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Interlude:

Total Quality Management is totally related to a firm’s continuous and incremental progress in terms of profitability and Return on Investment. Usually productive companies do use the approaches of TQM. However, now days educational institutions are not far away from  the profitability and sustainability. Hence, this important to consider the competition, and profitability to sustain in the future market. As no one denies the financial viability and market competition even in the ideal sector like education. 

Implementation of TQM (Total Quality Management)
1. Service Quality = Customer service + customer relations + others.

2. An appropriate sequence of techniques should be used with a clear cut focus.

3. Appropriate language easily understood by customers can speed the introduction of change, 

4. Significant changes in customer satisfaction and cultural orientation cannot occur without initial mass training efforts.

Lawton in 1991, outlined 6 step procedure for creating a customer centered culture:

a. define service as a tangible product

b. Identify and differentiate customers in terms of their role, power, special characteristics and needs. 

c. Determine the customers’ prioritized expectations related to the service product attributes as performance, perceptions and outcome.
d. Continuously measure the degree to which expectations are being met. Manage the customer’s experience by actively soliciting feedback and acting upon it promptly.

e. Maintain a current description of the service creation and delivery process with charts, texts and measures, and 

f. Establish and maintain service quality measures.

Savell and Williams (1988) have outlined the quality management implementation process for improving the internal quality of service functions as-

a. select the areas that need quality management emphasis

b. define the service process or operation to be performed

c. analyze the current system or process

d. develop an excellence service process model

e. Identify key performance areas.

f. Develop a process quality control systems
g. Integrate process quality control into management Controller of Examinations

h. Establish a continuous improvement process.

Mefford (1993) has proposed a total service quality approach for effective quality control and improvement. The essential elements of this approach are –

a. A philosophical base, the belief by everyone in the organization that quality service is a cost effective and the best way to operate.
b. Organizational commitment, which demonstrates continually in the firm’s strategies and operations, in particular in performance evaluation and the rewards system

c. Employee empowerment, where employees are given primary responsibility for delivering and improving quality service.

d. Process orientation, an emphasis on improving the service process to make it more effective and consistent; 

e. Continuous improvement emphasis, a belief that the service system, no matter how good it is, can always be improved, and 

f. Feedback loops, programs that are established to continually monitor customer expectations and satisfaction with the service offered. 

Framework for improving service quality:
Develop service quality strategy

Analyze service process and define all quality measures


Establish process control system

Investigate the process to identify improvement opportunities


Improve process quality and monitoring.

Total Service Quality Effectiveness (TSQE) = f (TMR, PPI, HRE, COR, EA)

1. TMR= Top management commitment response

PPI= Product and process improvement

COR= Customer Orientation Response

HRE= Human Resource Excellence

EA= Economic Advantage

	1.a. TMR= f (TD, RA, PCR)

TD= Time devoted

RA=Resource allotted

PCR=Personal change response


	1.c. HRE = f ( C,T,I,A)

C= Improvement and change in communication 

T= Training

I= Information

A= Accountability

	1.b.  PPI = f(R, LR, CC, D, CR)

R= Reputation

LR=Reduced liability risks

CC=Reduced customer complaints

D= Smoother delivery system

CR= Enhanced customer response


	1.d. COR = f (CS, ES, CWF)

CS = Customer satisfaction

ES = Employee satisfaction

CWF = Cohesive workforce

1.e. EA = f (CS, C, VS)

CS= Change in sales

C= Reduction in costs

VS= Increase in Value in service


Translation of TQM Concepts, particularly focusing on educational institutions:
The quality of an educational system can be defined in terms of five dimensions:

a. Reliability: The ability to perform the promised services i.e., imparting knowledge, dependably and accurately;
b. Responsiveness: The willingness to help students and provide prompt guidance;

c. Tangibles: Physical facilities, laboratory equipment and its use;

d. Assurance: The knowledge and courtesy of the faculty and its ability to convey trust and confidence; and

e. Empathy: The caring, individualized attention paid to students.

The main emphasis of TQM with regard to educational institutions is as follows:

· Customer (Internal and external) satisfactions;

· Responsibility and commitment of the top management

· Application of statistical process controls

· Team work and training, and 

· Quality System and processes.

In transferring TQM from industry to education, it must be kept in mind that :
· Education is human resource development and not an assembly line for the supermarket;

· The principles of TQM remain unchanged, but the specifics of the application involve new elements and 

· Some of the ideas are not new, just long ignored.
Conclusion:

In most of the cases the academic institutions are talking and contemplating about the quality education and quality issues, but never process the thinking methodically, whatever might be the reasons, experts in the Total quality management always proposes a system that would systemic and sustainable to follow. 
