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American Experience of
Total Quality Management (TQM) in Higher Education
Questionnaire

Here, TQM is defined as a “management approach to long—term success through cus-
tomer satisfaction, which is based on the participation of all members of an organization in
improving process, products, services, and the culture they work in,” according to Bemow-
ski’s glossary included in a publication of the American Society for Quality Control. ”TQM”
is often used interchangeably with Continuous Quality Improvement (CQI). And your insti-
tution may have the same approach under a different name, not referring to it as TQM or
CQL

The purpose of this questionnaire is stated in the letter to the president of the institute
of June 20, 2001. If there are any questions concerning this survey, please write to Akira
TACHI at atachi@niad.ac.jp or Rie MORI at rmori@niad.ac.jp, or visit the site of http://
svrrd2.niad.ac.jp/sophia/index.htm.

1. Have you ever had a program for quality approach of TQM?
Yes. It has been since
Yes. It was from to

No, we don’t. But we plan to introduce it in
No, we don’t. And we have no intention to introduce it.
Others (please specify : )

2. To what aspects do you apply the quality approach?
__ Education
___ Research
___Social services
__ Administration
_ Others (please specify : )

3. To what extent is TQM approach applied?
____ Whole institution
__Some parts of the institution
Please name them:

4 . Do you have specific committees and/or offices to implement the programs?
Yes, we do. It is named :

The person who should be contacted for sending the next, more detailed survey is

’

(name) (title)

(name) (title)
No, we don’t have special organization. We implement it by




5. Please write any opinions about quality approach and other business—parental manage-

ment principles.

The date of completion :

/ /01

This questionnaire was filled in by :

(name) (title)

(institution)

Thank you very much for your contribution.



[ABSTRACT]
The Result of the Questionnaire Surver of

American Experience of TQM (Total Quality Management) in Higher Education

TACHI Akira*
MORI Rie™

This article shows the findings of the questionnaire survey entitled “American Experience
of TQM (Total Quality Management) in Higher Education” carried out in 2001. This survey
forms a part of a project “A Study of Management of Higher Education Institutions in the
Method of TQM,” conducted by the National Institution for Academic Degrees (NIAD). This
survey, was attempted to examine the extent of penetration and impact of the concept of
the TQM derived from business management languages into the realm of higher education
management.

Reflecting the fugacity of the vogue words in business management, TQM in higher educa-
tion can be also deemed as a mere fad, from time to time. Actually, some critics points out
the zeal to introduce TQM method into higher education management was observed only in
a decade from 1985. However, it is possible that the method has been normalized not as a
special thing to be discussed. At the same time, it may be sure that the methods of quality
assurance derived from business management are able to play important roles in the higher
education management. Those methods are also expected to employ into the Japanese
higher education system in the time of structural reform of management policy. On this as-
sumption, this survey has been designed to find if

1. TQM is just a temporal fashion as a method of management in higher education ;

[\

. TQM has given any influence even if it was a fashion, or
3. There are any possibilities that TQM is applied actively.
In conducting the survey study, questionnaire sheets were sent to all four year and two
year institutions in the United States concerning the employment of TQM which was condi-
tionally defined as a management approach to long-term success through customer satisfac-
tion, which is based on the participation of all members of an organization in improving

process, products, services, and the culture they work in. Questions included in the survey

* Professor, Faculty of University Evaluation and Research, National Institution for Academic
Degrees

* %k Assosiate Professor, Faculty for the Assessment and Research of Degrees, National Institu-
tion for Academic Degrees



were
. Information about employment of the TQM method ;

. Fields of collegiate activity in which the TQM method is applied ;
. Dimensions of collegiate activity which is TQM method is applied ;

. Information about the establishment of special committees for TQM, and

(S B PR AR

. Opinions on the introduction of business-modeled methods of management into higher
education.

As results, they were found that out of 703 institutions effectively responded to the survey;
a) the TQM method was preferred more in public institutions than in private institutions,
b) the TQM method was preferred more in two-year institutions than four-year institutions,
¢) TQM method was applied more frequently in the fields of administration and education
than those of research or social service, d) over30% of them had TQM programs in work,
e) not a small number of them were planning to introduce the TQM method, f) the TQM
method was applied in a normalized or informal mode not as an arranged program in sev-
eral institutions. From those findings, it may be possible to conclude that TQM is in work in
the higher education management in the United States. However, what was tested in this
article was a quantitative analysis of the survey. There should be qualitative analyses of it

subsequently.



