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ABSTRACT

The purpose of the study was to assess the enablers and constraints of Total

Quality‘ Managemen
(UCC). ally, the study sou uctures
e 3

that fa: ation of TQM, ho culture and sical -

structu ective implementation of TQM .and th
challeng ective implementation of TQM in

Univers ; S which al

for care

|
sampling.me

vere used to draw 360 studen

20 senior staff and 260

senior

interview guide were desig ed to collect data
Quantitati

standard de

of quality policies particularly TQM.
had no desks at
recommended that the Univers
that affect the university as a whole

ed covering both

academic activities and other services.
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CHAPTER ONE

INTRODUCTION

f education is see cation in
-
d-developing count a necessity to harness -

over the world. However, the world

hat are affecting higher education positively

regimes, lack of qualified workers and inefficient
Ineffici

students

world to cal

0 009) posited ,that
;staff and

education at

Background to the'

///[ Commented [U1]: Indent paragraph

management strategies adopted by ma fitu achieve improvement

in service. It was first applied in industries to achieve improvement in
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services. TQM as a management approach to success has been widely applied

in the satellite and air craft industries in the United States of America to

prepare" eport (Winn &

have s n_the applicability e gotten
attractec i 986a; Dale, es & Boaden, 1994;

L!
Venkat nd Brookes, 2006). Institutions of high

educatic QM in order to improve their performance

provide ' S5a .

2011).

products a

see that the

(Otoo, 2013). World Bank (2002) unde portance of establishing

robust quality assurance systems as necessary instruments for addressing
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today’s challenges. The establishment of QA systems has become a necessity

not only for monitoring quality in higher education delivered within the

country{ D

(UNES( D)=
i niversities hav ordingly respon by -

strengt ace quality assurance mechanisms and se
units/di em. Moreover, the Vice-Chancellors in Gl

(VCG) y or rsity: Quality

Commi

The IQ1 i nsure quality and relevance in all aspects of University life,
teaching
Koomson & Oduro, 2005).

The

h
owing the

010 and Inter-University Quality

planning was redesigned into directorate of academic planning and quality
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assurance in 2010; this was to ensure that the institution provides an excellent
service. The university since then has collaborated with sister universities in

Ghana

until 4! /ersi 0 aaoptin
o
| er(y
strategie hat they can deliver y services. An additional -

strateg go-a long way to enhance quality is TQN

also red r estak

accordi helps.in.improving the q Iityof products

stable [

produc N ime.of production. In spite of the general benefits and efforts
made by

and constra

critically 3

institutions,
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applicability and benefits of TQM in higher educational institutes. For

example, a research by Sudha (2015)

demons ficien fit for purp

quality ‘provision of facilitie onitoring, involvement -

of all re

y people with disabilities‘a d continuo

improv captured (UCC, DAPQA, 2012). In order f¢

o,

this gag usive model

more ¢

feasibil a_successful implementation of TQM in the context of
UCC is|

to assess|t

exist. This

implementi

UCC are favourable for effective

of TQM?
3. In what ways do the physical

implementation of TQM?
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4. What can constrain the effective implementation of TQM at UCC?

Significance of the Study

body of dge related to qua i of
Cape C ister universities. Also, nform the university to -

strengt principles in key areas in order to.impro

perfor | ) the university to use the best determinan

order ta rsi t
assess
assurance.de in in ensuring quality in the university of cape coast.

Delimite

enablers a

in the university

respondents.
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The researcher minimized the effects of the above limitations by
ensuring a representative sample of the population was used for the study. The
researcher also explained clea hat TQM i
TQOM icable to educatio ey persons

such a -officers of the u y of cape coast (Vice- -

Chance f-Academic Affairs, Director of Academ

Planni ance (DAPQA), provosts. of colleges in

o

Univers s that the gt
might

Definition.o

Total Q

developme

system/org
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Undergraduate Students: These are students in the university who are not
offering postgraduate programmes and their levels range from Levels 100 to

400.

Manag They are the pel e
E N
univers ice chancellor, pro-vice or, the human resource -

directo

g-and development director and the pro-vo
of all t
Enable

Constre

study, rese

study, limita
the me
. f

garch was
adapted to expla i onale for choosing this methodology
and discussion of t|

five took into account t

recommendations.
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CHAPTER TWO

REVIEW OF RELATED LITERATURE

aptel
CUSES 0 S 10 IS

ted literature permits arison of the findings of -

refuting d for situating the current research. The che

this stu esea 0 provide a basis for accepting ¢

also re t ) . stated for thi
and the
|

will be fevie nder the following sub-topics: The concept of quality, types

of qual

model, Co

model of qua

and postgraduate
es), staff

services/facilities, distance and

employee involvement and training,

structures, quality information, performance management and benchmarking,
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continuous improvement and communication in TQM), importance of TQM,

important factors in TQM (commitment and understanding from employees,

quality" ovemen

custome ements and effectiv ages of
| ——
TQM s ion disruption, low oduction cost, employee -

resista ation), TQM in higher education, benefi

imple in implementing TQM, empirical studie

finally s
The Co

vide range of discussion on the concept of quality assurance

as quality.

framework @

educational programs to
structure

appropriate academic standards are being

each programme. Wilger (1997) also shares similar views that quality

10
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assurance is a collective process by which a university ensures that the quality
of educational process is maintained to the standards it has set itself.
Containedsi

quality ards, embedded . Other
authors i -' -conceptualizi assurance in higher -
educatic ample, emphasis that quality assurance is th
means ion_confirms that conditions are in place

students : ni )Ja ati

|
considered.i ant for it enables a university become a learning

organisa

focus. To E

a culture of

quality assurance programme should concentrate on assessing input, process

11
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and outputs. Quality assurance is also viewed as an all-embracing term

covering all the policies, processes and actions through which quality of

higher education is maintained and developed (Camp

me-vein, VIascea
e

extende by assurance as foll

embracing term referring to.an

s proce

in

S a regulatory mechanism, g

procedures, structures, resources and a

of evaluating, (assessing, -

ality assurance

ocabulary like

improvement of quality of the educational processes. The definitions also

12
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imply conceptions like accountability, improvement, or both. Advocates of
quality assurance view accountability as necessary not only to satisfy external

constituents

underg educati .
improve om regular monitoring ervices offered, should -

assuran and_extrinsic roles in effecting improven

be at tl ssurance process. This suggests that quali

sustaini I beitliodrikti=s

its conte

quality1 S nvhich leads to the different types of quality assurance. This

and rela

w (2000)

ues that underlie different approaches

authority and academic values. Conceptio qualityare based on subject

13
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affiliation and differ across the higher educational institutions, which have

limited scope to define and assess quality.

manage! n._produce quality. utional
Er
e
focus o institutional policie dures and structures are -

the spa t. Qua characteristics are _regarded

invaria itution..According to the a thors, the pri

of TQ ' u ion for thi

pedagog

emphasise is«is.strongly associated with staff training and development.
Quality

approac :

content. |

the academic community?” should be asked

system. Adopting the four quality values, Luckett proposed four ways of

14
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thinking to quality assurance in universities: ‘collegial rationality, managerial
rationality, facilitative rationality, and bureaucratic rationality’ (Luckett,

2006). Eachio

0 orms
e
and val ics since it indicates tl ademics are in control of -

the co onal work. The purpose of this. quali

assuran of academics and improvement in w
academ i d ne ho W
models

internal - The academic staff would initiate and design the

evaluatic

specific

type is sel
the evaluation.

ources

can also be taken farther by suspecting

implicit and unclear to outsiders, hence, may not probably meet accountability

15
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requirements. The managerial type to quality assurance is based on the belief
that good management is the key factor in productivity of successful

organisations

strategi ng-and greater ce agement
i
characte ory:~As a response to e pressures, monitoring of -

acade shment of institutional quality manageme

systems e efficiency and effectiveness of instit

organisé : N e ol tc

the ins

The purposesofsquality assurance in this type is to enlighten the senior

manage

senior ma

level. The i

ess for

activeness and

objectively measured against standardise approach, students

are considered as customers. In the facilitative type, external authorities or

16
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agencies play a facilitative or supportive role in quality assurance. The quality
assurance models are owned and controlled externally but are improvement

orienteds The:criteria a-aualitvawould-be-internabiv-o

typical dr is that qua re the
- 6{/
externa e internal quality a e system; but does not -

make j 5.such. The evaluators are peer experts wh

operate ernal_agency but their appointment is m

approve S | are neither t
linked t
quality as is.useful to stimulate systematic internal self-evaluation and

improve

processes more explicit and ins alized. One of the dra

type is t

institutional 'se

external quality agency. The quality assura employed in this type

are institutional audit of quality assurance systems (Harvey & Askling, 2003;

17
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Woodhouse, 1999), the accreditation of institutions and programs, evaluation
of research and external examination of students (Schwarz & Westerheijden,

2004).

lised- criteria prov easure

| —-

perfor ability with a focus ut, output and outcomes. -
Student s-customers. The results of evaluation a

linked t running.a program or institutions and func

The stre t o control and:i

standar

assuran1 e.t0.S he_higher education system towards state defined goals. It
is, howe 7

system

processes.

of the organisationa

universities unless it is accompanied by

objectivity. The other three types may not result in improvement of quality in

18
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higher education institutions unless the participation and ownership of the

academics is ensured. This suggests that a successful implementation of

~

quality‘ ance in

.
..

quality assurance

assuran

Externg

sbate in the quality assurance literature o

ility 0

en A 0 DOSI

whethe ty assurance should be on accountab
improv

struck

|
between _e accountability-oriented) and internal (improvement -

oriented

initiated,

institutions

in institutions (Barne
Edvardsson, 2003).
External quality assurance assu eptions of quality as

fitness for purpose and value for money, whereas the transformation view of

19
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quality is linked with internal quality assurance approach. Van Vught (1994)

argues that, on the one hand, quality assurance systems that only emphasize on

collegia

like pro | organisations, emp ons risk
isolating ion institutions from the e world. On the other -

hand, t

e-institutions may not take quality a

systems

ited to-merely providing accountability to

* W

but are both essential, in relative proportions, for a

state.

and Fr

|
exclusive

successf

regard, .

mediated

approach in higher ¢

compliance in the end.

The academic staff may co quality assurance

mechanisms to minimise disruptions rather than to improving quality. External

20
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quality assurance is also criticised for its inadequacy to address issues related

to actual student learning experience. Genuine improvement, according to

Barnett 999

educatic itutions lack he assurin
quality. so_had the opinion® academic quality is best
guaran y-for it is located as closely as possible to tt

process arning (Wilger, 1997). The agumfpts— .
suggest . e
Necessa

internal r ed, quality assurance mechanisms. In this sense, it can be
argued

improve

quality ass

practices.

emes appear .n a
evels, etc.

the scope on

21
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Quality Assurance Models for Higher Education

The active debate on the suitability and applicability of the industrially

originated quality management mode S

sufficie ves-tha ality out for
general | suitability. As Westert 999) puts it, there isno -

theory ¢

o link quality to its context and

the proc .‘In the recent past, attempts have been mac

propose : nt models/

conside

education...Th models along with the reflection underlying them could

possibl

iﬁ ture of

quality from

~
external scrutiny to &*
focuses on two mai
the student.

First, quality education is one

and thereby enhances them. They call it ‘Value-added measure’. It judges

22
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quality in terms of the extent to which the educational experience enhances the
knowledge, abilities and skills of students. The second major concept of this

model issempe arina-particinants:It-involves- aivina-nower to-particinants to

influenc transformation and arning-
process ion process itself pro e opportunity for self- -

empowe confidence, self-awareness, .and. so 0

Empo e development of students’ critical ab

Student ' S,

are em

learning eflection and to riding the continuous flow of change.

Accordi

on dialogue between teachers a ts, and also among teac about the

teaching a

student expe

the authors, the req
include:
1. An overarching vision or purpose 0

2. Effective leadership and management.

23
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3. People including policies and plan for human resource development

and employee involvement and trust.

r satisfaction.
ontinual quality impro : |

eaure at support primary purpose

groups
enables them hieve their goals. This model contains a number of enabling
conditiol

integrated

the model

ses; faculty

student learning (processes and

resources, and their quality ass

24
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The Engagement Model of Quality (EMQ)
This model, developed by Haworth and Conrad (1997), is grounded in

the ides

throug { hers
this pe hquality at contribute to the -

develop Of student learning experiences. This mode

emphas t and interaction of academics, administra

and stu ) an ning. According

model,

|
and coope

maintains that in high qualityf
students, a

These prog

should be student centred in programmes, community centred in outreach and

25
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nation centred in research. This requires the academic staff to review regularly

their academic programmes in line with the internal and external demands and

changes. The - focus is—oncustomers - basec

partners lis model (cited in'S phasises
e
on co hich requires new rela ps and partnerships both -

internal equires the university to develop networkin

and pa

ent and the public. In this model, there is a

0 ommun

focus o

partners

TheU ive earning Model (ULM)

I
C

ideas w

‘enhancing

2002) arguel

idual, the

ties based on

and probably not even main

hosis

learning opportunities. This model F g involvement of

learning in this cont

of teaching. It however depe

academics in course/research teams, in developing a holistic view of students’

26
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competencies and a collective consciousness of what is common and what is

complimentary. In this model, there is a shift from an input-oriented

educatic

shift in ty organisations to .
- :

student

The Ge

e

Srik e (2002) developed this. model based ¢

N

synthes : i e 1l

literatu

at the e ional de

suggested

directly add

in the idea programs are anchored in

supportive cultures tha P*i‘ 0 E i. .5

27
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3. a significant commitment to improve learning that considers the

critical importance of creating tangible mechanisms to preserve the

n elements of the ation of
=y
‘ i
learning ansformation; assess ransformation; quality -

improve orquality. In this model, _institution

transfo volves-development of a collective consc

and tea T i 1ing tc

focus of

improv mentsi n.should be informed by educational theory. In this generic

model,
course tel

is also an

quality refers to the specification e P ervice, whereas

implementation quality refers to how well production actually meets the

28
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specifications. As Massy (1997) noted, focusing attention on teaching and
learning, assisting institutions in their efforts to improve teaching and learning

quality, and facilitating accountabili

model. wing f ive doma odel:

Deter ired -I ning outcome domain deals with the -
intendec onal-programs expressed in terms of change
in stud perience

Design 7

relevanc

design

Design

ployed
s delivered as
istently im

results effectively used

ral theme in this

29
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model. It also focuses on the quality of design of curricula, on outcomes and
on the processes of teaching, learning and assessment.

ActivitiessUnde

Assura 'QA). X\‘!/
Academic Pla and Quality Assurance -

(DAPQ eral activities since its inception in 2001 wi
the ai | standards of academic service delivery. T
activitie | s » Bulletins, volum

and 3. R

and Fa
Members

of univers

in “Iﬂww e
Resource

directorate conduct an evaluation study of the activities undertaken by the

30
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Centre for Continuing Education; inspect course outlines and continuous
assessment exercises in the various academic departments. Furthermore, the

. -

directoratesee

both reg | sandwich progra
lirectorate trained new ointed quality assurance -

directo nic-and University of Development Studie

Lastly Academic and Management Committee in

prepar - CC (Otoo, 2

Deter }

quiet co
much e
the years

education i

which the evaluation of the entire institution with respect to quality is pinned.

31
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This was drafted in the Inter-University Quality Assurance Committee

Document (2007). These performance areas include; the academic unit and

programmes;«the.-=managemen ni he institutiona

structu 1echanisms, the u as well
“aaie “tiad
as colle artmental college ass esk. It is therefore under -

these p he determinants and scope of quality

itemisec iversity is highly committed to maintaining

ensuring : ali cademic - st

implem

among ot

headings;

and development, support

equal opportunity ant
Admissions
The quality of inputs into the e utions holds quality

implications. This quality indicator centres on the need to ensure fair and

32
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consistently applied procedures and requirements and to demonstrate equality
of access and opportunity for quality education. Admissions personnel are

familiar-with-the-admission-process-and-proced

the sele ocess.Policies a sion are
E__3
explicit de available to app e code ensures that all -

admissi atisfied by validating applicant’s ents

compet

require on decision made should be b equipped

Teachi
1 iness of Higher Educational institutions, such as UCC is

teaching

manageria

are clearly d

able and actions

taken to prevent or minimised undesirable trends. Tutorial support and

33
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guidance and counselling services are provided for students. Academic staff
are regularly trained and oriented in pedagogy and innovative way of teaching

especia

account search_findings a scipline
e
profess Jniversity provides a ate facilities to provide -

enhance A -healthy student-teacher interaction an
engage aged to-enhance teaching and Iami_n_g ( Qs
2007) —
Studen

has strategies for assessing students’ performance for

adheren

en and appropriate
mance and

acilitate continuous improvement

programmes to safeguard the acade

put in place mechanisms that will enable them to meet national and

34
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international standards. It will also ensure that the institutions provide support

and guidance to enable research students to complete their studies successfully

and al A QLD 1enre avaminare and ntha ctaff 1nvo ad 1n racaarch
progral --Tﬂ---. itutions to fu 0
Gover ational and manageme uctures) o X

m_should exhibit an organisational structur

o

indicati sponsibilities which are geared towards,

fulfilme : £ ingti e

by per

|
explicif

efining. it to the understanding of all students, employees and other
stakeho

achieve

credible a

' "
ansparent

judgements

good quality staff.

through scholarship, seminars “- t} B ig

effectively to deliver their services w and to satisfy the

ed and their capacity built

customer (IQAC, 2007).

35
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Support services/facilities
These are facilities and services required to enhance and sustain quality
teaching,-learning-and-research h-facilities-and-services-should-be-e

accessik ctive and should ovides
—
-
moder pped library, laboratorie acilities. Other ices -

provide ansport facilities, accommodation facilitie

counsel services, sports and recreational service:

o

universi ' SU[ information- o

Studen

|
Distance and-contin ing education

through di

universities

locally, nationally and internationally. All stakeholders both on/off-campus

36
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should be mobilised in a coherent manner to achieve this. There should

therefore be sound policies and regulatory mechanisms to guide on-campus

integration as well as integration with the immediate, nationa

internat

Equal

he policy of non-discrimination on th

basis o al sta race/ethnicity, political affiliatio

o,

.

Id ghlighted and

creed.

institut

exist i vomen and other marginalised groups which ensures that

gender €

the physic

conduct their bu

the university to g

university (IQAC, 2007).

37
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Understanding Total Quality Management
Total Quality Management has many definitions. The proponents of

the TQ‘ H E—r e — 08 an 080 ~ch 070

(1985) rised. the theory er. the
signific e theory still stays e. According to ing, -

“qualit opment procedure towards anticipate

degree severance”. Deming also_expatiated on th

fundal ' ) € e and facili

outputs

|
identified .qualitysas. “fitness for use”. According to him, each individual in

organisa
to make products or services tha or use by customers.

E

prganisation, company: or institution.

needs and satisfaction. With manage C omplicated with

every facet of life, attacks to managing quality in operational areas in
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organisations and institutions are becoming unmanageable. Institutions or
companies which have victorious outcome with the implementation of TQM
principles and theories have custome

scheme k- (Jha & Joshi,

e
interco onglomerate to achie DMMON PUrpose.

successfully implemented to achieve

goals, a in‘the organisation must be conjointly enga

Some [ y ed flkdathent:

modifici

|
restorative. .measures, the organisational structure of network type in the

process

transformal

consistent
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Conceptual Framework for TQM
This framework was constructed by the researcher adopting the

princip QM by Dale et a 994). According to Dale et a 994

princip M a anage g and
-

develop nvolvement, cu ange customer ~focus, -

continu vith the purpose of the study the researche

added ¢ as ‘benchmarking and physical structures tg
N . T

bt
e

concep alj agem

which i

improv hegstandard of products or services that they provide with the
ultimate

company, which means TQ 2 incorporated in all asp

of a compa
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Structure &
Commitment |
of Management

Total

Quality

= Management
Quality

| Employee and
involvement
information,
Customer Performance Continuous
Quality Focus Measurement, Improvement
Culture and

Benchmarking

Employee
Training and
Education

I Physical I

Structures

will help management to clearly define its quality policies for employees to
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translate into performance. That is TQM principles should be translated into
every corporate decision so that TQM becomes a way of life or the culture of

the organisation (Yong & Pheng, 2008

Manag [ructure and comm 0 e
-
corner s anisation for successful entation of TQM in an -

organisg hat is-management is in the helm of affai

and tha uence on.employees working for the comp

Manage [ p to imple
manage 7

is basec ecisions and commitment of top management. This implies
that the

operatio

the organis

it becomes

<~
1994).

staff of the

initiative to implement TQM policies th 1 be implemented

and that TQM will not stand the test of time in the organisation.
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Employee involvement and training: employees are the workers of an
organisation that actually implement the policies of an organisation. It is

therefoT" e Tor managemen 0 involve employees asea

the dra oard--stage. Th e
imple decisions of managemen also the responsibility of -

manage development and training. This will ma

them ca ed to effectively accomplish duties entruste

them.

Teamw

|
|
Therefore,.itsissvery_important for management to emphasise the need for

employe

becomes a

as a team. |

ﬂ dressing

ection in mind, all activities of the

benchmarking and market surveys to ascerta W ustomers of the

organisation are satisfied. The reports of the above activities will also guide
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management to plan how best to improve the services rendered to customers
(Dale et al., 2007).

Physical:s

architec ographical arrange ccordin
| - %)’
to Kaya ees are affected by the'r of the buildings in-which -

‘ es—every individual in an organisatio

irrespec ace, believes. It is the role of managemer

they

provide t i all catedories

especial
|

opinion tha e of the office building plays a very important role in the

product

agement and Benchmarking

TQM, management should provide all necessary ation for employee

use. Story and Sisson (1993) defined performance management as an
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interlocking set of policies and practice which have their focus to enhance
achievement of organisational objectives through a concentration on
individua 000) is of the opinion that, fo
ent to bee on of the

e - ganisation. Tha ployees should work as a -

am should understand and recognizes his/h

ievement of the organisational goal. In vie

N ader =

the abc

effecti [

and employees«(philo ophy).

its roles

has identi

egies to

organisation (Hellsten & Klefsjo,

approach that encourages a philosophy of continuous improvement in the
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process by coming up with strategies, innovations, and making conscious
efforts to know the organisation’s current state of quality and making plans to

continua

e above it can b at for
effecti on-of TQM there shoul a recognised relationship -

betwee pove. The whole philosophy of TQM i

satisfy t er such that the perceived quality a custom

expecti | 0 of the servi

to the

a bluep1 nt.to e quality. The culture of the whole organisation should be

fine-tune

providing

empowerme

ccessfully

ust be able to
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instrument for effective performance and serve as an index for employment,

motivation and the resultant high productivity.

able to nicate effectively t ployees.
Chaud (2013) explain that a strong relationship -

betwee and -~ successful quality implementatio

nupd

moreo mmunication that flows in all directio
and ext gard-interna

cannot k

Importance.ofsFotal Quality Management

er (1996) argued that TQM is a

towards superior proc
It also focuses on
overwhelming

“continuous improvement” that wi

achievement of goals and objectives. As a general management TQM is
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identified as philosophy and a set of instruments which grants an institution to
follow an outline of quality and a way for achieving quality with quality being

a consisten hich-is-determined

the se ichael, Sower, & as been
i é’/
greatly and  successfully app any small and large -

organiss d-it has inured to their benefits relative
providi e advantage in international as well a

compete ' i ig ity

service

Lakha,1 Pasingand.Limam (2006), comparatively, organisations with TQM

systems

ii Jfrontiers.

a higher level

inistering a steady

organisational and institutional improvement process. It is focused on meeting
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customers’ expectations, defining the issue, building trust and devotion, and

advocating open decision-making among employees all geared towards the

delivery of quality products. There are five major steps N (Nanierala

2012), chis_key to
i

organis 0

Commi g from employees

ee that all employees within organisation

institut ) r d make them

compo

corpor1 go and identify the significance of these goals to the

compre

task but

institutions ¢

basis to inspire and

attention to those administeri

running. Therefore, if employees have 1ave and deploy
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better managerial operations, they need to be encouraged in management

courtesies to share their ideas so that these ideas can be harnessed and utilised.

Continuoussimprovement:in{process //[ Commented [U2]: Keep heading with text on next page

custome i : phere of organisational -

manage t improving relative to service delivery an

achieve es; then they are moving bacards. TQM

consiste yra is therefore im

TQM
proced an ontrols organised by management of organisations or

institutic

operation

consistent

onships with

or institution.

50

Digitized by Sam Jonah Library



© University of Cape Coast https:/ir.ucc.edu.gh/xmlui

Effective control

It is important to oversee and evaluate the performance of the business.

It is ¢ i 0--maintain..proper..d mentation. . to-.enable. emplovee 0

subject a0 ey
ought h d financial re:em{

Empiric is'a combination of diverse procedure

Today’s anging economic market demands organisz

| —

and ins
worker
2012). Since.the.main objective of this study is to know the enablers and
constrai

(University

the compc

positive cooperation in community.
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Advantages and Disadvantages of TQM Strategies
Kelchner (2008) opined that TQM is a system of constant development

that inc

workers cal poi
curtail | S i or program there-would -

always hner (2008) interpreted TQM strategie

follows .

Produc

comprehensive.training of employees. The employee training composes of
informal

procedures

and brains

take a nose

t
0.away with

process that

TQM approach to employees, worke

employee resistance. When this happens, there is the tendency for workers

52

Digitized by Sam Jonah Library



© University of Cape Coast https:/ir.ucc.edu.gh/xmlui

resist the implementation of the TQM program, and this has the potential to
decrease employee confidence and productivity for the business.

Employeesparticipation

I nployees fTigure ou on in
-
QM ‘ essful implementation i ganisation or institution -

towards goals-and objectives, self-confidence an
product
Total Q
]
inherent talent-Education molds and guides a person to be what they want to
be. In t
compete
challenge

human reso

S \/
i i ed and

s to be more
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The procedures encapsulate teaching, learning, and administrative
approaches, whereas, the output consists of examination outcomes,

employment, profit, and satisfaction. Because o

. e
anticipa atively exorbitant cosf ucation to get the quality -
service a-philosophy and system for continuou
improv or products offered to ustoers__ (stu
(Fitzge Je o

and sop

implement. TQMycan become globally non-competitive quickly. This potential

non-co

surmounted if societies are tra ome TQM advocates.

The

educational

help each other for better advance
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and quality human resources to meet the market demands of the

outside world.

identifie ammed & Al-Kasse at, there
i
isac e the ideas of se endered to student are -

student’ -reliance. The second approach is staff fi

support ng and development, which_encourage

which p ' are nbers o

potency

the ins1 ionghis.implies a rigid and result-oriented management structure
and the 7

The thirc

guarantee

of assignme

_ f
es$ school

organisation. Right communication, proper edu using benchmarking and

exploring TQM doctrines and programs can raise the success rate (Michael,
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Sower & Motwani, 1997). TQM is a managerial instrument to resolve the
issues associated to services as well as tactics in the academic industry and it
canco‘ 0 the standard of the education indus enkatraman, 200

The acc n of quality mainte eased as

the nu are _climbing up a anticipation of quality -

services “have to settle their educational co: 0 the

are loo table result (Becket & Brookes, 2005). T

method ) I

initiate1 nd-implement TQM in the institutions quality policy. Though its

procedures

implemented by

authority leads to employees’ satisfactio 10t? Motivations theories indicate

that two major forms of motivation exist-the intrinsic and the extrinsic
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motivation. While some will argue that the best form of motivation is

monetary incentive, others argue for self-fulfilment and recognition.

r whi e
some a which empo Job

thus me onsible _and accountab S is said to increase the -

emplo on (Dimitriades, 2000). The implementatio

of TQ vorker in the organisation does his wor

quality ( ier 0 e

some ¢

|
customers.in s:0f price and service quality, thus making them satisfied.

they perform activities so a
satisfactio

constant improve

proving productivity: (Huang & Lin,

e profitability of the
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firm According to Sila (2007), TQM can minimise the total cost of production

through ‘sole sourcing’.

used b N and providing the ology.
e WJ/
The eff of an operation w depend on how well the -

supplie ctations of the organisation. This is . why th
TQM p e totality of quality in all facets which incl

the sup ' 3 creatin

satisfac}

analysil J..operation. by focusing the processes of production on customer
satisfac 7

be effici ]

that the e

of integration W

A e
my is the

anagement is based. Total Quality

of guide lines and regulations for on-going improveme or the services

and/or products offered to customers. Human resources and quality methods
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are utilised to improve all the processes to satisfy all the needs of the clients. It
integrates fundamental techniques, prevailing efforts and practical gear, which

are being.operated

Janisational manag owards
.-
quality, 0 the collaboration of pers of organisation, and -

focusing ability through customers’ contentmen

includi is the integration of all functions and proce

within ) or us improver
quality
TOM ng.impact on the values, culture, and mind-sets within an

organisa

services to its primary customers; stude

improvement focus of TQM is a fundamental way of fulfilling the

59

Digitized by Sam Jonah Library



© University of Cape Coast https:/ir.ucc.edu.gh/xmlui

accountability requirements common to educational reform. Operating a no-

fear TQM system with a focus on continuous growth and improvement offers

more excitement and challenge to s

learning

Barrie ’

TOM.
consu
Obengi
of TQ 1
them, o
which is
that emplo

ability to

ment can provide.
ing TO
actors that hinder the impleme
ought that its implementation can be

Y I
D Or U

jor.reason for its failure in most organisations. According to

functional departments. According to Wilk and“Witcher (1991), the lack

of commitment from any particular group within the organisation can be a
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serious barrier in management of quality. Most especially the non-
commitment by management to quality management is a major hindrance to
the successful implementation of TQM. Asher (199

need fao ~r“ to drive th order to

e
encoura o follow and also to prov em about management's -

commit] s

hat TQM is essential for an organisa

product : ec ly give an
compet

business i ike differentiation and positioning strategies. Wilkinson and

because O

successful i

most formidable blocking mechanisms to qua

champion in the face of the myriad of new challenges and changes facing
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education. Quality improvement is a fragile process; all major changes are.

Cultures are essentially conservative and homeostasis is the norm. Staffs are

most comfortable

still wi etitors are improv
=
i /
g must have the lo devotion of the senior -

staff of ack it and drive it. Senior managemen

TQM

may the em. ay want the results that

bring, b s : support. M

initiativ
|

|
managing...Fearsby.senior managers of adopting new methods is a major

barrier.
manageme
the organis

the way of

pstitution,

anisms in place, then there is a good

communication. There is a need for sta w-where their institution is

going and how it will be different in the future. Senior managers must trust
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their staff sufficiently to share their vision for the institution's future. Visions
are often not shared because of a fear of a loss of status and disempowerment

by managers. When coupled with a fear of delegation by manage S

make ¢ evelopment nearly le to let
"
their s and be willing to see' ake honest mistakes. X

institutions is the role played.in it b

ave a pivotal role because they both maintair

ac e its mos

act._as the leaders of teams spearheading the impetus for

anagers. Many
go wrong.

ve the benefits

but jargon and hype:

and cynicism, and to the belie N t‘} E T‘ fg

the barriers to TQM involve an eleme ainty. Fear of the

unknown, of doing things differently, of trusting others, and of making
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mistakes, are powerful defences and resistance mechanisms. Staff cannot give
of their best unless they feel that they are trusted and their views listened to.
Deming (1986) argues that it is essential when underta i

revoluti drive out fear', a
e )

serious ‘quality institution.
Empiri —

and Abdul-Razak (014) assessed tﬁ_e effec

Total Q ! : he Che F

Directo}

|
teachers ari as the main factors school authorities institute to ensure

quality

importan

aviour

to enhance quality education and

higher education institutes is based on t

satisfaction is proposed. Sudha (2013) outlined the variables as commitment
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of top management, course delivery, campus facilities, courtesy and customer
feedback and improvement. Sudha explained that top management, through
their supervision:of

matche: ansmit that knov 2 — the fervour to acquire -

achievi y. Als i ust be
i

knowlec

explaing ion is to be shown in_providing

th-fervour to transmit it. In addition, Sudh

Xce

infrastr i m 0 480t Te

curricul

that e otive positive attitude towards students will lead to congenial
learning 7

students eading to continuou emént in the proces

achieving ¢

Altal

ulture and make it responsibility of
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Summary of Literature Reviewed

The literature reviewed issues pertaining to the concept of quality

assurance; types-of quality-ass

models etermi ot
underta e i : and Quality Assurance -

(DAPQ d-to-understand the conditions prevailing

otherwi ion of TQM. Moreover, understanding T
L i, T

concep ac M, the:

well as

empiri iesswere extensively reviewed to ascertain what has been done

relative

ought to be
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CHAPTER THREE

METHODOLOGY

I.escries e earch.
i
Thus, t ign that was used, the on and the sample and -

sampli n-the study. The research instrument, da

collecti ocedures are also described in the chapter.

means, concerning an inquiry or a research study

constitu

underlying

between the'ty

the end. Sparta (2003) stated that, a ca udyinvolves the in-depth

investigation of an individual, family or institution. The case study method
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was chosen to enable the researcher acquire greater insight and gain enough

evidence for the study. Besides, the mixed research method (quantitative and

qualitative

design opriate_for asse

assuran iy-University of Cape' oast.

Popul

5 study refers to the aggregation of people

which pulation for

compris

afore mentiol nits of UCC have been selected because they include

official

otal population of the

management at the University
19,025 fo

members (

ii istants,

stants. The sub-section for the senior

departments and reg
Sample Procedure
Sampling is a process of selecting

study from a population. Literature on research method identifies two primary
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methods of selecting a sample from a population (Fraenkel & Wallen, 2002).
These are probability sampling and non-probability sampling. Each of these

has different technigues for selecting its participants (Neuman; 200

sampli jques-were employe or the
" &
sampli 1embers and senior i d convenience sampling -

for the —

I volves dividing the entire population in

numbe ; e 20

use of

would ave an-eq ance of being represented in the sample. The stratified

sampling

such as Se

employed to dra

and give each research entity (staff)

involves choosing the nearest individua ve as respondents and

continuing that process until the required sample size has been obtained. It
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also involves the use of members of the population who are most easily
contacted and readily available to take part in the study (Ogah, 2013). A

conveniencessampling

Morga a total population o ple size
of 344, 4 nill have a minir sample size of 306, and a -

populat nimum sample size of 248. As a re h

sample s; ‘out of this number of students, 63

postgra ' io bers; 10 0

manage

Data C

that it is a

and reliable

Strongly agree.
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In addition to the questionnaire, an interview guide was used to gather
information on the enablers and constraints of implementing total quality
manag? i
into fou ) ecti i Structure
that is ersity. Section ‘B used on how the quality -

culture implementation of quality policies. Sectio

‘C’ foc ysical - structures f U support effe

imple ' ocused on

constrai

Validi1 and:-Reliability of the Instruments

questionnaire and interview gu given to my superviso

validity.

hana and

in terms of

enough to be used to collect data for the main study. To ensure the reliability
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of the interview data, the interview recordings were played back to the

respondents’ hearing. The respondents approved of the recordings and the

interviﬁ S Were

Data C o
@a/
ion of the questionna s preceded by a letter of -

introduc of Institute for Educational Planning an

Admini offices of the respondents of the Univer:

Cape C ' C ors of i

enabled

senior staff enior members. When the permission was given the

researc

response lé

the fact tha

pond to the questionnaires. On the

persons were supposed to be in

Chancellor, Registrar, Director of Human Resource, All provosts of colleges,
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Director, DAPQA). Nine out of the 10 persons occupying various managerial
positions were available for the interviews (with the exception of the Vice-

Chance 0

Data P g and Analysi
| : ea/
ed from the field wa d, edited and coded to -

ensure ore they were categorised. All items we

entered cal Package for Service Solutions) versior

The so | an:

(Grave

include (a)-itmispuser_friendly, (b) it can easily be used to analyse multi-
response

(i.e. relate

Microsoft

one, two and

understand the importance of their role

instruments. The respondents were also advised that they could withdraw from
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the study even during the process. With this, the participants were not forced

to participate in the research. The confidentiality of the participants was also
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CHAPTER FOUR

RESULTS AND DISCUSSION

; or
UCC. Specificarl/,,the/-

onditions at UCC that are favourable

Total Q

study sc

effecti QM; identify perceived co ditins at UcC

could cc

extensive analysis e data. It also allowed for careful and critical enquiry

about t

9
ollected

was analy I’ ed on. the research questio
‘ Respondent
This section'f ion of the demographic cha

the respondents (senior membe
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Categorisation of staff respondents
The university staff were categorised into two groups, namely: senior
staff and-senio
respond presenting  56.1%
e

respond 3.9%) were senior

Catego

s”academic levels are presented in Table

N

Table en

Level

100

200

300

400

800

900

Total
Source: Fie

issues and their preparedness or otherwise for the implementation of TQM.

Tables 2, 3, 4 and 5 support in addressing research question one. Moreover,
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interviews from management complement the response to research question
one. The responses of the staff are presented in Table 2 and discussed. The

data fromsTable eveals that 14 0e)-and-206(25-E04)-recnonden .

strongl and ag reed respe

institut ean and standard on values (M= 3.5; Std -

1.36) s its-agreed that University of Cape Coast ha

an insti

has a cl

|
disagreed.th has a clear management structure. The mean and standard

deviatio

statement that there was a clea ent structure in the u

In

quality policie

statute is reviewed

managerial structure (76%, i.e

quality policies (62%, i.e., SA=9.1, A= versity having clear

policies and procedures (63.5%, i.e., SA=20.2, A=43.3). This implies that the

7
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Table 2 — Staff Responses on Managerial Structure

Statement (n= 580)

M sud
%) (%)

There is an institutional statute - 71(12.2) 35 14
The statute is reviewed regularly 73(12.6 34 11
There is a clear management structure 4.1 .79
Management supports quality policies 35 94
Effective channel of communication 34 11
DAPQA is functional 35 11

UCC has clear policy and procedure 1.0
Strategies for effective implementation ¢
issues '
Effective Plan and committed to change

Mean of Means; Standard Deviation

Source Field survey, Ansu-Mensah (2017)
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university does have the structures in place for a successful implementation of
TQM. The managerial structure which is in place in UCC is in consonance
with Loughlin’s (2008) assertion that for effective implementation of TQM, i

is the ¢ mar agement to de ples and

structu implement as well as dicators to measure the -
perfor duresin assessing quality.

. (1994), the whole concept of TQM is base

the org : ek r and attitu

effecti [

should be.effective ategies for implementation and plan for change if TQM

can be e
show th strategy for imple and blan for change are
university

Employee involv

and 3.4 respectively with standard devia ghbourhood of 1.1 and

1.2. The responses indicate that, UCC does consider employees’ interest
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during policy formulation as well as empowering them by providing them

with the needed logistics to facilitate their work.

indicatc - university wants tc g TOM.
This is ast a third of the sta - 42.4%) were uncertain -

about t yees’ involvement and trainings (Table

This ca ming’s (1986) statement that there is the b

ey,

that e is be possible i
listen tc

e seen from Table 3 that in terms of gender equity being
mainstre

employees

of couns a
). services is ien W
ai e o.realise its

y Assurance Committee Documents,
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Table 3 - Staff Responses on Employee Involvemen

Statement

Employees’ interest in quality policy formulation . 123(21.2) 4(0 . 1.2
1.2
. ‘ Z . 1.2
Employees are empowered by giving them logistics 39(6.7) ; g b 3 . 2(0.2) ¥ s 1.1

: ' ' 11
1.2

Employees are recognised and rewarded
Employees are trained and developed

Employees are encouraged to work in teams
There is continuous appraisal of employees
Performance

11
1.1

Employees are involved in decision making
Gender equity  is mainstreamed in the activities
of UCC

Counselling services available to employees ‘1.1

Mean of Means; Standard Deviation 1.08

Source; Field survey, Ansu-Mensah (2017)
Note: ‘Strongly Disagree’[SD], ‘Disagree’[D],
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Customer focus

Table 4 presents staff’s responses on customer focus services.

Emplo ees are trained to be custome

er focused recorde 0 the

UCC s r foc

stateme Vith regard to custo s; UCC has shown some -

commit ng employees to be custom focus as we

Nonethe

exhibiti lture that is customer focus.

N

signific 3.4 4 ere |

these s

feedba mers and conduct regular customer surveys so as to improve

onitsq

the ultimat

the concerns

decision.
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Table 4 - Staff Responses on Customer Focus Servi

Statement

UCC recognises quality as key in its service deliver

Employees are trained to be customer focus 35 1.0
The organisational culture of UCC is customer focused 35 1.0
Employees are able to meet customer expectation in 34 11

delivery
UCC ensures customers receive prompt Fee 1.0
enquiries
Customer surveys are conducted regularly ,

Mean of Means; Standard Deviation

Field survey, Ansu-Mensah (2017)
Note: ‘Strongly Disagree’[SD], ‘Disagree’[D],
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Students’ responses on services rendered in UCC
Table 5 depicts students’ views about the various services rendered by
the universitysthat.promote.ori

37.7% nts ag eed thal
e )

method: ing. More so 37.7% ondents agreed that the -

universi isal of courses and methods of teaching

all leve supposes. that the university is seen to be d

well in ¢ ( jone by man

showing

disagreed.to.some e items: e.g. 42.2% respondents disagreed that students

are inva

disagree that there shanr of communica
manageme

were uncerta

students

the students can be guaranteed of profe

programmes of study.
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Table 5 - Students’ Responses on Services Renderec

Statement M  Std

Students are involved in decision that affects them 2.8 1.46

There is effective channel of communication betwee 29 14
management and students

The university has worked out strategies for 29 12
meeting students’ requirement and concerns

The university has developed professional and marketable 3 ; . / 2 (0. .0 13

programmes for students
The university conducts students’ appraisa
courses and methods of teaching for all

levels of students i Y : 4 : ;
Teaching staff apply modern and innovative mi % thei 1(4 6 74(20.6) ﬂs

1.3

Field survey, Ansu-Mensah (2017) L4
Note: ‘Strongly Disagree’ [SD], ‘Disagree’ [D], ‘Uncerta ?&

teaching : .
‘Strdrig g gree’fSA], ‘Mean’ ¢> iation’[Std].

NOBIS

Digitized by Sam Jonah Library



© University of Cape Coast https:/ir.ucc.edu.gh/xmlui

Weaver (1992) draws attention to the central role that students play

both in the process of quality management and as beneficiaries of quality

management. He indicated that the roles of students must be recogn i

involvi in their own lea
students ‘QM _is very impot d should be carried out -

throug at- corrective . measures may pDe ento

contin ents’ responses indicates that UCC is not d

>

well in sti s quest to
imple
in the systemgmand.this could potentially hamper quality service delivery by

UCC.

the manage

the manageme

Directorate of Unive
Directorate of Public Affairs ¢

and General Services.
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Some responses of management members who responded to interview

on the structure of the university in relation to TQM issues have been

captured. To protect the identity of the responden s in accordance

1 2t 1\/E o
ethics 0 tive research, p

real na it member was of the"

e-Coast is committed to issues. of

y activity of the university is done

C S e( N(

ical structure that shows clearly who reports to

it UCC Support

of Total Quality Managen

existence of an organisation is the customer. In addressing the issue of quality
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culture Tables 6, 7, 8 and 9 represents the responses of staff and students to

help address the issue.

that suf istomer oriented ac dicate
53.6% at quality issues a compromised in UCC as -

well as agreement that staff clearly understand

quality indicates that the university is in the.
T,

.

directio e d Pt
explana
the life o ganisation and this change should involve the nature of

manage
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Table 6 - Staff Responses on Quality Culture

Statement LLA .

%) (%) (%) (%) o) (%

UCC has a quality philosophy
Quality issues are not compromised in UCC 6 ~ 189(32.6) 198
Staff is always reminded about the quality

culture of UCC

Staff clearly understand the quality culture of
All organisational changes are clearly comir

Mean of means; Standard Deviation

Field survey, Ansu-Mensah (2017)
Note: ‘Strongly Disagree’[SD], ‘Disagree’[D], ¢
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Table 7 shows the responses of students on quality culture at UCC.
The responses indicate that although some students disagreed to the items,

others agreed to some items. The student respondents about 74.29

1

SA=28 16.19%) agreed that s s vision
=3

and mis students condi available and 57% (i.e.,

SA=23 ere is an effective securi ervic
provide dents. On the contrary, 46.4% and

respect e egarding. the

that the

every semesterssAbout 66.1% of the respondents (i.e. SD=17.5%, D=21.4%,

U=27.2¢

he management in
n place

0 create an atmosphere of quality

university has a qua

mission.
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Table 7 - Students’ Responses on Quality Culture

Statements

Students handbook is available on statutes, vision a
mission as well as conduct

There is continuous improvement to the services 0(19.4) 31 10
rendered to students ‘

Students’ academic results are readily made 30 13
Auvailable before or on deadlines

Academic guidelines and counselling services exist 35 1.2
for students

The University monitors the commencement of 29 1.2

lecturers at the beginning of every semester
Expected outcomes and its implications for the;
task to be performed are known to students
Students are given the chance to evaluate le
Students’ have confidence in the integrity o
the assessment process of the University

Students workloads are maintained at levels th
do not impede learning

1.3

There is healthy student lecturer interaction a 1.3
Engagement

Effective Security Services is provided for staff and 1.2
students 3

Mechanisms for continues assessment exist 31 12

Source; Field survey, Ansu-Mensah (2017)

Note: ‘Strongly Disagree’[SD], ‘Disagree’[D], ‘Uncertain’[ Deviation’[Std].
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This is clearly seen in the activities of UCC such as: students’
assessment/appraisal of lecturers, ensuring there are adequate lecturers for the

variousgp

manage era anag
ensures owledge is impacted t ents by ensuring that the -

lecture ¢ her-centred but also involving studen
lecture ¢ e interactive.

which i

|
the need ity culture and quality culture nurtures high social

relations

quality

the ultima

ollects

measurement and benchmarking in UCC.
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Table 8 — Staff Responses on Quality Information, F

Statements

Conducting quality self-assessment 82(14.1)  250(4

UCC has effective corrective actions strategies 34 0.87

Quality strategies are periodically communicated 34 1.0
all units

There is internal quality audit control system 35 1.0
UCC has documentations of all audit control 1.0
Measures

UCC has documentations of procedures for 1.0
Implementing corrective and preventive action
UCC practices benchmarking processes to 0.98
find gaps with the aim of improving the proce

Mean of Means; Standard Deviation

Source; Field survey, Ansu-Mensah (2017)
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From Table 8, it can be seen that 48.7% of staff respondents agreed

that UCC practise benchmarking processes to find gaps for improvement and

p but there is oom for improvement by -

manage s-than 50% of the respondents.in total we

that the

in agree s (Table 8). This explains why the unive

need ta ) ] information,
perform

implementingsTQM.. This is in agreement with what Martinez (2000) as well

as Hel

of Cape
nits'to share

fy areas that

assessment to 1di

improvement. The re
improvement practices of the

9 and subsequently discussed.
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From Table 9, it was indicated that significant number of respondents
agreed to the items with respect to continues improvement practices in UCC.
For example he ific targets are set fo
all depa
agreed
improv pe seem to be doing wel but must d

more s able 9) respondents were uncertain a

oy,

the iss eri as Jnte:

areas tl

ensures i assessment of structures and resources for improvement. It
can be i

improvement practice.

improveme

i egate decision to

ing quality
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Table 9 — Staff Responses on Continuous Improve

Statements

Specific quality targets are set for all Departments

and Units in the University

Platforms are set for high performing Units to share 211(36.4 . 34 0.84
their success strategies : '
UCC conducts periodic assessment to identify area 34 0.79
That need improvement

There is continual review of operations of qua
UCC ensures continual assessment of struc
Resources for improvement '

Mean of Means; Standard Deviation

Source; Field survey, Ansu-Mensah (2017)
Note: ‘Strongly Disagree’[SD], ‘Disagree’[D], ¢
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Research Question Three: How do the physical structures at UCC

support effective implementation of TQM?

as the (offi bora and

transpo are provided for students -

and sta s of staff and students in relation to th

researc d in Tables 10 and 11 as well as managem

intervie

generally_agr o.the fact that UCC has ph

ical structures that support

TQM i
health fac

agreed the

f
ive for all

university has mode

as whether the facilities for the
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Table 10 - Perception of Staff on the Physical Struc

Statement

UCC has modern and well-equipped infrastructure

UCC has modern and well equipped library and
Laboratories

Health facilities exist to serve staff and students 36 07
34 08

0.8

Effective security is provided for staff and students
Institutional and private accommodation system.i
available for staff and students
Effective road network and transportation sy
for staff and students
Facilities are provided for the physically challe
Mean of means; Standard Deviation

Source: Field survey, Ansu-Mensah (2017)
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This indicates that the management can do more by providing more

infrastructure especially for the physically challenged staff and students in the

UnIVEI'S ha folla ina-ic the intarvzie nf mananemen 1th recnace

physica res-of the unive
e

were as eral_physical structt he university a

how -

they aff ervices to its customers (staff and students

There there are physical infrastructure for both

N

and stu : e managemel
stated tl

sical structures that support the running of

n:f;g; d'to know if these available structures

were safe for ‘1«'&]‘

explained that:
Not all structures

challenges students and work

other special needs such as the visually challenged.
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However, the university in its quest to provide equity for

opportunities and services is taking steps to ensure that

‘ "' special nee
T ;/
g provide walk d

006 and beyond
(MM7
ith Pullen (2001) who is of the opinion tha
nature @ ) ot le pro

an orgal

environment:s d.be receptive, user friendly, safe and supportive to help the
employe

difficultie

€ .8%, D=17.2%)
of enough

0 be a general

adding on to their numbers to meet the eve 3 udent population,

staff and the physically challenged in the university.
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Table 11 — Students’ Responses on Physical Struct

Statement

Well-equipped libraries and Laboratories exist
to support teaching and learning

Health facilities exist to serve both staff and students
Institutional and private accommodation facilities
are provided for students 1.3
Teaching and learning aids are provided for
students irrespective of their needs especiall

the physically challenged

Source: Field survey, Ansu-Mensah (2017) =
Note: ‘Strongly Disagree’[SD], ‘Disagree’[D], “‘Uncerta

Digitized by Sam Jonah Library



© University of Cape Coast https:/ir.ucc.edu.gh/xmlui

Research Question Four: What could constrain the effective

implementation of TQM at UCC?

imple -ﬁa_.'v Ve oast.
The res es in relation to reses uestion four are presented -

in Tab discussed. About 52.3% staff responden

agreed plemented effectively in UCC if employee

not sup ' : n of quality:

515%

mission can.affect.,TOM implementation as well as 50.5% staff respondents

agreed

respondent

employees

not being holistic. Moreover, lack of commitn by ‘management and staff is
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among the challenges facing the university. Some quotations from the

interview are:

icient _resources, €
e 0
he students to lecturer hat a lecturer d

ass of about 500 to 1000

)es not..promote student centred
Wi i

rom management have some similarities with that of

(Table12)

education L_
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Table 12 — Staff Responses on Challenges that may

Statement

There is customer focused vision and mission

34 0.73
36 06

Employees are adequately trained
Employees are supportive and have interest in the
implementation of quality policies
0.84
0.74

Sufficient resources to support organisational operation:

Employees show commitment to change

There is effective corrective action for organis a : ’ 3 “4(0. 0.71
operations i
Mean of means; Standard Deviation ' . ' ' ' . 0.76

Source: Field survey, Ansu-Mensah (2017)
Note: ‘Strongly Disagree’[SD], ‘Disagree’[D],
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CHAPTER FIVE
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

the find | recommendatio e
enabler - or Total Q anagement QM) -
imple of Cape Coast (UCC). The study sough

find ou tures that favours the imp emetatig_n of G

how th ol e iy

imple

imple atic in the University of Cape

Summa

‘ "
spect of the

study revealed that management is co

in the sense that the university has established the Directorate of Academic
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Planning and Quality Assurance; this directorate is charged to oversee all
issues relating to providing quality services to customers. However, the

director‘ has N

Facultie s of the university. place
=
| i
systems - processes that cle efines the management -

structu ment structure is such that it allows free flo

of com the levels, which clearly shows who repor

whom. ' C red th o

universi

their d tie

employees

clearly define

Iversity —sets

that the extent to which they agreed with statements in relation to quality
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culture were moderate. That is; the University of Cape Coast has a quality
philosophy, this philosophy is clearly defined and communicated to all staff

and they.arescontinuous

revealec enerally quality isst omised.
i
This is admission of stude e cut-off grades are set -

for ad ormance of students’, performance indicato

such as Point Average hav been adopted by_ unive

to ensu : )l

|
university..support..the implementation of TQM. That is the general

infrastr
hospitals, transport services an odation. The study re
university

buildings, labora

sub-unit or representative at colleges a S M3 ery difficult for the

directorate to effectively monitor issues of quality in the university. Another
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challenge that may constrain the implementation of TQM in the university is
the fact that the activities of DAPQA are not holistic in that its activities are

narrowed

mainly assessi :
perfor is i i ormance indicators. The -

directo es—and programmes to determine

marketa es the needs of industry/p fession._q_

,
1 ed and this

effecti

involvemen ich.should be more inherently motivated. In addition, student
responde

and there is no effective chal

students.

Conclusions

TQM to some extent.
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4. Insufficient resources of the university are a key constrain to the

effective implementation of quality policies and particularly TQM.

—
- | m/
DAPQA are not holis ather narrowed ards -

entation. of TQM, all internal stakeho

N

he university has a highly committed management that

university as a whole (that is covering both-academic quality and all

other areas such as support services). To achieve total quality,
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management should come up with policies and strategies that include

other areas of the university to its quality programmes.

on - and internally ding for

ons  of _the university nd its infrastructure to -
expand laboratories, among others

ademic Panning and Quality Assurance shi

o
", =
.

university to

decentralisation of the activity of DAPQA to the

g Total Quali anagement in
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APPENDIX A
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SECTION B: ELEMENTS OF TQM

2. Use the scale below to answer the following statements on Total

5

Structure lanagement

Com

1. UCC'has an institutional stat '

2. The st W d

periodically

manageme 1 @

. The Directorate of

Assurance is functional a ,  iN {) B ]I S

quality assurance desk at all

colleges in the University
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6. There is continuous appraisal of
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service delivery
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6. Customer surveys are conducted
regularly to assess customer

satisfaction

Cultu
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. Thereii ous_efforts to

culture of the unlver5|ty '

. Staff ¢

culture of
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all units

134

Digitized by Sam Jonah Library



© University of Cape Coast

https://ir.ucc.edu.gh/xmlui

. There is internal quality audit
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aim of improving the process

NOBIS

12.

UCC ensures a continuous
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assessment of structures and

resources for improvement

quality policies suc

1. There is customer focus Vis

mission

2. Employees are adequately trained
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SECTION B: ELEMENTS OF TQM

3. Use the scale below to answer the following statements on Total

Statemen

1. Stud

decisions that affect them

2. There

communica
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requirements and

6.Students’ academic results aj , _N {) B ]l E

readily made available before or
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7. Academic guidelines and

counselling for students exists

assessment exist

15. Students have confidence i H (} B ]l E

integrity of assessment process of

the University
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16. Well-equipped laboratories and

libraries exist to support teaching
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17. Stu are
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18. Th ure
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19.
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20. Effe
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3. The physical structures satisfy or cater for all categories of

individuals for example, the physically challenged.
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