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Abstract

Quality management of higher education is a vital concern totlag. purpose of this study

was to examine education quality management practices of Ethiopian public universities and to
investigate a relationship between three dependent variables (planning for quality education,
implementation of plans and performancepiovement) and five independent variables
(identification of guality education, consid
education quality management strategies and taking actions). Both quantitative and qualitative

data were collected by meansf questionnaires and interviews. Respondents of the
guestionnaire items were 170 education managers and student union representatives. In
addition, ten senior instructors and ten senior students were interviewed. The responses
obtained using questionnasewere analysed using frequencies, percentages, means, modes,
chrsquare tests and Spearmand6s correlation. Re
the questionnaires and interview responses were analysed qualitatively using themes of issues
most freqently obtained. This study showed that: in nietiopian publicuniversities the

educational quality planning process is not participatory. There is a gap in using their plans in
guiding their day to day activities. Most universities do megularly colect data on

satisfaction levels of their customeEducational process changes are not tested on small

scale before a wide spread application. It also showed thatetis a strong positive
relationship between performance improvement and the four indepe variables namely:
considering customersod needs, performance tr
actions in Ethiopian public universities. Consequenmtigommendations have been given so as

to improve education quality management practicdstbiopian public universitiesThis study

hopefully contributes a lot foperformance improvement of similar higher educatgstem

Key words:

Quality; management; education; universities; planning; performance; improvement; quality
assurance; higher ettation; educational management



Chapter One

1. Introduction

1.1 Introduction to the Study

Quality has always been of central intereshigher educaton Accor ding to Gi ert
can be seen as the trade markhajher educationwithout quality, there is ndiigher

education Giertz 20005). This is to mean that all higher education institutions should provide

quality education. However, this may no¢ possible in all institutions due to difference in

guality management practices including planning procedures, implementation of plans,
tracking performances and strategies followed to provide quality education. Mordoiger, i

difficult to manage edut¢ai o n a | qguality if we dono6ét know wha

AQualityo i $ waad nsed tyindiaate thatrorganiztidmsve found something

good. To say that something is goaathether just good enough (that is as persthedardsor
extremelygood excellencg- is an empty and meaningless statement as long as one cannot say

0 g o m dh@at wayor on what groundsManagersieed to spefy the criteria theyuse to make

judgements about qualit{Giertz 2000 Mishra 2007) Many definitions ofquality education

exist; different stakeholders have different megsirior quality education (Adam$993).

Confirming to the complexity and multifaceted nature of the concept, it can be operationally
defined as fAeducati on utshatmeamsalIsd sa kethwd aretrss 6t
measured by the studentsd academic performanc
educational quality, it is important to identify indicators used to judge quality. Managing
factors that influence these qgiraiindicators in turrwill help to manage educatiauality.

Higher education environments across the globe are frequently described as turbulent and
dynamic. Both global and national forces are driving change within and across individual

countries andheir higher education institutions. These changes have served to put the issue of
guality management firmly on the agendas of national governments, institutions, academic

departments and individual programmes of study. Despite the progress that has téeen ma



through research and debate, there is still no universal consensus on how best to manage
quality within higher education. One of the key reasons for this is the recognition that quality is

a complex and muHiaceted construct, particularly in higheruedtion environments (Cheng

& Tam 1997; Becket & Brookes 200Qin Su 201%

Provision of quality education is an essential means to achieve optimal development for a
nation. The Ethiopian education and training policy and consecutive education sector
devdopment programs (Education Sector Development Program | and Education Sector
Development Program IlI) have made significant efforts to create access to education for many
children of school age (MinistrOf Education (MOE) 1994; MOH999 and MOE, 2002).
Consequently, primary school enrolment has increased dramatically (MOE 2010). This has also
increased the enrolment rates at secondary and tertiary education levels. Thetsaatient

ratio, student textbook ratio, student classroom ratio and the prowsiqualified teachers

have become problem@MOE 2007). That is, managing quality of education has been
chall enged. Offering quality education depend
institutional facilities. According to the reviewedelititure, provision of quality education
depends, to a large extent, on the quality of its teachers (Sché&tiGaodfried 1993; MOE

1994 Fredrikssor2004 Colby2000).

Ot her than teachersodo effectiveness ffectmthenagi ng
quality of education. According tMOE (2005) and Berhanu2009) students cannot work
effectively in classrooms if institutional equipment and furniture are available in limited
guantity. That is why the Ethiopian education and training polivgsgemphasis to the supply,
distribution and utilization of educational materials as well as educational technology and
facilities to promote quality educatioMQE 1994). In addition, it indicates those inadequate
facilities, inadequate training of teachers, overcrowded classrooms, shortage of books and other
teaching materials to be factors that can lead to low quality education proM@de 1994).

Managing and improving quality of these factors can yield to provision of higher quality

education.

Ethiopian Ministry of Education has intervened to manage quality of higher education by
providing further education opportunities for instructors, purchasing and sup@gtucational

facilities and assigning institutional responsibility to assure the relevance and quality of higher



education for higher education relevance and quality assurance agency. This is because of the
fact that provision of quality higher educatias a vital condition to produce the intended
skilled humanpower. Since students are expected to apply what they have learned in their field
of study in real world of work, managing quality of higher education is crucial.

Managing quality of higher eduwan also helps to increase productivity. Moreover, the
government, potential students, employers, parents and other concerned stakeholders should
have information concerning the quality of education provided in higher education institutions
(Yizengaw 2003. This will be made possible if there are research outputs that have been
undertaken on education quality management. Besides, if there are research outputs on quality
management of education in higher education institutions, the stakeholders suctuet®inst
students, deans and other concerned bodies will use methods recommended by researchers to
manage and improve the situatioBait, as far as the current researckeows, there are no
researches conducted on quality management of education ipithpublic universities. The

study made by Mul2012) on quality and quality assurance in Ethiopian higher education did

not address the issues that have to be addressed in quality management as cited by Edward
Deming, the quality guru, whictme currentesearcher raised in higsearch questions (Mulu

2012; Rusel & Taylor2006). In addition, it seems that there are no clear strategies used to
manage educational quality in Ethiopian public universities. Therefore, this study investigates
guality managment of education in Ethiopian public universities as viewed by education

managers (deans or directors, departmental heads) and students.

1.2 Statement of the Problem

The Government of Federal Democratic Republic of Ethiopia has 31 public univeasties

fast increasing number of private higher education institutions. The Ethiopian government is
now paying attention to issues of qualityhagher education level (Mate2007;Mulu 2012).

The country is becoming conscious of the need for effectivelitguplanning and

implementation of the plans for quality improvement.



The need to improve quality of higher education institutions, the need to reassure the public
about quality of education provided and the importance of ensuring that education wffered
higher education meets acceptable local and international standard will be made possible if
research is undertaken on status of quality management of education in higher education
institutions. Those concerns, together with the need to collect datalumatenal quality
factors so that policy decisions regarding higher education can be based on evidence and
systems followed to manage educational quality can be repeated in other educational
institutions. Until recently, there is scarcity of research aality management of higher
education in Ethiopia. The studies which exist mostly describe the quality of primary education
system or part of the system in terms of O6in
equipment, materials, etc.) or lookstudent achievement in relation to renacy and literacy
(Derebss&011). The aim of this study is, therefore, to fill the knowledge gap in this area in

higher education institutions.

Many instructors in higher education institutions in Ethiopia clddnatt st udent sé per f
are declining from time to tim@Ayalew, Dawit, Tesfaye & Yalew2009). It also seems that

there are no quality management strategies commonly followed by these institutions.
Moreover, there are no research outputs undertakenualitygmanagement of educational

processes in higher education institutions in Ethiopia. As a result the topic of this research and

recommendations to be forwarded are timely solutions to the existing problems.

Provision of quality higher educationistheas e f or the nationdés devel
provision of quality higher education seems difficult. Several factors contribute to the decline

in quality of highereducation. According to Mater@007) these may include budget
limitations, rapidly rigng enrolmentsand insufficientnumbers of qualified academic staff in

higher education institutions, retirements, HIV/AIDS and poor governance. In addition to
resource limitations, poor planning procedures for quality education, inadequate
implementationof plans, insufficient performance tracking techniques and absence of well
documented quality management strategies are the main causes for poor education quality
management practicd&sizmadia2006). But the status of these issues was not studied in

Ethiopian puwblic universities. Therefore, the currestudy is focussing to addsethisgap.



As already mentioned, the Ethiopian government assigns institutional responsibility for higher
education relevance and quality assurance agency to manage quiaiglgen education. This
institution works at its best to attain its objectives. In addition to this institutional
responsibility, university members themselves have to do their part towards investigating the
current practices of quality management of etlonain their institutions and to improve
guality management practices accogiyn That is why the current researchemants to
investigate quality management of education in Ethiopian public universities. To this end, the
study aims to address the followi basic questions.

Main Research Question

1 What are the practices of quality management of education in Ethiopian public

universities?
Sub Research Questions
1.What procedures do Ethiopian public universities follow to plan for quality education?
2. How do Ethiopian public universities implement the quality education plans?
3. How do the Ethiopian public universities know that they provide quality education?

4. What strategies are available for quality management of education in Ethiopian public

universites?
5. Why do these universitiasse their current strategies to manage quality of education?

6. Is there a strong positive relationship between the three dependent variables (planning for
quality education, implementation of pkmnd performance improvement) and the five
independent vari abl es (identification of gua
performance tracking, strategies of education quality management and taking)aafion

education quality management?

7.What are the strengths and weaknesses of the current quality management practices in

Ethiopian public universitiés



Hypotheses of the Study

1.HO: There is no strong relationship between identification of quality education and planning
for quality education

2. Ho: There is no strong relationship between idesdtfon of quality education and
performance improvement.

3.Ho: There i s no strong relationship between
planning for quality education.

4 Ho:There is no strong relationship between col
improvement.

5. Ho: There is no strong relationship between performance tracking and implementation of
plans.

6. Ho: There is no strong relationship between performancekitrgg and performance
improvement.

7. Ho: There is no strong relationship between quality management strategies and
implementation of plans.

8. Ho: There is no strong relationship between quality management strategies and performance
improvement.

9. Ho: There is no strong relationship between taking actions and the implementation of plans.

10.Ho: There is no strong relationship between taking actions and performance improvement.

1.3 Aim and Obijectives of the Study

The aim of this study is tdescribe and evaluate practices of education quality management in
Ethiopian public universities. The investigation was accomplished by compiling views of
education managers (deans or directors, departmental heads) and students in Ethiopian public

universties and through reviewing literature in the area.



More specifically, the objectives of this study are:
1. To examine the actual procedures followed to plan for quality education in Ethiopian
public universities.
2. To investigate how plans for quality education are being implemented in Ethiopian

public universities.

3. To look into how the Ethiopian public universities track their performances to manage
quality of education.

4.To investigate strategies available éuality management of educationEthiopian
public Universities.

5.To find out reasons why these universities use their current strategies to manage quality
of education.

6. To investigate the relationship between the three dependent variables (plasming f
quality education, implementation of plan and performance improvement) and the five
i ndependent vari abl es (identification of
needs, performance tracking, strategies of education quality management and taking

actons).

7. To identify and evaluate strengths and weaknesses of the current quality management
practices irEthiopian ublic Universities.

1. 4 Significance of the Study

These days, the issue of education quality management is topical. But there is no research
conducted on the practices of quality management of higher education institutions in Ethiopia
(Yizengaw 2003). More importantly the quality management of educationrelation to
planning for quality education, implementation of educational quality plans, tracking their
performance to improve quality and strategies available for quality management are not
addressed. Thereforthis study is going to fill thgyap by ctlecting and analysing views of
education managers (deans or directors, departmental heads) and students in Ethiopian public

universities and reviewing experienagfsother institutions asnade through related literature



review. Th e c ur r e n experience efagachingeinr biissness and economics faculty at
Bahir Dar University for about eight years hasotivated himto investigate quality
management of education to contribute to the solutions of the existing real problems in this
area. In general, i study is believed to have the following significances:

- The study will create an awareness of the status of education quality management
practices in Ethiopian public universities.

- Through analysing the strengths and weaknesses of universities andg makin
recommendations, the study will contribute to improve the current education quality
management practices.

- Through documenting experiences of different higher education institutions, the
study will help to improve education quality management practicesthiopian
public universities.

- The study will help education managers, instructors and policy makers to take
remedial actions to improve education quality management.

- The students who are thecipientsof education quality management will also
benefit a lot from the study of this magnitude. If quality management of education is
improved in an institution, students will be more satisfied from that institution

through quality education that they will get.

Other researchers may use the research results as a springboard for further
investigations that will lead to improvement of education quality management in other

educational settings.

1.5 Limitations of the Study
The researcher understands thatfttiewing are limitations of the study:
First, the researcher considered only the wun

management practices, other programs like distance and open learning, summer, extension and

graduate programs were not ciolesed.



Second, from the three core activities of a university: teademging, research and

community services the last two core activities were not considered.

Third, most interviewees were not willing to be recorded during interviews therefore the
researcher took only notes on their interview responses. As a result there might be loss of some

important information.

Forth, the researcher excluded some groups of staff members in the sampled universities. He
included only education managers (deanslioectors and departmental heads) and student
union representatives. However, ten selected senior instructors and ten selected senior students
were included in the interview held for this study. But if other instructors, other students and
employers of gaduates included, they might have different views. Therefore, different findings

might be obtained from these groups as compared to the current findings.

1.6 Delimitations of the Study

This research would have been more comprehensive and conclusitiadfbeen carried out

by considering views of education managers, instructors, students, employers and other
stakeholders. However, it is limited to the investigation of quality management of education by
considering views of education managers (dearmbrectors, departmental heads) and students

in Ethiopian public universities. It also does not consider other core issues in Ethiopian public
universities like research and community service for the sake of clarity, manageability and in
depth analysis. Fthermore, the study is delimited to undergraduate regular degree programs
quality management practices as viewed by selected education managers and students in
Ethiopian public universities. This delimitation is made because the research would not be
manaeable if views of all stakeholders in all universities and all programs in these universities

were included.
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1.7 Definition of Terms

Education Managers: are individuals in the position of departmental heads or course chair

persons and above such as program managers, vice deans, deans/directors, university vice

presidents and presidents. In this study the term education managers refer to deans/directors

ard departmental heads of Ethiopian public universities.

Instructors: are university teachers from the position of graduate assistant | to professors

teaching in Universities.

Public Universities: are degrees granting universities financed by the Ethigpa&ernment

budget under Ethiopian ministry of education (MOE).

Quality Education: educati on t hat enabl es studentsbéb
their customersd requirements as measur ed

results).

Quality Management: the management practices and activities of education mar{dgarss

or directors and departmental hegidsassure and improve educational quality.

1.8 Organization of the Study

The report of this research has five chapters. The first chapter deals with introduction to the

study, statement of the problem, aim and objectives of the study, significance of the study,

limitations of the studydelimitations of the study, definition &ky terms and organization of

the study.

The second chapter will review literature related to the study. Chapter three will deal with
research methodology; chapter four will present and anglhgseollecteddatg and chapter

five will deal with interpetations of major findings, conclusions and recommendations. Then

references will be acknowledged by using the Harvard referencing style and at the end

appendices will be attached.

k nc

by
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Chapter Two

2. Review of Related Literature on Quality Management of Edud#on

2.1 Introduction

This chapter deals with review of related literatdrnee chapter has two parts. Part one is about
conceptual considerations of quality managemiekefines and explains the various concepts
and issues related to quality and dyaimanagement in general and education quality
management in particular. It comprises exploration of scholarly literature related to the topic
and research questions of this stuBhart two of this chapter is about quality management
frameworks. In this @rt, the researcher will discuss the quality management framework that he

has used to guide the current study.

Part One: Conceptual Consideration of Quality Management

2.2 Concepts of Quality

Many people talk about 0 qaqualityistabodt is veByuifficult. o d e f i
Giertz, states that:

fiTo define what is meant by quality is easier said than done. Everyone who has tried knows
that it is difficult to catch its full meaning in a few words or a short descript@mrevento

give any satisfactory description at all. And the more we try, the more frustrating it gets. It
istroublef r ee t o agree with Pirsi ¢Pirsigi@®4, i,k Owhat
in Giertz 20003).
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If people definqual ity based on their own perceptions
they will find that perceptions vary. This difference might be because of the following reasons:
Firstly, quality has many features and can be viewed from many viewpointcadneever

wrap them all. A selection has to be made and that selection is all the time based on beliefs
sometimes individual beliefs, but often beliefs shared by a group of stakeholders. Besides
academics, there are many diverse stakeholders of higheatexh that want to have their

input in deciding what quality is in higher education. And these are composed of: students,
parents, future employers, the state and funding bodies (Barnett 3139@poli1991). These
stakeholders have shifting interestalagive main concerns to diverse aspects. Therefore, it is

difficult to address all these diverse concerns.

Secondly, higher education as such is not as similar as it was. This means that we might be
referring to diverse types of performances when \eabout higher education. Following the

in progress expansion and diversification of higher education, there are many different types of
higher education institutions. An important difference is that purposes vary. If quality is seen

as Af i t neossse 0f19BER wligatlis considered as quality will vary too. We can no

longer be sure that the higher education we know and on which we base our notion of quality is

the same kind of performance that others refer to when they talk about quality in higher
educationi our implicit knowledge might not be the same as the implicit knowledge of other
peopl e. Therefore, it is always important to
most important concern here is that it is important to express anify plrceptions of quality

so that different beliefs and refer Giedzz point
20003).

The following explanations are made to understand concepts of quality that are used in quality
management in business amdlustry context. These various definitions of quality are also

important to understand the term quality in education quality management.

Continuous Improvement: If an institution or organisation can maintain continuous
improvement, that institution organisation is considered as of acceptable quality instituti
(Deming 1986 cited in BoguE998).



13

Fitness for Use:Services or goods are regarded as of acceptable quality when they satisfy the

expectatios of the customers (Guaspari 1985 cited in BA$98).

Conformance to Specifications (Standards)When services or goods meet set specifications

or threshold standards, that service or goods is regarded as of acceptdtyl¢@noaby1984).

This concept of quality develops from quality control in thenofacturing business. In this
approach, the quality of goods or services is measured as to whether it meets the standards set,
being rejectedf it does not conform (Green 1994; Harvag02).

Consideration of Multi-aspects: An organisation or institutiomeeds to consider not only
fithess for use or conformance to specifications but also reliability, durability, aesthetics and so
on. It must comprise diverse characteristics and goals, the procedures employed for achieving
those goals and how the goals achievel (Garvin 198&ited in Bogue 1998)Nith respect to

the production of goods such as cars or furniture, the definition of quality may be
straightforward, and there is no confusion in its meaning. However, there is no -autlear
meaning of qualityin higher education as there are diverse stakeholders involved in the

discussion of gqudy in higher education (Bogu£998).

For instance, European higher education institutions were disinclined to define quality in
higher education since they saw quaéis context dependent, whichanges from time to time
(Brown 2004; Harvey 2005; Lim 2001; Loma802; Sanyal & Marti2007). Rath (2010)
demonstrated that regardless of different arguments about the concept of quality, it is possible

to categorise a wideinge of concepts of quality in higher education as discussed below:

Quality as E x ¢ e p tGreenncalls thi® émncepe thd teaditoreald concept of
quality. When people talk about promoting quality, they frequently mean promoting
excellence. ldwever, quality is not the same as being excellent. Every university or college, of
course, tries its best to deliver its programs with quality, not to aim for excellence because it
needs to focus on mass education and not only the elite education. flilisodge promoting

excellence, applies more to higher education dedivday elite institutions (Greet994). He
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argues that institutions that have focused on the mass system of higher education are perceived

as somehow of | ower gQuwdrndegq§, wdred et Wensag eu mMmiewaa
0fitness for2@U2)posHédvdrltomalsess, Green argues
to quality is resource consuming, and it is not of much value when the quality of the whole
institution is assesdgGreenl994).

Quality as Fitness for Purpose:This approach requires the institution to focus on what is
needed to achieve the stated purpose or mission of the institution. There must be a match
between stated goals and their achievement. An institth@ncan achieve its set goals and
missions is regardedsa quality organisation (Gred®94; Williams & CappucciriAnsfield

2007).

Some governments and most higher education institutions are in favour of the fithess for
purpose approach; for exampthe Australian Universities Quality Agency and the Ethiopian

higher education relevance and quality agency audit the quality of an institution based on the
purpose or mission of that institution. An institution is perceived as successful when its
purpose o mission is set on the basis of the context and time because quality is context
dependent, evolving over time (Lim 2001; HERQAO 0 6 ) . The quality ass.¢.
subject review approach and the ISO 9000 series quality assurance procedures aretbased on

concep of fitness for purpose (Lom&902).

According to a survey of senior managers {piae-chancellors, vice principals, deans and
academic registrars) in a wide range of universities in the UK, fithess for purpose was the
approach to quality #t got the most support, closely followed by transformation. Exceptional
performance (excellence) and value for money got far lower support and the latter was the least

popular approacfLomas2002).

However, the key question is how do we know our produestervice fits the purpose? Who is
to define the purpose? Educators, students, employers, governments, or the public? It is a
waste of time trying to specify the purpose of higher education. So the purpose is in the eyes of

the beholder. This is to meahat interpreting it is the role of the uggtarvey & Newton



15

2007) . Harvey and Newton stress that o66fitnes
of guality with the account é@arvey & Newtora20@/r oac h 1
235).

Similarly, Green states that it is not easy to define the purpose of higher education because
there are diverse stakeholders involved in discussions in relation to qualiég isshigher

education (Greed 9 9 4) . AWho should define the purpose.
the government, the students, the employers of students, the managers of institutions or the

academic professil2p.nal s?0 (Green 1994:

Quality as Value for Money: This notion hasts focus on efficiency in the use of public
resources, and accountability to political authorities. This concept is popular and is often
supported by governments because it is responsive to accountability. In higher education,
efficiency in the use of resoces needs to be considered in order to meet objectives and
purpo®s set by an institution (Lom&902). However, a value for money approach is more
likely to undermine professional autonomy and academic freedom because in order to achieve
value for moneythere will be imposition from government via funding agencies araditgu
assurance agencies (McNap95). Value for money approach shifts higher education
institutions from a collegial tradition to a managerial enterprise. It also more likely weakens the
traditional concept of collegiality and sedgulation(Lomas2002).

Satisfaction of the Client: The perception of the student as a consumer in higher education is

on the rise, meaning that an institution is perceived as being of acceptable quatityt whe
meets the expectations of the consumer. Demin
translate future needs of the user into measurable characteristics so that a product can be
designed to give satisfaction at a pribattthe user willpay ( Demi ng 1982 <cit ec
199426). It is difficult however to stipulate who is the customer in higher education as there

are many kinds of customers in higher education, including students, governments, employers,

and the likgGreen1994).
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It is sinple to identify the needs of students in universities and colleges such as library
facilities, study materials, student housing, and other physical facilities. It is difficult however

to identify the quality of education service because it is intangilie.duality of products of

the manufacturing industry, for example cars, is physically tangible. Thus, there is a need to

ask a question whether students\wrexactly what they need (Gre&n9 9 4 ) . AThey may |
to identify their shorterm needs, but dilvey have enough knowledge and experience to know

what they need in the long term? Are they in a position to judge whethendleels are being

met 20 (GRBen 1994:

Quiality as Value Added This concept refers to the value added to students dilmangstudy

and training. It is the means of devising learning outcomes and realising the outcomes in the

graduates. The basic quality question is what has he/she learnt? This concept is relevant to
current trends of higher education moving from elite atlan toward mass education where

the process of value adding is itself emphasised rather than the measurement of value adding

from an already high level (Bogu€98).

Within this approach, an institution needs to respond to the critical question,gdtativhat

di fference it makes in enhancing studentds sk
they are studying or training (Bogugé 9 9 8 ) . Student s knowl edge,
accumulated over time througtfeliong learning process @ivey 2002). Value added is a

di fference in a studentds attainment between
graduated. Measuring the value added abilities of a student requires an institution to conduct
preassessments of the student whershe begins a program and pastsessment of the

student when he/she finishes his/éducation (Benne001).

Bennet(2001) demonstrated that despite the fact that value added is broadly accepted as a
sound approach to quality in higher education, & haen less likely to be used as a measure

for assessing a universityods quality and perf
dimensions, so institutions need to develop many different measures; second, institutions are
intended to create theame kinds of value added for all students, but institutions are

contextually different; third, institutions have different missions; fourth, it might take
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institutions many years to identify the outcomes, so it is recommended that an institution
should asess facets of value added with alumni rather than with graduating students. A value
added approach is more likely to mltifaceted and costly (Benn2001). Similarly, Harvey
and Green argued that quality should be investigated in terms of a wideohraapects

contributing to a notionf value added (Harvey & Gred993).

Quality as a Standard: In this respect, quality is seen as meeting threshold requirements.
Specific standards and norms are defined; a threshold is established that the usiveusty

cross in order to certify that it meets the quality standard. This concept of quality often forms
the basis for accreditation decisions. This approach to quality is fashionable in the public
sewices (Greerl994). The fulfilment of the standardsesdonot motivate innovations. It implies

that once the standards have been established, there is no need foralitye toqube
reconsidered (Loma®002). However, services and products, in fact, will need to be modified

to satisfy the pace of technologimalh ange i n society. The use of
measurable and quantifiable, but this does not work well in higher education. Similarly,
academic standards are no longer equated withitepgbality (Stubb4.994).
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To show thec o mpl ex notion of guality in higher ed
number of departments in different universities produce graduates in the same subject at the
same level and the standard of achievement of the graduates from each departmeatrie,the

but there are different criteria for quality. This is shown as:

The perception of the public would probably say that they have different quality criteria.
Department A attracts students on entry with the higgesde students while Ppartment

B admits lower grade students. The view of the public is that A is of higher quality than B.
But because the achievements of the graduates are the same, it could be argued that B is of
hi gher qual ity si nstudentsibruchigreatdr. Departmdnd@hhd t o it
better qualified staff and better physical facilities than Department D. The public view is

that C is of higher quality than D. But C is more costly, and because the achievements of the
graduates are the same, D is more efficient. Department E sets up goals of high standards
whereas Department F is more modest in its statement of what it intends. The public

opinion is that E is of higher quality than F whereas F is more tefeethan E(Frazer

1994110).

Quiality is defined differently depending on the stakeholders, meaning that any definition of

quality must take into account the views of various stakeholders. For example, government

might look first at the pass/faiercentage, the dropout rate and the enrolment time. Quality in

the government s eyes mi ght be described A a
programme within the scheduled time with an international degtee a educ ed COS:
(Vroeijenstijn 1995:60). Employers may view quality as the skills and attributes obtained

during the studies. Students may consider quality as the concept that helps develop their
individual knowledge and position in society. Academics may define quality as knowledge

transfer,good academic learning and a goodré&ag environment (Vroeijenstijh995).

Correspondingly, diverse stakeholders in higher education have diverse viewpoints on quality.
For example, students and lecturers might focus on the process of education whereas

employers might emphasise thetjputs of higher education. $Slee approach to quality is not a
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unified perception and it is recognised that one institution might excel in one area but might not
excel in aother (Greer1994).

Greenb6s suggestion with respect to the concep

This points to the need for the development of a framework that will clearly show the
relationship between the criteria used and the various quasisurance and quality
assessment techniques recently available, whether within or outside higher education. This
should provide a stronger, more reliable, more credible basis for quality assessment than
that which currently exist&Green 199428).

However, whatever approach is employed for measuring quality in higher education, there will
be questions such as: 0 what do we measure? EX
for money? 0606 seam&dan VYught D986188)Ma a s

Quality Is What Customers Perceive: Too often improving quality is mentioned as an

internal goal without explicit references to what is meant by quality. To talk about better
guality without defining it, how it is perceived by customers, and howarithe improved and

enhanced is of limited value. Very often this is only paying lip service to quality improvement.

Aln quality |literature it is noted that the ¢

customers perceivest t o bas800478r onr o

There is always a risk that, when quality is defined too narrowly, quality improvement
programmes become too narrow in scope. For example, the technical specification of a service

or a product is frequently considered the only or the nmopbitant feature of the perceived

quality. The more technologyriented the firm is, the bigger this risk tends to be. In reality,
customers often perceive quality as a much broader concept and, moreover, features other than
technical ones frequently donaite the quality experience. One has to define quality in the
same way customers do, ot her wi se, in quality
and money and time may be poorly invested. It should always be reminded that what counts is

quality as itis perceived by customers (Gronrop807). Of the above mentioned approaches,
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fithess for purpose, excellence and standards have been the most powerful as they have been
used around the world in the establishment of a quality assurance framewbigher
education (Bradleg008).

In sum, there is no single, absolute, agreed or universally accepted definition of the term
6qualityod, but there exists a range of over
have interest to define it. Thereforieseems very difficult to give a definition of quality that alll

experts or stakeholders can agree Bime researchedefined the term qualitydeication as

shown in section 1.@f chapter one. 8 hedoesnot need to add another definition of quality

as in this study hean accept definitions or implicit understandings of quality that are used by

‘N

different parties in Ethiopian public universities: Whatever they understanddqu al i t y 6 i

subject of thistudy.

2.3 Quality Management

In the olde days quality was considered as inexpressible abstraction, but these days it is
discussed as something that cannlanaged and improved (Seymour 1992; Dill 1992; Massy
1997). Management isthe art and science, concerned with planning, organizing,
leadingdlirecting and controlling the work of human beings towards a common ainabbug
getting things done as quickly, cheaply and effectively as possibte usually about getting
things done thragh other people (Tro&994 Zhang, X., Zhong, W., Makin&h., 201%. The

term quality managemeirt this study also shares these concerns.

The word quality management refers to the policies, systems and processes designed to ensure

the maintenance and enhancement of quality within an institution. Qualitygerarat is
defined as At hat aspect of overall managemen:
quality policy (that is intentions and direction of the orgarisi on) o0 (1 SO 8402 <ci
2010: 26). Thus quality management may be described by ctscemstruments and

techniques used in this fielMught 1996). Quality management is usually thought of,

however, as a means to an end, not an end in itself. To be more precise, one should perhaps say

that it is potentially a means to multiple ends. Thaskide improving the quality of teaching
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and learning, curricula (course contents), student assessments, learning resources, and staff
development making the operations of universities more transparent and accountable and

improwving their performance (Vud 1996).

This is, however, only one possible operationalisation of the concept of quality management
because if people do not agree on one definition of quality, this will have consequences on
what they think quality management should do. Quality mamagg in the higher education

context, also covers the quality terminology: control, assurance and improvement. It
encompasses those processes, A. .. by which an
for articulating, maintaining and enhanciting academic standards of those activities for which

it is responsible  ( H E Q C3) 4nél &nSures that these processes are performed efficiently

and effectively. Quality management has made issues about academic standards explicit.

Academic standards ethose expectations which have been established for students to meet
and institutional quality assurance procedures are the means by which institutions can
demonstrate to those with an interest in higher education (example: students, employers of
graduate and government) whether or not they are meeting those standards and expectations.
Quality management also encompasses those external processes which have been developed to
account for the public funds they receive. These include the processes operdtesl by
government and its agencies (RZ10).

Therefore, one of the contributions of this study to the scientific field and particularly to quality
management is to describe and evaluate the quality management practices available in
Ethiopian public univesities (see more about the objectives of the study in section 1.3). This is
only a short introduction of the concept of quality managentkatresearchewill discuss the

models of higher education quality management in more detail in secti@n 2.
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2.4 Input, Process and Output in Education System

2.4.1 Educational Input

In planning for educational activities the adequacy and quality of various educational inputs
should be taken into account. This educational impférs to human, financial and physical
resources that directly or indirectly influence quality of teaching and student leaning. One of
these inputs is incoming students which include their number and preparedness. Previous
researches have demonstratedt tthe academic preparation of incoming students is an
important foreteller of performances, retentiamd continuity in college ( Kuh 2007; Astin
1993).

The second input is academic staffs which comprise their sufficiency and their academic status.
The isue here is the sufficiency, well qualified and motivated academic staff with the required
teaching and research skill (Paskaré&llderenzini 1991 cited in Mul@2012).

The third is existing resources. Resources include information, financial and gbhysic
resources. It is argued that resources in all forms are vital if universities are to provide
satisfying and meaningful student learning experience and if quality management is to be more
than a buzz phrase (G#&t Bell- Hutchinson 2007; Mass3003).

24.2 Educational Processes

The implementation of carefully prepared educational plan results in efficient and effective
educational processes. This also requires the empowered engagement of actors in the process.
The improvedstudent learning experiencepsssible in a rigorous learning environment that
requires active participation and engagement of all actors (students, teachers and atlucation
leaders) (Prosser & Trigwell998). Educational process includes the teaching and learning



23

process, the currita, student assessment, staff development, and quality and utilization of

learning resources (Gi& Bell-Hutchinson2007).

2.4.3 Educational Outputs

Performance improvement of educational activities can easored in terms of educational
outputs. Quantitative measure of outputs such as completion rates and research publications
may be used as indicators of universities performance, but they are not sufficient to show
improvement in student learning. Hence, a meaningful quality management pramddsgsh

beyond quantitative measures of output.

This may include the collection and analysis of data on attrition rate, on student learning
experience and achievement or satisfaction on graduate employment and) éAnuess
Economics PTY Limite@005).

2.5 Managing Quality of Educational Processes

Different stakeholders focus on different segments of education system, some focus on
educational inputs; others focus on educational outputs, and still others focus otoedlcat
processes. In this studyhe researchefocuses on educationalprocesss as animportant

segment of a given education system. Educational processes are activities in the education
system such as teaching and learning, design of course contents (curricula), student assessment
(feedback mechanisms), quality and utilization of learm@sgpurces, staff development and etc
(HERQA 2006). Managing quality of these processes will lead to quality educdieng

provided.
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2.5.1 Teaching and Learning

Quiality of teaching and learning is determined by the competence and commitment dhactors
the process. The major actors in teaching and learning process are students and teachers. The
competence and commitment of the actors may be determintbe tyype, amount and quality

of their training, their preparedness and their motivation to usideithe activity effectively

and efficiently. As specified above, educational input includes the human, financial and
physical resources involved in supporting institutional programmes, activities and services.
Limitations concerning educational input sarnd their inability to determine the quality of
teaching and learning without extensive interpretation. For example, an indicator such as
resource allocation should be interpreted with enrolment data (to determine resource to student
ratio), resource quy or condition and conceptual range (example, library book topics) to
determine teachingnd learning quality (Chalmez008). Managing quality of these inputs

will help to manage quality of teaching and learning. The appropriateness, variety and level o
innovation of teaching methods, practice regarding academic advice and tutorial support, the
balance of theory and practice, the extent of evaluation of approaches to teaching and learning
and the consequent action are important issues to be consigeradnaging quality of

teaching and learningian educational process (HERQB06).

2.5.2 Curricula

Curricula (course contents) are what actualtg delivered for students in the teaching and
learning processlo manage quality of a curriculum, one hasonsider the following issues:

the extent of involvement of senior academics in the area, external professionals and employers
in curriculum design, evaluation and review processes. The descriptions of program approval,
monitoring and review mechanisrase very crucial. Moreover, the extent to which curricula
aims and objectives are made explicit to students, the appropriateness of the balance of subject
knowledge and transferable skills are important issues to consider in magaglitg of a
curriculum (HERQAZ2006).
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2.5.3 Student Assessment

Student assessment is a mechanism through which an instructor can identify the level of
students6 performance on a cour se. This 1 ndi
Issues to consider in managiggality of student assessment include: the extent to which the
assessment policy and procedures and the criteria to ensure that students are graded fairly and
that standards are appropriate and applied consistently, the extent of communication of the
assesment policy and procedures, the appropriateness of mechanisms to ensure that
assessment methods for each course in each program are halBxaetgble: between
continuous and end of course, formative and summative, diagnogtattamment assessment
metlods These assessment methods should be applied appropriately and matched to the
learning outcomes. The adequacy of the student appeeéqures must be clear (HERQA
2006).

2.5.4 Learning Resources

To manage quality of education, availability aumtlization of educational facilities are other

i mportant inputs that one has to consider: S
facilities (such as classrooms, offices, lecture halls, cafeteria, dormitories, clinic, sport fields
etc)Jandgf fi ci ency and adequacy of institutionés
centres with appropriate software and hardware, awidiml equipment; internet access;
laboratories; workshops; and so on) are important learning resources to codsicEnver,

resource utilization and mechanisms for maintenance and updating, financial stability of the
institution and adequacy of its budget to run and sustain its prograukl dbe considered

(HERQA 2006;Juha2008).



26

2.5.5 Staff Development

In educationquality management, managing the staff development processes and piaetice

very important. To do sthe following issues should be considered: Availability of adequate
number of qualified academic staff to supgaaganms. Secondly, arappropriatestaffstudent

ratio for each program, the suitability of the teaching staff in terms of the mix of qualifications,
experience, fultime/parttime, local/expatriate; and the likehould also betaken into
consideration. Finallythe existencefosuitable, clearly stated, wedistablished and effectively
implemented policies for the appointment and promotion of staff, the operation of a transparent
staff appraisal system that identifies the strengths and weaknesses of staff and which leads to
acton, the provision of pedagogical and other training organized to support staff development
should be a priorityJuha2008).

2.6 Quality Planning Procedures

Quality planning provides the process, met hod
expectation and perception gaps and thereby ensuring that the final quality gap is at a
minimum. The following bulletins summarizat a high level the basic stepd quality

planning.

Basic steps of quality plannirage:

Step 1 Establish the project

Step 2 Identify the customers

Step 3 Discover the customer needs
Step 4-Develop the product

Step 5 Develop the process

= =2 4 A4 A -

Step 6-Develop the controls and transter operationgJuran, Godfrey, Hoogstoel &
Schilling 2002}

The remainder of this sectiawill provide the details for each tliese steps.
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Step 1: Establish the Project

This first step provides the clear goals, direction, and infrastructure requtteddbnstituent
quality gaps are to be closed. A quality planning project is the organized work needed to
prepare an organization to deliver a new or revised product, following the steps associated with
guality planning. Generally speaking, the followiagfivities are associated with establishing a

quality planning project:

- Il dentify which projects are required to fu
- Prepare a mission statement for each project.

- Establish a team to carry out the project.

- Plan the projectJuran et al. 2001).

Quality Goals Are a Moving Target: It is widely recognized that quality goals must keep
shifting to respond to the changes that keep coming over the horizon: new technology, new
competition, threats and opportunities. While organizations that have adopted quality
management methods practibés concept, they may not do as well on providing the means to

evaluate the impact of those changes and revise the goals accofdiimgtyet al2001).

Project Goals: Specific goals of the project, that is, what the project team is to accomplish, are
part of an effective mission statement. In getting the job done, the team must mentally start at
the finish. The more focused it is on what the end result will look like, the easier it will be to

achieve a successful conclusi@uran et al. 2001).

Measuement of the Goal: In addition to stating what will be done and by when, a project
goal must show how the team will measure whether or not it has achieved its stated goals. It is
important to know how success is measured. Listed below are the four thaigsan be
measuredi. Quality; 2. Quantity;3. Cost;4. Time (Juran & De Fe@010).
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Juran& De Feo(2010) demonstrated that an effective quality planning project goal must have
five characteristics for it to provide a team with enough information to guide the planning
process. The goal must be:

- Specific

- Measurable

- Agreed to by those affected

- Realistic

- Time specific

Step 2: Identify the Customers

This step provides for systematic identification of all the customers. It is impossible to close
the understanding gap if there is the least bit of uncertainty, fuzziness, or ignorance about who

all the custmers ardJuran et al. 2001).

It may seem unnecessary; of course, the planners and designers know who their customers are:
the driver of the automobile, the depositor in the bank account, the patient who takes the
medication. But these are not the only custoferst even necessarily éghmost important

customergJuran et al2001).

According toGronroos (2007)ustomers comprise an entire cast of characters that needs to be
understood fully. Generally, there are two primary groups of customersextenal
customerd those outside the producing organization; andritexnal customers those inside

the producing organization.
Step 3: Discover Customer Needs
According toJuran et al. (2001the third step of quality planning is to discover the needs of

both internaland external customers for the product or service. The discovery of customer

needs provides the full and complete understanding required for a successful product design to
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meet those needs. It also evaluates customer perceptions explicitly so thatl therfieption

gap can be avoided.

Some of the major activities required for effective discovery of customer needs include:
- Plan to collect customersd needs.

Col |l ect a | ist of customersod® needs in thei

Analyze and prioritize customersodo needs.

Transl ate their needs into fiouro | anguage.

Establish units of measurement and senétusan et al2001:3).

It is known that the needs of human beings are both varied and complex. This can be
particularly challenging to a planning team because the actions of customers are not always
consistent with what theyaythey want. The challenge for quality planningasidentify the

most important needs from the full array of those needs expressed or assumed by the customer.
Only then can the product delight the custoniéusan et al2001)

Juran et al. (2001) detailed thatstomer needs keep changing. There isuah thing as a final

list of customer needs. While it can be frustrating, planning teams must realize that even while
they are in the middle of the planning process, forces such as technology, competition, social
change, and so on, can create new customeds or may change the priority given to existing
needs. Therefore, they recommend that it becomes extremely important to check with

customers frequently and to monitor the marketplace.

Step 4:Develop Product

Once the customers and their needs are fully understood, the company is ready to design the
product that will meet those needs best. This step uses both quality planning tools and the
technology of the particular industry to create a design that is @#antmeeting the customer

needs, thereby closing the design gap. Product development is not a new function for a
company. Most companies have some process for designing and bringing new products to

market. In this step dhe quality planning process, negerswill focus on the role of quality
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in product development and how that role combines with the technical aspects of development

and design appropridyefor a particular industrgJuran et al2001).

Within product development, product design is ceeative process based largely on
technological or functional expertise. The designers of products traditionally have been
engineers, systems analysts, operating managers, and many other professionals. In the quality
arena, designers can include any whesperience, position, and expertise can contribute to

the design process. The outputs of product design are detailed designs, drawings, models,

procedures, specifidans, and so on (Juran & De F2010).

Juran et al. (2001Jemonstrated the overall quglobjectives for this step as follows:
Firstly, to cetermine which product features and goals will provide the optimal benefit for the
customer and then to identify what is needed so that the designs can be delivered without

deficiencies.

In case of degning services, the scope of this activity is sometimes puzzling. For example, in
delivering health care, where do theductof diagnosing and treating end and titecesses

of laboratory testing, chart reviews, and etcetera befin@n et al(2001) exlained that ne

useful way to think about the distinction is that itreducti s t he Af ace to the ¢
product is what the customer sees and experiences. The patient sees and experiences the
physician interaction, waiting time, clarity of infoation, and so on. The effectiveness and
efficiency of moving blood samples to and around the laboratory have an effect on these
product features but are really features of the process that delivers the ultimate product to the
customei(Juran et al2001).

According to these authors, there are six major activities in this step:

AGroup together related customer needs.

A Determine methods for identifying product f
A Sel devd prodictgeatures and goals.

A Develop detail gahlsproduct features and

A Optimize product features and goal s.

A Set and publ i Jurarfetai?@L:6).pr oduct desi gn
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Step 5: Develop Process

Juran et al(2001) further explained that, after the product or procedure is developed, it is
essential to decide wayy lwhich the product will be produced and delivered on a regular
basi s. These ways ar e, collectively, t he f
devel opment 0 as the set of activities for def

personnel fomeeting product quality goals.

In order for a process to be effective, it must be goal oriented, with specific measurable
outcomes; systematic, with the sequence of activities and tasks fully and clearly defined and all
inputs and outputs fully specified; and capable, that is, able& product quality goals under
operating conditions and legitimate, with clear authority and accountability for its operation
(Juran et al. 2001).

Process Quality ManagementMany planners are applying a modern form of management
known as fipr ontaensasg eqneanltiot t o t heir maj or pr oc
management form has come about in response to
business goals and objectives are becoming even more heavily dependent on large, complex,
crossfunctional business processes. Process quality management stresses that there are
numerous essential processes that are crucial to an organization if it is to maintain and grow its
businesgJuran et al2001)

Measuring the ProcessTo decide on a speciffarocess design, the team will need to obtain
information on the effectiveness and efficiency of alternative desigeiading: Deficiency

rates; cycle time;nit cost; autput rate (Juran & De Fe2910).
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Step 6: Develop Process Controls/ Transfer tOperations

In this step, planners develop controls for the processes, arrange to transfer the entire product
plan to operational forces, and authorize the implementation of the transfer. After the planning
activities are completed, these plans are giegrtHfe operating departments. It then becomes

the responsibility of the operational personnel to produce the goods or deliver the service and
to ensure that quality goals are met correctly and accurately. They do this through a planned
system of quality @ntrol. Control is largely directed towards constantly meeting goals and
preventing adverse changes from affecting the quality of the product. This means that no matter
what takes place during production (such as: change or loss of personnel, equipment or
electrical failurechanges in suppliers, and so),oworkers will be able to adgt or adpt the
process to these changes or variations to ensure that quality goals can be #&dbraveet al

2001).

In developing process controls, optimizing sahtrol and selinspection is a crucial activity.
Operations seltontrol takes place when workers know what they are supposed to do; goals
and targets are clearly spelled out and visible; when workers Wit they are doing; their

output is measured and they receive immediate feedback on their performance; workers have
the ability and the means to regulate the outcomes of the process. They need a capable process
along with the tools, training, and authgtio regulate it (Juran & De F&10).

Juran & De Feo (2010) indicated that in addition to providing the optimal conditions for
process operation and control, establishing@etitrol has a significant, positive impact on the

working environment and thedividuals in it.

Whenever possible, the design of the quality control system should stressrgesf by the
operating forces. Such a design provides the shortest feedback loop but also requires the
designers to ensure that the process capabiliglézjuate to meet the product quality goals.
Once seHcontrol is established, salispection should be developed. SaeBpection permits

the worker to check that the product stick to quality standards before it is passed on to the next

step in the produmn cycle. Production and frofine workers are made to feel more
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responsible for the quality of their work. They should get immediate feedback on their
performances, thereby facilitating process adjustments. Since the traditional inspection
approachhas he psychol ogi cal di sadvantage of wusing
workers and the costs of a separate inspection department can be reduced, it is important to
optimize the seltontrol and selinspection approacin an organizationJuran & De Feo

2010).

2.7 The Complexity in Implementing Quality Management

To achieve improvements in organizational effectiveness, quality management, business
process reengineering and information systems are implemented internationally as important
management met hods. Among these met hods, g u :
become something of a soci al movement o( Hac kr
introduction, quality management's influence has expanded from manufacturing to other
industriesincluding educational institutions, health care organisations, public services, and

non-profit organisations.

Many authors symbolize the advantages of quality management from various perspectives,
such as businessegormance (Hendricks & Singhdl997), eisomer satisfaction (Choi &
Eboch1998), and employee satisfamtiand empowerment (Gunasekad®99). In terms of
strategy, the implementation of quality management is viewed as a prginisimess strategy
(Feigenbaum1999). Despite the recognised adtzmes, reports on quality management

implementation failure are also frequeReger, Gustafson, DedMie& Mullane 1994.

In discussing the successes or failures of quality management implementations one has to
consider the coherence of prescriptiven@epts and principles) and empitid@ractices)
development (RatB010).

Quality management is seen as a protased management rhetl as in reengineering
(Hammerl1996). As a procedsased method, the focus of quality management implementation

is on process management. Benr&r Tushman (2003) define the extents of process
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management activities as mapping, streamlining, and adhering to the improved processes. They
propose that the improved process management makes progress in terms of responsiveness and
performance. The progress involves the conditional influences of organisational form and
environmental context. They point out that the contexts -@iadled skilfulorganisational form

and incremental technological change positively influence progress towards responsiveness and
performance, while the context of norcremental technological change influences the
progress negatively. Skilful implementation implies thee of more than one function
simultaneously for one objective. They indicated that, from this point of view, an ambidextrous
organisational form enables an organisation to promote control and flexibility simultaneously,

which in practice rarely exis{Rah 2010)

The phases of quality management implementation include the consistency between
prescriptive ideas and practices in terms of exploitative expdiorative innovations (March
1991). Exploitative innovation is classified by its proximity to curreechnology for the
existing market, in which the context is stable or predictable, while explorative innovation is
directed at the emergent market, in which the context is unstable. The first type of innovation is
often associated with refinement, cotsiey and efficiency; while the second type is captured

by risktaking, experimentation, flexibility and discoveries that emphasimdlenge and

opportunity (MarchL991).

Benner andTushman argued that the inconsistent findings over implementing quality
management for supporting such innovations amgsed by the failure to fully ago the
associated practices and to form an appropriate culture in which to work. In this perspective,
the impkementation of quality management often activates great efforts in administrative
practices. This creates routines and stabilised procedures that accumulate through steps from
introducing concepts and principles, structuring a quality system, and maigtaanih

improving the related practicéBenner & Tushman 2003)

Authors in the area demonstrated that quality management implementation frequently leads to
rationalising the existing work processes with a standardised procedural system. If these

practices are institutionalised, as a result of implementation, the organisation achieves
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efficiency. This guides an organisation to standardise internal practices of teamwork,
correctness and consistency. Atlng improved process management in practice is exptrted
improve the organisational dynamic capability, which will affect the balance between
exploitative and exploratory innovation (Benner & Tushman, 2003). In this case, dynamic
capability can be defined as the capacity to combine, construct or reconfitgneal and
external competence to address rapidly changing environfeetd, Pisano & Shuei®97).

If the achievements can be maintained, then teamwork, correctness and consistency will have a
direct influence on cooperation, coherence and transparascyessential elements in
developing netwrks, norms and trust (SztompH#®99). The success in managing quality
management implementationin terms of creating consistency and efficiency, and capturing
organisational dynamic capabilityis likely to becone a mo d e | of a O6how to
introducing other new procetssed technologies into theganisation ( Hipkin & De Cock

2000).

The need for exploratory innovation expands the centre of attention from technical operational
issues tcstrategiedynamic issues (Weick990). Within this focus, process management faces
the risks of uncertainty in the external, longer time horizon, and more diffused effects. To
avoid the negate impact of these risks, the gdive feature of process management steps
back to a secure improvement by means such as in exploitative innovation. This increases the
complexity in quality management implementatioieick (1990) demonstrated that an
implementation is often the only way in which a technology itself is designed, developed or
changed. As a consequence, the complexity of quality management implementation also
increases. In this situation, to avoid any impaotrf the risk of implementation failure an
organisation often limits its intentions for further implementation. Even though, studies on
managing the complexity of quality management implementation are linkieate, Casparie

& Fisscher2002, the implemetation process is seen as the key issue in introducing new
methods or technologies into an organisation, such as: over the useefiafomation (Ruel
2001); in enterprise sy&in implementation (Govindaraju 200&)d in quality management for
health cae institutions (Harten & et al2002). In these research studies, understanding

implementation is realised through a deep evaluation of the process of transformation of
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concepts and principles into practices suitable for the organisational characteristits

environment.

2.8 Tracking Performance to Manage Education Quality

Tracking performance of an organization is very crucial to improve quality of services
provided. Organizations function by means of the collective action of people, yet each
individual is capable of taking action independently. Service organizations function is to serve
their customers. The activities of these organizations and the needs of the customers may not
always be reported properly to those who oughtknow about it (Van er Walt 2004).
Effective communications are required to achieve coordinated results and to prevent poor
guality services. A two way communicati@mongservice providers, managers and service
users is an important issue to improve service quality. Thebde&dreceived from service
users help organizations to know when they are doing something really well and when it would
be helpful to do something a little differently. This put the organizations in a position to
identify specific action for improvimsenice quality (Van der Wal2004).

Performance tracking that helps to manage activities is an instrument that requires the manager
and employegto discuss and agree upon penhance expectations (Armstrod§95). The
manager, for instance, must discuss with employees how and when feedback from the
manager, from customers and also from the employees, will be communicated. In such a way

performance management can contribute to improved service quality.

The aganizations management should determine which measurement techniques to use to
collect information about their employees performanéesording to Van der Walt (2004)

interview methods, questionnaires/survey methods, ongoing feedback mechanisms, focus
group that reflects diversity of customers and polling are the techniques used to communicate

with customers.
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Customer consultation is important and it is linked to the measurement of customer
satisfaction. Organizations must identify the gaps between wk#irners expect or need from

it and the service they feel they atually receiving (Van der Wa004). Van der Walt puts

the following about customersodé consul tation.
Customerso6 consultation all ows organizations
A devise policy solutions;

A mprove service, and reduce or eliminate services that customers do not value;

A meet emerging customersd needs;

A build partnerships; and

A target high service priorities so that org
effectively(Van der Walt 2004255).

2.9 Strategies of Education Quality Management
The following are strategies for education quality management:

2.9.1 Studentcentred Teaching and Learning

In this model ofteaching studentsare not considered to be empty vessels. They are
considered as if they come with their own perceptual framewdtiesfocus is not just on

what is taught but ohow effective learning should be promoted. Student learning becomes

the main concern of thieacher. In studergtentred model t he teacherraws perfo
number of facts to be transmitted to the students are not considered as the main (bncerns
Napoli2004). It is recognized that students learn in different ways and have differemdearni

styles. Personalised/individualised responses are encouraged.

This helps to foster creativity in students. Learning is recognized as an active dynamic
process in which connections (between different facts, ideas and processes) are constantly
changingand their structure is continually reformatted. Such connections are fostered through
dialogue between teacher and students, and students with theiqpegapoli 2004). This

aut hor reported t-bahtntérd sLenarkreisn géffisautiiae ng h | vy

requires the constant development of human relationship and communication. Students are



38

constantly encouraged to formulate andfamnulate their hypotheses in the solution of
problems and tasks they work on. Students construct their ownmgdantalking, listening,

writing, readingandreflecting on content, ideas and iss(®@isNapoli 2004).

In student centred model, formative assessment methods are used. This means that
assessmentsd main aim is not to O6quantifyd a
60factsd they are supposed to acquistam)thieut und
processes through which they arrive at certain conclusions in solving a given problem. In this

way, the studestares upported in making sense of t heir
construction. Constructive and continuous feedback is vital Bardents work with teachers

to define perfamance criteria and develop salfid peeiassessment skills (Di Nafp 2004).

Di Napoli (2004) explained that in student centred model, syllabi and curricula are organised

not just ar ound istsupmsed tb acquiresbat aroumdcethelprecesses éhrough
which | earning is to be dexelhdpedl.d Isryl t Abi i

these are déconstructedd jointly by teachers &

2.9.2 Problem Based Approach

Barrett(2005) explained that problem based learning is seen as a set of approaches under the
broader category of enquibyased learning. This approach demands teatbéesinvolved in
research. One of the main major features of proddased learning, which stinguishes it

from some other forms of enquibhased learning, is that a problem is presented to the students

first at the start of the learning procdssfore other curriculurmputsaremade.

Another major feature of problem based teag is that inif Pr o b | e earnm@tataridls |

students define their own learning issues, what they need tarchsiearn to work on the

problem and are responsible themselves for searching appropriate sdurces o f or mat i on
(O6Rour ke &).Kahn 2005:

The reviewed literature reveals that the adoption of problem based learning in higher education

outside of the medical field gradually occurred throughout the 1990s. Problem based learning
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has been applied globally in a variety of professional sch8olgd(& Feletti1991;, Wilkerson

& Gijselaers1996), such as leadershgplucation (Bridges & Hallinger 1996; Cunningham &
Cordeiro 2003), teacher educatio (Oberlander & Talberlohnson 2004), bwsiness
administration (Merchand 1995), architecture (Donaldson9;193aitland 1998), nursing
Barnard, N a 2005 Higgin@1®®)r engineering studies (Cawlé®89), chenical
engineering (Woo0d49%), law schools (Boud & Feleti991; Kurtz, Wylie & Gold 199Q
Pletinckx & Seger2001) and social work (Bolzaia Heycox1998).

Moreover,Moust, Van Berkel & Schmid{2005)reported that problem based learning is also
frequently integrated into a wider range of discipdin such as biology (Szeberer05),
biochemistry Qsgood, Mitchell & Andersor2005, calculus (Seltzer, Hilbert, Maceli
Robinson& Schwartz 1996) chemistry (Barak & Dori 2005), economics (Garlah@95),
geology (Smith & Hoersch 1995), psychology (Reyndl@87), science courseslien, Duch

& Groh 1996, physics, art history, educational psyldyy, leadership education, criminal
justice, nutrition and dietetics, and other domaingadtsecondary education (Edens 2000;
SavinBaden 2000; SavirBaden & Wilkie2004).

Szeberenyi (2005¥escribed that problefmased learning is a student centredtriuctional
methodology; that is, it is an instructional solution to learning problems. The primary goal of
problem based learning is to enhance learning by requiring learners to solve problems.

Barak & Dori (2005)demonstrated that in problem basedne®y, students in a group having

five to eight members meet together and discuss on given problems. By identifying what they
know already, what hypotheses or assumption they can think of, what they need to learn to
better understand the scopes of the f@ob and what learning activities are required and who

will perform them, then they try to describe and bound the problem and put learning goals.
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2.9.3 Link Theory to Practice

In a teachinglearning process, what students learn in classrogie®ries and principles)

must be linked with the actual practices in organizations. The simplest approach to define how
to link theory to practice is: you will learn theory during lectures and will then appiy it i
practice (Korthagen & Kessel999).

Theory, in this context, was presented as a kind of pssdeéotific justification for

practitioner action, the implication being that, by using it to generate hypothetical solutions to
problems; it could be applied in practice. By now one can state thdtaiming philosophy

sl ogan OLearning theory at iaceddeimy @autdd atpgd vV (
Cope1999). Over the last few years a number of researchers have brought up the problem of

the relationship between theory and pracfi¢erthagen2001; Carlsor999 Hill 2000). Some

authors express often implicitly i the belief that there should be no gap between theory and

practice in an appropriate training program. Leinh&det al stress the important role for

teacher education to faddte the process of linking theoryda practice (Leinhardt & et al.

1995).

Future practitioners should be given the opportunity to construct their own theories from their
own practice, and to attentively generate authentic experiences of practice from their own

theories. Leinhardk et al., has said the following about the Ilmétween theory and practice:

fiWe have proposed that the university should take on the task of helping learners integrate
and transform their knowledge by theorizing practice and particularizing theory. We believe
thatthe university can facilitate this process because it can create opportunities for time
and pace alteration, reflection on practice, and examination of consequences. Ideally, such
episodes of integration and transformation should be systenratic@nprehensive rather

than arbitrary and piecemedé ( Lei nhar dt 40&). et al . , 1995:
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Unhindered by everyday concerns, students can reflect on authentic situations, whereas in
learning environment all kinds of contenelated and organizational coomgents can be created

t hat wi || 6feedbd the Il earning environment Wi
theoretical knowledge, as part ofettprofessional knowledge baseill manifest itself in

several quality and degrees.

In such a learningrevironment theory can fulfil the desired function of laying an orientation
base for reflection on practice. Higher education arranged in this way should enable students to
acquire O6theory enriched practical lamag wl e d g e

education quality (Korthagezn01).

2.9.4 Continuous Assessment

The main objective of continuous assessment is to obtain a reliable picture of the progress of

the learner in terms of achieving the basic competencies as set out in the objecthes of

syl l abus as early as possible and to embark
i mmedi ately when the | earner is judged to be
empt a conceptuallyostly meander ( Ui s e2B), Tedzle@ wodlhave a better follow

up of their learners’ work all throughout the course delivery. Teachers would also have time to

undertake any revision of basic notions with learners.

Linchevski, Liebenberg, & Sasmarr e v e a |l t hat Afassessnmmgnt sho
|l earner so performance on cor e mat er i al or 0
understanding subsequent topics in the curriculum, and should thus form an integral part of

|l esson planningolP98R) ncRay & nt & ekfd asgessmeénhtat A i n
work effectivelyitmustb@ conti nuous pr o862 Acsabding tRRaymeetnt 200
there is little point awarding grades, scores, and praise if they do not mean anything to the
learner. He further mentions that assessment égfaative monitoring tool which helps learner

to feel valued and that learning and achievement has a purpose. Another positive aspect of
continuous assessment is that it could improve tedehener relationship because of

individual monitoring and thefore teachers and leeers could work closely (Uise?009). A
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variety of assessment methods are possible and thus wide range of abilities, skills and attitudes
could be assessed through continuous assessment. As hinted earlier, increasingly assessment is
being used not only to monitor learner achievement, but also to evaluate the competence of
educators and the quality of educational systems.

The nature of continuous assessment is that it occurs at various times as part of instruction. It
may occur folloving a lesson, usually following a topic and frequently occurs following a
theme. The integration of continuous assessment with teaching is aimed at improving learning

and to help shape and direct teadhinglearning process (Uise009).

Continuouas s sessment is the assessment of | earners
time doing different tasks, and not just assessing them in a few hours or minutes on one day.
According to Uiseb continuous assestouoen:t can
assessment consist of structured activities, for example, oral or written assignments, tests and
examinations, projects, presentations, demonstration of skills;plafeng, and quizzes.

Informal continuous assessment is less structured and mprdtah e i n a subjecti
(Uiseb 200924).

Assessment of learning is a systematic;gomg, interactive process of education quality
management in order to determine what teachers are doing well and what they must improve.

Another way how the progres$ learners can be gauged is by listening to a discussion group

or observing the participation of indi vidual s
record progress by putting either a mark or a symbol nextioe name of the | ear
2009:24).

Freiberg and Driscoll refer tassessmenitas a strategy for measuring
performance omt t i tuded (Freiberg & Dr 24 whlé Joned 996 c
considersa s s e s agna@ melans that describes and classifies degrarformance in tests,
examinat i on 4997 12)t In other wbms) wien applied to classroom situations,
assessment may be regarded as all procedures of collecting and interpreting information, which

the teacher may use to determine whatis@app ng i n the c¢classroom suct

or achievement.
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Gronlund regards dAvalidity and rel idesigned i ty as
assessmermir ocedur e o ( Z3). dhe lcwrentdresdafci¥siBares the same opinion

with Gronlundbecause assessment should beptedbto meet the desired goals so that it helps

to manage the required education quality.

2.9.5 Staff Development

Having committed, capable and experienced staff in a university is a key strategydation

guality management. Because, although there are many contributing factors, it is true that after
joining universities the academic achievement of students depends largely on what students do
with their instructors. In this regard, the role adidking staff is central in improving students

| earning performance through quality teaching
appropriate qualifications, professional competence (capacity and experience), motivation and
commitment thatisreleant to the | evel of progr@®os t hey
2012:125).

The Federal Democratic Republic of Ethiopia set standards for qualification of staff teaching in
universities. The standard set demands for qualification mix of at leé&st FtDs, 50%
Masters and 20% Bachelor holders in a university. According to the standard the staff offering
courses at universities should have a qualification one level higher than the one on offer (that is
to teach in undergraduate (bachelor degree) edasse has to have a second degre
gualification(Negaritgazeta2009). Ethiopian public universities use this standard as a strategy

to manage education quality. But its practical implementation seems differently.
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2.9.6 Utilization and Quality of Educational Facilities

Quality of educational facilities in this regard refers to the extent to which the accessible
facilities are relatively wpo-date such as library book collections, laboratories, equipment and
course materials and how they are effective and efficient enough to enhance guaitident
learning (Mulu2012).

Resources are scarce to employ them in unpromising undertakings, or to permit capacity to be
impaired by inefficient methods of operation. Thetcarobjective of economic effort, whether
looked at generally or in terms of specific activities, is utilization of the available resources in

such manneas to maximize output (Panton 1963 cited in B20K8).

To contend with the shortage of educasibffacilities, the available ones should be used
properl y. In |l'ine with this Bekuretsion indic
resources and prevention of alpgs of waste are required by atlng scientific system of
management and oo r o | of mat er i al 8)0SimflaBy Seiotaw t(2001on 200
pointed out that controlling which involves standards of performance, measuring results of

work activities and taking corrective measures on time if deviations are detected are important

in resourcemanagement.

As reported in Baldry (2000) it is assumed that there is a causal link between facilities
management practices and performance. The role of facilities management in facilitating
organizational performance, and thereby in providowmpetitive advantageis widely
acknowledged (Mbamb&992). The above ideas might be workable and well acceptable for

every educational level including the higher learning institutions.
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According to Biruk (2008) the success of teaching and learpigess is practically
depending upon how educational institutions are capable of managing and utilizing their scarce
resources effectively and efficiently. Moreover, the effectiveness and efficiency of educational
facilities utilization is a strategy famproving education quality (Bekuretsia2005). Quality

of educational facilities such as library book collections, laboratories, equipment and course
materials and how they are effective and efficient enough to enhance quality of student

learning can beeen as a strategy feducation quality management.



46

Part Two: Theoretical Frameworks

This second part of the related literature review deals with theoretical frameworks that are
globally used in quality management. From these theoretical frameworks the researcher will

adopt one of the existing models to guide the current investigation.

2.10Quality ManagementFrameworks in Higher Education

The most known quality management frameworks are: ISO 998 European dundation for

Quality Managemen{EFQM) and the balanced scorecard. SO 9001 is the wor
popular quality managemeslystem standard and is all about keeping customers satisfied.
Whatever sectothey operate in, from manufacturing services companies that haaggpted

the principlesof quality management have benefited from more efficieays of working,

better cost antrol and fast and moedfective implementation (Chen & Chen 2014).

According to literature reviewed for this study a number of higher education institutions have
tested quality management models originally developed for business institutiomsl asiy.

It is reported that this approach has yielded a number of benefits for managing quality;
however, there are also a number of limitations related to the application and relevance of these
models in hgher education (Motwani & Kumail997). Internabnally, the model most

frequently drawn upon is totguality management (CruickshaBR03).

Tot al gual ity management (TQM) is defined as:
centred on quality, based on the participation of all its members ieugaat long run success

t hrough customer satisfaction and benefits to
(ISO 8402 cited iWiklund, Wiklund & Edvardsson 20099).
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Brookes& Becket (2007) demonstrated that TQM has the potential todegherspectives of
diverse stakeholders in an integrated manner and thus is an inclusive approach to quality
management that can facilitate change and innovation. Other models that have been tested
within higher education are defined in Tabkeslshowrbdow.

Table I: Quality Management Models

Model Definition

EFQM Non-prescriptive framework that establishes 9 criteria (divided between
Excellence enablers and results), suitable for any organisation to use to assess

Model progress towards excellence

Balanced Performance/strategic management system which utilises 4 measurem

Score card perspectives: financial, customer, internal process, and learning and gr,

Malcolm Based on a framework of performance excellence which can bdéysed
Baldridge organisations to improve performance. 7 categories of criteria: leadersk
Award strategic planning; customer and market focus; measurement, analysis

knowledge management; human resource focus; process managemen

results.
ISO 9000 Internatonal standard for generic quality assurance systems. Concerne
Series continuous improvement through preventative action. Elements are cus

quality and regulatory requirements, and efforts made to enhance custc

satisfaction and achieve continuous imy@ment

Business System to enable redesign of business processes, systems and structu
Process achieve improved performance. It is concerned with change in five

Reengineering components: strategy, processes, technology, organisation and culture

SERVQUAL | Instrument designed to measure consumer perceptions and expectatio
regarding quality of service in 5 dimensions: reliability, tangibles,

responsiveness, assurance and empathy and to identify where gaps ex

Table | taken from Brookes and Beck@0)07)
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These models replicate TQM and concentrate on developing systematic business processes that
are required to achieve measurable quality outputs. For example, the balanced scorecard
requires the identification of appropriate performance indicaodsthe Europeanoendation

for Quality Managemen(EFQM), performance enablers and results. The one exception is
SERVQUAL, a model that focuses on the assessment of quality from a cornsensgective
(Brookes & Becke007).

A key benefit of all the maeals is reported to be the requirement for institutions or departments
to adopt a strategic approach to quality measurement and manag€uben, Hassall &
Broadbent 2003). Conversely, as Table | shows, there are other distinct tangible benefits
associad with particular models for the different higher educatimkeholders (Roberts &
Tennant2003).

For example, TQM models are associated with improvements in customer service and faculty
morale; the balanced scorecard is reported to improve budgetisgurce allocation and
reward systems and ISO 9000 has led to improvements in-departmental working
conditions and student enrolment. These models also incorporate the perspective of students as
customers, an issue of growing importance in an inarggscompetitive environment. A final

benefit is that these models all facilitate the identification of quality enhancement priorities
(Brookes & Becket2007).

However, these benefits must be reconciled with a number of limitations largely related to the
dilemma of applying business models in higher education context. For example, bureaucratic
structures within higher education institutions and lack of effective leadership are reported to
undermine the @plication of the models (Roffé998; OsseoAsare & Longbottom 2002;
Cruickshank 2003; Mizika2006). The effectiveness of the models, particularly TQM model,
also relies predominantly on a tedrased approach that is proving controversial to the
traditional autonomous role ofademics (Srikanthan & Dalnyple 2004).

Even though Tabl e I doesndét show it, t her e

as customer or eproducer in the higher edation system (Motwani & Kumar997; Shutler
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& Crawford 1998; Lawrence & McCullough 2001; Ta&2002) and this has an impact on the
measurement and management of quality in higher education when using these industrially
developed models. Furthermore, there is an inherent difficulty in quantifying the outputs of
higher education for selssessmentupposes. When assessing the outputs, the models are
reported to have far greater applicability in measuring administrative or service functions
within the higher education institutions rather than the quality of research tinigaand
learning (Aly & Akpovi 2001; Cruickshank 2003; Srikanthan & Dalrymg@i@04). Since the
fundamental product of higher education is students learning, this would appear to be a major
shortcoming in usingiese models (Shutler & Crawfoit®98).

According to Brookes& Becket @007) in response to these concerns, there have been
increasing efforts made to develop quality management models specifically for higher
education. Academics across the globe reviewed have attempted to develop models that reflect
the unique characteristicof higher education and the importance of the student learning
experience. Table 1l provides an overview of the models developed and their key
characteristicsSee Table Il in the next page
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Table II: Quality Management Models Develogedhigher education (HE)

HE Specific Model

Key characteristics of the model

Model for
Quality
Management in
Higher

Education

Srikanthan

& Dalrymple
(2004, 2003,
2002), Australia

A this approach is ba
educational literature.

A méthodologies; transformative; engagement
theory of programme quality; methods to devel
a university of learning; strategies for achieving
responsive university.

A In ng

and the focus is on their learning.

teachi and res
Almplementation of 2002 model focusing on
philosophies and approaches to student learnir
and methods of engendering a dynamic
collaboration around student learning.
A Recommends a move f
to focus on student learning, academic
productivity andorganisation performance.

A Radical
central criterion.

change usin

Excellence
Model

Pires da Rosa
et al. (2001,
2003), Portugal

A Based

supporting self analysis and acting asoarce for

on empirical
quality improvemenand leading strategic
development.

A Quality

activities covering teaching and research and

management

regarded by participants as positive.
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Table II: Quality Management Models------------ corntinued

HE Specific Model

Key characteristics of the model

Academic Badri & A Concerned with teach
Award Model Abdulla develop a more explicit approach to faculty rewarg
(2004), A Mo d el critenaddr divérsification, course
United Arab development, mater_ial production, student
Emirates evalqathn, course files, teaching portfolio and
contributions to conferences and workshops.

Model to Tam (2006, A  Assessment of qualit

Assess Quality 2002), Hong | measured in terms of student growth, this call for

of Student Kong attention on student outcomes, including cognitive

Experience and and non cognitive aspects of learning, skills and

Learning satisfaction with universitgnvironment.

Outcomes A Ilnvestigates relatio
experience and student outcomes as a means of
determining a univer si
educational goals and proposes approach oriente
this.

A Instrument de sndthestdent
experience.

Multi T models Cheng&Tam |A I dentifies 7 model s

of Quality in
Education

(1997), Hong
Kong

emphasises the complexity of pursuing education
quality.

A Effectiveness and qu
understand performance, so approach needsto b
comprehensive and take account of longer term
goals.

A Cross cultural issue
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Table II: Quality Management Models------------ continued

HE Specific Model

Key characteristics of the model

Performance Al-turki& |A Adopts a systems appr
Measures for Duffuaa measures to evaluate productivity, efficiency,
Academic (2003), effectiveness, internal structugrowth and
Departments Saudi development.

Arabia A Hierarchical perfor ma
based on outcome measures for each catégoput,
process and outputs.

Internal Audit Reid & A Identifies tangible bsg¢

Ashelby as: sigfficant cultural changes which caneaforce

(2002), UK | quality enhancement, create greater staff involvemel
as well as benefits to the institutions.

A Considers programme m
evaluation, staff development, assessment of studen
externalexamining processes, collaborative provisior
and value added.

Internal Audit Becket & A Model to evaluate qua

Brookes departments.

(2006), UK |A Di mensions identified
gualitative/quantitativenformation, snapshot/
longitudinal time span, quality dimension assessed a
system elements.

Quality Owalia& |[A 30 different quality
Dimensions Aspinwall | using generalised dimensions defining qualitawn
Framework (1996), UK | from manufacturing/software and service methods.
Programme Mizikaci A  Considers HE as a sysi
Evaluation (2006), outputs) for programme evaluation and identifies soc
Model Romania technical and management systems withase.
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continued

HE Specific Model

Key characteristics of the model

Quality Grant et al. A Il dentify di me nigualityos
Management (2004, 2002) | design, conformance and performance.
Framework Widricketal. |A Qual ity of performan
(2002), USA considered.
Subject Quality Martens & A Un i wide sygstem gf quality assurance to
Assurance Prosser (1998)| enable systematic review@enhancement of
System Australia individual subjects, allowing for disciplirgpecific
requirements.
A The focus is on the
learning.
ISOi Based Borahan & A - Combine TQM, Malcol m
TQM Model Ziarati (2002), | principles draving on USA and UK practices to
Turkey identify quality criteria.
A Building blocks for
include: programme management and operations
curriculum design content and organisation, teach
learning and assessment, student support and
guidance, and quality assurance and enhancemel
5 Phase TQM Motwani & A Ildentifies the issue

Implementation
Model

Kumar (1997),
USA

consider when implementing TQM in 5 phases:
deciding, preparing, starting, expanding or

integrating, and evaluating.

Table 1l taken from Brookes & Becket (2007)

Table Il displays that majority of these models still borrow heavily from industrial applications.

One exception however, is the model developed by Srikargh&alrymple (2002, 2003,
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2004) that draws solely on the educational, rather than the managerial literature. A key focus of
their proposed model is that the student learning experience is safely at the centre of quality
management. It is not amazing if industry models that focieffaency and effectiveness are
being implemented in higher education sector. However, there are potential dangers of
focussing on quality management of remwademic matters than educational issueghis
approach (Brookes & Beck2007).

2.11Model for Quality Improvement/t he Demi ngbés Wheel

While there have been many contributors to the theories of managerdesftedfucation, two
names standut for both the boldness of their departures from past thinking and the
comprehensieness of their approache®/. Edwards Deming (1900993) andReuven
Feuerstein (1921) have each pioneered new ways to think and to act, the one in management
and the other in education. Together they provide a new way to apprdachtion quality
mana@ment(Tribus & Fremont 2014

W. Edwards Deming, in over a half century of teaching and lecturing, has influenced
managerial practices all over the World. His book, "Out of the Crisis" has been translated into
many languages. The Deming Prize in Japagivien to companies which show excellence in

the application of his ideas. Companies in Japan and elsewhere now compete for this
prestigious prize. If the work of Fuersatein is to succeed, it is essential that educators also
understand the work of Demin@/hat goes on in the classroom is constrained by what goes on
in administration; and vicerersa (Tribus & Fremont 2014

A four-step quality model Plan-Do- Check-Act (PDCA) cycle, also known as Deming Wheel

or Shewhart Cycle is the most widely used toolcontinuous quality improvemernithe Plar
Do-CheckAct (PDCA) cycle is the operating principle of all ISO management systems
standards, including ISO 9001. By following this cycle, managers can effectively manage and
continually improve their organizato n 6 s e f fTlRedDCAWIe lead its origin with W.

Edwards Demingds | ecture in Japan in 1950.



55

method with his cycle: specificatiggroductioninspection. W. Edwards Deming in 1950
modified the Shewhar ¢ ydesige thepréduct make it, put it on the market, test it through

mar ket research, t HreenDemirgy daeet wag integtalnteetheplapandse c t . 0
quality control, total quality control and quality control circle activities. Denmtrgpduced his

Shewhart cycle for learning and improvement in the USA in 1986. Deming introduced a more
abbreviated PDSA/ plado-study-act cycle in 1993 (Norma2009).

In 1994, the PDSA cycle was accompanied by three questions to aid in the plannofglstep

PDSA Cycle. In 1996 and 2009 publications, the PDSA cycle was broadened to include
strategies and methods to develop, test, and implement changes that would result in

i mprovement. This version was <call eidntaeshe @A Mod
framework for improvement, the model for improvement has been found to support
improvement efforts in a full range from the very imf@ to the most complex (Norman

2009).

Norman demonstrated that the following are activities included in stepls of the PDSA
cycle (Normar2009.

1. Plan (Design) Product design corresponds to the planning phase of management. Activities

involved in this step include:

[1Study anddocument the existing process

1 Collect data to identify problems

[1 Survey datand develop a plan for improvement
1 Specify measures for evaluating the plan

2. Do (Production} Production corresponds to doingaking, or working on the product that
was designed. Activities in this step include:

1 Implement the plan on a small seal

[0 Document any changes made during this phase

[1 Collect data systematically for evaluation
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3. Study (Sales)Sales figures confirm whether the customer is satisfied

[1Evaluate the data collection during this phase

[1 Check how closely results matelith the original goals of the plan phase

4. Act (Research) If the results are successful, standardize/harmonize the new method and

communicate it to all people associate with the process. Implement training for the new

method. If results are unsuccegsfevise the plan and repeat the process or cease this project.

Thefollowing figure shows thd®DSA Cycleor model for quality improvement.

Act

- What changes
aretobe

Model for Quality Improvement

Plan
- Objective
- Questions and

Was learned

Figure

Made? predictions
-Nexteycle? | - Plan to cary out the
oycle
(who, what, where, when)
Study Do
- Complete the analy- | - Carry out the plan
sisofthedata | - Document problems
~Compare datato | and unexpected
predictions observations
~ Summarize what | - Begin analysis

of the data

1: The

/ Model for Improvement\

/ \
/ \
/ \

What are we trying to
accomplish?

How will we know that a
change is an improvement?

What change can we make that
will result m mmprovement?

Demi ngds Whhioeran20@R4SA Cycl e,

Tak
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ADeming cycle is a tool for continuous qualit
products, services or processes. These effort
time or Obreakthrougho ogu aNloirtma4)i IndplsGdyectme nt al
researcheusedmodel for quality improvementthhe PDSA cycle to develop basic research

guestions and to design questionnaire items.

2.12Chapter Summary and Gap ldentification

In this chapter, the researclidscussed the various definitions of quality. The different models

of quality management in general and higher education quality management in particular,
quality planning procedures, the complexity in quality management implementation practices
in different higher education institutions and strategies of education quality management have
been discussed based on various research findings. The literatureeckgiapicts that there

are about six steps followed in quality planning. Moreover, effective conwamions are
required to achieve coordinated results and to prevent poor quality services. A two way
communication among service providers, managers and service users is an important issue to
improve service quality. Interviewmethods, questionnaires (say methods), ongoing
feedback mechani sms, focus group that reflect
the techniques used to communicate with custoraleosit the quality of education provided
Finally, the reviewed literature depicts that secentred learning, problem based learning,
linking theory to practice, continuous assessment, staff development and quality and utilization
of learning facilities are strategies used to manage education quality in different educational

institutions.

Then the current researcks going to investigate whether this is also true in Ethiopian public
universities.As there is no literature that reveals the status of Ethiopian public universities

education quality management practices, this study is goinll ttuidigap.

In the next chapter the researchelt discussresearch paradigm, research approach, research
design, population and sampling, instruments of data collection, reliability and validity of

instruments, research ethics, and methods of data analysis trest tigedh his study.
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Chapter Three

3. Research Methodology

3.1 Introduction

In this chapter the researchefll presentthe methodology of hisesearch.The research
paradigm, research approach, research design and population and sampling used are discussed.
Reliability and validity of data collection instrumentand ethical principles followed in

conducting this resear@re also discussed this chapter

3.2 Research Paradigm

The term paradigm refers #set or cluster of commonly held beliefs or values within the
research osscientific community about a field of study. The beliefs are seen as shaping or
dictating how researchers should proceed in carrying out research in thewwfialdthey
should focus on, what methods to use and how the results should be interprettecoComm

wealth of learning 2004).

Pradigm is the broaffamework whichcomprises perception, beliefs and understanding of
several theories and practices that are used to conduct a research (Morgan 2007). It can also be
characterized as a precigecedurewhich involves various steps through which a researcher
creates a relationship between the research objectives and questions. Pradigm is a way of
thinking about and conducting a research. It is not strictly a methodology, but more of a
philosophy that guigs how the research is to be conducted (Morgan 2007).
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Research paradigm and philosophy comprises v
model, his/her way of seeing things, different perceptions, variety of beliefs towards reality and

so on. This cocept influences the beliefand valuesof the researchers, so thiitey can

provide valid arguments and terralogiesto give reliable results. The following are the three

ways to think about research philosophy (Creswell, Goodchild & Turner 1996):

1.Epistemology:Common parameters and assumpgihich areassociated with thexcellent

way to investigat@ature of the real world.

2. Ontology. Common assumptions that are created to understand the real nature of the

society.

3. Methodology: Combnation of different techniques that are used by the researcher to

investigate different situations.

It is necessary for the researcher to understand the philosophical position of research issues to
understand the different combination of research methods. There are mainly three types of
paradigns to understand the reality. These are Positivism, Intevset and realism. A

paradigm provides a conceptual framework for seeing and making sense of the social world.
Paradigm is termed a "world viewi by other r
Morgan (2007: 24), "To be located in a particular pamadigjto view the world in a particular

wayi.

The significance of paradigms is that they shape how researchers perceive the world and are
reinforced by those around them, the community of practitioners. Within the research process

the beliefs a researchiolds will reflect in the way the research is designed, how data is both
collected and analysed and how research results are presented. For the researcher it is

i mportant to recognise the paradigm. tht al | ow

process, determine the course of any research project and distinguish other perspectives.

This study is based on pramatic research paradigm. Pragmatism, as a philosophical discourse,

uses criteriomfé wh a t works?6 to determine which met hot
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(Mertens 2007). In this paradigm, what works is what is useful and should be used, regardless
of any philosophical or paradigmatic assumptions. For pragmatists reality is pluraent

and a process and truth is tentative that will serve the purpose until experience evolves a new
truth (Webb 1996). According to pragmatism, there is no absolute reality, knowledge is arrived
at by sceintific inquiry, tésig, questioning and reteng and noconclusive andlefinitive
meaning is drived from experience (Webb 19986).this paradigm, researchers can hold
seemingly diametrically opposite view points if they agree on the basis for warranted assertions
about the workability of differerines of action (Morgan 2007).

3.3 Research Approach

The major purpose of this study is to investigate quality management of education in Ethiopian
public universities as reported by education managers and student union representatives. To
serve this purpose, mixed research approach has been used. Theatombofi both
guantitative and qualitative research approaches is to offset weaknesses of each of the

approaches and to draw on their strengths.

According to Saunders, Lewis & Thornhill (2007) mixed research approach enables
researchers to gather varidisds of data to understand issues understudy in detail. The mixed
research approach is appropriate for this study as it helps to collect and analyse useful data
through collecting both quantitative and qualitative information.

The mixed research apgach is less well known than either the quantitative or qualitative
strategies. It involves collecting and analyzing both forms of data in a single study. The
concept of mixing different methods probably originated in 1959, when Campbell and Fiske
used muiple methods to study validity of psychological traits (Creswell, 2009). They
encouraged others to employ their "multi method matrix" to examine multiple approaches to

data collection in a study. This prompted others to mix methods, and soon approaches
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associated with field methods such as observations and interviews (qualitative data) were
combined with traditional surveys of quantitative data. Recognizing that all methods have
limitations, researchers felt that biases inherent in any single methodneuutelize or cancel

the biases of other methods. Triangulating data sources as a means for seeking convergence
across qualitative and quantitative metheslsre born (Jack 1979 in Creswell 2009). From the
original concept of triangulation emerged addidibreasons for mixing different types of data.

For example, the results form one method can help develop or inform the other method.
Alternatively, one method can be nested within another method to provide insight into different

levels or units of analysi@ashakkori & Teddlie 1989 cited in Creswell 2009).

These reasons for mixing methods have led writers from around the world to develop
procedures for mixed methods strategies of inquiry and to take the numerous terms found in the
literature, such as mulmethod, convergence, integrated, and combine and shape procedures

for researct{Creswell 2009)

In order to achieve the objectives of this study, the current researcher used sequential mixed
research approach in which quantitative data were presamedanalysed first and then
gualitative data collected through semi structured interviews and open ended items in the

guestionnaires were presented and analysed.

3.4 Research Design

In this study the mixed methods research design is used. The mixediséésign is rooted in
pragmatism paradigm. It rejects to choose a single method from among the postpositivist and
the constructivist paradigms (Mertens 2004, Patton 2002). Pragmatists argue that a false
distiniction exists between quantitative and qualiea approaches and that the relative
srtengthes of each should be tapped in a single study (Cresswell et al. 1996). A mixture or
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combination of methods that have complementary strengthes and non overlapping weaknesses

is the fundamental principles of mkenethods research.

When used alone, according to post positivists, both quantitative and qualitative approaches are
flawed. By integrating both qualitative and quantitative approaches, however, the deficiencies

of one approach can be offset by the advantage of the othes{@ieet al. 1996). Miles &

Huber man ( 19 9 4-)-quartitatyas and guhlitative raethods are inextricably
intertwined, not only at the level of specific data sets but also at the levels of study design and
anal ysis. 66 Ac c o rthe resegrcher provides atigpmg &vidernsd far his ar her
claims about what practices are effetive, t he
assertability (Johnson & Christensen 2008).

The broad reasons famixing quantitative and qualitative daiaclude complementarity,
triangulation, initiation and expansion (Johnson & Christensen 2008). According to these
authors, complementarity seeks elaboration, enhancement and clarification of results using
different methods, while triangulation enables aondition or corroporation or correspondence

of results from different methods. Initiation seeks new lines of thinking through attention to
surprise or paradoxes, whereas expansion enables to extend the breadth and range of inquiry
using different methodddence, mixed methods design not only add to the research toolbox,

they also provide the opportunity for a synthesis of tradition (Mulu 2012).

The two dimensions of mixed methods design are time order and paradigm emphasis. The time
order refers taoncurrent versus sequential, while the paradigm refers to equal status versus
dominant status. In mixed methods design the quantitative (QUAN) and qualitative (QUAL)
data collection are concurrent with the intention to offset the weaknesses inheremt to on
method with the strengths of the other (Creswell 2007). The weight is usually equal on the two

methods; but in practice prioritgight be given to one or theher (Creswell 2007).
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The mixed methods design is used in this study with the intention ta gemplete and
comprehensive picture of the topic under study. The quantitative descriptive approach was used

to generate data from wide number of sources
regarding the nature of the existing education qualityhagament practice of the target
universities. However, the quantitative data may not enable deeper explanations for why a
phenomena occurs. This condition necessitate the use of qualitative data. Hence, the qualitative
approach was employed to get datatthac apt ures the different dir
experiences, personal perspectives and beliefs with regard to education quality management
practices. It may also help to get deeper insight of issues under consideration and obtain some

trends that mayreerge from the data.

3.5 Population and Sampling

Currently during 2013 there are thirty one public universities functioning in Ethiopia under
the ministry of education. These universities are stratified into three strata (usually classified as
the 8 universities, the 13 universities and the 10 universities) based on #teny lof
generation. Then using proportionate random sampling techniques (X/31*10= Y, where: X is
number of universities in a strata and Y is number of universities to be taken from atbiata),
researchetook three universities from the first stratauf universities from the second strata

and three universities from the third strata. From the currently existing 31 public universities
only ten (32.26%) universities were included in this rese@®eh table 11l below)

Finally, all faculty deans, instite/ school directors and all faculty/institute/school student
union representatives of the sampled universities were invited to fill in questionfdiees.

total number of questionnaires distributed was two hundred fifty (250). The total number of
filled questionnaires collected was one hundred eighty two (182) and questionnaires that were
not properly answered by respondents were excluded from the analysis. The total excluded
guestionnaires were twelve (12). Therefore, only 170 valid questionnaires usede for

analysis.
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Moreover, interviews were held with ten senior instructors and ten senior students to get

detailed information on education quality management practices in their university.

Table 11I: Population and Sampled Ethiopian Public Universities

Population and its strata Selected Sample
The 8 universitiesFirst strata Sample size 3
1. Addis Ababa University
2. Haramaya University 1.Addis Ababa University
3. Arba Minch University 2.Bahir Dar University
4. Bahir Dar University 3. Hawassa University
5. Gondar University
6. Hawassa University
7. Jimma University
8. Mekele University

The 13 universitiesSecond strata Sample size =4
Adama University

Aksum University

Debre Birehan University
Debre Markos University
Dilla University

Dire Dawa University
Jijiga University

Medda Walabu University
Mizan Tepi University

10 Semera University
11.Welayita Sodo University
12.Wellega University
13.Wollo University

Aksum University
Dilla University

Dire Dawa University
Semera University

No ok

CoNorWNE

The 10 UniversitiesThird strata Sample size = 3
1. Addis Ababa Science and Technology Univers
2. Adegrat University 8. Ambo University
3. Ambo University 9. Asossa University
4. Asossa University 10.Debre Tabor University,
5. Bule Hora University
6. Debre Tabor University
7. Mettu University
8. Wachemo University
9. Weldia University
10. Welkite University

Total population = 31 Total sample = 10
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3.6 Instruments and Data Collection Techniques

Questionnaire and semi structured interview guide are used in collecting relevant data for the
study. Pilot test of data collection instruments were made by gathering information from

fourteen education managers and fourteen student union representatives in Bahir Dar
University. Adjustments were made based on comments from these piloted respondents. Then
the adjusted questionnaire were duplicated and used to collect data from all faculty deans and

institute/ school directors and student union representatives of ten sampled universities.

Moreover,the researcheprepared interview guide anmbllectedcommaents on items of the
interview guide from six senior instructors and six senior students of Bahir Dar University.
Then interviews were conducted with ten senior instructors and ten senior students of the
sampled uiversities. During interviews, the reseagchlanned to tape record in order to listen

to information collected again and again fdear understanding thdtelped him for data
analysis and in order not to lose data. But almost all interviewees did not agoeetdpe
recorded as a result heok notes of their responses without tape recording. Therefore,
guestionnaires and interviews were employed as data collection instruments in conducting this

research.

3.7 Reliability and Validity of Instruments

3.7.1 Reliability

Reliability is concerneavith the strength of data gathering instruments whether or not it will
produce consistent findings at different times and under different conditions (Saunders et al.
2007). Moreover, Coopef Schindler (2003) explained that reliability means among other

things, consistency as it relates to measurement, experiment, or observation.
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Cooperé& Schindler (2003) stated that there must be evidence of consistency to show the
accuracy and precision of a measurement procedure or measurement instruments. A gneasure |
reliable to the degree that it provides consistent results; hence it is a necessary contributor to
validity, but not sufficient condition for validity. Reliability estimates the degree to which a
measurement is free of random or unstable error. Furtmern@moper& Schindler (2003)
suggest that the distinctions of time and condition provide basis for frequently used
perspectives on reliability because of three basic factors, such as stability, equivalence, and
internal consistency. Stability is the atyilto provide the same results when the same test is
administered two or more times to same subjects over an interval of 6 months or less.
Equivalence shows the degree to which alternative forms of the same measures are used to
produce the same or similagsults. Internal consistency shows the degree to which instrument

items are homogeneous and reflect the same undgdgimstruct (Cooper & Schindl2f03).

Reliability of measures for this study was considered at data gathering instrum&gts de
stage The researcherorrelated responses to each question in data gathering instruments with
those to other questions in the instruments. This would therefore measure consistency of
responses across either all quastior group of questions from hiata gathering instruments.

The researchealso carefully used check questions that offer some sense of reliability with

his data gathering instruments through comparing responses to alternative forms of the same

guestion or group of questions (Saunders.e2G07).

Theresearcher al cul ated the Cronbachdés Al pha of the
on the responses obtained from the piloted respondents. The obtained results were more than
0.70. This indicates that reliability of the constructs wareeptableSimilarly the researcher
continued calculating the Cronbachés Al pha of

data as shown in section 4.3 of chapter 4 of this study to see the reliability of the constructs.
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3. 7.2 Validity of Data- Collection Instruments

Blumberg, Cooper & Schindler (200®xplained that when discussing the validity of data
gathering tools, researchers refer to the following: Face validity, content validity and construct

validity.

3. 7.2.1Face Validity

This indicates what items in the data gathering tools appear to measuoenstruct under

study It is possible that any given item can appear to be measuring one thing when intreality

is measuring another (Babk2®02). When constructinguestionnairethe researcheried to

consider face validity ofhe items includedHe took advice of his colleagues, pilotethe

study, acted upon comments by his thesis superaisdlJNISA College of Educatiomthics

cl earance commi tt ee s 0hiscdatangataringgoolsvdpmear hoameasured e ms

the subject matter under consideration.

3. 7.2.2 Content Validity

Content validity refers to the extent to which megasent devices, in thisase measurement

guestions in data gathering tools, provide adequate coverage of investigative questions
(Saunders et akR007). In hisguesti onnaire judgment o f wh at i
made through careful definition of the topic through literate r evi ew usi ng De mi
cycle, prior informal discussn with his colleagues and thediscussion with histhesis
supervisor. The r e sworlplacdhjudged sachdtem of teeaqgestiensairea t  h i
to be essential, useful but not essémtianot necessary in assessing the quality management of
education. The essentiééms in thequestionnaire that were obtainfedm the colleagues and

thethesis supervisor were retained. In this way itefithiequestionnaire were made to address

that a&sessment devices adequately measure major dimensions of education quality
management in Ethiopian public universities in line with the basic research questions raised in

this study.
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3. 7.2.3 Construct Validity

Construct validity refers to the extent which measurement questions actually measure the
presence of those constructs that the researcher intended them to measure. This will normally
be used when referring to constructs such as attitude scales, aptitude sordhlfigrtests
(Saunders et a2007). For theitemsih hi s r dasagatherindntéots were pilot tested and
commented byh e r es e ar c h e r [issthests supénasatgeuressarchemtrdngly

believe thatthe itemswere appeared to measure the general construct thaptimpgrt to

measure.

3.8Research Ethics

The entire processand procedures of this studyreelesignated in due consideration of ethical
principles that social science researchersukhdollow. The research report wasritten
accurately with appropriat@terpretation of results free from data fabricati®he researcher

avoidedplagiarism and persohhias on hisonnection with other researchers and their work.

The researchdollowed proper procedures to secure permission from university officials and

other concerned bodies to conduct the study, without giving any false impressions abou
himself and hisresearch.Ethical clearance certificate has been obtained by fulfillimg t

required procedures from UNISBollege of Educationresearchethics clearance committee

before collecting datésee appendix I)Then up on acquisition of ethical clearance certificate

the researcher also obtained permission letter from Bahir Dar Wniveéry 6 s research

community service vice president officednoter his researaites(see appendix Il).

In designing dta gathering instruments the researcisoclearly showed ethical issues at the

top of instruments. Moreover, recording materials were not used for interviews due to the
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intervieweesd unwillingness. The questionnair
not taken. Therefore, the ethicasues that were appligd this researchwith research
participants include informed consent, privacy, anonymity and confidentiality (Saunders et al
2007;Sarantako4998).

3.9 Methods of Data Analysis and Interpretation

In this study, sequential mixed method of data analysis was employed. First quantitative data

and then qualitative data were analysed and interpreted. To analyze data obtained from
guestionnaires both descriptive and inferential statistics were used.eSbeaptlve statistics

used were means, modes, frequencies and percentage distributions and the inferential statistical
test empl oyed wer e Spe aisquaren distibutiomsoThecstatisticall at i o
package for social sciences (SPSS) versiof@@®@vas used for computing statistical data

obtained through questionnaires. The significance level of alpha = 0.05 was used for the study.

The strenght of relationship betweguoantitative variables we also testedThe strength of
relationship betweemnariables is determined as small for rho = 0.10 to 0.29, medium for rho =
0.30 to 0.49 and large for rho = 0.50 to 1.00 (Pallant 2007: 147).

To describe quantitative data obtained through questi@syainformation obtained from
interviewsand open endkitems in the questionnair@gere also analyzed qualitatively using

themes of frequently obtained responses (Babbie 2010).
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3.10 Chapter Summary

In this chaptethe researcher haiscussedis research methodologide hasexplained that,

in his research heised pragmatism research paradigm. Mixed research approach was used to
conduct this study. Data for the study were collected from education managers (deans/directors
and departmental heads) and from student union representatives of ten pivdisities in
Ethiopia.Moreover, interviews were held with ten senior instructors and ten senior students to

get detailed information on education quality management practices in their university.

Questionnaire and intervievgs were used as instruments data collection.Reliability and
validity of data collection instruments were discussed. Moreover, ethical procedures followed

in data collection were discussed in this chapter.

To analyze data obtained from questionnaires both descriptive and inferential statistics were
employed. The descriptive statistics used were means, modes, frequencies and percentage
distributions and the inferential statistical tests used were correlansh chisquare
distributions. The statistical package for social sciences (SPSS version 20.00 was used for
computing statistical data obtained through questionnaires. The significance level of alpha =
0.05 was used for the studyhe researcher also disses that e strenght of relationship
between quantitative variables were also tedtecddition to explainingjuantitative results,

data obtained from interviewand open ended items in the questionnaieee analyzedising

thematicanalyticaltechnique

In the next chapter the researckell present and analyze data thas beercollectedfrom
education managers, student union representatives, senior instructors and senior students of the

ten sampled public universities in Ethiopia.
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Chapter Four

4. Data Presentation and Analysis

4.1 Introduction

The aim of this chapter is to present data descriptindgiadings from both thguestionnaire

and interviews on education quality management of Ethiopian public universities. Descriptive
analysis vas conducted to describe and summarise the data obtained from the samples used for
this study. Reliability statistics for constructs, means and modes of each item, frequencies and
percentage distributions, ehguare test results and correlations (Speamhanwere used to
portray the respondentsd responses. The tool
for Social Sciences (SPSS). There are two sections of this chapter. The first section presents
background information about research iggsants where as the second pamsents data

analysis from the questionnaged the interviewsn the main constructs of the study

The questionnaire data were divided i nto te
background information. Part twexplored identification of quality education, part three deals

with considering customersé needs, and part f
five investigated implementation of plans and part six was about performance tracking. Part
sevendealt with teaching methodologies as education quality management strategy, part eight

was about taking actien part nine explored performance improvement while part ten was

general questions about education quality management in Ethiopian public tiesersi

The whole parts, except part one and part ten, consisted of close ended questions that help to
explore education quality management practices in Ethiopian public universities, asking the
participants to rate their level of agreement with faight variables (questions numbei54)

based on the fivpoint Likert Scale. The data for these questions and discussions that follow
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consisted of nine core constructs on education quality management namely; identification of
qguality education, considering €t o mer s 0 needs, pl anning f o
implementation of quality education plans, performance tracking, teaching methodologies as
education quality management strategy, taking astamnd performance improvement. The
dependent variables are plamp for quality education, implementation of plans and
performance improvement and the independent variables are identification of quality
educati on, considering customersod6 needs, Per f

used and taking actisn

The researcharsed Spearman rho correlatiomarder to address the following questions:

Is there a significant relationship between identification of quality education and planning for

quality education?

Is there a significant relationship betweadentification of quality education and performance

improvement?

Il s there a significant relationship between
planning for quality education?

Il s there a significant relationship between

improvement?
Is there a significant relationship between performance tracking and implementation of plans?

Is there a significant relationship between performancacking and performance

improvement?

Is there a significant relationship between quality management strategies and implementation

of plans?

Is there a significant relationship between quality management strategies and performance

improvement?

Is there asignificant relationship between taking acs@md implementation of plans?
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Is there a significant relationship between taking ast@amd performance improvement in

Ethiopian public universities?

Hypotheses are set for each construct to see a relationship between independent and dependent
variables. Then correlations (Spearman rho) were used to see relationship between the
independent and dependent variables of this study. Below are hypothesscforcore

constructs and the findings.

Research Model

Independent variables Dependent variables

Identification of Planning for QE
QE

Corsidering needs

“ I Performance
. improvement

Implementation
of plans

Performance
trackina

Strategies of

QM

Taking Actions

Figure 2: Research Model
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Hypotheses of the study

1. HO: There is no strong relationship between identification of quality educatidplanning
for quality education

2. Ho: There is no strong relationship between identification of quality education and
performance improvement.

3. Ho: There i s no strong relationship betwee
planning for qality education.

4 . Ho: There is no strong relationship betwee
improvement.

5. Ho: There is no strong relationship between performance tracking and implementation of
plans.

6. Ho: There is no strong relationghbetween performance tracking and performance
improvement.

7. Ho: There is no strong relationship between quality management strategies and
implementation of plans.

8. Ho: There is no strong relationship between quality management strategies andapedorm
improvement.

9. Ho: There is no strong relationship between taking actions and the implementation of plans.

10. Ho: There is no strong relationship between taking actions and performance improvement.

Before presenting relationships betweenititeependent and dependent variables of this study,
the researchdirst discusedthe descriptive statistical analysis of the collected data.

4.2 Information about Respondents and the Questionnaire They Wodd on

The basic purpose of this study was to gather background information on the Ethiopian public
universities as well as data on the independent and dependent variables. The main themes of
the questionnaire addressed some general background information dbioytiaB public

universities e.g. Name of universities, educational level of responderets, academic
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disciplines, sex of respondents, experience of respondents in their institutions and experience
of respondents on current positions they hold as deaotor/departmental head and/or

student union representative.

The questionnairavas designed to collect data from ten sampled public universities out of the

thirty one. The targeted respondents were faculty/school/college deans/directors, departmental
heads and student union representatives. Targeting these respondents in universities was done

to ensure that the respondents had institutional knowledge in general as well as knowledge on
guality management in particular. The inquiry was performed inl@ctand November 2013.

The questionnaire was designed to beZsefflanatory and respondents could complete it
themselves. The final questionnaire consisted of 56 questions (see Appéndpuestions
predominantly required the application ab50 i nt Li kert scal e, e. g. fu
(1) to 6Strongly Agr eendedgestipns required \arittesh responges., e i @
Each questionnaire was accompanied by a cover letteaiek the purpose of the study

A total of two hundred fifty @50 individual respondents representing ten Ethiopian public
universities were asked to complete the questionnire total number of filled qwtionnaires
collectedwasone hundred eighty twd82) from individuals representing these tEthiopian

public universities. Then, questionnaires were checked for completeness and usefulness of all
essential information. Finally, questionnaires that were not properly answered by respondents
were excluded from the analysis. The total excluded dresiires were twelve (12).
Therefore, only 170 valid questionnaires were used for analysis yielding a response rate of 68%
of the respondents includedtims study See table 4.1 below.
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Table 4.1: Individual and institutional responses (hnumbe=and %)

1% generation | 2" generation | 3" generation | Gross
University University University Total
No. | % No. | % No. | % No. | %

Dearndheads| 42 | 24.71| 40 | 23.53 | 42 | 24.71 | 124 | 72.94
Students 15 8.82 | 16 9.41 15 8.82 | 46 | 27.06
Gross Total | 57 | 33.53| 56 | 32.94 | 57 | 33.53 | 170| 100

Table 4.1 shows that 72.94% of the respondents were faculty/college/school deans/directors
and/or departmental heads and the remaining 27.06 % were student union representatives of
Ethiopian public universities. Fortunately, the sampled ueiversities were located in the

eight different regions of Ethiopia including Addis Ababa, Amhara, Southern nations and
nationalities, Dire Dawa, Tigray, Oromia, Afar and Benishangul Gumuz. The universities taken
were Addis Ababa Univeristy, Bahir Dar Wersity, Debre Tabor University, Hawassa
University, Dilla University, Dire Dawa University, Aksum University, Ambo University,
Semera University and Asossa University. Addis Ababa, Bahir Dar and Hawassa Universities
are the first generation/senior unisiies; Aksum, Dire Dawa, Dilla and Semera Universities

are the second generation universities while Ambo, Asossa and Debre Tabor Universities are
the third generation universities in Ethiopia.

This figure impies that distribution of theespondinguniversitieslargely follows those of all
public universities in Ethiopia. Concerning the year of generatimhlocation, the respondents
were taken from all categories of the total population of Ethiopian public universities.

To address qualitative datwenty indepth interviews were made with ten senior instructors

and ten senior students.

All'in all, the researcheran conclud that this samplmore or lessn all aspects fully reflects

the total population of public universities in Ethiopi&2Bil3.
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4.3 Descriptive Statistical Analysis and Chsquare Test Results of Data Obtained

through Questionnaire

4.3.1 Identification of Quality Education

This section provides a descriptive overview of the mstudy results with regard to
identification of quality education in Ethiopian public universities. Before proceeding to the
analysis of each of the items of identification of quality education, reliability of this construct is

calculated using SPSS version 20.00. The result obtained is repdtiedatiowing table.

Table 4.2: Reliability Statistics for
Identification of Quality Education
Cronbach's Cronbach's N of ltems
Alpha Alpha Based on
Standardized
ltems
.788 .786 5

This table indicates that reliability of the construct identificatadfnquality education as
measured by the five items is acceptabl e, be

greater than the standard Cronbacho6és Al pha th

Ne x t | et us see the itemsd mean andabmdde f or

below shows this result.
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Tabl e 4. 3: |l temsd Mean and Mode for |l dent
Mean Mode Std. Deviation
Meaning of quality education 4.00
3.3176 1.25186
has been stated in writing
There is a written policy 4.00
statement or manual to
3.3882 1.26953
attain planned quality
education
Benchmarks have been 2.00
identified that define the
2.8647 1.19637
highest level of quality within
universities
Activities required to achieve 4.00
quality education has been 3.6000 1.07912
identified
Team has been established 4.00
to carry out education
) 3.7765 1.06451
quality management
activities
The maximum mean for this construct is 3.78 thatist ai ned f or the iitem i
established team to carry out education qual.
for the item which reads as fAmy institution I
the items are 4.00 except forhe i tem #fAmy institution has i

indicates that most of the institutions do not have identified benchmarks to improve their
performances. The following table shows cross tabulation, frequencies and percentages of

responses obtaindbm the three generatisof universities in Ethiopia.
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Table 4.4: Identification of Quality Education Vs University Cross Tabulation
University Total
First Second Third
generation | generation | generation
Count 8 13 5 26
Disagree or Strongly | % within Ident of QE 30.8% 50.0% 19.2%| 100.0%
disagree % within University 14.0% 23.2% 8.8% 15.3%
% of Total 4.7% 7.6% 2.9% 15.3%
Count 29 22 16 67
% within Ident of QE 43.3% 32.8% 23.9% | 100.0%
Ident of QE Undecided

% within University 50.9% 39.3% 28.1% 39.4%
% of Total 17.1% 12.9% 9.4% 39.4%
Count 20 21 36 77
Agree or strongly % within Ident of QE 26.0% 27.3% 46.8% | 100.0%
agree % within University 35.1% 37.5% 63.2% 45.3%
% of Total 11.8% 12.4% 21.2% 45.3%
Count 57 56 57 170
% within Ident of QE 33.5% 32.9% 33.5% | 100.0%
Total % within University 100.0% 100.0% 100.0% | 100.0%
% of Total 33.5% 32.9% 33.5% | 100.0%

The above table shows that 30.8%, 50.0% and 19.2% of the entire respondents who replied as
either disagree or strongly disagree that their institution makes identification of quality
education were from the first, second and third generation univergispsatively. Moreover,

14% of the first generation, 23.2% of the second generation and 8.8% of the third generation
universities either disagree or strongly disagree that their institutions make identification of
guality education. The majority of the e@rtrespondents (45.3%) either agree or strongly agree
that their institution makes identification of quality educati@omparing the three groups of
universities the majority (63.2%) of third generation universities either agree or strongly agree
on this issue as compared to the first (35.1%) and second (37.5%) generation universities. To
see whether this difference is significant or notstniare test is employed. The result of the
chi-square test is shown in table 4.5 below.
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Table 4.5: Chi-Square Tests for Identification of Quality Education
Value Df Asymp. Sig. (2-
sided)
Pearson Chi-Square 13.781° .008
Likelihood Ratio 13.519 4 .009
Linear-by-Linear Association 4.046 1 .044
N of Valid Cases 170
a. 0 cells (0.0%) have expected count less than 5. The minimum
expected count is 8.56.

This Chisquare test for independence table indicated that there is a significant difference
between proportion of universities generation and proportion of their making identification of
quality education (chi-square =13.78, df =4 P= .008)his shows that there is significant

relationship between generation of universities and their making identification of quality

education.
4. 3.2 Considering Customersdé Needs
Table 4.6 below shows that reliability of

measured by six items is acceptable. Reliability of this construct is calculated using SPSS

version 20.00.

Table 4.6: Reliability Statistics for considering
customers © needs
Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
Iltems
.845 .847 6
Table 4.7 below shows itemsdé6 mean and mode

The maximum mean for this construct is 3.57 thaiist ai ned f or the item

f

o

f
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pl anning to meet or exceed customersod needs. 0
as fAcustomers are satisfied with quality man
obtained is 2.00 which is the modetohi ned f or the item AMy in
prioritises . dhissnticatesthasmost msitdtiond do not analyze and prioritize
their customersod needs.

Tablea7:LGSY&AQ aSly YR a2RS T2NJ/ 2yaARSNAyYy3 /

Mean Mode
Understanding needs of customers quality plan is set 3.2882 4.00
Plans are prepared to meet or exceed needs of 4.00
3.5706
customers
Plans are based on analysis of future customer 4.00
] 3.2353
requirements
Whil e planning areanslysedramr 2.00
— 3.0647
prioritised
Every possible effort is made to provide education 3.3041 4.00
that will best meet cust '
Customers are satisfied with quality management 3.00%
) ) 3.0000
implementation

[

=



The frequencyistributions, percentages and the cross tabulation

the following table.

of these items are shown in
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Table 4.8: Considering Customers6 Needs U
University Total
First Second Third
generation generation generation
Count 13 15 5|33
Disagree or % within cust 39.4% 45.5% 15.2% | 100.0%
strongly disagree | % within University 22.8% 26.8% 8.8% | 19.4%
% of Total 7.6% 8.8% 2.9% | 19.4%
Count 24 22 15|61
% within cust 39.3% 36.1% 24.6% | 100.0%
Undecided - -
% within University 42.1% 39.3% 26.3% | 35.9%
% of Total 14.1% 12.9% 8.8% | 35.9%
Count 20 19 37|76
% within cust 26.3% 25.0% 48.7% | 100.0%
Agree or - ] ]
% within University 35.1% 33.9% 64.9% | 44.7%
strongly agree
44.7%
% of Total 11.8% 11.2% 21.8%
Count 57 56 571170
otal % within cust 33.5% 32.9% 33.5% | 100.0%
otal
% within University 100.0% 100.0% 100.0% | 100.0%
% of Total 33.5% 32.9% 33.5% | 100.0%

The above table shows that 39.4%, 45.5% and 15.2 % of the entire respondents who replied as

ei

t her

di

sagree

or

strongly

di

sagree

t hat

the first, second and third generation universities respectivedyedler, 22.8 % of the first

t he

generation, 26.8% of the second generation and 8.8% of the third generation universities either

di

sagree

or

strongly

di

sagree

t hat

their

entire respondents (44.7%) eithagree or strongly agree that their institution considers

cust omer Gompanng thelthree groups of universities the majority (64.9%) of third

nst

generation universities either agree or strongly agree on this issue as compared to the first

generation (33%) and second generation (33.9%) universities. To see whether this difference
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is significant or not the cksquare test is employed. The result of thestjuare test is shown

in table 4.9 below.

Table4.9:Chi-Square Tests for Cust (
Value Df Asymp. Sig. (2-
sided)
Pearson Chi-Square 15.321° 4 .004
Likelihood Ratio 15.693 4 .003
Linear-by-Linear Association 7.784 1 .005
N of Valid Cases 170

a. 0 cells (0.0%) have expected count less than 5. The minimum

expected count is 10.87.

This Chi-square test for independence table indicated that there is a significant difference

bet ween

proporti

on of

uni

ver sit

es

gener ati

needs (chi-square =15.32, df =4 P= .004)his indicates that there is si§jcant relationship

bet ween

gener ati

on of

4.3.3 Planning for Quality Education

uni

ver sit.i

e s

and

t heir

Reliability of the construct planning for quality education as measured by five items is

acceptable ea u s e

Cronbachos

t he
Al pha

cal cul

t hat

ated

i s

0. 70.

Table 4.10: Reliability Statistics of planning

for quality education

Cronbach's

Cronbach's

N of Items

Alpha

Alpha Based on
Standardized

Iltems

.832

.835

Cronbach
Thi

S

0s
f

Al pha,
ndi ng i

on
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What procedures do Ethiopian public universities follow to plan for quality education?

Foll owing are itemsd mean and mode of
Table 4. 11: 1t e msPlamning for Quatity Bdudatiorn f
Mean Mode Std.
Deviation
Institutions collect data to identify problems and
3.3118 4.00 1.31553
develop plans for improvement
My institution specifies measures for evaluating plans 2.9941 4.00 1.17416
Plans are based on analysis of data about
3.1176 4.00 1.15037
competitors
My institution measures whether or not it has
3.2000 4.00 1.21918
achieved its goals
Processes are goal oriented with specific measurable
3.2000 4.00 1.19466
outcomes
The maxi mum mean for this construct i's 3.
data to identify problems and develop plans
item Amy institution specifies malafghe iteens

for

pl

31

f

€

are 4.00. This indicates that most respondents have agreed on the items raised to measure their

planning for quality education.

Table 4.12 below shows cross tabulation, frequencies and percentages of responses obtained

from the three gneratios of universities in Ethiopia. This table reveals that 38.2%, 47.1% and

14.7% of the entire respondents who replied as either disagree or strongly disagree that their
institution makes planning for quality education were from the first, secondthard
generation universities respectively. Moreover, 22.8% of the first generation, 28.6% of the
second generation and 8.8% of the third generation universities either disagree or strongly
disagree that their institutions make planning for quality edutatMajority of the entire
respondents 43.5% were undecided on the issue that their institution makes planning for quality
education.Comparing the three groups of universities the majority (56.1%) of third generation
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universities either agree or stropghgree on this issue as compared to the first generation

(28.1%) and second generation (25.0%) universities.

Table 4.12: Planning for QE Vs University Cross Tabulation
University Total
First Second Third
generation generation generation
Count 13 16 5 34
Disagree or % within Planning for QE 38.2% 47.1% 14.7% | 100.0%
strongly disagree % within University 22.8% 28.6% 8.8% 20.0%
% of Total 7.6% 9.4% 2.9% | 20.0%
Count 28 26 20 74
% within Planning for QE 37.8% 35.1% 27.0% | 100.0%
Undecided

% within University 49.1% 46.4% 35.1% 43.5%
% of Total 16.5% 15.3% 11.8% 43.5%
Count 16 14 32 62
Agree or % within Planning for QE 25.8% 22.6% 51.6% | 100.0%
strongly agree % within University 28.1% 25.0% 56.1% 36.5%
% of Total 9.4% 8.2% 18.8% 36.5%
Count 57 56 57 170
% within Planning for QE 33.5% 32.9% 33.5%| 100.0%
Total % within University 100.0% 100.0% 100.0% | 100.0%
% of Total 33.5% 32.9% 33.5%| 100.0%

To see whether this difference is significant or notdhiesquare test is employed. The result

of the chisquare test is shown in table 4.13 below.

Table 4.13: Chi-Square Tests of Planning for QE

Value Df Asymp. Sig. (2-
sided)
Pearson Chi-Square 16.496° 4 .002
Likelihood Ratio 16.741 4 .002
Linear-by-Linear Association 7.675 1 .006
N of Valid Cases 170

a. 0 cells (0.0%) have expected count less than 5. The minimum

expected count is 11.20.
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This Chisquare test for independence table indicates that there is a significant difference
between proportion of universities generation and proportion of their planning for quality
education (chisquare =16.496, df =4 P= .002)his reveals that there is a significant

relationship between generation of universities and their planning fotygedlication.

4.3.4 Implementation of Quality Education Plans

This section provides a descriptive summary of the nsudy results with regard to
implementation of quality education plans in Ethiopian public universities. Before proceeding
to the analyis of each of the items of implementation of quality education plans, reliability of

this construct is calculated using SPSS. The result obtained is given in table 4.14 below.

Table 4.14:Reliability Statistics for

implementation of quality education plans

Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
ltems

911 911 9

This table indicates that reliability of the construct implementation of quality education plans
as measured by nine items is acceptable because their oiffainedn b ach és Al pha r e

i s greater than the standard Cronbachés Al pha
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How do Ethiopian public universities implement the quality education plans?

The itemsd mean and mode for i mplementation
Table 4.15.
Tabl e 4. 15: I't emsd MelmplememalionMbQEe f or P
Mean Mode Std.
Deviation
Educational process changes are tested
2.9059 2.00 1.23675
on small scale
Data are systematically collected for
) ) 3.2941 4.00 1.27631
evaluation to improve QE
Every day activities are guided to a
) 3.1059 2.00 1.22134
achieve goals
Has quality system that requires all staff
) 3.0529 4.00 1.22721
and students to be involved
Makes specific commitment to quality 3.3235 4.00 1.07474
To achieve improvements uses QM as
3.4176 4.00 1.19503
important mgt method
QM implementation has become a social
3.1765 4.00 1.19344
movement
Employee satisfaction and
) ) 2.9706 2.00 1.25659
empowerment is achieved due to QM
Rationalized the existing work processes
3.2118 4.00 1.17261
with a standard
The maxi mum mean for this construct is 3.42

my institution uses quality managementiasnp or t ant management met h o

mean is for the item which reads as foll ows
scale in my institution.o The modes for six
indicates that respondenthave various views on implementation of pglarariables in
Ethiopian public universities. The following table shows the cross tabulation and frequencies

and percentages of responses obtained from the three gerssvtiaiversities in Ethiopia.

(0]

0]
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Table 4.16: Plans implementation Vs University Cross tabulation
University Total
First Second Third

generation | generation | generation
Count 15 21 5 41
Disagree o ) ) 100.0
% within plans implementation 36.6% 51.2% 12.2% %
or 0
strongly disagree % within University 26.3% 37.5% 8.8% | 24.1%
% of Total 8.8% 12.4% 2.9% | 24.1%
Count 27 19 17 63
o ] ) 100.0

] % within plans implementation 42.9% 30.2% 27.0%
Undecided %
% within University 47.4% 33.9% 29.8% | 37.1%
% of Total 15.9% 11.2% 10.0% | 37.1%
Count 15 16 35 66
o ) ) 100.0

% within plans implementation 22.7% 24.2% 53.0%
Agree or strongly agree %
% within University 26.3% 28.6% 61.4% | 38.8%
% of Total 8.8% 9.4% 20.6% | 38.8%
Count 57 56 57 170
o ) ) 100.0
% within plans implementation 33.5% 32.9% 33.5% o
0
Total o ) ) 100.0
% within University 100.0% 100.0% 100.0% %
0
100.0
% of Total 33.5% 32.9% 33.5% o
0

The above table shows that 36.6 %, 51.2 % and 12.2 % of the entire respondents who replied as
either disagree or strongly disagree that their institution implement plans for quality education
were from the first, second and third generation universitgseatively. Moreover, 26.3% of

the first generation, 37.5% of the second generation and 8.8% of the third generation
universities either disagree or strongly disagree that their institutions implement plans for
guality education. The majority of the eetirespondents (38.8%) either agree or strongly agree
that their institution implements plans for quality educati@omparing the three groups of
universities the majority (53.0%) of third generation universities either agree or strongly agree
on this isse as compared to the first generation (22.7%) and second generation (24.2%)
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universities. To see whether this difference is significant or nesaimre test is employed.

The result of the chéquare test is shown in table 4.17 below.

Table 4.17: Chi-Square Tests for Plans implementation

Value Df Asymp. Sig. (2-
sided)
Pearson Chi-Square 23.725° 4 .000
Likelihood Ratio 24172 4 .000
Linear-by-Linear Association 10.381 1 .001
N of Valid Cases 170

a. 0 cells (0.0%) have expected count less than 5. The minimum

expected count is 13.51.

This Chisquare test for independence table indicates that there is a significant difference
between proportion of universities generation and proportion of their implementation of plans
for quality education(chi-square =23.73, df =4 P= .000his shows that there is a significant

relationship between generation of universities and their implementation of quality education

plans.

4.3.5 Performance Tracking

Table 4.18 below indicates thatliability of the construct performance tracking of quality

education as measured by six items is acceptable.

Table 4.18:Reliability Statistics for

performance tracking

Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
Items
.881 .878 6
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How do the Ethiopian public universities know that they provide quality education?

The maxi mum mean for performance tracking <co
institution receives regul ar f emiminrbumenkansb out h
for the item which reads as follows fAmy i nstd.i

in relation to benchmarks. 0oThe modes of the
most respondents have various views on the itemisntieasure the performance tracking of

guality education in Ethiopian public universities. See table 4.19 below.

Table 4.19: 1temsoPdffermancedlnadkinylode f
Mean Mode Std.
Deviation
There is a system for two way communication 3.2706 4.00 1.22969
Regularly collects data on satisfaction levels 2.8588 2.00 1.33370

Receives regular feedback about how satisfied
3.4118 4.00 1.15430
the students

Receives regular feedback about how satisfied
2.7471 3.00 1.31923
the employers

Senior education managers do more than just
3.0353 2.00 1.30041
talking about quality

Evaluates quality of educational programs in
2.8471 2.00 1.32349

relation to benchmarks

Table 4.20 below shows that 44.3%, 44.3% and 11.5% of the entire respondents who replied as
either disagree or strongly disagree that their institution makes performance tracking for quality
education were from the first, second and third generation witiesr respectively. In
addition, 23.0%, 23.0% and 54.1% of the entire respondents who replied as either agree or
strongly agree that their institution makes performance tracking were from the first, second
and third generation universities respectivélg. equal percent of the entire respondents (35.9

%) disagree or strongly disagree and agree and strongly agree on performance tracking of
quality education. Comparing the three groups of universities the majority (57.9%) of third
generation universitiesither agree or strongly agree on this issue as compared to the first

generation (24.6%) and second generation (25.0%) universities.
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Table 4.20: Performance Tracking Vs University Cross Tabulation

University Total
First Second Third
generation generation generation
Count 27 27 7 61
Disagree or % within Performance tracking 44.3% 44.3% 11.5% 100.0%
strongly disagree % within University 47.4% 48.2% 12.3% 35.9%
% of Total 15.9% 15.9% 4.1% 35.9%
Count 16 15 17 48
Undecided % within Performance tracking 33.3% 31.2% 35.4% 100.0%
% within University 28.1% 26.8% 29.8% 28.2%
% of Total 9.4% 8.8% 10.0% 28.2%
Count 14 14 33 61
Agree or % within Performance tracking 23.0% 23.0% 54.1% 100.0%
strongly agree % within University 24.6% 25.0% 57.9% 35.9%
% of Total 8.2% 8.2% 19.4% 35.9%
Count 57 56 57 170
% within Performance tracking 33.5% 32.9% 33.5% 100.0%
Toral % within University 100.0% 100.0% 100.0% 100.0%
% of Total 33.5% 32.9% 33.5% 100.0%

To see whether thaifference shown in table 4.20 above is significant or nosghbare test is

employed. The result of the ebguare test is shown in table 4.21 below.

Table 4.21: Chi-Square Tests for Performance Tracking

Value Df Asymp. Sig. (2-
sided)
Pearson Chi-Square 24.992° .000
Likelihood Ratio 26.871 .000
Linear-by-Linear Association 18.228 .000
N of Valid Cases 170

a. 0 cells (0.0%) have expected count less than 5. The minimum

expected count is 15.81.
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This Chisquare test for independentable indicated that there is a significant difference
between proportion of universities generation and their proportion of performance tracking for
guality educationt (chi-square =24.99, df =4 P= .000)his reveals that there is significant
associatiofrelationship between generation of universities and their making identification of
guality education.

4.3.6 Performance Improvement

This section provides a descriptive overview of the nsudy results about performance
improvement in Ethiopian public universities. Before proceeding to the analysis of each of the
items of performance improvement, the reliability of this construct is calculated using SPSS.

The result obtained is reported in foowing table.

Table 4. 22: Reliability Statistics for

performance improvement

Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
ltems

779 .807 6

This table indicates that reliability of the construct performance improvemene¢asured by
Ssi X items is acceptable. The obtained Cronbac
Cronbachdés Al pha that is 0.70.

Accordingly, Table 4.23 below shows the resul
improvement.
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Table 4.23: 1temso Pertfoemmancenmprovement f or
Mean Mode Std.
Deviation

Workers receive immediate feedback on their
3.1353 4.00 1.31421

performance
More numbers of students are satisfied with the

teaching learning process 3.3235 5.00| 1.36570

More numbers of students are able to improve their
Cumulative Grade Point Average/CGPA 3.5235 4.00| 1.88172

More numbers of students are able to produce
problem solving research outputs 3.1529 4.00| 1.19670

More numbers of competent professional graduates|
are produced 3.2588 4.00| 1.17823

Institutions Plan, do, study, act for their performance
3.3294 4.00 1.21517

improvement
The maxi mum mean for this construct is 3.52 o
are able to improve their Cumul ative Grade Po
the item which reads as foll ows faedbackantheiri nst i t
performance. 0 The modes for all of the 1tems
students are satisfied with the teaching | ear

all respondents have agreed on the items raisecheasure performance improvements of
institutions. The following table shows the cross tabulation and frequencies and percentages of

the responses obtained from the three generations of universities in Ethiopia.
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Table 4.24: Performance improvement Vs University Cross Tabulation
University Total
First Second Third
generation generation generation
Count 13 18 4 35
Disagree or % within Performance improvement 37.1% 51.4% 11.4% | 100.0%
strongly disagree % within University 22.8% 32.1% 7.0% | 20.6%
% of Total 7.6% 10.6% 24% | 20.6%
Count 17 21 20 58
Undecided % within Performance improvement 29.3% 36.2% 34.5% | 100.0%
% within University 29.8% 37.5% 35.1%| 34.1%
% of Total 10.0% 12.4% 11.8% | 34.1%
Count 27 17 33 77
Agree or % within Performance improvement 35.1% 22.1% 42.9% | 100.0%
strongly agree % within University 47.4% 30.4% 57.9% | 45.3%
% of Total 15.9% 10.0% 19.4% | 45.3%
Count 57 56 57 170
% within Performance improvement 33.5% 32.9% 33.5% | 100.0%
Total % within University 100.0% 100.0% 100.0% | 100.0%
% of Total 33.5% 32.9% 33.5% | 100.0%

The above table shows that 37.10%, 51.40% and 11.40% of the entire respondents who replied
as either disagree or strongly disagree on performance improvement items were from the first,
second and third generation universities respectively. Moreover, 4 0#0% first generation,
30.40% of the second generation and 57.90% of the third generation universities either agree or
strongly agree on performance improvement items. Majority of the entire respondents (45.3%)
either agree or strongly agree on perfanggimprovement itemsComparing the three groups

of universities the majority (57.90%) of third generation universities either agree or strongly
agree on this issue as compared to the first generation (47.00%) and second generation
(30.40%) universitiedn addition, the majority (51.40%) of the second generation universities
either disagree or strongly disagree on this issue as compared to the first generation (37.10%)
and third generation (11.40%) universities. To see whether this difference is aigndficnot

the chisquare test is employed. The result of thesthiare test is shown in table 4.25 below.



Table 4.25: Chi-Square Tests for Performance improvement

Value Df Asymp. Sig. (2-
sided)
Pearson Chi-Square 14.189° 4 .007
Likelihood Ratio 15.619 .004
Linear-by-Linear Association 3.940 .047
N of Valid Cases 170

expected count is 11.53.

a. 0 cells (0.0%) have expected count less than 5. The minimum
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This Chisquare test for independence table indicates that there is a signditfargénce

between proportion of universities generation and proportion of their

performance

improvement (chi-square =14.12, df =4 P= .007Jhis shows that there is a significant

relationship between generation of universities and their perforniapcevement.

4.3.7 Teaching Methodologies as Education Quality Management Strategy

Table 4.26 below shows that reliability of the construct teaching methodologies as quality

management

acceptabl e

strategy as
because it i

measur ed

S greater

Table 4.26: Reliability Statistics for quality

management strategies

Cronbach's
Alpha

Cronbach's
Alpha Based on
Standardized

Iltems

N of Items

.813

.814

refsutt usr i

t he

tem

st a
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What strategies are available for quality management of education in Ethiopian public

universities?

Thef ol | ows are the itemsd mean and mode for t e
strategy. Table 4.27 below shows this result.

Table 4.27: I t e ms 6 Tedehiang Mesthndblodves dseEdcation
Quality Management Strategy
Mean Mode Std.
Deviation
Uses student centred teaching methodologies 3.9941 4.00 1.02338
Uses problem based learning 3.5118 4.00 1.11599
Uses linking theory to practice 3.4588 4.00 1.19221
Uses continuous assessment 4.1353 5.00 1.21111
The maximum mean for this constructis 4.14 thatist ai ned for the i tem fAr

continuous assessment as a strategy for educa
obtained for the item which reads thus: i my

teaching met h ed dedqueng sespones for al of thenhitems are 4.00 except for

the i1item fAimy institution uses continuous as:
management 0. This indicates that mo s t i nstit
teaching methaalogies as education quality management strategies. Table 4.28 below presents

the cross tabulation, frequencies and percentages of responses obtained from the three

generations of universities in Ethiopia.

The table shows that 28.50%, 30.90% and 40.70%e entire respondents who replied as
either agree or strongly agree on the items of teaching methodologies as education quality
management strategy were from the first, second and third generation universities respectively.
Moreover, 61.40% of the fitgeneration, 67.90% of the second generation and 87.70% of the

third generation universities either agree or strongly agree on the items of teaching
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methodologies as education quality management strategy. Majority of the entire respondents
72.40% eitheragree or strongly agree on the items of teaching methodologies as education
qguality management strategy.Comparing the three groups of universities the majority
(87.70%) of third generation universities either agree or strongly agree on this issue as
compared to the first generation (61.40%) and second generation (67.90%) universities. In
addition, the majority (53.80%) of the second generation universities either disagree or strongly
disagree on this issue as compared to the first generation (30.80%hiahdeneration
(15.40%) universities. See table 4.28 below.

Table 4.28: Teaching Methodologies as Strategy Vs University Cross Tabulation
University Total
First Second Third
generation | generation | generati
on

Count 4 7 2 13
Disagree or strongly % within Teaching methods as strategy 30.8% 53.8% 15.4% | 100.0%
disagree % within University 7.0% 12.5% 3.5% 7.6%

% of Total 2.4% 4.1% 1.2% 7.6%

Count 18 11 5 34

% within Teaching methods as strategy 52.9% 32.4% 14.7% | 100.0%
Undecided

% within University 31.6% 19.6% 8.8% | 20.0%

% of Total 10.6% 6.5% 2.9% | 20.0%

Count 35 38 50 123

% within Teaching methods as strategy 28.5% 30.9% 40.7% | 100.0%
Agree or strongly agree

% within University 61.4% 67.9% 87.7% | 72.4%

% of Total 20.6% 22.4% 29.4% | 72.4%

Count 57 56 57 170

% within Teaching methods as strategy 33.5% 32.9% 33.5% | 100.0%
Total % within University 100.0% 100.0% | 100.0% | 100.0%

% of Total 33.5% 32.9%| 33.5% | 100.0%

To see whether this difference is significant orthetchisquare test was employed. The result
of the chisquare test is shown in table 4.29 below.



This chisquare test result violated the assumption okghiare test which assunm@svii ni mu m

Table 4.29: Chi-Square Tests for Teaching Methods as Strategy

Value Df Asymp. Sig. (2-
sided)
Pearson Chi-Square 13.409° .009
Likelihood Ratio 13.778 .008
Linear-by-Linear Association 4.473 .034
N of Valid Cases 170

a. 3 cells (33.3%) have expected count less than 5. The minimum

expected count is 4.28.
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expected cell frequency which would be 5 or greater or at least 80% of cells should have

expected frequec i e s

of

5

o ROO7:n280 e .

researcheto show whether this difference is significant or not.

4.3.8 Taking Actions to Achieve Quality Education

or(hralelf amte

ei

t

coul

This section provides a descriptive analysis of data about taking actions to achieve quality

education in Ethiopian public universities. The reliability of this construct is calculated using

SPSS. The mailt obtained is reported in the following table.

Table 4.30:Reliability Statistics for Taking
Actions
Cronbach's Cronbach's N of ltems
Alpha Alpha Based on
Standardized
Items
.845 .847 7

This table indicates that the reliability of the construct taking actions as measured by the seven

items is 0.845.
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Consequently, letis seet he 1 temsd mean and mode for ta

education. Table 4.31 below shows this result.

Table 4. 31: Itemsd6 Mean and Mode
Mean Mode Std.
Deviation
Actions are taken on time in efforts to enhance our
o 3.7118 4.00 1.27534
institutional system
Institutions engaged in developing human resources 3.6824 4.00 1.15857

Institutions utilized required educational facilities that
] 3.5235 4.00 1.13160
are relatively up-to-date

Institutions have harmonized their education quality
3.5471 4.00 1.07726
management strategy

Institutions communicated their education quality
3.5941 4.00 1.06863
management strategy

Institutions applied suggestions collected from stake
) ) 3.4294 4.00 1.15552
holders, if appropriate

Institutions are responsible for meeting or exceeding
3.2588 4.00 1.15797

standards in a timely manner

The maximum mean for this construct is 3.71 thatist ai ned for the item
on time in efforts to enhance our institutdi
for the i tem Mymsttationisrespodsible tormeetingidr exceeding standards

i n a ti meTheg higheshfreguent @sponses for all of the items are 4.00. This
indicates that most institutions agreed on the items raised to measure takingtadcichmeve

guality education in Ethiopian public universities.

Table 4.32 below shows the cross tabulation of universities generation and items of taking
actions and frequencies and percentages of responses obtained from respondents of the three

generations of universities in Ethiopia.

This table reveals that 52.60%1.60% and 15.80% of the entire respondents who replied as
either disagree or strongly disagree on the items of taking actions were from the first, second

and third generation universities respectively. Moreover, 54.40% of the first generation,

K i

fi

on
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55.40% & the second generation and 68.40% of the third generation universities either disagree
or strongly disagree that their institutions took actions to achieve quality education. The
majority of the entire respondents 59.40% either agree or strongly agtiee items of taking
actiors to achieve quality educationComparing the three groups of universities the majority
(68.40%) of third generation universities either agree or strongly agree on this issue as
compared to the first generation (54.40%) and sg¢gemeration (55.40%) universities. See the
detail in table 4.32 below.

Table 4.32:Taking Actions Vs University Cross Tabulation
University Total
First Second Third
generation | generation |generatio
n

Count 10 6 3 19

Disagree or strongly % within Take action 52.6% 31.6% 15.8% | 100.0%
disagree % within University 17.5% 10.7% 5.3% 11.2%
% of Total 5.9% 3.5% 1.8% 11.2%

Count 16 19 15 50

Undecided % within Take action 32.0% 38.0% 30.0% | 100.0%
% within University 28.1% 33.9% 26.3% 29.4%

% of Total 9.4% 11.2% 8.8% 29.4%

Count 31 31 39 101

Agree or strongly % within Take action 30.7% 30.7% 38.6% | 100.0%
agree % within University 54.4% 55.4% 68.4% 59.4%
% of Total 18.2% 18.2% 22.9% 59.4%

Count 57 56 57 170

Total % within Take action 33.5% 32.9% 33.5% | 100.0%
% within University 100.0% 100.0% | 100.0% | 100.0%

% of Total 33.5% 32.9% 33.5% | 100.0%

To see whether the difference discussed above is significant or not thquelne test was
employed. The result of the ebguare testor independence table indicated that there is no
significant difference between proportion of universities generatidrtfzeir taking actions to
achieve quality educatior(chi-square =5.65, df =4 P= .227)his reveals that there is no
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significant association/relationship between generation of universities and their taking actions.
See table 4.33 below.

Table 4.33:Chi-Square Tests for taking actions
Value Df Asymp. Sig. (2-
sided)

Pearson Chi-Square 5.647° 4 .227
Likelihood Ratio 5.741 4 .219
Linear-by-Linear Association 4.670 1 .031
N of Valid Cases 170
a. 0 cells (0.0%) have expected count less than 5. The minimum
expected count is 6.26.

4.4 Relationship between Independent and Dependent Variables of this study

Is there a strong positive relationship between the three dependent variables (planning for
qguality education, implementation of plan apeérformance improvement) and the five

i ndependent vari abl es (identification of gua
performance tracking, strategies of education quality management and taking)aafion

education quality management?

In this stidy five independent and three dependent variables have been identified. The
following discussion shows the relationship between the dependent and independent variables
to answer the above basic question

4.4.1 A Relationship between Identification of Quality Education and Planning for
Quality Education
Relationship between identification of quality education and planning for quality education is

investigated inEthiopian public universitiesontext andthe obtained result is displayed as

follows.
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Hypotheses of the study

1. Is there a strong relationship between identification of quality education and

planning for quality education?
HO: There is no strong relationship between identification of qualiycation and
planning for quality education.

Table 4.34 below shows relationship between identification of quality education and planning

for quality education in Ethiopian public universities.

Table 4.34 Correlation between identification of QE and planning for QE

Ident of QE | Planning for QE
Correlation Coefficient 1.000 676"
Ident of QE Sig. (2-tailed) . .000
N 170 170
Spearman's rho

Correlation Coefficient 676" 1.000

Planning for QE | Sig. (2-tailed) .000
N 170 170

**_Correlation is significant at the 0.01 level (2-tailed).

The relationship between identification of quality education and planning for quality education
was investigated usin@pearman’s rho correlation coefficient. The strength of relationship
betweervariables is determined as small for rho = .10 to .29, medium for rho = .30 to .49 and
large for .50 to 1.00 (Pallant 200%¥47). There was a strong positive correlation between the
two variables, rho= .676, n= 170, p< .000, with high levels of idenidicabf quality

education associated with high level of planning for quality educatioBthiopian public
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universities The coefficient of determination showed that the two variables share 45.70% (.676
X .676= .45697) of their variance. There is much @agehetweenhe two variables. Therefore,

the researchdniled to accept the null hypothesis. The finding of this study showed that there
is a strong relationship between identification of quality education and planning for quality

education.

These finding are in line with and add to the findings obtained in banking industries in Jordan
and Fishery Industry in South Sulawesi of Indonesia that revealed the positive relationship
between need identification and performance planningBgshir, Fouad, & AlShobaki

2010; Munizu 2013).

4.4.2 A Relationship between Identification of Quality Education and Performance
Improvement

Hypotheses of the study

2. Is there a strong relationship between identification of quality education and

Performance improvement?
Ho: There is no strong relationship between identification of quality education and
performance improvement.

Table 4.35 below shows a relationship between identification of quality education and

performance improvement taking in to account the Ethiopian pubiN@rsities context.

Table 4.35 Correlation between identification of QE and performance improvement
Ident of QE Performance
improvement
Correlation Coefficient 1.000 480"
Ident of QE Sig. (2-tailed) . .000
N 170 170
Spearman's rho o
Correlation Coefficient 480 1.000
Performance improvement | Sig. (2-tailed) .000
N 170 170
**_Correlation is significant at the 0.01 level (2-tailed).
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The relationship between identification of quality education and performance improvement
was investigated using§pearman’s rho correlation coefficient. There was medium positive
correlation between the two variables, rho= .480, n= 170, p< .000, with égls | of
identification of quality education associated with high level of performance improvement
Ethiopian public universitiesThe coefficient of determination showed that the two variables
share 23.04% (.480 x .480=.2304) of their variance. Tlsame much overlap between the two
variables. Thesfore, the researcheccepted the null hypothesis. The finding of this study
showed that there is no strong relationship between identification of quality education and

performance improvement in Ethiopipablic universities.

This finding contradicts with the existing study which progltat making need identification

of what customers of an organization need and working towards filling the identified needs
resuled in performance improvement of that argzation. Qin Su in his/her study on the
relationship between quality management and new product development: evidence from China
revealed that there is positive relationship between need identification and performance

improvemenbf manufacturing organaions(Qin Su2015)

4. 4.3 A Relationship between Considering Cust

for Quality Education

Hypotheses of the study

3. 1s there a strong relationshiop bet ween

institutional planning for quality education?

Ho: Ther e I s no strong rel ationship bet w

institutional planning for quality education.
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The relationship between considering customer
investigated usin@pearman's rho correlation coefficient. There is a strong positive correlation
between the two variables, rho= .772, n= 170, p< .000, with lagéls of considering

C Uust ome rassociatedevathl lsigh level of planning for quality educaiiorEthiopian

public universities The coefficient of determination showed that the two variables share
59.60% (.772 x .772= .5960) of their variance. Thiremuch overlap betweethe two

variables. Therefore, the researclated to accept the null hypothesis. The finding of this
study showed that there is a strong relation

planning for quality educationSeetable 4.36 below for the detail.

Table 4.36 Correlation between customer g
Custm needs | Planning for QE
Correlation Coefficient 1.000 772"
Custm needs Sig. (2-tailed) . .000
Spearman's rho N 172 L
Correlation Coefficient q72 1.000

Planning for QE | Sig. (2-tailed) .000
N 170 170

**_Correlation is significant at the 0.01 level (2-tailed).

4. 4.4 A Relationship between Considering Cust

Improvement
Hypotheses of the study

4. 1 s there a strong relationshiop bet ween

performance improvement?

Ho: Ther e I s no strong rel ationship bet w

performance improvement.
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Table 4.37 below shows a relationship between consgleric u st omer s6 needs and

improvement taking in to account the Ethiopian public universities context.

Table 4.37 Correlation between customersod neg¢g
Cust omg Performance
needs improvement
Correlation Coefficient 1.000 570"
Cust omer s6 n e |Sig.(2-tailed) . .000
Spearman's rho N 178 L
Correlation Coefficient .570 1.000
Performance improvement | Sig. (2-tailed) .000
N 170 170
**_Correlation is significant at the 0.01 level (2-tailed).

The relationship between considering customel
investigated usingSpearman'’s rho correlation coefficient. The strength of the relationship
between variables are determined as small for rho = .10 to .29, meditmo for30 to .49 and

large for .50 to 1.00 (Pallant 200Z47). There was a strong positive correlation between the

two variables, rho= .570, n= 170, p< .000, with high levels@nsi deri ng cust ome
associated with high level gerformance improament in Ethiopian public universitieEhe

coefficient of determination showed that the two variables share 32.49% (.570 x .570= .3249)

of their variance. There is much overlap between the two variables. The finding of this study
showed that there is arsb n g relationship bet ween consi d.

performance improvement.

Thisfinding is consistenvi t h pr evi ous studi es. Il n the | iter
have been | inked directly to ollgadmhimmuri onsd
2005;Demirbag, Tatoglu, Tekinkus & Zair8006; Munizu 2013)The survey of 175 Chinese
performances of mul tinati onal corporations

involvement was positively related to perceived internationalizated organizations

performance improvemenZifang, Zhong Makino 2015).



107

4.4.5 A Relationship between Performance Tracking and Implementation of Plans

The reviewed literature shows that performance tracking improves implementations of plans in
organizations. With this view in mind, let us see the relationship between performance tracking

and implementation of plans in Ethiopian public universities.

Hypotheses of the study

5. Is there a strong relationship between Performance tracking and implementation

of plans?

Ho: There is no strong relationship between performance tracking and implementation

of plans.

Table 4.38 below shows the relationship betwageniormance tracking and implementation of

planstaking in to account the Ethiopian public universities context.

Table 4.38 Correlation between performance tracking and plans implementation
Performance plans

tracking implementation
Correlation Coefficient 1.000 815~
Performance tracking Sig. (2-tailed) .000
Spearman's rho N 17?* 170
Correlation Coefficient .815 1.000

plans implementation Sig. (2-tailed) .000
N 170 170

**_Correlation is significant at the 0.01 level (2-tailed).

The relationship between performance tracking and implementation of plans was investigated
using Spearman's rho correlation coefficient. There was a strong positive correlation between

the two variables, rho= .815, n= 170, @300, with high levels of performance tracking
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associated with high level of implementation of plam Ethiopian public universitiesThe
coefficient of determination showed that the two variables share 66.42% (.815 x .815= .6642)
of their variance. Theris much overlap betweehe two variables. Therefore, the researcher
failed to accept the null hypothesis. The finding of this study showed that there is a strong

relationship between performance tracking and implementation of plan.

4.4.6 A Relationshp between Performance Tracking and Performance Improvement

Hypotheses of the study

6. Is there a strong relationship between Performance tracking and performance

improvement?

Ho: There is no strong relationship between performance tracking and performance

improvement.

The relationship between performance tracking and performance improvement was
investigated usingSpearman's rho correlation coefficient. There was a strong positive
correlation between the two variables, rho= .594, n= 170, p< .000, with égihs |of
performance tracking associated with high level of performance improvaméditthiopian

public universities The coefficient of determination showed that the two variables share
35.28% (.594 x .594= .3528) of their variance. There is much ovédapeen the two
variables. Therefore, the finding of this study showed that there is strong relationship between

performance tracking and performance improvement.

Table 4.39 below shows the relationship betwgemormance tracking and performance

improvenenttaking in to account the Ethiopian public universities context.
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Table 4.39 Correlation between performance tracking and performance improvement
Performance Performance
tracking improvement
Correlation Coefficient 1.000 594"
Performance tracking Sig. (2-tailed) . .000
Spearman's rho N 178 LL
Correlation Coefficient .594 1.000
Performance improvement | Sig. (2-tailed) .000
N 170 170
**_Correlation is significant at the 0.01 level (2-tailed).

This finding is consistentith and adds to existing studies, which proposed that performance
tracking is directly related to performance improvement of organizatiblasri¢ 1995;
Cunningham 2007)

4.4.7 A Relationship between Quality Management Strategies and the Implementatioh
Plans

Hypotheses of the study

7. Is there a strong relationship between quality management strategies and the

implementation of plans?

Ho: There is no strong relationship between quality management strategies and

implementation of plans.

Table 4.40 below shows a relationship between teaching methodologies as quality management
strategy and implementation of plans taking in to account the Ethiopian public universities

context.
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Table 4.40: Correlation between quality management strategies and the implementation of plans
Teaching Implementation
methods as of plans
strategy
Correlation Coefficient 1.000 419"
Teaching methods as ] ]
Sig. (2-tailed) . .000
strategy
N 170 170
Spearman'’s rho ] - "
Correlation Coefficient 419 1.000
Implementation of plans Sig. (2-tailed) .000 .
N 170 170
**_Correlation is significant at the 0.01 level (2-tailed).

The relationship between teaching methodologies as quality management strategy and the
implementation of plans was investigated ussgearman's rho correlation coefficient. There

was a medium positive correlation between the two variables, rho= .4190np<4.000The
coefficient of determination showed that the two variables share 17.56% (.419 x .419= .1756)
of their variance. There is no much overlap betwd#esm two variables. Therefore, the
researcheacceps the null hypothesis. The finding of thesudy showed that there is no strong
relationship between teaching methodologies as quality management strategy and

implementation of plans in Ethiopian public universities.

4.4.8 A Relationship between Quality Management Strategies and Performance
Improvement

Hypotheses of the study

8. Is there a strong relationship between quality management strategies and
performance improvement?
Ho: There is no strong relationship between quality management strategies and

performance improvement.



111

Table 4.41 below shows the relationship between teaching methodologies as quality
management strategy and performance improvement uSpearman’'s rho correlation
coefficient. There was strong positive correlation between the two variables, rho= .534,n=1

p< .000.The coefficient of determination showed that the two variables share 28.51% (.534 x
.534=.2851) of their variance. There is much overlap betieetwo variables. Therefore, the
researchefailed to accept the null hypothesis. The findinglo$ study showed that there is a
strong relationship between teaching methodologies as quality management strategy and
performance improvement in Ethiopian public universities. See table 4.41 below for the detail.

Table 4.41: Correlations between quality management strategies and performance improvement
Teaching Performance
methods as improvement
strategy
Correlation Coefficient 1.000 534"
Teaching methods as ] ]
Sig. (2-tailed) . .000
strategy
N 170 170
Spearman'’s rho ] - o
Correlation Coefficient .534 1.000
Performance improvement | Sig. (2-tailed) .000
N 170 170
**_Correlation is significant at the 0.01 level (2-tailed).

4.4.9 A Relationship between Taking Actions and Implementation of Plans

Hypotheses of the study

9. Isthere a strong relationship between taking actions and the implementation of

plans?

Ho: There is no strong relationship between taking actions and the implementation of

plans.
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The relationship between taking actions that help to achieve quality education and the
implementation of plans was investigated ussmearman's rho correlation coefficient.
There was medium positive correlation between the two variables, rho= .466, n= 170
p< .000.The coefficient of determination showed that the two variables share 21.72%
(.466 x .466= .2172) of their variance. There is no much overlap betilveetwo
variables. Therefore, the researchecepted the null hypothesis. The finding of this
study showed that there is no strong relationship between taking actions that help to
achieve quality education and the implementation of plans in Ethiopian public

universities.

Table 4.42 below shows the relationship between taking actions and impleomeotalans

taking in to account the Ethiopian public universities context.

Table 4.42 Correlations between taking actions and implementation of plans
Taking Implementation
actions of plans
Correlation Coefficient 1.000 466~
Taking actions Sig. (2-tailed) . .000
N 170 170
Spearman's rho ] - -
Correlation Coefficient 466 1.000
Implementation of ] ]
Sig. (2-tailed) .000
plans
N 170 170
**_Correlation is significant at the 0.01 level (2-tailed).

4.4.10 ARelationship between Taking Actions and Performance Improvement

Hypotheses of the study

10.1s there a strong relationship between taking actions and performance

improvement?

Ho: There is no strong relationship between taking actions and performance

improvement.
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The relationship between taking actions and performance improvement in Ethiopian public

universities is shown in table 4.43 below.

Table 4.43: Correlations between taking actions and performance improvement
Taking Performance
actions improvement
Correlation Coefficient 1.000 608"
Taking actions Sig. (2-tailed) . .000
Spearman's rho N 172 L
Correlation Coefficient .608 1.000
Performance improvement | Sig. (2-tailed) .000
N 170 170
**_Correlation is significant at the 0.01 level (2-tailed).

The relationship between taking actions that help to achieve quality education and performance
improvement was investigated usi8gearman's rho correlation coefficient. There was a strong
positive correlation between the two variables, rho= .608, n= 170, p<T@6Ccoefficient of
determination showed that the two variables share 36.97% (.608 x .608= .3697) of their
variance. Theres much overlap between the two variables. Therefore, the finding of this study
showed that there is a strong relationship between taking actions that help to achieve quality

education and performance improvement in Ethiopian public universities.

Thisfinding is consistent with and adds to existing studies, which states that thgesisive
relationship between taking actions and organizations performance improvetaerg {995;
Cunningham 2007)

Before presenting summary of major findings in this study, results obtained through open

ended items in the questionnaire and interview responses are presented below.
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4.5Qualitative Data Analyses

Following are findings obtained through opemded item®f the questionnaire and interview
responses. Themes have been identified from the responses obtained from interviews and open

ended items on the questionnaire and presented as follows:

4.5.1 Planning Procedures

In most Ethiopian public universitiegshe educational quality planning process is not
participatory. There is no participation of students and instrsicito the preparation of
educatioal planning process. Planning activities are made by deans and departmental heads.
There are leading plans produced by Ethiopian Ministry of Education (MOE) to help planners
in the planning process. In some universities quality assurance directors of /ectieglkss

also prepare leading plans. There are also guidelines at the school/college levels. Then
deans/directors are provided with these leading plans and guidelines to consider in planning
quality education. Most universities have five years stratefo fhat follows the same
calendar with strategic plan of Ethiopia. It is from 2002 Ethiopian Calendar (E.C.) to 2007E.C.
After that, yearly plans are made based on this strategic plan. But in most universities, the
pl anners donoét t iddagand snggdstmns ofdheisstudeats and instructors.
This is because the planners eitbensidersonly leading plans that are provided by higher

officials or they simply copy and paste plans already prepared in the previous years.

4.5.2 Consideraton to Prepare Quality Education Plans

In Ethiopian public universities, there are no meetings and discussions that are made about
plans together with concerned stakeholders. The planners do not take into consideration
weaknesses of past years. Even thaihgine is a guiding plan sent by MOE pointing to issues

to be considered while planning, in most universities they duplicate plans already prepared
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during past years. Moreover, even if departments plan considering the existing resources such
as: instructas, books, classrooms, libraries and laboratories, higher officials do not agree to act
in line with plans prepared by the lower management levels. This is because higher officials act
only considering the national goals rather than considering actuati®igiahat exist.
Therefore, planners at the departmental or college levels do not take into consideration guiding
plan sent by MOE. For the higher officials do not act in line with the plans prepared by the
lower management levels, planners at the lowarell do not consider the existing
infrastructure/facilities, the existing number of instructors /especially in technology faculties.

4.5.3 Communicating Quality Plans

In most Ethiopian public universities, students and instructors did not give inputs for plans.

Plans prepared by deans/directors are not communicated to students and instructors. A senior
student reported thitWe have no communi c ahandmo meaiingpadt ans w
the department l evel wi t Im mast unigdeesiids,sthere & nadi s cus
communication of the collegeds/ school 6s pl an
members of that college/school. There is a gap in cemzating plans to all parties involved.

In most cases, the final plans are dispatched to departmental heads by deans or quality
assurance directors. But departmental heads do not communicate it to their students and their

instructors.

4.5.4 ImplementingQuality Plans to Guide day to Day Activities

Most respondents reported that there is a gap in evaluating their day to day activities whether
they went in line with their original plans or not. There is a gap in using their plans in guiding
their day to dg activities. A senior instructor of a university reported fifaans are there but

activities are performed as Obusiness as wusua
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i's not dif f er e fhe ddy toaday adtivitiessof imsteuatdrs areyassomed to be
guided by the course outlines they distributed during the first class of a course. But in most
cases, they do not act according to their course outlines. There are some plans that are not
performeddue to shortage of time at the end of semesters. Work is not performed during the

beginning of academic years then due to shortage of timetaskseusually areot covered.

4.5.5 Checking How Performance Results Match with Original Goals of Plans

In most universities, educatioomanagers take feedback from students that are class
representatives. They take feedback about performances four times per year on average. In
some universities, even the university presidents discuss issues with student union
representatives. Quarterly reports are there. Most deans/directors check their performances by
collecting data in meetings per month with class representative students. But in most cases

departmental heads do not have meetings with students.

Most studentgeport to the deans when instructors prepare examination questions that have
contents outside of those indicated on the course outlines. In most universities, monthly
reporting of departments for deans/quality assurance officers and academic vice presalent
there. In the third generation universities, objectives of courses are assessed whether they
measure knowledge/cognitive, attitude/affective and/or skill/psychomotor domains. Again in
the same university generation examination questions must besdiligith objectives of
courses. These are checked by quality assurance committee at the department level. In most

universities, induction trainings are given to all newly employed instructors.

In third generation universities, sudden supervisions are made by quality assurance committee
on performances of instructors in classrooms. They are suddenly supervised whether they are

going in line with their course outlines or not. Respondents repdtiat this sudden
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supervision forces instructors to go as per their course outlines to get positive comments from
supervisors. Then their weaknesses are communicated to these instructors at the end of a
supervised class to improve their performances. $igervision is made friendly and at the
induction training classes instructors are convinced to take this activity positively. There is
smooth communication between the supervisors/quality assurance committee and the

instructors on giving comments aftéags supervision.

In most third generation universities, quality assurance committees make supervision by
entering classes once per month. Quality assurance committee members check the actual
performances of instructors, whether they go in line withr tbeurse outlines or not. But a

senior instructor from the third generation university reportedith@tu r educat i onal m
are not satisfied by the supervision of quality assurance committees because there is tolerances
and hiding of essascUntilthis heeomas@ nonnethekmanagers want to have
strict s WMo« reducatonab managers in the second generation and the third
generation universities reflect their agreement on the idea quotadt.ablowever, these

activities wee not t&en place in almost all first generation universities. In most universities,

the educational managers follow up performanc

students.

4.5.6 Strategies Used to Manage Quality Education

Most universities usestudent centred, continuous assessment, one to five team work and
tutorials as major strategies in managing quality education. In almost all universities, on
average five to seven assessments/tests must be given for a course. But instructors in most
casedid not give feedback for assessment results. They give to the students only collective
marks say out of 100%. In most universities term papers and senior essays are used as a link
between theory and practices in organizations. Tutorial classes are rasgedr for low

achiever students. Tutorials are given by instructors and selected active students/students with
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the highest grade point average in a depart me

role in these strategies. But most instrugtdo not check why students fail and how to enhance
studentso6 performances. I nstructors do not
learn from their mistakes. This is because in most cases the presence of large number of
students in a class ks these activities difficult to undertake, in some other cases instructors

do not give attention for these activities.

4.5.7 Reasons for Selecting Current Strategies to Manage Quality Education

Why do these universitieause their current strategies?

Education quality management strategies like student centred, continuous assessments, one to

five team work and tutorial classes are used in Ethiopian public universities.

Respondents give the following reasons for using their current strategies: Titmtegies
enable students to perform their best possible. For instance, continuous assessment is the best

strategy to make students competent. It al

gi

SO

improve their performances. Continuous assessment is usethtec k st udent sdé per

and t o correct t hem on ti me. Il nstructors can

student centred, continuous assessment approaches and by giving tutorials for low achievers.

If continuous assessment is used, irgbrs are expected to evaluate performance status of
students at the end of every session or major topic of discussion. Therefore, students will be
ready for examinations at the end of every session or major topic of discussion to be successful.
These striegies are selected because of the intention to engage students in the -teaching
learning process from the beginning to the end. These strategies help students to get good
knowledge by increasing their efforts to learn. Continuous assessment is also ninfmrta

make students learn from their mistakes. Students show good and better performance while
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continuous assessment is used as compared to one or two time assessments. However, most

respondents reported that the weak backgroumdamifystudents challengatiem.

Student centred appr cdfeficagy IAsstudentshmakeedsaussisns st ud e
using | anguage of instruction, it develops st
to make students active learners. Student centred approach is used to lower the gaps among
high, medium and low achievers bypnoving performances of low and medium achievers.

Students are ready for classes by reading different books and articles on topics that they are
going to discuss with their instructors. Since students are active learners in this approach, it

also minimize the carelessness (passiveness) of students.

Respouents reported that, nowadagsudents prefer the studergntred approach since they
sawt hat i1t i mproves the studentsd performances
accept the positivenpacts of the continuous assessment and the student centred approaches on

students6é academic performances.

In some universities there are testing centres at the faculty level that checks examination
guestions in line with objectives of courses. Somewir si ti es use the term
not used in most other universities in Ethiopia. It is an alignment made between course
objectives and assessment questions. The letter grades (A+, B+ AB, B, C+, C, G, D, Fx

and F assigned for a courseeaused as the directives given by MOE of Ethiopia for
assessment results given for a student at the end of a course. In all Ethiopian public
universities, criterion referenced (fixed scale) is used starting from the current (2013) academic

year.
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A senor instructor of a university said the following on reasons for using their current

strategies of education quality management:
AWe select our current strategy because: We
countryis declining because:
1. Instructors only dictate the teaching learning process. Students repeat what has been
said by their instructors in classes for examinations. Students were not involved in
teachingleaning process and wermt innovative. Students had no chance to incorporate
their innovativeness. Besides, no practices were made by students.
2. Students were not taught based on the assigned schedule. Six months courses were
covered with in two or lssmonths. Only one or two assessments were given. Students did
not have chances to learn from their mistakes. For these reasons quality education was
declining in our country. To improve this, it is very important to use our curreriegtes
like student centred, continuous assessment, one to five team work and tutorial classes.
This tutorial class is designed for low achievers.
3. Peer |l earning is also important gto i mprov
manual 6. Since the peer approach is first he
public universities resist this approach. But our education managers communicate articles
written on the importance of peer leaning to improve quality education. It is first heard in
politics because the academics could not play the leading role in our country. To reverse
the resistance education managers communicate scientific artacleur academic staff on

the i mportance of peer | earning in improving
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The above discussion indicates that Ethiopian public universities have valid reasons to take
student centred, continuous assessments, one to five team mebikitarial classes as their

major strategies of education quality management.

What are the strengths and weaknesses of the current quality management practices in

Ethiopian public universities?

4.5.8 Major Strengths in Managing Education Quality

Almost all Ethiopian public universities respondents strongly agree in using continuous
assessment, student centred approach and one to five team work as a strategy to manage
education quality. There are good attempts to promote staff in most first gemerat
universities. Continuous assessment is used to check and improve the academic performance of
students. These strategies are accepted by senior students and they are also effective in some
Universities. In most universities, tutorial service is giverbbth instructors and one to five

team leader students. There is a smooth relationship between instructors and students, good

communication among students and instructors and/or the management of universities.

In most universities, the education manageported that much has been done on instructors
starting from course outline development, teaching methodologies design for a course and
assessment methods. In almost all third generation universities, the education managers
reported that instructors amnvinced and they accepted the education quality management
strategies. Most third generation universities respondents reported that they perform all of their
activities in program, they implement continuous assessment mechanism strictly, and they
evaluae assessment questions standards by quality assurance committee and/or by testing
committee members at the department level. In most public universities of Ethiopia, induction

training is given for all newly employed instructors to make them familiar whtsr
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uni versitiesd quality management strategies;

senior instructors to make them familiar with their education quality management strategies.

4.5.9 Major Weaknesses in Managing Education Quality

In most Ethiopian public universities, there is a gap between plans and performances. There is
shortage of necessary educational facilities and demonstrations to practice what students
learned in theory. Education managers reported that instructors atehtstid not clearly
understand the purpose of continuous assessment. In most universities, there are no practices
made by students. The lack of libraries, up dated books and moot courts in law schools are
common problems. Most respondents reported tbamtinuous assessment is not being
implemented as intended. They reported that, it is not workable in line with the existing time.
There are tests at the end of every week on every Friday in third generation universities. But in
most cases feedback is mobvided within the set time, i.e. in five to seven days. There are
many instructors who gave feedback only at the end of courses. Shortage of laboratory rooms
together with their facilities, up dated books, and poor background knowledge and skill of most

students are common problems in almost all public universities in Ethiopia.

A senior instructor of a third generation university reported that:

AMOE assigned students with poor background
grades to ar university as compared to other universities especially the senior universities.
These students have also low motivation to le8hartages of technology instructors and

technical assistants, infrastructure, experienced instructorsntn@epackages are

common problems in our university. Most instructors in third generation universities are

first degree holders. o
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Thi s i dea is al most common for al In moshi r d
universities, instructors face challenges to implement the strategies. Due to large class sizes/
large number of students in a class, and delivering variety of courses, they fail to implement as
per the strategies.

Respondents reported that redaty most instructors in first generation universities have good
commitment but there are problems in implementing continuous assessment. But students and
instructors in most other universities lack commitment. Students do not have positive attitude
towards the quality management strategies used but they make attempts only not to fail on
examinations. In most universities, no attempt is made by education managers to improve the
poor performance of instructors. Students do not know the advantage of givimgeats for
instrucors. This is because educatiomanagers do not take measures to improve poor
performances of instructors as per the comments collected and instructors themselves do not
use collected comments to improve their performances. In most universities, the education
managers do not want to &@hknternal quality audit because they believe that the activities

currently undertaken are better to improve quality education.

In most third generation universities, instructors do not have job satisfaction; there were
challenges by instructors when edtion managers strictly followed up their performances in

line with these strategies. In most universities, students are challenging the continuous
assessment approach during their first year of joining university. But when they reach second
and third yees they take it as part of their life and did not challenge the implementation of the
continuous assessment approach. Most respondents reported that in most Ethiopian public
universities commitment of the education managers, instructors and student@s€rpécted.
Instructors have incentive package problems. Their salary and other payments that they get
from their university cannot cover their monthly expenses. As a result they try their best to get
additional payments from other sources. This hascdiregative impact on quality of

education that they are expected to provide.
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Instructors want to pursue their masters program without getting experience in bachelors. Most

third generation universities do not give training chances for their instruétoagemic vice

president of a third generation university reported thAWe r esi st gi ving Mast
chances to make our instructors understand the actual situation of their country before going

to the higher education levelBlo st i n st r lkearly understand thedactdat capacity of
their country. Our instructor s Mosteespopradntsr eady
reported that, I n public uni versities of Et |

essence of peer learning. Theéyi d n 6 t make their contributions
They highly depend on the one to five team | €
their lower grade levels, there are problems in helping each other at university levels. They

coulch 6t properly entertain the diversities amon

4.6 Chapter Summary

A questionnaireand an interview guide weredesigned to collect data from ten sampled
Ethiopian public universities out of thirty The targeted respondents were the
faculty/school/college deamtifectors, departmental heads, student union representatives,
senior instructors and senior studeriftargeting these respondents in universities was done
because these respondents have the institutional knowledge in genesilaasknowledge on
guality management in particular. The inquiry was performed in October and November 2013.
The final questionnaire consisted fdfy six (56) questions. In totaltwo hundred fifty 250)
individual respondents representing ten Etlaappublic universities were asked to fill in the
guestionnaire. But onlgne hundred seventy{0) valid questionnaires were used for analysis

yielding a response rate of 68% of the respondents includbd study.

In this chaptethe researcher hasscussed background information about respondents and the
guestionnaire they worked aronsisting ofidentification of quality education, considering
cust omer so needs, pl anning for guality educe

tracking, andeaching methodologies as education quality management strategy, taking action
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and performance improvement in Ethiopian public universities using means, modes,
frequencies and percentage distributions, cross tabulations asquette testAfterwards,the

statistical analysis relationship between thdependent variablesdéntification of quality
education, considering customersod needs, perf
used and taking actigh and tle dependent variablegplénning fo quality education,

i mpl ementation of plan and performance | mpr oV

correlation.

Finally, data obtained through open ended items on the questionnaire and interview responses
were qualitatively analysedsing themat analytical techniqueBased on fregently obtained
responses frommesearch participants: planning procedures, consideration to prepare quality
plans, communicating quality plans, implementing quality plans to guide day to day activities,
checking how pdormance results match with original goals of plans, strategies used to
manage quality education, reasons for selecting current strategies to manage quality education,
major strengths as well as weaknesses in managing education quality in Ethiopian public

universities were covered.

In the next chapter the researchéll present interpretations of major findings, conclusions
and recommendations that help to improve practices of education quality management in

Ethiopian public universities.
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Chapter Five

5. Interpretations of Research Results, Conclusions and Recommendations

This final chapter of the study deals with interpretations of research results, conclusions and

recommendations.

5.1 Introduction

The aim of this chapter is to present intetptions of the research results, conclusions and
recommendations that help to improve educagjoality management practices. The researcher

will present interpretations of the research results tlaatpresented in chapter 4. Here the
meaning of the results accordingttoh e r e sumnderstandiegrindrelation to the research
guestionsthat hewent out to investigate will be presented. This final chapter will bring the
research to its conclusion byashg what it is and what the results tell us as the answer to the
main research question. After interpretations of the results, conclusions and recommendations

will be provided in this chapter.

5.2 Interpretations of Research Results

The mainresearchuesti on of this study i1 s fAiwhat are t
education in Ethiopian public universities?o
the universities have some strengths and weaknesses. The overall interpretatisrstoidihi

points towards the education quality management practices of Ethiopian public universities. It

deals with eight identified education quality management constructs. These constructs are
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identification of gual ity edsl wharming fmrmqualitc on s i d e
education, implementation of quality education plans, performance tracking, teaching
methodologies as education quality management strategy and taking actions to achieve quality
education and performance improvement. Each of tkgmeisentetielow:

5.2.1 Identification of Quality Education

The majority of the entire responden®5.3%) either agree or strongly agree that their
institution makes identification of quality educationComparing the three groups of
universities the majority (63.2%) of third generation universities either agree or strongly agree
on this issue as compared to the first generation (35.1%) and second generation (37.5%)
universities. This means that third geateon universities make identification of quality
education that enables them to think about issues to be included in planning for quality
education. If institutions have agreed upon identification of quality, they have to plan activities
to be accompliséd to fulfil the identified needs and requirements of their customers. In this
regard, Ethiopian third generation public universities are found to be performing the best as
compared to the remaining two generations of public universities. Ethiopiaryémedation

public universities make identification of quality education as the major input in the procedure

of planning for quality education.

The Chisquare test for independence indicated that there is a significant
association/relationship betweenngeation of universities and their making identification of
guality education. This means that the proportion of third generation universities which made
identification of quality education is significantly different from the proportion of the
remaining tvo generations of universities which made identification of quality education. The
data obtained for this study shows third generation public universities are performing the best
in making identification of quality education that can be used in the plapnoogss to fulfil

the needs and expectations of stakeholders.
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5.2.2 Considering Customers6 Needs

The mini mum mean for the construct consideri |
whi ch reads as Acustomer s arenpbamesfaedonid |
mi ni mum mode obtained is 2.00 which is the r
anal yzes and pr i orln Ethigpianspubicwsiversitte® cugoineraiageendts 0
satisfied with quality management implementation. Théversities do not analyze and

prioritize customersd needs in their planning

Comparing the three groups of universities the majority (64.9%) of third generation universities

either agree or strongly agree on this issuecespared to the first generation (35.1%) and

second generation (33.9%) universities. This reveals that third generation universities are
performing the best in considering their cust
education. If universites onsi der their customersd needs in
perform activities that meet or exceed these needs of their customers and this has positive

i mpact on the institutionsdé education quality

The Chisquare test for independence indicated that there is a significant relationship between
generation of wuniversities and their making c
that the proportion of third generation universities wheomsd er t hei r c St omer s
significantly different from the proportion of the remaining two generations of universities
whichconsi der t hei.rThedatasobtaimae forshs stude shalvs third generation

public universities are performing thestinc onsi der i ng t h dhatrwill belpst o me r s

in performing quality management practices that satisfy or delight their customers.
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5.2.3 Planning for Quality Education

Most Ethiopian public universities do not specify measures for euwaduatans. This is a
weakness in education quality management practices. Howewepacing the three groups of
universities the majority (56.1%) of third generation universities either agree or strongly agree
on planning for quality education items as q@amed to the first generation (28.1%) and second
generation (25.0%) universities. This means that third generation public universities are
performing the best in planning for quality education that helps to improve their quality
management practices. Inhet words third generation Ethiopian public universities plan for
quality education that enables them to perform quality management activities to meet the needs
and requirement of their customers. If institutions have agreed upon quality plans, they will
perform activities to fulfil the identified needs and requirements of their customers. In this
regard, Ethiopian third generation public universities are found to be performing the best as
compared to the remaining two generations of public universiigisiopian third generation
public universities make plan for quality education as the major roadmap in the education

guality management practices.

The Chisquare test for independence indicated that there is a significant relationship between
generation of universities and their planning for quality education. It means that the proportion
of third generation universities which plan for quality ediacats significantly different from

the proportion of the remaining two generations of universities which plan for quality
education. The data obtained for this study shows third generation public universities are
performing the best iplanning for qualy educationlf used properly, His planning process

will help the third generation universities to improve their quality management practice.
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5.2.4 Implementation of Plans for Quality Education

In Ethiopian public universities, educational processngka are not tested on small scale.
Every day activities are not guided to achieve goals and employee satisfaction and
empowerment is not achieved due to quality management practices. These are some of the
weaknesses of Ethiopian public universities toeh@ood education quality management

practices.

Comparing the three groups of universities the majority (53.0%) of third generation universities
either agree or strongly agree on implementationlafigpfor quality education variables
compared to the first generation (22.7%) and second generation (24.2%) universities. This
means that third generation universities are performing the best in implementing quality
education plans. This reveals that third generation universities implegnatty education

plans that enable them to achieve good results in education quality management activities. If
universities implement plans of quality educa
and requirements, they will have good qualitgrmagement practices. In this regard, Ethiopian
third generation public universities are found to be performing the best as compared to the
remaining two generations of public universities. Ethiopian third generation public
universities are the top in ifgmenting plans of quality education which is considered as the

best practices of education quality management.

The Chisquare test for independence indicated that there is a significant relationship between
generation of universities and their impleméiota of plans for quality education. This Chi
square test result means that the proportion of third generation universities that implement
plans for quality education is significantly different from the proportion of the remaining two
generations of univsities which implement plans for quality education. The data obtained for
this study reveals third generation public universities are performing the best in implementing

plans for quality educatiowhich results in good quality management practices
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5.25 Performance Tracking

Ethiopian public universities do not have identified best benchmark institutions in the same
industry. They do not evaluate quality of educational programs in relation to benchmarks. They
do not regularly collect data on satisfaatidevels of their customers; senior education
managers do not do more than just talking about quality. Howesmaparing the three groups

of universities the majority (57.9%) of third generation universities either agree or strongly
agree on performancéracking variablesas compared to the first generation (24.6%) and
second generation (25.0%) universities. This also reveals that third generation universities are
performing the best in performance tracking of their activities to achieve quality education

Performance tracking or process controlling is one of the major functions of quality
management. In this regard, the third generation universities are performing well and they have
common mechanisms to make performance tracking. These mechanisms@e@ntoknown

by all members of the university. This helps to correct practices that deviate from the already
set plans to achieve the quality education goals. This is a good practice of education quality

management.

The Chisquare test for independencéndicated that there is a significant
association/relationship between generation of universities and their performance tracking.
This means that the proportion of third generation universities which make performance
tracking is significantly different &m the proportion of the remaining two generations of
universities which make performance tracking. The data obtained for this study reveals third
generation public universities are performing the best in making performance tracking of their

activities.
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5.2.6 Teaching Methodologies as Education Quality Management Strategy

The minimum mean for quality management strategy construct is obtained for the item which
reads as fimy institution uses |linking theory
that Ethiopian public universities do not use linking theory to praasdeaching methodology

as compared to other teaching methodologies. This may be the major weakness in providing

guality education.

The i tem fAmy institution uses continuous as:¢
management 0 got Thisas thedidhest mositive Sresfiofse in the given
alternatives. The result revealed that all Ethiopian public universities use continuous
assessment as a strategy for education quality management. The remaining teaching
methodologies asked on the questiaire such as student centred teaching methodologies and
problem based learning also got more than 50% positive responses. In other words these
strategies are also used as teaching methodologies in almost all Ethiopian public universities.

This is a pronsing practice in education quality management to achieve provision of quality
education.

5.2.7 Taking Actions to Achieve Quality Education

The majority of the entire respondents (59.40%) either agree or strongly agree on the items of
taking actiols to achieve quality educationComparing the three groups of universities the
majority (68.40%) of third generation universities either agree or strongly agree on this issue as
compared to the first generation (54.40%) and second generation (55.40%) uesversits

shows that la Ethiopian public universities are performing well in taking actions to achieve

guality education. This is a good ground in the practices of education quality management.
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The Chisquare test for independence indicated that tlseme significant relationship between
generation of universities and their taking actions. This means that in taking actions to achieve
quality education, the proportion of third generation universities is not significantly different
from the proportion othe remaining two generations of universities. The data obtained for this
study revealed that all generations of Ethiopian public universities are performing well in
taking actions to achieve quality education which is an indicator of good quality maragem
practice. However, Ethiopian public universities are restponsible for not meeting or
exceeding standards in a timely manner. There are no practices that make universities
responsible for not meeting or exceeding standards. For instance accordegHBthiopian
ministry of education, instructors who teach in a class should have educational qualification
one level more than the class he/she teaches. But in most cases this is not practiced on the
ground and for not meeting this standard no unisergéas made responsible. This is another

weakness of Ethiopian public universities in education quality management practice.

5.2.8 Interpretations of results from Qualitative data

In most Ethiopian public universities, the educational quality planmpracess is not
participatory. There is no participation of students and instmucitorthe preparation of
educatioml planning process. Planning activities are made by deans and/or departmental heads.
Even if departments plan considering the existing nessusuch as: instructors, books,

cl assrooms, | i braries and | aboratories, hi ghe
prepared by the lower management levels. In most universities, there is no communication of
the facul ti es/lang forlstudgegtsead ihsguctore whio aré members of that
faculty/ college/school. There is a gap in communicating plans for all parties involved. This
may imply that universities perform activities as business as usual. They do not involve
students and Bstructors in the planning process. This means that in Ethiopian public
universities there is no consensus among the major stakeholders on destination of where they

want to go. They take plans as a burden loaded on them by the higher officials. Thim&dhe
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failure of education quality management practice in Ethiopian public universities at the

foundation or planning stage.

Most respondents reported that there is a gap in evaluating their day to day activities whether
they go in line with their origirigplans or not. There is a gap in using their plans in guiding
their day to day activities. This means that universities are not strictly performing their
everyday activities in line with their plans. This is also another weakness of Ethiopian public

universities in education quality management practices.

In the third generation Ethiopian public universities, to force instructors to go as per their
course outlines, sudden supervisions are made by quality assurance committee members on
performances of structors in classrooms. In most universities, the educational managers
follow up performances of instructorsd by wusi
education managers in Ethiopian public universities have mechanisms by which they &now th

their institution provides quality education or not. If instructors take these mechanisms

positively, these mechanisms may be good practices of education quality management.

Most universities use student centred, continuous assessment, one to rfivevdga and

tutorial classes as major strategies in managing quality education. In almost all Ethiopian
public universities, on average five to seven tests (assessments) must be given for a course.
This means that common strategies are available for quabtyagement of education in
Ethiopian public universities. Availability of these strategies is good in education quality
management practices. However, i n most <cases
results. They tell or show the studentsyotile cumulative marks say out of 100%. It implies

that this is another weakness of education quality management practices in Ethiopian public
universities. Good education quality management strategies are available but their

implementations are weak.
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Respondents have the idea that: The current quality management strategies are used because
these strategies enable students to perform their best possible in the teaching learning process.
Continuous assessment is the best strategy to make students obnipelso broadens the
studentsd chance to pass or to iIimprove their
increases studentsdé self efficacy. It al so de
centred approach students are active leariiéesy discuss on lesson topics using the media of
instruction, which is Engliskanguage They present book reviews and other works in front of
their friends in classroom. Continuous asses
to correct them otime. Through continuous assessment instructors are expected to evaluate
performance status of students at the end of every session or major topic of discussion.
Therefore, students will be ready for examinations at the end of every session or majoir topic
discussion to pass it. Continuous assessment is also important to make students learn from
their mistakes. This means that Ethiopian public universities have valid reasons for using their

current education quality management strategies.

Most third generation universities implement continuous assessment mechanism strictly and
they evaluate assessment gquestionsdé standards
testing committee members at the department level. But this is not théendast generation

and second generation universities. This means that third generation public universities are
performing well in using continuous assessment mechanism that is used as a strategy of
education quality management as compared to the mérgaiwo generations of Ethiopian

public universities. They also have good practices of standardizing assessment questions. In

this regard the first and second generation public universities have poor practices of education

guality management.

Most respodents reported that in most Ethiopian public universities commitment of the
education managers, instructors and students is not as expected. Instructors have incentive
package problems. Their salary and other payments that they get from their homatiesivers

cannot cover their monthly expenses. As a result they try their best to get additional income
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from other sources. This means that instructors are not committed for the job in their home
universities and they are not devoting most of their time #®tehaching learning process. This

implies that they are not satisfied with the remuneration that they get from their respective

uni versities. As a result It may result i n h
impact on quality of educatiorhat they are expected to provide. This reveals the weak

education quality management practices of Ethiopian public universities.

5.3 Conclusions

In this section the researcheill provide a reasoed and justifiable ending to hissearch. No
new material will appear her&he researchedrawscontentsof his conclusions from all the
previous chapters Finally the researchewill put statements on how the reseastiouldbe
critigued and what issues might form a future research agenda.

The aim of this study is to describe and evaluate practices of education quality management in
Ethiopian public universities. The reviewed literature shows that in addition to resource
limitations, poor planning procedures for quality education, inadequgieementation of

plans, insufficient performance tracking techniques and absence of well documented quality
management strategies are the main causes for poor education quality management practices.
But the status of these issues was not studied in f#mqublic universities. Therefore, this
research topic was chosen to address the ex
education quality management practices with regard to planning procedures, implementation of

plans, performance tracking, ditamanagement strategies and performance improvement.

This research also sought to find out a relationship between the three dependent variables
(planning for quality education, implementation of plan and performance improvement) and

the five independe t variables (identification of qgual
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needs, performance tracking, strategies of education quality management and takisgadction

education quality management.

This research is undertaken following theagmaticresearch paradigm thasesthe mixed
methodresearch approactBoth the quantitative datéollowed by the qualitative data were
presented and analysed.

This study is delimited to undergraduate reg
education asviewed by education managers (deans/directors and departmental heads) and
selectedstudents in ten randomly selected Ethiopian public universitieddition ten senior

instructors and ten senior students were interviewed. This delimitation is made because the
research would not be manageable if views of all stakeholders in all universities and all

programs in these universities were included.

The major findngs obtained are the following: several universities have not identified
benchmark institutions that help them to manage education quality. In the majority of
universities, educational quality planning process is not participatory. There is no participatio

of students and instructors in the preparation of quality education planning process. In most
Ethiopian publicu ni ver si ti es, there is no communicati
students and instructors who are members of that college/schoete & a gap in

communicating plans for all parties involved.

Several respondents reported that education managers, students and instructors do not evaluate
their activities. There is a gap in evaluating their day to day activities whether they weat in |
with their original plans or not. There is a gap in using their plans in guiding their day to day

activities.
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In the majority of Ethiopian public universities customers are not satisfied with the
universitiesd quality maan Hasteimatéutians do nop &nalyse nt at |
and prioriti se .tMbseuniversibes dotnotspeafisnieasaresdod e/aluating

plans.In most universitiesducational process changes are not tested on small scale before the

wide spread application afhanges, every day activities are not guided to achieve goals and
employee satisfaction and empowerment is not achieved due to quality management practices

used. Several universities do megularly collect data on satisteon levels of their customers.

Senior education managers do not do more than just talk about quality and they do not evaluate
quality of educational programs in relation to benchrsatk several universities workers do

not receive immediate feedback on their performances. Ebsbpian publicuniversities do

not use linking theory to practice as teaching methodol®gg. finding of this study also
shows that there is a strong positive relati
performance improvement; performanceckiag and performance improvement; teaching
methodologies and performance improvement; taking actions that help to achieve quality

education and performance improvement in Ethiopian public universities.

5.4 Recommendations

These recommendationgill help the universities either to improve what some universities
have already started or thmiversities mighiheed to change their ways pérformingsome
activities. Based on the above results and conclusions the following recommendations are

suggested tonprove education quality management practices of Ethiopian public universities:

Ethiopian public universities shouldentify benchmarks that defines the highest level of
guality within universitiesBoth first generation and second generation universities should

make identification of quality education. This means that all customers and stakeholders of
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Ethiopian universities should have the same definition of quality education. They have to have
uniformly agreed up on measures on the criteria that indicate level of quality education.
Besides, they have to stateblack and white what they mean by quality education and should
have written policy statement or manual to attain planned quality educBiiep.should spell
outwhat activities are required to achieve quality education. Furthermore, they should establish

team to carry out education quality management activities.

Ethiopian public universities should design quality management implementadictices that
satisfy their customers. They should al so ana
and second generation wuniversities should co

guality education.

Ethiopian public universitiesshould specify measures for evaluating plans. The first

generation and second generation universities should plan for quality education.

Educational process changes should be tested on small scale before making wide spread
application of changes. Eveday activities of Ethiopian public universities should be guided

to achieve quality education goal s. Empl oyee
achieved using appropriate quality management practices. Universities should prepare their
performance @ins based on the needs and requirements of their customers. To do so they
should collect and prioritize their customers
second generation universities should implement plans that help them to achiewe qualit

education.

Ethiopian public universities should regularly collect data on satisfaction level of their
customers. Senior education managers should do more than just talk about quality education.

They should identify benchmark universities and shouldluet@ quality of educational
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programs in relation to their benchméxrkBoth the first generation and second generation

universities should follow up (track) their performances.

Workers in Ethiopian public universitiesshould receive immediate feedback aheir
performances to improve it as per the requirements of customers. The first generation and
second generation universities should improve their performances by considering and acting as

per the requirements of their customers.

Ethiopian public universities should link theories to practices in organizations. The second
generation universities should use the student centred, continuous assessment and one to five
team work as education quality management strategies. Universiiglsl $feresponsible for

not meeting quality education/standaali®ady set

To improve their performances the Ethiopian public universities should consider their
customersd needs, track their performances,
properly, take actions that help to achieve quality educatmlucational quality planning
processes should be participatory. There should be participation of students and instructors in

the preparation of quality education planning process.

In Ethiopianpublic universities there should be clear communication between members of the
college/school/ faculties about their colleges/schools/faculties plans. Students and instructors
should work together with departmental heads and deans/directors about tfogmanece

plans.
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Ethiopian publicuniversities should evaluate their day to day activities whether they went in
line with their original plans or not. Performance plans should guide the day to day activities of

the Ethiopian public universities

Ethiopian publicuniversities should create conducive environment for instructors to help them
give their feedback for assessment results on time by reducing class size, by reducing the
number of courses instructors teach and by increasing motivationswtigtors through

different motivation strategies.

The first generation and the second generation universities should perform all of their activities
in program. They should implement the continuous assessment mechanism strictly. They
should evaluate asssment questions standards in line with course objectives by quality

assurance committee members and/or testing committee members at the department level.

In Ethiopian public universities performances should be guided by plans they set. Students
should make practices for what they have learnt. The Ethiopian ministry of education and other
concerned bodies should fulfil all the required educational matenalsfacilities for these
universities. Continuous assessment should be implemented in all Ethiopian public universities
as intended. To do so instructors should not be loaded by variety of courses in a semester.
Number of students assigned in a class lshoet manageable.

The Ethiopian government should design strategies to increase commitment of the education
managers, instructors and students. There should be incentive package programs for instructors
to increase their commitment. Job opportunitiesuioversity graduates should be created in

line with their level and field of training. This helps to develop motivation of the

learnersstudentdo improve quality of education in Ethiopian public universities.
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5.5Recommendations for Future Research

This section summarizes potential research efforts which would further enhance the education
guality management research in Ethiopian public universilies.researcher understands that
there are some limitations, which must be considered for futurerceseamake findings of

this research more comprehensive and conclusivese are:

- Refine the variables to study the remaining two core activities of a univeesgarch
andcommunityserviceghat are not addressed in the current study.

- Conduct further study by incluthg the currently excludedtaff (instructors) and
studentsInclude studenta&/ho are not thenembes of studentunion representatives. If
other instructors andther studentareincludedthey might have different views.

- Study theviews of employers of the graduates of Ethiogablic universities to know
their degree of satisfaction on quality of

- Apply the relationship between the current variables on education quality management
practices to other progms like distance and open learning, summer, extension and
graduate programs.

- Conduct similar study oprivate Ethiopianhigher education institution® know their
status of education quality management practid@#ferent findings may be obtained

from these institutions as compared to the current findings.

In this chapter the researcher has discussed interpretations of the major findings, conclusions
and recommendations that help to improve practices of education quality management in
Ethiopian publicuniversities. Moreover, further research areas that are not addressed in the

current study have been recommended by the researcher.
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In the next pagesheresearchewill list all thereferences used in this study using the Harvard
reference stylekinally, the ethics clearance certificatiye permission letterthe questionnaire

andtheinterview guide used as data collection instruments will be attached as appendixes.
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Appendix Il

Questionnaire to be filledby deans/directors, departmental heads and student union
representatives on Quality Management of Education in Ethiopian Public Universities

University of South Africa
College of Education
Doctoral program in Education Management
Dear faculty/college dearand/or institute /School director, departmental head or student,

| am a doctoral student interested in investigating quality management of education in your institution.
Thus, your thoughtful and honest responses to this questionnaire are very impartantll Yind on

the following pages a number of statements about your institution concerning education quality
management practices. Please express your opinion about each statement. Your participation is
voluntary and you can withdraw at any time you wapbu fill discomfort. To preserve confidentiality,

your name is not required. About 20 minutes required to work on this questionnaire.

Thank you in advance for your cooperation and honest responses!
N.B.: Quality Managementhere is interchangeably usetith Quality Assurance
Part I: Background information

Pl ease provide the following information. Choose
the boxes given; and/or write your responses on the space provided.

1.Name of your University 2. Your Education level

3. Your academic Discipline

Agriculture Business and Economics Education
Engineering and Technology Health science Law
Natural science Social science and humanities others (specify)

4. Your Gender Male Female

5. How long have you been in your institution?
Less than 2 year 271 5years 57 8years 81 11 years
More than 11 years

6. How long have you been as a dean/director/departmental head/student union representative?
Less than 1 year 17 3years 37 5years More than 5 years



Part Il Identification of Quality Education

Read each statement, then choose and put

your reaction to the statement.

Where: 1= Strongly disagree 2= disagree 3= Undecided 4 = Agree 5= Strongly Agree

No | Items: In my institution 5143

7 | Meaning of quality education has been stated in writing

8 | There is a written policystatement or manual to attain planned qué
education

9 Benchmarks have been identified that define the highest level of quality

universities

10 | Activities required to achieve quality education has been identified

11 | Team hadeen established to carry out education quality management acti

Part 111 Considering customersd needs

No | Iltems: In my institution 5(4|3

12|/Understanding needs of customersbod

13 | Plans are prepared to meet or exceed needs of customers

14 | Plans for educational processes are based on analysis of future cu
requirements

15|/ Whil e planning ralysed aodnpeoritsedl need s

16 | Every possible effort is made to providéucation that will best meet
customersodé needs

17 | Customers are satisfied with quality management implementation practice




Part IV Planning for Quality Education

Where: 1= Strongly disagree 2= disagree 3= Undecided 4 = Agree 5= Strongly Agree

No | Items: In my institution 5143

18 | Data are collected to identify problems and develop plans for improveme

19 | Measures have been specified for evaluating the plans

20 | Plans for educational processes are based on analysis of data about co
educational institutions

21 | There are measures to check whether or notirtbiitution has achieved it
stated quality education goals

22 | Processes are goal oriented with specific measurable outcomes

Part V Implementation of Educational Quality Plans

No | Items: In my institution 5(4|3

23 | Educational process changes are tested on a small scale before making
widespread modifications to procedures

24 | Data are systematically collected for evaluatimmmprove education quality

25 | Everyday activities are guided to achieve goals of quality education plan s

26 | There is quality system that requires all staff ahadents to be involved i
assessing quality levels on regular basis

27 | Specific commitments are made to enhance quality of educational pro
that it offers

28 | Quality management is used as an important management method to ach
improvements in quality of education

29 | Quality management implementation has become a social movement

30 | Employee satisfaction and empowerment is achieved due to quality
management implementation

31 | The existing work processes haween rationalised with a standardised
procedural system




Part VI Performance Tracking

Where: 1= Strongly disagree 2= disagree 3= Undecided 4 = Agree 5= Strongly Agree

No | Iltems: In my institution 5(4|3

32 | There is system for two waypmmunication among service providers,
managers and service users

33 | Data are regularly collected on satisfaction levels of staff on qualit
education

34 | Regular feedback is received about how satisfied the students are
education quality they receive

35 | Regular feedback is received about how satisfied the employers of gradug
with quality of its graduates

36 | Senior education managers do more than just talking about quality edu
they are very mch involved in action

37 | Quality of educational processes are evaluated in relation to its benc
universities

Part VIl Teaching methodologies as Education Quality Management strategy

No | ltems: In my institution 5(4|3

38 | Student centredteaching methodologies are used as a strategy for edu
guality management

39 | Problem based learning are usedas a strategy for education qual
management and delivery

40 | Linking theories to practices are used as a strategy for educat
guality management

41 | Continuous assessments are usesb a strategy for education qual

management




Vil

Part VIII Taking Actions

Where: 1= Strongly disagree 2= disagree 3= Undecided 4 = Agree 5= Strongly Agree

No | Items: In my institution 5/413|2]|1

42 | Actions are taken on time in efforts to enhance our institutional system

43 | There are engagements in developing human resources that are ne
improve education quality

44 | Relatively upto-date required educational facilities are utilized

45 | Education quality management strategies are harmonized

46 | Education quality management strategies are communicated to all people

associated with the process

47 | Suggestions collected from stakeholders are applied, if appropriate

48 | There is responsibility for meeting or exceeding standards in a timely man

Part IX Performance Improvement

Due to implementation of the current quality management strategies used

No | Items: In my institution 5143|121

49 | Workers receive immediate feedback on their performances

50 | More number of students are satisfied wita teaching learning proces

51 | More number of students are able to improve their Cumulative Grad
Point Average/CGPA

52 | More number of students are able to produce problem solving resea
outputs

53 | More number of competeptofessional graduates are produced

54 | Departments Plan, Do, Study, Act for their performance improvemel




viii

Part X General Questions about Education Quality Management
Write your responses on the space provided

55. What are the major problentd education quality management practices in your institution?

56. What solutions can you suggest to improve the current education quality management practices in
your institution?

Thank you Very much for your participation!

Biruk Solomon Haile- Tel.No.: +251 9 18 76 97 35



Appendix- IV

Interview Guide for senior instructors and senior students onQuality Management of
Education in Ethiopian Public Universities

University of South Africa
College of Education
Doctoral program in Education Management
Dear senior instructor or senior student,

I am a doctoral student interested in organizing your opinion on education quality management in your
institution. Thus, your thoughtful and honest responses to these questions are very important. Please
express gur opinion about each question below. Only group result will be compiled and presented. To
preserve confidentiality, your name is not required. About 25 minutes required to respond for this
interview.

Thank you in advance for your cooperation!

1. How dos the educational quality planning activity performed in your institution?
2. What conditions are taken in to consideration to prepare educational quality plan?
3. How do the educational quality plans communicated to all parties involved in your inshtutio

4. How do the education quality plan set are implemented to guide the-day activities of your
institution?

5. How does your institution check how closely performance results match with the original goals of
the plan?

6. What strategies does ydustitution use to manage education quality?

7. Why does your institution select its current strategy to manage education quality?
8. What do you think are your major strengths in managing education quality?

9. What do you think are your major weakneseasanaging education quality?

10. What comments do you want to give about education quality management in your institution?



