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Abstract

In this paper is given integral methodology for the design of TQM (Total Quality Management)
system in higher education institutions and its implementation in practice of higher education, as well as
actions to be taken to build a system of quality assurance. The success of the application of TQM strategy
depends on the commitment of the academic staff and administration and their motivation. Although the
philosophy of total quality management (TQM) is deeply involved in many higher education institutions
and business aspects of European and other countries, it is not sufficiently present in the country and
other developing countries. Especially critical is the long term point of this philosophy, when results do
not come “overnight”. Globalization allows creating a European area of higher education in order to
facilitate joint knowledge creation and greater mobility of students and academic staff. Thus Europe has
become a common space of higher education, the rules and principles designed to work together and to
use the common results.
Key words: TQM strategy, internal standardization, statistical process control, quality assurance, cost

analysis methodologies

Introduction

National Programme for the Development of Education in Macedonia (www.npro.edu.mk) expresses the
desire of the state to bring about change in education that will enable compatibility of study programs,
recognition and recognition of degrees awarded at all levels of education in European educational space
and greater employability in the European labour market. The structure of the system of quality assurance
in higher education institutions correspond to regulation, although there is a deep gap between
management of quality and culture of quality. Higher education institutions are aware of the need to
redesign the profile and curriculum and quality of teaching depends primarily responsible for the
reassessment of values, attractiveness of an innovative learning environment, and in the highest degree
will depend on the leadership of higher education institutions. Macedonian higher education institutions
should accept new TQM strategy and implement it in educational processes.
The essence of TQM (Total Quality Management) strategy
TQM philosophy is embodied in many higher education institutions in the world, and its application
means new key change in the approach to the quality of the educational process, according to Kano
(1996). The first change concerns the establishment of a process of continuous improvement in all
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segments of higher education institutions with the involvement of academic staff, and the other, to meet
the needs of all users (students, teachers, Ministry of Education, employment and professional bodies,
society general and international forum) with the results of the institution.

Factors for successful implementation of TOQM strategy inhigher education institutions

A condition for successful implementation of TQM strategy in higher education institutions is having
modern management, particularly strong leadership (according Ciampa, 2005). Leadership Initiative
includes the top, commitment to TQM philosophy with their active participation, according to academics,
penetration of opinions, proactive work style, teamwork, training, support for successful actions and
achievements. Spreading the TQM conception in higher education institutions requires a particular social
and cultural level of the middle (habits and mentality of employees), infrastructure creation and
development of corporate culture in higher education institutions. In this paper we make an effort to,
using the principles of TQM, develop a universal, integrated methodology for design and
implementation of TQM system in higher education Mitreva (2010). This methodology should help to
give useful guidance to all higher education institutions tend to be educational institutions "world class".

1. INTEGRAL METHODOLOGY FOR DESIGNING AND IMPLEMENTING TQM SYSTEM IN
MACEDONIAN HIGHER EDUCATION INSTITUTIONS

The need of redesign or reengineering can occur in educational institutions who want to leave the
traditional approach by introducing a new, modern approach to education and science. Both approaches
are based on the same tenets: competence, ability and knowledge, but they are applied differently
according to the country's technological development and higher education systems therein.

Although the philosophy of total quality management (TQM) is deeply involved in many higher
education institutions and business aspects of European and other countries, it is not sufficiently present
in the country and other developing countries. Especially critical is the long term point of this philosophy,
when results do not come “overnight”. Globalization allows creating a European area of higher education
in order to facilitate joint knowledge creation and greater mobility of students and academic staff. Thus
Europe has become a common space of higher education, the rules and principles designed to work
together and to use the common results.

In this paper is given integral methodology for the design of TQM (Total Quality Management) system in
higher education institutions and its implementation in practice of higher education, as well as actions to
be taken to build a system of quality assurance. The success of the application of TQM strategy depends
on the commitment of the academic staff and administration and their motivation.

Integral methodology for designing and implementing TQM system, as suggested in this paper, consists
of more methodologies Mitreva (2010): Methodology for subsystem-internal standardization;
Methodology for subsystem-Statistical Process Control (SPC); Methodology for analysis of total cost of a
given process; Methodology for subsystem-education; Methodology about evaluating the success of the
designed and implemented system in TQM (Audit). Basis in creating this model is redesign, after that, it
starts a new phase of business-continuous improvement, or turning round Deming quality
(Plan-Do-Check-Act).
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1.1.Methodology for subsystem - internal standardization

Each institution builds its own quality assurance system in accordance with the teaching - educational
field that nurtures and under the conditions in which it is performed, and within the European standards
for higher education. Working under the acts that defines all procedures of teaching - educational and
scientific - research and obligations and responsibilities of all employees. The development flow of the
design and implementation process of internal standardization is carried out through the following

activities (See Figure 1).

Responsibility of top management for designing
the quality system

Tactic level management designs the internal
1 standardization subsystem
v '
Team election Designing and implementing
1 standardization system plan
v .
Team members education
for internal standardization
Plan o ¥
’ Des1gn1n‘g SOP ‘

A 4
’ Exploring the possibilities for improving ‘
the quality and efficie'ncy of processes

’ Establish checkpoints processes ‘

-
’ Defining doduments - ‘
input and output processes

Do Application of acquired knowledge and experience in
the design subsystem for Standardization

A 4
Check ’ Checking and evaluating the results ‘
of a new applied SOP

Assessing the need for corrective measures

\ Again: Plan—-Do-Check-Act
As a second circle
Figure 1: Flow of process design and implementation of the subsystem of internal standardization
Checking (assessment) is organized within the institution (self-evaluation) and out of the institution by

the Agency for evaluation.

1.2.Methodology for subsystem - Statistical Process Control (SPC)

Measuring the quality of the educational process is carried out by applying appropriate methods and
techniques, which provide data collection and information about the current situation. Based on the data
and information evaluated basic level indicators work and selected problems that require special attention.
The ongoing construction of the subsystem of statistical process control is carried out through the

following activities. (See Figure 2)
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Responsibility of top management to

the design of system quality
e 2

The management of tactical level
projected subsystem SPC

v

Team election

3

Plan design
and implementation

N \M
Education team members
for all methods, techniques and tools
for working without defects

of the subsystem

Application of different methods in
a particular order in the company
(using software)

v

Making forms for collecting data from SPC

¥

Designing subsystem SPC

Checking and evaluation of effects
from the applied subsystem

Assessing the need for corrective measures
in the design

* Again: Plan—-Do-Check-Act

As a second circle

Figure 2: Flow of the process of designing the subsystem SPC

1.3.Methodology for analysis of total cost of a given process

TQM strategy requires quality management processes, and management costs. The methodology of the

cost can be used for any process in the higher education institution (see Figure 3).
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Responsibility of top management for designing
the quality system
C 7
The ma.nagement' of tactical level
subsystem projected cost of quality

v

Plan design
and implementation
of the subsystem

Team election

i
v
Education team members
for various options (methods) for analysis
Plan of cost (using software)

’ Application of different methods and techniques ‘
for cost analysis

’ Making the appropYiate documents ‘
to simplify application

Designing subsystem cost analysis

e 2

Check Checking and evaluation of effects
from applied subsystem

Assessing the need for corrective measures

¥ again: Plan—Do-Check-Act
As a second circle
Figure 3: Flow of the process of designing the subsystem of costs
1.4.Methodology for subsystem — Education

The system providing total quality management should not only be designed well but it is necessary its
consistent implementation in practice. It is therefore necessary continuing education, training,
management and academic staff, training of students and the administration and application of Deming

circle of quality. (See Figure 4)
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Responsibility of top management for designing
the quality system

Department of Education and Training
prepares plan for education employees

]

Selection of lecturers and preparation
of education programs

Zp o=

Selection of staff by level of
quality management and functions
1

. M ..
Check with test participants

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, *,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

D
o Conducting seminars for education and training: adequate room,

group discussion, individual learning, literature
consultation

e 1 """""""" Identification of knowledge 1 """""""""""""""""""""""

¥

Monitoring of discussion participants ‘
k 4
’ Choosing the best actors in education ‘

4
’ Applying knowledge on workplace ‘

=Kol d
=

’ Determining the Wea.kne:ses of previous seminar ‘
1
Defining the r!quirements for
improving the educational process
} again: Plan—-Do-Check-Act
As a second circle

Figure 4: Flow of the process of design and implementation of the subsystem of education
1.5.Methodology for evaluating the results of the implemented system and projected on TQM
(Audit)

The purpose of the fifth stage - control is the assessment and monitoring of the results of previous stages.
(See Figure 5)
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