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Abstract

This study aims to examine the implementation of quality management principles and service
quality in higher education institutions (HEI’s) based on student responses. This study involved
570 students from public and private universities in Bangka, the province of Bangka Belitung,
Indonesia. This is a quantitative study with a correlational research design. The results showed that
the implementation of quality management principles in universities had a very high correlation
with service quality (r = 0.88). The results of this study prove that improving the implementation
of quality management principles, such as development of cooperation, HR (human resources)
focus, continuous development, process approach, leadership, process focus, and goal consistency
of higher education will improve the quality of service rendered to students.
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AHHOTAI[USA

Ilenb faHHON pabOTBI — Ha OCHOBE OIPOCA CTY[CHTOB MCCIEOBATh Pealn3alMio IPUHIUIIOB
YIpaB/IeHNs KaueCTBOM B BBICIINX 06Pa30BaTeMbHBIX yUPEXK/IEHVAX ¥ PeaTbHbIN YPOBEHD KauecTBa
YCIIyT, IpeOCTaBAsAeMbIX Bysamu. B nccnenopanum npunsamm yyactue 570 CTyleHTOB U3 ToCyfap-
CTBEHHBIX ¥ YaCTHBIX YHMBEPCUTETOB ocTpoBa banka npouuiym Banka Benurynr (Muponesns).
ABTODBI IIPOBE/M KONMYECTBEHHOE MCCIEN0BaHMe C TIPUMEHEHNEM KOPPENAMOHHOTO aHa/n3a.
Ilonyyennble JaHHblE [MOKA3a/ly, YTO B YHMBEPCUTETAX CTEIeHb BHEJPEHMs NMPUHLUIIOB yIIPaB-
JTIeHVA Ka4eCTBOM MMeeT BBICOKYI0 KOPPeNAIMIO C KaueCTBOM IIpeflocTaBAeMbIX ycryr (r = 0.88).
PesyanaTm uccnenoBanmA MOATBEPAVIIN, YTO UEM JIydIle PEAIN30BaHbI IPVHINIIDI YIIPABICHNA
KayecTBOM (pasBUTUE COTPYAHIYECTBA, Ka/[POBbIE PECyPChl, HEPEPLIBHOE Pa3BUTIIE, TPOIIECCHBIN
MIOIXO/ K YIIPaB/IEHUIO, TUIEPCTBO, OPMEHTALIMsA Ha IIPOLECC U IIOCTIE/[0BATE/IbHOCTD 11e/1eil BhICIIIe-
r0 06pa3OBaHMsA), TeM BBILIE Ka4eCTBO YCIIYT, IPEOCTaBIAEMBIX CTy/IeHTaM.

KimroueBble coBa: ypas/ieHye KauecTBOM, Ka4ecTBO YC/IyT, BhICIIee 06pasoBaHIe, OTBETHI CTy-
JIEHTOB.
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Introduction

Globalization has created an increasingly tangible climate of competition between
nations. The boundaries between nations have been lost by the integration of the
economy, information, culture, and other aspects of various interactions (Gaffar, 2012).
This means that globalization brings new challenges for each nation to improve the
quality of its human resources to be consistent with the path of competition. Based on the
UNDP report, Indonesian human resources still lack competitiveness in the Southeast
Asian Region (Rencana Strategis Kementerian Riset, Teknologi Dan Pendidikan Tinggi
Tahun 2015 - 2019, 2015). This is a serious problem that needs special attention from the
government and universities as the shape of the nation’s human resources.

The problem of human resources in Indonesia is very close to the quality of education,
especially higher education. According to Hayat, it has become a problematic paradox
in the nature of globalization (Hayat &Yusuf, 2010). This requires the development and
improvement of the quality of education with a strategy aimed to evaluate the quality of
education in general. However, evaluating the quality of higher education is a complex
matter because of the various definitions used such as quality, theory, models, and
performance indicators (Turner, 2011).

Quality evaluation that has been running in Indonesia (including in Bangka) to
measure the quality of higher education is performed through accreditation which is
carried out regularly by the National Accreditation Board for Higher Education (BAN-
PT). Based on the results of institutional accreditation released on the official website
(www.banpt.or.id), the majority of universities in Bangka receive a sufficient score
(C / score 200-300 out of a maximum score of 400) which means that higher education
services are not of good quality. This quality service problem is caused by the university’s
efforts not being maximal in perfecting the process, working hard, and learning from
mistakes (Hoy et al., 2000). The quality of higher education services will ultimately lead
to the creation of stakeholder satisfaction (for example, students, lecturers, educational
staff, and others) (Dinh et al., 2021; Misra, 2006). This means that service quality is
positively correlated with student satisfaction (Khoo & McGregor, 2017). Based on this
concept, students are customers or direct stakeholders from universities who can provide
information regarding the quality of the services they receive. Information related to
higher education quality services can be used as input to the effectiveness of plans and
their implementation (Fuchs & Fangpong, 2021).

Improving service quality and higher education competitiveness can be seen from
how well the implementation of quality management is (Molina-Azorin et al., 2015).
In line with that, the implementation of quality management principles can improve
the quality of services in higher education, and indirectly increase the competitiveness
of graduates. In addition, the application of quality management principles can also
improve organizational performance. The results also show that ISO-certified institutions
perform better than non-certified ones (Gustafsson et al., 2003; Mohamed et al., 2020;
Sharabati et al., 2019). Some of these studies have proven that service quality is related
to the application of quality management principles. In addition, service quality also
has implications for graduates’ satisfaction (Sharabati et al., 2019). Furthermore, the
quality of higher education services can also affect student loyalty (Shurair & Pokharel,
2019). Therefore, service quality and student satisfaction are important factors in higher
education management.

From the above-mentioned research, it can be concluded that quality is how well the
service provided by the university to its customers (especially students). This means that
student satisfaction can only be achieved with the good service quality. At the same time,
service quality depends on the extent to which higher education institutions apply the
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principles of quality management properly. This research aims to prove that the principles
of quality management can improve the service (quality) of higher education rendered
to its stakeholders, especially the student services. Quality service has implications
for student satisfaction. Based on several theoretical studies and literature review, the
hypothesis of this research is:

H1: there is an influence of the implementation of quality management principles in
higher education on service quality.

Literature review

Principles of Quality Management

Sallis (2002) argues that realizing the quality of education output based on certain
standards is not easy. One of the reasons is the difference in the output between education
and products in the industrial world. Therefore, quality is an effort to meet customer
demands (Noronha, 2002). Furthermore, the quality mentioned by Kenneth H. Rose is
very close to customer requirements. Guaranteeing the quality of the process is the first
step towards the quality of the product or service produced (Rose, 2005).

The development of the concept of quality has inspired efforts to improve quality
in various organizations including educational organizations. Juran et al. (1999) offers
three quality steps called the Jurantrilogy, which includes quality planning, quality
control, and quality improvement (Rose, 2005). Crosby (1979) emphasized that quality
was a zero defect condition supported by technical and economic perfection (Zairi, 1991).
We know that Crosby is one of the most successful in selling ideas through consultation
and training, unlike his predecessor, who focused on statistics (Rose, 2005). Meanwhile,
Ishikawa, being the successor of Crosby, emphasized the importance of training and
education of workers as the basis of quality (Rose, 2005).

The development of quality concepts by the above-mentioned scholars underlies
various trends related to the modern quality concepts known as quality management.
The concept of quality management is developed and implemented in various fields
including education. The main challenge of implementing quality management in
the field of education is the difficulty in operationalizing the phenomenon of “quality
education” (Sallis, 2002). A success in achieving or realizing educational goals is the result
of perfecting the process, working hard and learning from failure (Hoy et al., 2000). This
means that efforts in realizing the quality of education need to be managed properly and
comprehensively based on the principles of quality management.

Historically, quality management has developed since the late 1970s and early 1980s,
inspired by Japan’s ability to integrate various quality control concepts from America
into their own systems, known as total quality control (TQC). The evolution of the
quality system can be divided into four stages, namely inspection, quality control, quality
assurance, and Total Quality Management (TQM) (Noronha, 2002). These developments
have influenced the principles in quality management. According to ISoraité (2008), Sallis
(2002), Rose (2005), Bollaert and colleagues (2007), Armstrong (2006), the principles of
implementing quality management include:

a. Consistency of objectives (result-oriented)

b. Focus on customers

c. Leadership

d. Process approach (process management)

e. Involving people

f. Continuous development

g. Systems approach and strategy

h.HR Focus
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i. Development of partnerships

j. Automation and communication.

The implementation of the main principles of quality management is the basis for
the success of higher education institutions in realizing their quality. Assuming that by
applying the principles of good quality management, service quality can improve and
satisfy customer needs.

Higher Education Service Quality

The quality of higher education services is an important part of the quality of output
of graduates. The characteristics of the quality of education services are more difficult
to explain than the quality of products in physical form. This is caused by the quality of
services containing many important elements that are subjective. These elements can be
in the form of leadership, attention, training, and care which can be a disruptive service
(quality of service) (Sallis, 2002).

Kruger and Ramdass (2011, p. 1176) try to describe the dimensions of the quality
of education services and classify them into five dimensions of quality abbreviated as
TERRA, described as follows:

a. Tangibles - a physical appearance in terms of facilities, equipment, personnel, and
communication materials.

b. Service reliability is the ability of service providers to perform services that have
been promised reliably and accurately.

c. Responsiveness is the willingness of service providers to assist in providing services.

d. Assurance is the knowledge and courtesy of employees and their ability to inspire
trust and confidence when dealing with customers.

e. Empathy is the individual attention given to the customer (Kruger & Ramdass,
2011).

Completing the above concepts, Owila and Aspinwal (1997) describe the quality of
service in 12 quality dimensions that can be used in measuring higher education services,
(Table 1) (Sudha, 2013).

Table 1. Service Quality Dimensions

Service Quality Dimensions Descriptions

Responsiveness the willingness and readiness of the staff to help students
Reliability degree of truth, accuracy and novelty of education
Understanding customer | the level of staff availability to guide and supervise

Access understand students and their needs

Competence theoretical and practical knowledge from staff and other abilities
Courtesy positive feelings and attitudes towards students

Communication how well students and lecturers communicate in class
Credibility degree of trustworthiness of the institution

Security degree of trustworthiness of the institution

Tangible conditions, adequacy and availability of equipment and facilities
Performance basic knowledge or abilities that graduates must possess
Completeness additional knowledge and abilities, using computers
18 Creative Commons by the Authors is licenced under CC-BY
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The Relation among Implementation of Quality Management Principles and Quality
Services

The implementation of Quality management principles in higher education occupies
animportant position to improve and develop quality services provided to its stakeholders.
The application of quality management in higher education has an effect on innovation
in higher education services through people and management processes (Sciarelli et al.,
2020). The Total Quality Management (TQM) approach in universities can improve the
quality of their electronic administrative services (Papanthymou & Darra, 2018). More
specific research shows that quality management practices affect the quality of service
received by students (Soria-Garcia & Martinez-Lorente, 2020). Quality services provided
by universities to students can have an impact on their satisfaction (Dinh et al., 2021).

Methods

This study aimed to examine the relationship between two variables: implementation
of the principles of quality management and service quality. Influence testing is used
to test the relationship or influence between variables by using statistical associations
(Lodico et al., 2006; Postlethwaite, 2005).

This research was conducted at universities in Bangka Island. The sample of this study
included 570 students from public (state) and private universities in the Bangka Island.
A public university is a university organized by the government, while a private university
is a university organized by the community or community organizations. The sample
was random, and students were not distinguished by their attributes. The distribution of
research respondents by universities is shown in Table 2:

Table 2. Respondents

Types
No. University Public (Pb ))/ Private (Pv) Total Respondents
1 TAIN Syaikh Abdurrahman Siddik Pb 150
Bangka Belitung
2 Universitas. Bangka Belitung Pb 200
3 STKIP Muhammadiyah Bangka Py 100
Belitung
4 STMIK Atma Luhur Py 70
5 STISIPOL Pahlawan Pv 50
Total 570

Questionnaires were used to collect the data. The questionnaire was first piloted in
several universities in East and Central Java that have the same characteristics in order to
guarantee its reliability and validity (Muhadjir, 2011). This research uses a 5-point Likert
scale. For data analysis product moment correlation techniques were used. Then, the
influence between variables was tested using regression analysis to test the significance of
the influence between variables. SPSS was used to run statistical data analysis.

Results and Discussion

Students’ Responses to the Implementation of Quality Management Principles
The ten criteria illustrate the average description of respondents regarding the
application of quality management principles (Figure 1).
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Figure 1. Implementation of quality management principles

Figure 1 shows that on average, respondents stated that the application of quality
management principles in higher education institutions (HEI's) was high (on a scale
of four). The ten observed characteristics show the highest average of goal consistency,
meaning that the existing HET's has maintained its direction or is consistent with its goals
or visions.

In addition to consistency in objectives, the principles were also high. These are
process focus, leadership, process approach, HR (Human Resources) focus, sustainable
development, and collaboration development. This research has supported what
Wolfgang Kersten and Jan Koch also found, namely that factors such as HR development,
leadership commitment, continuous development and process orientation are quality
management factors that support influence on service quality (Kersten & Koch, 2010).

The lowest average in the implementation of quality management principles were
in automation and communication. This means that universities have not seriously
developed an automation system that supports ease of communication. In addition, the
principle that is also low is not yet the maximum use of the system-strategy approach and
does not involve campus stakeholders effectively.

Students’ Responses to the Service Quality of Higher Education

Higher education service quality is measured by 12 criteria (dimensions). They
are responsiveness, reliability, customer understanding, access, competence, courtesy,
communication, credibility, security, tangible, performance, and completeness. Students’
rating of these criteria is shown in Table 3.

These data suggests that 43.9% of students agree that higher education services are
in accordance with the indicated quality criteria. Meanwhile, 21.5% of students strongly
agreed, 21.3% of students were neutral, 11.4% disagreed, and 1.9% strongly disagreed.

Table 3 shows that higher education institution carrying out their programs are in
accordance with good service quality criteria, although not sufficiently.
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Table 3. Students’ Response to Quality Service

Quqlity Service R Students’ Response (percent) —

Dimensions disa fei Disagree Neutral Agree disa fe)e/
g g
Responsiveness 3,5 12,3 14 49,1 21,1
Reliability 0 8,8 26,3 47,4 17,5
Customer understanding 0 12,3 21,1 45,6 21
Access 1,8 19.12 26,3 45,6 17,5
Competence 1,8 10,5 28,1 36,8 22,8
Courtesy 0 15,8 17,5 45,6 21,1
Communication 3,5 8,8 14 45,6 28,1
Credibility 1,8 15,8 22,8 35 24,6
Security 1,8 7 14 439 33,3
Tangible 3,5 8,8 29,8 40,4 17,5
Performance 1,8 10,5 24,6 439 19,2
Completeness 3,5 17,5 17,5 47,4 14,1
Mean 1,9 11,4 21,3 43,9 21,5

The Effect of Implementation of Quality Management Principles on Service Quality

The implementation of quality management principles at tertiary institutions and
their effects on service quality are analysed using regression analysis (Table 4).

Table 4. Model Summary

. Std. Error Change Statistics
Model | R | RSquare A%’;:Z‘Z R of the RS F S F
Estimat. quare ig.
smare Change | Change 41| df2 Change
1 .882° 779 775 4.78785 779 193.640 1 [568| .000

a. Predictors: (constant, the implementation of quality management principles

Based on the model summary table above (Table 4), the R-value (correlation) is 0.882,
which means that the implementation of quality management principles to the quality
of higher education services has a very high relationship (Rifa’i, 2019). While R Square
(coefficient terminated) is 0.779, which means that 77.9% of the service quality variable
is influenced by the implementation of quality management. While other variables not
examined, contributed to the quality of service were only 22.1%. Furthermore, to ensure
the effect of the implementation of quality management on service quality, the ANOVA
was run, and the results are presented in Table 5.

Table 5. ANOVA"®

Model Sum of Squares | df Mean Square F Sig.
1 Regression 4438.925 1 4438.925 193.640 .000°
Residual 1260.795 568 22.924
Total 5699.719 569
a. Predictors: (Constant), the implementation of quality management principles
b. Dependent Variable: the quality of higher education services
T IMLeHsUPOBaHNsI ABTOPOB — JIUL[eH3Ms TBOpYecKoro coobuecrsa CC-BY 21
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The ANOVA analysis showed that the calculated F value of 193.640 with a significance
level of 0.000 <0.01, the regression model can be used to predict the quality of higher
education services. The coefficient regression equation is presented in Table 6.

Table 6. Coefficients

Unstandardized | Standardized Collinearity
Model Coefficients Coefficients t | Sig. Statistics
B Std. Error | Beta Tolerance | VIF
1 (Constant) 6.469 2.812 2.300 |.025

The implementation 1.024 .074 .882(13.915(.000 1.000 1.000
of quality
management
principles

a. Dependent Variable: the quality of higher education services

Based on the output (coefficient), the regression equation becomes: Quality Service
(QS) = 6,469 + 1.024 IQMP (Implementation of Quality Management Principles). The
equation implies that for every 1 increase in the value of the implementation of quality
management principles (IQMP), the value of quality service (QS) will increase by 1.024.
The results of this study are in line with what has been found by Soria-Garcia and Martinez-
Lorente (2020) who conducted the research in 56 secondary schools in the Murcia Region
(Spain). They showed that quality management has an effect on perceptions of service
quality. Kersten & Koch (2010) also concluded that quality management has a positive
effect on service quality and business success. Furthermore, service quality of HEI’s can
increase their customer satisfaction (Farooq et al., 2018; Teeroovengadum, 2020) and
customer loyalty (Fida et al., 2020).

In the context of service quality, education quality management can increase student
satisfaction (Jabbar et al., 2019). Quality management is essentially an effort in improving
quality, while improving quality plays an important role in organizational performance
(Arumugam et al.,, 2011). In line with that, higher education institutions need to have
targets on improving the quality of teaching and learning, management and leadership
as well as overall educational standards in the existing education system (Kinjawan et al.,
2020).

Conclusion

The descriptive analysis based on student responses related to the application of
quality management principles showed that the highest average was in the dimension
(criteria) of consistency to goals (mean 45.6), while the lowest dimension was automation
and communication with an average of 33.3. While student responses to quality services
are based on 12 criteria, the results show that 43.9% of respondents agree that higher
education institutions have provided quality services.

Based on the analysis and discussion of the research results, it can be concluded
that the implementation of quality management at tertiary institutions is an important
aspect that is essential to continuously improve to support the realization of the better
quality of higher education services. The principles of automation-communication and
systems approach need to get more emphasis so that it supports the creation of improved
service quality. A very high correlation number indicates that the application of quality
management principles is an important variable that must continue to get the attention
of university managers and leaders.
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