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Absiract- This research aimed to reveal the extent of the
implementation of total quality management (TQM) in higher
education institutions in Saudi Arabia in light of the
perceptions of the educational and administrative leaders. A
questionnaire have been developed consisting of (70) items
distributed in eight areas of TQM. The research applied to a
sample of 135 leaders from the educational and administrative
leaders in Qassim University. The results of the research
showed that the application of the principles of total quality
management in higher education institutions in Saudi Arabia
was medium from the standpoint of administrative leaders with
the exception of the area of Academic Affairs and the field of
community service where its application was high. The
application of the principles of Total Quality Management was
medium from the standpoint of educational leaders with the
exception of the area of strategic planning.

Keywords: quality, total quality management, higher
education, leadership.

[.  INTRODUCTION

he development of higher education institutions
Tmeets various links and requires a comprehensive

quality management system as a method and style
of work in the management of various aspects of
educational administration (Tsinidou et al. 2010). There
are various theoretical foundations that define the
concepts of development and concepts of the
development of education, both general and higher
education, according to the visions and the aspects
researchers, theorists and practitioners focus on for the
development and modernization process (e.g., Jarvis,
2014). Sometimes they targeted production issues and
solving problems and at other times aimed at improving
the business climate and the development of the skills
of the employees and the rational use of human and
material resources (e.g., Hoang et al., 2010).

The importance of total quality in the era of
globalization seems as a basic premise of excellence
and competitiveness and under States' attention to
education as a national first project to face the third
millennium with all its challenges, education reform
operations received with great interest in most countries
of the world, and the total quality management (TQM)
enjoyed great deal of this interest to the extent that it
made thinkers call this era “the era of quality” as one of
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the main pillars of the new administration model,
bringing the global community to look to the total quality
and educational reform as two sides of the same coin,
SO we can say that the total quality is the real challenge
that will face the nations in the coming decades (e.g.,
Altahayneh 2014) .

According to Tarawneh (2011), there s
conviction in social and academic circles in the Arab
world to the effect that university managements are
inefficient, and that the majority of Arab universities
suffer from a lack of autonomy, and the magnitude of
the regulations and instructions and ambiguity and
contradiction, and multiple levels or administrative and
hierarchical episodes in writing reports and settings.
Decisions are taken at the highest level at the top of the
administrative hierarchy, and that means neglecting the
role of middle management and executive leadership,
the consequent is emergency and crisis management.
Most of the university energies are spent on routine
matters and there is no administrative control over the
performance  of  employees; academics  and
administrators, and therefore determine the level of this
performance, and often evasive techniques and delay
are used to resist reform and change.

While recognizing the importance of access to
quality in education, which is considered a main goal
most of the educational organizations seek to achieve
which have adopted the philosophy of Total Quality
Management. It is based on the principles and
foundations represented in the participation of
administrators in creating an organizational culture that
leads to quality and cares with the consciousness of
client and his mind, and the constant search for the best
(Altahayneh 2014). In order to achieve quality, it must be
controlled through monitoring and reduction of poor
performance because continuous improvement is the
foundation of quality (Tsinidou et al. 2010; Argia and
Ismail 2013).

The TQM system is in response to modern
shifts and changes in the political, economic, social,
scientific, information and technological fields whether at
the international, regional or local levels, represented in
the emergence of phenomena of globalization,
privatization and free trade and control of major
companies on global markets and economic
competitiveness internationally (Shroff and Dave 2014;
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Jarvis 2014). This means that the application of TQM
requires a certain floor in all organizational,
administrative and social structures inside and outside
the organization, so as to provide a suitable
environment for the possibility of application. Costing
(1994) confirms that the success of the application of an
administrative concept the administrative Leaders are
unaware of its importance, there must be full conviction
of the senior management of the importance of this
concept, and makes quality at the forefront of senior
management strategies, and to disseminate this
conviction. It also requires leaders who can guide
individuals towards achieving their radiant perceptions,
and there is no university or institution has made
progress within the concept of total quality management
without a leadership with high administrative capacity
(Dirkse van Schalkwyket al 2013).

In the Arab world, it is difficult to predict the
number of universities that apply the principles of TQM,
with the knowledge that there are a significant number of
Arab universities began to take upon themselves the
obligation to apply the concepts of total quality in its
programs, policies and educational goals (e.g., Al-
alawy, 1998; Alruwaili 2013).

This research aims to identify the perceptions of
administrative and educational leadership in higher
education institutions in Saudi Arabia to the extent of the
application of TQM. To achieve this objective the
research responded to the following questions:

1. To what extent is the application of the principles of
TQM in higher education institutions in Saudi Arabia
from the standpoint of administrative leaders?

2. To what extent is the application of the principles of
TQM in higher education institutions in Saudi Arabia
from the standpoint of educational leaders”?

3. Are the resignificant differences between the
perceptions of the educational and administrative
leaders to the extent of the application of TQM in
higher education institutions in Saudi Arabia.

Employing the principles and ideas of TQM in
higher education systems for the benefit of educational
institutions, as it lays the foundation stone to see
philosophical new goals of the institution and its
mission, and raise the morale of employees, and gives
them the opportunity to express, and alter their
perceptions and attitudes towards the profession,
making the educational environment a healthy
producing climate (e.g., Alhagbani 2013; Zabadi 2013)
The importance of this research is about what could
reveal of insights for the administrative and educational
leaders to the extent of the application of total quality
management in Saudi universities; especially with the
fact that TQM applications within the context of studies
the education sector in Saudi Arabia are not sufficient to
date and lack better conceptionalization (e.g., Sahney et
al. 2004; Alruwaili, 2013; Sahu, et al 2013).
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Furthermore, The importance of this research will be
found in its real contributions to scientific research in
the field of educational TQM; and in its provision of
some practical evidences to educational leaders and
practitioners.

[I. THEORETICAL BACKGROUND

a) TQM for Public Services is a Marketing Concept

The term 'Total Quality" and "Total Quality
Management"  expressions ~ common in  the
contemporary management and d marketing literature.
The two terms reflect the global trend dominates the
thinking and behavior of business organizations and
governing management and marketing decisions in all
areas of work (e.g., Hemsley-Brown and Oplatka 2006).
Form marketing point view , most of organizations work
on improving their products; whether these products
are goods or services, in order to maintain market share
and increases it , and attract and keep customers, and
increase their competitiveness both at the local, regional
and international level (e.g., Shroff and Dave 2014).. The
majority of organizations are using several strategies to
improve the level of sales and production, the most
important of these strategies is quality, as the total
quality is assumed as strategic entry point to produce
the best product or service possible at the lowest
possible cost (e.g., Powell 1995; DeShields et al. 2005;
Zineldin et al. 2012). The accurate way of defining
quality is marketing way. Marketing definition of quality
should be the cornerstone management strategies
should be built upon. Form marketing prospective, TQM
can be defined as: Administrative system strategically
complementary to achieve customer satisfaction
through the participation of all employees in the
organization and the continued development of each
organization's  operations and optimal use of
resources(e.g., Wilkins et al. 2012) , it is a trend or
management philosophy in the long-run aim to achieve
customer satisfaction and the efficient use of resources
and the continued development of all the operations of
public organizations(e.g., Sahu et al. 2013a).

In the framework of public services, quality
means “unity of efforts for the sake of the optimal
exploitation of available resources and presenting the
service in the time and style that create the customers
satisfaction about these services." (Richardet al.1992;
Shroff and Dave 2014).

Directions were numerous around the
dimensions underlying quality in the provision and
management of public services (e.g. Sahney et al.
2004). Gronroos (1984), for example, has pointed out
that quality has three basic dimensions, they are:
technical quality, and it is associated with what is
provided of services, and functional quality which is
connected with the way it provides these services, but
the third dimension is connected with the mental



impression about the organization that provides these
services ,and it depends on the appraisal of customers
and their satisfaction about the technical and functional
of these services (Gronroos1984;Alhagbani 2013).
Thus, the TQM should be viewed as "an
organizational strategy accompanied by a variety of
means, which leads the organization to offer to the
beneficiary products and services of high quality." (e.g.,
Lee et al. 1992). It is a "philosophy focuses attention of
employees on customer preferences and form a group
of methods needed for the organization to build a
system and a necessary administrative leadership to
make the organization operate according to the
philosophy of customer service". (Hoang et al. 2010).
Therefore, total quality management requires a
customer orientation towards continuous improvements

in all aspects of the administrative process of
production,  services delivery procedures, and
communications that meet or exceed client's

expectations (Jarvis 2014)

b) TQM in Higher Education

Higher education in the current time faces a set
of challenges imposed upon it an urgent need to apply
the concept of TQM(e.g., Sahney et al. 2004; Tsinidou
et al. 2010; , Wilkins et al. 2012 ) , which comes in the
forefront of it:

1. Rapid growth in the field of knowledge, which has
led to the emergence of many discoveries and
inventions that made a clear difference in the quality
and quantity of knowledge.

2. The great advances in communications systems
and tools as the world have become a small village.

3. Information and technological revolution, and the
trend towards the use of high-power devices and
micro and complex instruments that are expected to
turn economic and social systems upside down,
and this requires rewriting philosophies and laws in
all walks of life.

4., Sudden and rapid changes in the nature of
professions in the market due to reliance on modern
technology; electronic evolution of computers, for
example, required the emergence of a number of
professions and related businesses, as well as
spread of the concepts of privatization and market
economics.

5. The growing interest in regional economic blocs, the
European Union and the North American market
and Southeast Asia, as well as global corporate
alliances to increase their competitiveness, and
widening its market share.

6. The new growing interest in the problems of
environment; because of their effects and dangers
to human life.

7. The new increasing interest in the value of
excellence and quality in its comprehensive sense,
which reflects the performance of business in the

right way from the first time, and then achieves
customer satisfaction.

The history of university education has resulted
in the fact that is creating a structure resistant to
change, and thus the application of the TQM entrance is
possible only in the case of being able to realize major
problems for this sector, and try to use the
administrative entrances consistent with the nature of
this system (Sahu et al. 2013b). Kelleh (1996) sees the
following several steps that must be taken into account
when trying to apply the TQM in universities and
institutions and educational process:

1. Clearly defined objectives; as enigmatic selection of
goals leads to highly decentralized decision-
making.

2. Commitment to planning; because the absence of
specific plans of action leads to internal
competition.

3. Stay away from the complex delegation of authority,
which makes it difficult to measure performance.

4. Get rid of the individual nature of the scientific
personality that makes character very proud, not
preparing for joint action, and therefore must
encourage research teams.

5. Prepare an integrated information system; as the
total absence of a specific structure to collect
performance information so as to become available
to different leaders, will hamper the decision-making
process.

Therefore and according to many researchers
(e.g., Sahney et al. 2004; Harvey and Williams 2010;
Tsinidou et al. 2010; Sahu et al. 2013a; Alnaweigah
2013), the choice of TQM, as a working method and
curriculum in universities and scientific institutions, to
improve the quality of educational services, and improve
the level of graduates requires the availability of several
factors, including:-

1. The interest of the university administration of quality
input of university education process and the
educational process itself and its outputs.

2. The importance of the university administration
direction to the labor market, so that checking well
as regards the needs and expectations of this
market of graduates, with the realization that these
needs and expectations change from time to time.

3. Determination of the levels of quality in all areas,
and performance activites, so that the
administration can target its achievement through
continuous improvement program.

4. Training and education for all levels of employees.

5. Attention to the safety and quality of educational
programs.

6. Shaping the tests in systematic and objective
manner at all academic levels.

© 2017 Global Journals Inc. (US)

Global Journal of Management and Business Research ( A ) Volume XVII Issue I Version I n Year 2017



Global Journal of Management and Business Research ( A ) Volume XVII Issue I Version I H Year 2017

In general, the application of TQM principles at
the educational institutions requires an accurate
understanding of all works and problems that hinder
their applications. Schauerman and Peach (1994), for
example, pointed out to some barriers that constraint its
transfer to educational sector, of which are:

1. Colleges reject the idea that expressing about
service receiving students.

2. Academic college's resistance to allow interference
in its domestic laws and disciplinary boards and
educational experiences.

3. The threat to the freedom granted to academic
educators.

4. The cost of training on the application of TQM
principles.

5. Inadequate training and lack of understanding of
quality circles.

[I1I.  METHODOLOGY

a) Sample

Research was applied on the educational and
administrative leaders in Qassim University, as (60)
administrative leaders (deans, department heads,
administrative  leaders) were chosen and (75)
educational leaders, bringing the members of the
research to (135) university personals.

b) Instrument

Following many similar research (e.g., Al-
Oddadi 2013), a questionnaire is developed to identify
the degree of implementing of TQM in Saudi
universities., the questionnaire included(70) items
distributed over eight principles of TQM: organizational
culture (7 items), Strategic Planning (7 items),
Administrative leadership (8 items), Academic and

Technical Affairs (17 items), Administrative and Financial
Affairs (10 items), human resources & student affairs (5
items), faculty affairs (4 items), community service (7
items), and feedback (5 items), each item was given a
weight listed on a quintet Likert scale to estimate the
degree of implementation of item ( very large, large,
medium, small, very small), and these paragraphs
covered all areas of application of total quality
management.

After the development of the initial image of the
questionnaire, it was presented to ten arbitrators from
professor's specialists for the purposes of the sincerity
of the content, to find the suitability of areas and
paragraphs for the elements content of TQM in Higher
Education Institutions and  appropriateness  of
paragraphs for the areas they represent. Suitability of
items formulation from language standpoint. In light of
the observations of arbitrators areas and items were
adopted that received by agreement percentage (80%)
of the arbitrators, items were modified, deleted and
transferred that in need to do so, based on their
observations and were reviewed for the last time in
collaboration with the supervisor, the questionnaire was
printed out in its final form by which it was distributed
over the research sample individuals consisted of (8)
key areas distributed over (70) items after it was initially
composed of (85) items.

Coefficient of internal consistency was
extracted, using Cronbach's alpha formula for areas of
the Instrument and the table shows (1) the values of the
internal consistency of the areas of the Instrument where
coefficient reliability ranged between (0.82-0.91), these
transactions are considered acceptable.

Table 1: Reliability coefficients for instrument

Number Principles of TQM Cronbach Alpha
1 Organizational Culture 0.88
2 Strategic Planning 0.87
3 administrative leadership 0.89
4 Academic and technical affairs 0.89
5 Administrative and Financial affairs 0.89
6 Human Recourses 0.81

6a. Human Recourses — Student's Affairs 0.83
6.b HR / faculty affairs 0.84
7 Community Service 0.90
8 Feedback 0.92

c) Statistical Processing

To answer the first and second questions,
averages were calculated and standard deviations of
the total tool and its various fields. To answer the third
question, the t-test to detect the level of significance of
the differences in the opinions of the administrative
leaders and faculty members for the possibility of the
application of TQM in Saudi universities.

© 2017 Global Journals Inc. (US)

IV. RESULTS AND DISCUSSION

Arithmetic means and standard deviations of
the application of the principles of TQM in Saudi Higher
Education Institutions from the standpoint of
administrative leadership were extracted, where it is
noted from the table (2) the extent of the application of
the principles of TQM in Saudi universities from the
standpoint of administrative leadership to the areas of



(Academic Affairs and artistic, and community service)
was high, and for the rest of principles of TQM
(organizational culture, strategic planning, administrative
leadership, administrative and financial  affairs,
administrative and financial affairs, human resources -
Student Affairs, feedback, human resources -faculty
affairs) was medium, as those areas came between the
arithmetic average (3.88) which relates to dimension
(academic affairs and technical) and the arithmetic
average (3.28) on the dimension (human resources -
faculty affairs), as the eight dimensions came combined

(total tool) with an arithmetic mean of (3.60). This refers
to the extent of the application of the principles of TQM
in higher education institutions in Saudi Arabia from the
standpoint of administrative leadership is high.

Similarly, Arithmetic means and standard
deviations were extracted of the perceptions of
application of the principles of TQM from the standpoint
of educational leaders. As noted from the table (3) the
extent of the application of the principles of total quality
management from the perspective of educational
leaders indicated that (Strategic Planning) is

Table 2: The implementation of TQM in higher education institutions in Saudi Arabia from the standpoint of
administrative leadership.

No. Principles of TQM Mean Standard Deviation Level
1 Academic & Technical Affairs 3.88 0.43 Hiah
2 Community Service 3.67 0.60 9
3 Organizational Culture 3.64 0.64
4 Strategic Planning 3.59 0.68
5 Administrative Leadership 3.55 0.81
6 Administrative & Financial Affairs 3.49 0.68
7 Human Recourses — Student Affairs 3.37 0.60 Medium
8 Feedback 3.33 0.86
9 Human Recourses — Faculty Affairs 3.28 0.62

Total 3.60 0.65 High

high, and the rest of other dimensions (feedback,
academic and technical affairs, community service
administrative, leadership, human resources - faculty,
administrative and financial affairs, and human
resources - Student Affairs) were on average medium,
as these dimensions came between the arithmetic

average (3.77), which relates to the dimension (strategic
planning), and the arithmetic average (3.05) on the
dimensions of (human resources - Student Affairs). The
combined eight dimensions came with an arithmetic
average mean of (3.40).

Table 3: The implementation of TQM in higher education institutions in Saudi Arabia from the standpoint of
educational leaders.

No. Principles of TQM Mean Standard Deviation  Level
1 Strategic Planning 3.77 0.60 High
2 Feedback 3.49 0.75
3 Academic & Technical Affairs 3.44 0.90
4 Community Service 3.42 0.81
5 Administrative Leadership 3.38 0.84
6 Organizational Culture 3.37 1.01 Medium
7 Human Recourses — Faculty Affairs 3.27 1.02
8 Administrative & Financial Affairs 3.25 0.78
9 Human Recourses — Student Affairs 3.05 1.01

Total 3.40 0.85 Medium

The test (independent sample t-test) was used
to detect the presence of significant differences at the
statistical  significance level (a< 0.05 (between
perceptions of administrative leadership and of those of
faculty members. It is evident from the table (4) The

differences in the perceptions of administrative and
educational leaders did not reach the level of statistical
significance, as all values statistical "t" were not
significant at level of 0.05 or less, therefore there are no
significant differences between the two perceptions.

Table 4: The differences between the perceptions of the educational and administrative leaders of the
implementation of TQM in higher education institutions in Saudi Arabia

Principles of TQM t Significant
Organizational Culture 1.32 0.19
Strategic Planning 1.18 0.24
Administrative Leadership 1.08 0.28
Academic and Technical Affairs 1.41 0.16
Administrative and Financial Affairs 0.88 0.38
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Human Recourses — Student Affair
Human recourses — Faculty Affairs
Community Service

Feedback

Total Tool

0.78 0.44
1.47 0.15
1.35 0.18
0.19 0.85
1.01 0.35

V. CONCLUDING

The extent of the application of the principles of
TQM in higher education institutions in Saudi Arabia
from the standpoint of administrative leadership is high
and the academic and technical affairs ranked first
meanwhile human resources - faculty affairs ranked last.
The possibility of applying all intermediate areas with the
exception of two areas (academic and technical affairs,
community service); which the degree of possibility of
their application from the perspective of administrators
is high. And this result indicates that there is still
fundamental constituents of the application of the
principles of TQM in some aspects such as the
academic and technical aspects, and community
service while the rest of the aspects addressed by the
research, such as strategic planning, organizational
culture, finance, and human resources are still needed
to provide more of the grounds until concepts of TQM
can be applied on them.

The extent of the application of the principles of
TQM in higher education institutions in Saudi Arabia
from the point of view of educational leaders is medium
on average, and the area of strategic planning ranked
first while the area of human resources - faculty affairs
ranked last. The possibility of applying all areas was
medium except the field of (strategic planning). This
suggests that faculty members believe that there is only
one aspect of TQM that can be applied which is of
strategic planning. As for the rest of areas, the faculty
members believe that the possibility of its application is
still within the average, this result can be accounted for
the fact that the TQM implementation requires the
availability of range of ingredients, including a clear
definition of the objectives that would lead to
decentralization in decision-making, but the reality of
Saudi universities despite an evolution in management
systems still suffers from a centralized decision in some
areas, which disrupts the possibility of applying TQM, in
addition to the fact that the application TQM also
requires a comprehensive information system on
students, teachers and university facilities, and in spite
of the abundance of information but there are no ways
and methods to access those information easily,
whether by auto means or manually, which disrupts the
predictability and perception of faculty members to the
possibility of the application of total quality , in addition,
the application of TQM requires that interested university
administration inputs educational, but the reality is that
university inputs are still suffering from some weakness
in a number of aspects, and the need for university
attention of labor market and its needs and align it with
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the academic programs have role in promoting the
possibility of the application of TQM, and it has been
noted that many of the academic programs offered in
Saudi universities are not commensurate with the needs
of the market.

The results indicated that there were no
statistically significant differences between perceptions
administrative and educational leaders of the extent of
application of TQM in Higher Education Institutions in
Saudi Arabia, which is consistent with previous
research.

Based on the findings of this research, the
following recommendations for university' leaders can
stated:

e Promote the culture of total quality, through
conferences, seminars and workshops to identify
each university employees, on what TQM and
encourage them to discuss the difficulties that they
expect during the application.

e The need to work to pay attention to human
resources, both faculty affairs and student affairs, in
the light of the requirements of total quality
management programs.

e Focus on the optimal use of feedback, and get
away from the routine in making use from
information provided by feedback, and work on the
speedy delivery of them to the administrative
leaderships in order to make the strategic decisions
necessary to modify programs of TQM in a timely
manner, thus saving time and effort and money.
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