonstrated by achieving this’. In
addition, using the definition of quality as this concept can be related to two
tasks. The first task is for higher education institutions to set objectives that

embody what 1s expected and required by students and customers. The

second task is for the institutions to ensure that they attain their objectives.

This definition is also similar to the definition of quality given by Juran (1982)
as ‘fitness for use’, as judged by the user (Mcdowell & Sambell, 1999, p. 107)

2. Quality means ‘conformance to a specification or standard’ and

‘effectiveness in achieving institutional goals’, as Green (1994) defined it.

3. Quality s about people and systems. It has to be defined both by the
institutions and its customers’ (Doherty, 1994, p. 131-132).
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The meanings of quality as Green and Doherty defined it seem to be suitable
for use in higher education institutions. It is clear that the meaning of quality

as Doherty stated it in 1994 is now being used widely in higher education

institutions.

4. Quality is related to two dimensions: ‘the effectiveness of standards set by

the institutions’ and ‘the effectiveness of teaching and learning support in

providing opportunities for students to achieve those standards’. This
definition of quality was given by the Quality Assurance Agency for Higher
Education (QAA, 2001).

The meaning of quality given by QAA in 2001 as ‘the effectiveness of
standards set by the institutions, and the effectiveness of teaching and
learning support in providing opportunities for students to achieve those
standards’ is similar to the meaning of quality that has been used in higher
education institutions in my country as well as in Rajabhat Institutes. This 1s
supported by Brown (1997, p. 13), who indicated that the meaning of quality
in higher education should be mainly based on ‘the quality of teaching and
learning’. Thus, this definition of quality seems to be suitable for the question

‘What is quality in higher education?’ in this century.
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