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Abstract 
 

Improving higher education performance increases competitiveness and customer satisfaction. The purpose of this research is to design a 

Total Quality Management (TQM) planning model to increase higher education performance and competitiveness. The focus of this 

research are the formulation of strategic planning for the implementation of TQM, the formulation of the operational planning, the appli-

cation of the quality management, and the system of quality control in private higher education. The results of this this research is 

demonstrates that a national standard and a quality assurance system for higher education are used as the basis for the formulation of a 

quality management strategy. The formulation of TQM planning model was directed by ISO 9001 instrument, the accreditation form of 

The National Accreditation Board for Higher Education, and The Independent Accreditation Institution. The significant components in 

the implementation of TQM planning model are: a quality assurance instrument and the implementation of quality management actors, 

an understanding of quality management by all parties in higher education, benchmarking, education and training in quality management, 

leadership, reward and punishment, evaluation process, and an Integrated Management Information System. There are two roles quality 

control systems in private HE. These are: internal and external quality control.  
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1. Introduction 

The Circular Letter of The Directorate General of Higher Educa-

tion No. 470 / D / T / 1996 stated that the accreditation status of 

Higher Education (HE) or Study Program is a reflection of HE 

performance quality that describes the quality, efficiency and rele-

vance of the study program. Quality is the responsibility of man-

agement, so the leader must create a system and processes that 

produce quality. 

The government's expectation in issuing this circular letter is that 

all universities in Indonesia in general, and in Yogyakarta Special 

Province in particular, will be of better quality. Better quality can 

lead to better HE productivity, which can in the long term, build 

competitiveness. 

Quality and competitiveness are reflected in the levels of accredi-

tation obtained by each university. However, based on data from 

the National Accreditation Board fro Higher Education (NABHE) 

at the end of March 2015, the accreditation results of 935 study 

programs in Yogyakarta Special Region were considered unsatis-

factory. The results can be described as follows: 18.77% of study 

programs were accredited A, 49.30% of study programs were 

accredited B, 21.92% of study programs were accredited C, 

2.13 % of study programs were outdated, 2.56 % of study pro-

grams had expired and 2,99% of study programs were re-

accreditations. Also [1], described in the results of their research 

analysis that the number for Private Higher Education in 2000 was 

recorded at 134 which, by 2009 had reduced to 124. Many of the 

study programs were accredited C or had an expired status. It 

illustrated that the performance of the study program was still low. 

This was not in line with the government's expectations as stated 

in the circular letter, which was to encourage the improvement of 

performance and for this to be reflected by the accreditation of the 

institution and the accreditation of the study program. 

The low performance of these universities showed a lack of re-

sources, facilities and new study programs, weak curriculum de-

sign, unsuitable buildings,  poor working environments, inappro-

priate systems and procedures, unplanned work schedules and 

inadequate quality management [2]. 

Total Quality Management (TQM) emphasizes the participation 

and cooperation of all employees in providing products and ser-

vices to customers’ satisfaction. Moreover, TQM is there to ensure 

that no party is harmed. TQM is a philosophy that emphasizes 

three principles, namely to achieve quality, process, and high-

performance levels. These principles relate to customer satisfac-

tion, employee engagement, and continuous improvement in per-

formance [3], [4]. TQM is a way to improve the performance con-

tinuously at each level of operation or process of each functional 

area of the organization using available resources and capital [2]. 

In TQM litrature previously explained that there are still variations 

in results that indicate the influence of TQM on the performance 

of the company. The benefits of TQM are for improvement: 

quality, employee participation, teamwork, employment 

relationships, customer satisfaction, employee satisfaction, 

productivity, communication, and market share [5]. The 

commitment of top management is the most important variable 

affecting the implementation of TQM which then directly affects 

the business performance [6]. TQM assists universities in 

determining the following obstacles, fears and barriers to change, 
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expensive and long-term assessments, less government 

commitments, inconsistent top management commitments, lack of 

competent management, poor quality quality consultants, poor 

understanding of TQM, poor planning, it is not easy to develop a 

company-specific model, TQM implementation takes a long time 

because it requires big organizational change, limited resources, 

little TQM training, workers do not want to be involved in 

decision making, employees do not care about TQM , less inter-

departmental coordination [7]. Most previous studies show a 

positive relationship between TQM practice and business 

performance [8]; [9]; [10]. In addition, there are several studies 

that show a positive influence between TQM practices on the 

performance of service companies [11]; [12]; [13]; [1]. However, 

there is research showing that TQM has no effect on business 

performance  [14]; [15]; [16]. In addition, there are studies that 

show that TQM has no effect on financial performance on service 

firms [17]. Although there has been plenty of guidance for im-

proving efficiency and operational effectiveness in HE through the 

application of accreditation ratings by NABHE, many HE estab-

lishments have been unable to follow the guidance and coaching 

given by NABHE. This circumstance is indicated by a weak man-

agerial system and a lack of college resources. Also, a great deal 

of research has been conducted to improve the performance of HE 

in Indonesia and improve the competitiveness of HE in general. 

However, many study programs were still accredited C and had an 

expired accreditation status, which indicated that the performance 

and quality standards of HE were still low. This infirmity has be-

come a formidable challenge for every program manager. This 

phenomenon illustrates that the ability of HE to be competitive is 

weak, and in general the management of the quality of the study 

program is ineffective. This is a severe problem and the need to 

overcome it is very urgent. The Obstacles to increasing the 

competitiveness of HE are: (1) a deficiency in the managerial 

ability of HE, (2) low resources and limited facilities, (3) the 

unclear orientation of the curriculum, (4) inadequate human 

resource quality improvement system, (5) weak quality 

management and (6) weakness of facilities and infrastructures that 

support the operation of HE. 

With these facts in mind, the research specifically aimed to inves-

tigate the importance of increasing the competitiveness of HE 

through total quality management. Also, if measurement of TQM 

produced can be implemented well, then the research should also 

come up with an implementation method. 

Good quality can lead to HE productivity achieving a better level 

of competitiveness in the future. TQM is the most appropriate 

method of measuring performance, customer satisfaction, and HE 

competitiveness. These measurements are carried out continuously 

at each level of operation or process of each functional area in an 

organization using available resources and capital. Good quality 

management can make a real contribution to the continuous im-

provement of all activities with Plan, Do, Check and Action 

(PDCA) methods at every level of management. 

Successful implementation of TQM in HE will improve the per-

formance of HE, improve internal and external customer satisfac-

tion and be able to improve competitiveness in the future. The 

TQM practice should involve all employees at all levels of an 

organization. The implementation of TQM should be supported by 

the commitment of HE leaders and a quality assurance unit. The 

better the quality improvement process undertaken by the quality 

assurance unit, the better the TQM practice. If this condition can 

be maintained in the long term, then the TQM concept will estab-

lish a quality culture at all levels in HE [18]. Based on the descrip-

tion, it is necessary to research TQM model design to realize the 

competitiveness of HE. The problem of this research is how to 

develop TQM model that can improve the performance and 

competitiveness of HE in the Province of The Special Region of 

Yogyakarta, Indonesia. The purpose of research is to design a 

quality management system using a total quality management 

model is expected to improve performance and realize the compet-

itiveness of  HE.  

2. Literature Review 

Chain Reaction Theory by [19]  describes how better quality can 

lead to higher productivity, which in turn can build long-term 

competitiveness [20]. This theory says that quality improvement 

can reduce costs because it can eliminate waste in the system and 

in the process of an organization [21]. A company can reach 

success  [22] through larger markets, divisions of the business 

field and the provision of more job opportunities. TQM is a 

management method that depends on individuals and work 

procedures. The utmost concern is to improve organizational 

performance and to enhance client satisfaction [23]. Thus, the 

practice of TQM has proven can improve the efficiency, 

productivity, and performance of the organization or company to 

enhance customer satisfaction.  

TQM is a way to improve  performance continuously at each level 

of operation or process in each functional area of the organization 

using available resources and capital [2]. TQM is a philosophy of 

continuous improvement that can provide a set of practical tools to 

every educational institution to meet the needs, wishes, and 

expectations of its current and future customers [24]. Competitive 

advantage describes rival performance in a particular market 

environment [25]. Competitiveness at the enterprise level is the 

company's ability to lead, improve and maintain a market position. 

Competitiveness is the company's ability to design and produce a 

product superior to those offered by competitors [26] in order to 

enlarge and sustain its profits, market share, business size, and the 

profitable selling capacity of products. There is a positive 

relationship between employee performance and TQM, the 

relationship between employee performance and feedback, 

followed by training, development, and communication [27].  

Thus, companies or organizations to improve productivity and 

performance should provide a set of quality management system 

practice tools and continuous success factors in the application of 

TQM. 

The principles that should underlie the mindset and pattern of 

action of all TQM actors are [28]: (1) Quality first. All  thoughts 

and actions of HE managers must prioritize quality, (2) 

Stakeholders to be in on all managerial thoughts and actions (3) 

The next process is for our stakeholders. Everyone who carries out 

a task in the HE process should consider other people who use the 

results of their duties as stakeholders to be satisfied. (4) Speak 

using data. Every person implementing higher education must first 

take action and make decisions based on the analysis of data and 

information obtained, not based on presuppositions or engineering 

and (5) Upstream management. All decision-making in the HE 

process to be conducted in a participative, not authoritative 

manner.  

Strong leadership commitment, customer-oriented company, en-

terprise conducting education and training, leaders who have initi-

atives to make continuous and innovative improvements, compa-

nies that manage suppliers and lead efforts to encourage employ-

ees to participate fully in the development of the quality required 

in the practice of running TQM has an important role in improving 

organizational performance [29]. In fact, TQM's basic philosophy 

applies to all types of organizations. However, the successful im-

plementation of TQM relies on organizational culture, as the prac-

tice and application of TQM often requires long-term effort and a 

lot of energy, money, patience, and management attention. 

Improvements to the quality of HE are based on the three pillars of 

the National Education Department Strategic Plan: (1) Equity and 

expansion of educational access. (2) Quality improvement, rele-

vance, competitiveness. (3) Strengthening governance,  

accountability, and public image. It also refers to the Long-Term 

Strategy of Higher Education by establishing 3 (three) strategic 

steps, namely: (1) autonomy of HE (2) organizational health, and 

(3) competitiveness. Autonomy of HE provides flexibility and 

space for the acceleration of HE to the dynamics of development 

and competition in the future. Organizational health is a key pre-
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requisite for contributing to academic freedom, innovation, and 

creativity, encouraging efficiency, effectiveness, organizational 

responsibility and making college an asset, not a burden. Increased 

competitiveness is carried out to provide support and encourage-

ment of universities to raise the ability of worldwide competitive-

ness [30]. The TQM conceptual model and organizational perfor-

mance help managers to decision makers, improve understanding 

of TQM practices, and focus on TQM practices in companies. 

3. Methods 

The subject of this research is Private Universities in the Province 

of The Special Region of Yogyakarta, Indonesia. The selection of 

universities in this study is based on the quality assurance unit that 

has unique characteristics and can represent every type of HE. The 

School of Economic Sciences of Nusa Megar Kencana was chosen 

because it was considered to represent the type of college in the 

form of high school general economics in Yogyakarta. Hamfara 

Islamic High School was chosen to represent Islamic High School 

of Economics in Yogyakarta. PGRI University was chosen 

because it has a uniqueness and characteristics distinct from other 

names in the PGRI Foundation. Aisyiyah University of 

Yogyakarta was chosen because, in addition to the having the 

uniqueness of an Islamic university, it also has a background in 

health. The University of Sarjanawiyata Tamansiswa was selected 

because it has unique values, which are ’tamansiswa’ 

characteristics, created by Ki Hajar Dewantara, with the concept 

of education “Among”. This type research type is descriptive re-

search with a qualitative approach. Data analysis was done using 

the interactive model of analysis developed by [31] through three 

stages of data reduction, data presentation, and verification. 

4. Results and Findings 

4.1. Formulation of a Quality Management Strategy 

Plan 
 

Based on the National Education System Act of the year 2012, 

Indonesian HE establishments are encouraged to have autonomy 

or independence of HE in managing their institutions. They have 

to start implementing the quality assurance system through three 

pillars, namely: an internal quality assurance system implemented 

by each university, an external quality assurance system or 

accreditation conducted by the National Accreditation Board for 

Higher Education or Independent Accreditation Institution, and a 

higher education database at the higher education level and also at 

the Ministry of Research, Technology and Higher Education [32]. 

The development of HE establishments in Indonesia is regulated 

in Ristekdikti  no. 44 of 2015  National Standards of HE, consist-

ing of National Standards of Education, National Standards of 

Research, and National Standards of Community Service which 

constitute an integral part of the implementation of HE tri dharma 

[33]. 

The objectives of the National Standards of HE are: (1) to ensure 

the achievement of the HE goals that play a strategic role in the 

intellectual life of the nation by advancing science and technology 

and by applying the values of humanity, as well as the sustainable 

culture and empowerment of the Indonesian nation, (2) research 

and community service organized by universities in all 

jurisdictions of the Unitary State of the Republic of Indonesia to 

achieve quality in accordance with the criteria set forth in the 

National Standards of Higher Education and (3) to encourage HE 

in all jurisdictions of the Unitary State of the Republic of 

Indonesia to achieve quality learning, research and community 

service beyond the criteria set out in the National Standards of HE. 

The National Standard of HE and the quality system of HE are the 

basis for formulating a strategic plan for HE which is in line with 

the national education strategic plan of 2015-2019 that has been 

adjusted to the national long-term strategic plan of 2005-2025. 

Improvement of the quality of HE starts with the structuring of the 

core business processes of HE, namely: the teaching and learning 

processes, research and dedication to the community whose im-

plementation is supported by management tools, namely: strategic 

planning, strong leadership, and Total Quality Management in-

struments.  

 

4.2. Formulation of Operational Plans 
 

The implementation of the latest version of the ISO 9001 quality 

management system of 2015 focuses on customer satisfaction, 

continuous improvement, and targets risk management. Imple-

mentation of the ISO 9001 quality management system is the basis 

for the implementation of an organizational system for organiza-

tion and improvement of organizational competitiveness before 

implementing any other quality assurance system [34] 

The purpose of the implementation of ISO 9001 quality 

management system is to manage the administration system and 

documents within the organization, to manage risks and build with 

regulatory processes to ensure that each process and stage has 

been carried out in accordance with established rules and standard 

rules, and for control over top management to be more focused 

and consistent in achieving the organization's quality objectives. 

Accreditation is an assessment of activity to determine the feasi-

bility of study programs and HE. The accreditation process of 

higher education (HE) is the process of assessing the institution as 

a whole to understand the institution's commitment to the academ-

ic and institutional management NABHE to all HE in Indonesia. 

Evaluation of the quality of institutional performance of an HE is 

done through assessment of accreditation forms and self-

evaluation reports of the HE by assessor teams possessing a varie-

ty of related expertise, experience and an understanding of the 

nature of the organization of universities in both academic and 

management fields. 

Accreditation standards are the benchmarks to measure and estab-

lish the quality and eligibility of an HE. The accreditation standard 

consists of several assessment elements that are used as a basis for 

measuring and determining the quality and feasibility of a HE 

performance. The accreditation standards of HE institutions con-

sist of seven standards. Standard 1, vision, mission, goals and 

objectives, and strategies of achievement; Standard 2, Tata 

governance, leadership, management system, and quality 

assurance; Standard 3,  students and graduates; Standard 4, human 

resources; Standard 5, curriculum, learning, and academic 

atmosphere; Standard 6, financing, facilities and infrastructure, 

and information system and Standard 7, research, service or 

community service, and co-operation. 

HE prepares comprehensive and integrated institutional docu-

ments that describe the results of the analysis and evaluation con-

ducted by the HE concerned. Assessment of accreditation is in-

tended to provide an overview of the quality level of an institution 

and study program based on the accreditation criteria established. 

An independent accreditation institution is an institution estab-

lished by the Government or the community to provide an inde-

pendent accreditation of study programs. Independent accredita-

tion aims to determine the feasibility of study programs and HE 

based on the criteria referred to by the National Standards of HE 

and to ensure the quality of  study programs and HE externally, 

both academic and non-academic, to protect the interests of stu-

dents and society. 

The realization of the operational plan, which is implemented in 

the form of institutional co-ordination with an independent accred-

itation institution and NABHE, aims to provide accreditation of 

study programs and HE, to contribute harmoniously to a system of 

HE quality and to enable the building and development of a high-

quality education culture. The operational framework is used as a 

guide for carrying out all activities that include the establishment 

of vision, mission, goals, and objectives. To support the success of 

quality improvement, account must be taken of the internal envi-
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ronment, local and regional content, national situation and interna-

tional environment. 

 

4.3. Quality Management Implementation 

There are three important components in the implementation of 

quality management of HE that play a role in the success of a 

quality management system. First, a quality assurance instrument 

consisting of: (1) Implementation of standards of investigation, 

research standards and standards of service. Tri Dharma Higher 

education that cannot be separated from one another, because Tri 

Dharma is a manifestation of HE performance in Indonesia which 

has already been established in Ristekdikti No. 44, the year 2015, 

on National Standards of Education, (2) Establishment of a unit of 

Quality Assurance Agency. The Quality Assurance Agency is 

responsible for the successful implementation of quality manage-

ment in the HE concerned, so it must have a solid team to oversee 

the implementation of quality management systems in an HE. 

Second, to have quality management implementation actors con-

sisting of all levels of leadership, lecturers, and employees. (3) 

The leadership and all staff of the Quality Assurance Board play a 

very important role in the successful implementation of a quality 

management system. Third, the important factor of quality 

management that will accelerate the success of quality 

management systems at universities, consisting of (1) 

Understanding of quality management by all leaders, (2) Lecturers 

and employees, (3) Team Quality Assurance Agency, (4) 

Benchmarking, (5) Education and training on quality management, 

(6) Leadership, (7) Employee empowerment, (8) Reward and 

punishment, (9) Evaluation of leadership, lecturers and employees, 

(10) Student satisfaction, and (11) Integrated TQM. 

 

4.4. Quality Control System 
 

A quality control system has two roles. First, internal quality con-

trol that focuses on: ISO 9001 quality audit, national accreditation 

body quality audit, and an independent accreditation institution. 

Internal quality audits are conducted independently by the con-

cerned institutions to ensure that all quality processes are carried 

out in accordance with quality management system guidelines. 

Second, external quality control is from the ISO 9001 and  

NABHE and independent accreditation agency. The results of this 

external audit quality assessment will determine the level of ac-

creditation that describes the real condition of the implementation 

of quality management in the relevant HE (Table 1). 

 
 

Table 1: Total Quality Management Planning Model 

Strategic Plan 
Operational 

Plan 

Quality Implementation Quality Control Management System  

Ministry of 

higher educa-

tion 

External 

groups 

Quality assur-

ance instrument 

Important Actors of 

Quality Manage-

ment Implementa-

tion 

The success factor 

of quality manage-

ment 

Internal Quality 

Control 

External Quality 

Control 

National 

Standards of 
Higher Educa-

tion 

Instrument ISO 

9000 

Implementation 

of Education 
Standards, Re-

search Standards 
and Standards of 

Community 

Service 

All Levels of Lead-

ers, Lecturers and 
employees 

Understanding of the 

quality management 
of all leaders, lectur-

ers and employees 

Implementation of 

Quality Internal 
Audit for ISO 9000 

Implementation of 

Quality External 
Audit for ISO 9000 

Quality Assur-
ance System 

for Higher 

Education 

Instrument The 
National Ac-

creditation 

Board for 
Higher Educa-

tion and The 

Independent 
Accreditation 

Institution. 

Quality Assur-
ance unit 

Leader and all staff 
of Quality Assurance 

unit 

Commitment of 
Quality Assurance 

unit 

Implementation of 
Quality Internal 

Audit for The Na-

tional Accreditation 
Board for Higher 

Education and The 

Independent Accredi-
tation Institution 

Instrument The 
National Accredita-

tion Board for 

Higher Education 
and The Independ-

ent Accreditation 

Institution. 

    Benchmarking    

Education and 
training 

Leadership 

Empowerment  

Reward and punish-
ment 

Evaluation of 

leadership, lecturers, 

and integrated em-
ployees 

Student Satisfaction  

MIS  

 

5. Conclusions  

The purpose of this study is to develop and propose the design of 

TQM model at private universities, especially in the province of 

Yogyakarta Special Region. The development of the TQM model 

requires a strong quality culture, beginning with the formulation of 

strategic planning and operational planning of quality manage-

ment. This conceptual model was developed to assist in bridging 

TQM practices and private university performance. Implementa-

tion of the quality management model using quality management 

instruments and supported by all levels of leadership with a high 

commitment to the implementation of the important factors of 

quality management has to be undertaken. To ensure the quality 

process is carried out properly there needs to be a quality control 

system that conducts quality audits both internally and externally 

of the quality audit so that the design of a total quality manage-

ment model can improve the performance and competitiveness of 

an HE. The successful implementation of this quality management 

strategy is fully supported by the quality assurance unit in each 

HE. The contribution made by the existence of a quality assurance 

unit in an HE will facilitate the implementation of TQM practice, 

which is expected to improve the performance and realize the 
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competitiveness of the HE so that in the long run the implementa-

tion of a quality management system will create a good quality 

culture. 

In the next research will be collected primary data to test the 

hypothesis about the influence of TQM implementation on the 

performance and competitiveness of private universities in 

Yogyakarta Special Province using SEM. This study examines the 

extent to which the influence of the TQM practice model on the 

performance of private universities. 
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