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Abstract 

              This study explores the role of Total Quality Management (TQM) in enhancing educational 

excellence, focusing on two critical principles—customer focus and employee commitment—in higher 

education institutions. Using data collected from 183 respondents across NAAC-accredited colleges in 

Maharashtra, the research examines the relationship between TQM practices and institutional 

effectiveness. The findings reveal that student-centric activities, such as industry collaborations, placement 

support, and counseling services, significantly improve educational outcomes. Likewise, faculty 

engagement, supported through training, incentives, and participatory decision-making, fosters a more 

committed and effective teaching environment. Statistical analysis confirms a strong positive correlation 

between the methods implemented and the benefits observed in both areas. The study also highlights 

challenges such as resistance to change, leadership gaps, and resource constraints that hinder effective 

TQM implementation. It concludes that a well-structured TQM framework can enhance both student 

learning experiences and faculty satisfaction, contributing to long-term educational quality improvement. 
Similarly, faculty development, incentives, and participatory decision-making were found to enhance 

employee commitment and teaching performance. Despite these benefits, challenges such as resistance to 

change, limited leadership support, and resource constraints hinder implementation. 

Keywords: Total Quality Management (TQM), Customer focus, Employee commitment, Higher 

education, educational excellence, Institutional effectiveness, NAAC accreditation 

Introduction  

Education is a basic human right and plays a big role in improving lives. It helps 

reduce poverty, improves health, supports gender equality, and brings peace and progress. 

Higher education, in particular, helps people grow personally and drives change in society, 

science, and the economy. 

Over the years, higher education has changed a lot. More students are enrolling, 

moving between countries to study, and using new methods and technology in learning and 

research. In India too, since independence, the education system has expanded quickly. Today, 

India has the second-largest education system in the world after the USA. 

According to the All-India Survey of Higher Education (2019-20), India has over 

1,000 universities and more than 42,000 colleges. Out of all colleges, around 86% are run 

privately, and most of these are unaided. Around 3.85 crore students are enrolled in higher 

education, and the Gross Enrolment Ratio (GER) is 27.1%, which shows how many young 

people are attending college. 

But while the number of institutions has increased, the quality of education remains a 

big issue. Many colleges and universities still use outdated teaching methods and curriculum, 

don’t offer enough support to students, and do very little research. The competition for 

admissions also leads to students with lower preparation levels. Because of all this, students 

often struggle to find good jobs after graduation, and there's a lack of creativity and innovation 

in the education sector. 

The below table shows the top 10 universities in India according to the NIRF ranking 

and the QS Rank of the universities. 
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Sr. No University NIRF Rank (National) 2024 QS Rank (2024) 

1 Indian Institute of Science, Bengaluru 1 211 

2 Jawaharlal Nehru University 2 580 

3 Jamia Millia Islamia 3 851-900 

4 Manipal Academy of Higher Education, Manipal 4 901-950 

5 Banaras Hindu University 5 1001-1200 

6 University of Delhi 6 328 

7 Amrita Vishwa Vidyapeetham 7 1001-1200 

8 Aligarh Muslim University 8 1001-1200 

9 Jadavpur University 9 721-730 

10 Vellore Institute of Technology 10 791-800 

Source : https://www.nirfindia.org/Rankings/2024/UniversityRanking.html 

https://www.topuniversities.com/world-university-rankings?search=Vellore%20Institute%20of%20Technology 

The data clearly shows that not a single Indian university is ranked among the top 100 universities in the world. A study 

by Maurya and Chaoudhary (2021) compared the top 5 global universities, leading Asian universities, and Indian universities. The 

results showed that Indian universities are performing far below international standards. This shows that there is an urgent need 

for strong and clear policies to improve the quality of education in Indian universities and institutions. 

Total Quality Management 

Total Quality Management, or TQM, started in 1949 when a group in Japan made up of scientists, engineers, and 

government officials worked together to boost the country’s productivity and improve people’s lives after World War II. 

Cascio (1995) describes TQM as a way of managing where the main goal is to keep customers happy by always working to 

improve how things are done in the organization. Many studies have shown that TQM brings good results when it's properly put 

into practice. 

Principles of Total Quality Management 

●  Customer Focus 

●  Total Employee Commitment 

●  Process approach 

●  Integrated system 

●  Strategic and systematic approach 

●  Continual improvement 

●  Fact-based decision-making 

●  Communications 

●  Futuristic Approach 

●  Backup Plan 

●  Team Management 

Review of Literature 

A study by Amalia Venera Todorut (2012) highlights how TQM can help colleges and universities improve quality over 

time by making yearly improvement plans. TQM is seen as a powerful approach that helps institutions meet the needs of students, 

parents, industries, and society.Whereas a study by Ali Mahmoud Ali Alsanousi (2017) focuses on Libya. It finds a clear link 

between the quality of higher education and economic growth. The study stresses that having qualified and experienced teachers is 

important for both education and the country's development. A study, K. Nagraj Dharwadkar et al. (2017) explore the concept of 

Student Quality Circles in engineering colleges. These are small student groups who work on projects like hackathons and skill-

based activities to build technical knowledge, teamwork, leadership, and communication skills needed in the job market. Shrikant 

N Dhage (2019) explains how Quality Circles can be used as a management tool to solve problems in education. It talks about the 

importance of setting up internal quality systems to produce graduates ready for global challenges. A study by Ola A.M. Ibrahim 

(2013) focuses on E-Learning. It shows how a well-organized and student-friendly online education system can benefit everyone—

students, teachers, and support staff. The study uses the example of Egypt’s E-Learning University to show how Quality Circles 

can help maintain high standards in online education. Together, these studies show that tools like TQM and Quality Circles can 

make a big difference in improving the quality of higher education. 

Objectives of the Study 

●  To explore the application of TQM in the education sector on the basis of NAAC  

●  To analyze its impact on institutional effectiveness and student outcomes 

●  To identify challenges in implementing TQM in education 
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 Hypothesis 

H₀ (Null Hypothesis): The implementation of Total Quality Management (TQM) does not significantly impact the quality of 

education in educational institutions. 

H₁ (Alternative Hypothesis): The implementation of Total Quality Management (TQM) significantly improves the quality of 

education in educational institutions. 

Sub Hypothesis 

●  Customer focus has a significant association with Total Quality Management in Educational Institutions. 

●  Employee commitment has a significant association with Total Quality Management in Educational Institutions. 

Research Methodology 

The study gathered information from 183 people studying or working in different higher education institutions in 

Maharashtra, like regular degree colleges, engineering colleges, law colleges, and management institutes. The data was collected 

using a set questionnaire, and the institutions were chosen on purpose (not randomly), especially those that have been graded by 

NAAC for quality. 

The main focus of the study is on two key ideas of Total Quality Management (TQM): putting students (customers) first 

and ensuring staff (employees) are committed to their work. To analyze the data and reach conclusions, the Chi-square test—a 

statistical method—was used. 

Sub Indicators  

Customer Focus  

●  Regular Evaluation 

●  College-Industry linkage  

●  Awards and Recognition 

●  Drop-out rate 

●  Parents engagement  

●  Placement services and training  

●  Counseling services  

●  Alumni associations  

Employee Commitment 

●  Continuous improvement of staff members 

●  Financial and non-financial incentives  

●  Regular evaluation of of employees 

●  Training programmes for teachers 

●  Problem solving approach  

●  Regular seminar/workshops/conferences are organized  

Indicators used to observe benefits of TQM 

Customer Focus 

●  Student Teacher Rapport 

●  Reduced Dropout rate 

●  Alumni Guidance 

●  Placement Cell 

●  Counselling Facility 

Employee Commitment  

●  Accountability 

●  Enthusiasm 

●  Active participation 

●  Innovative &amp; creative 

●  Problem solving approach 

●  Team spirit 

●  Improvement 

Results and Discussions 

Demographic Findings 

a) Qualification of Employees 

Educational Institutions – Qualification of Employees 

Qualification Frequency % 

Graduate 22 12 

Post Graduate 84 46 

Professional Qualification 77 42 

Total Responses 183 100 

 

a) Designation of Employees 
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Qualification Frequency % 

Head of the Department 6 04 

Senior Teaching Staff/Coordinator 39 21 

Junior Teaching Staff 138 75 

Total Responses 183 100 

 

b) Experience of the Employees 

 

 

 

 

 

 

 

 

Customer Focus Methods & Measures 

 

A Student Centric Activities Frequency 

 Methods 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 

1 

 

college is actively promoting parental 

involvement in students' education 
38 47 48 - 50 

2 
Industry-college interaction programs 

are organized on a regular basis. 
17 75 41 - 50 

3 
Students' performance is evaluated on 

a regular basis. 
29 102 10 29 13 

4 
Students are rewarded in recognition 

of their outstanding performance. 
- 61 40 - 82 

5 
The institution follows the practice of 

benchmarking. 
26 03 63 41 50 

6 

An effective placement program is 

implemented for students through 

campus recruitment. 

07 107 41 27 01 

7 

Industry-oriented training is provided 

to students who are actively 

committed to the placement process. 

10 48 46 13 66 

8 

All activities are continuously 

improved, providing students with a 

competitive advantage. 

7 56 41 29 50 

9 

Alumni feedback is taken into account 

when planning activities, contributing 

to competitive advantages for current 

students. 

10 54 60 54 5 

 Mean 16 63 41 18 45 

 Percent 9 34 23 09 25 

 Percent Total 43 23 34 

 

A Student Centric Activities Frequency 

 Benefits 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 

1 

 

Students feel free to share their concerns 

with the staff and supervisors 
15 33 46 10 79 

2 

Departments implement programs that 

encourage active involvement of both 

teachers and students. 

13 57 32 11 70 

3 
Teachers and students are provided with 

opportunities to gain experience in all 
16 60 30 6 71 

Experience Educational Institutions 

Number of Years Frequency % 

Less than 2 years 31 17 

2 – 5 years 40 22 

6 – 10 years 44 24 

More than 10 years 68 37 

Total Responses 183 100 

https://portal.issn.org/resource/ISSN/3065-7857
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college activities. 

4 The drop-out rate has been reduced 9 55 42 9 68 

5 
Sufficient placement services are 

provided. 
11 43 14 41 74 

6 Counseling services. 17 37 40 15 74 

7 
Adequate student welfare measures like 

scholarships, free ships, etc. 
50 49 56 01 27 

8 

An Alumni Guidance Meet is organized 

to explore the opportunities and 

challenges within the industry. 

18 46 50 22 47 

 Mean 19 48 39 14 63 

 Percent 10 26 21 08 35 

 Percent Total 36 21 43 

 Implementing certain techniques, there are some benefits observed. 36% of the respondents agree that alumni meet have 

benefitted the students to crack campus placement interviews, teachers and students are provided opportunities to gain 

experience in college activities like cultural events, intercollege activities, etc. Respondents do agree that student welfare 

activities like scholarship, free ship has been provided. 

 21% of the respondents are neutral for the same. 

 In total, 43% respondents disagree with the benefits observed in the institution. They express a strong disagreement for 

teacher student rapport, adequate placement services and counselling services. 

Employee Commitment  

The given data is collected from the Head of the Department and senior staff. Around 45 responses were recorded to get the 

insights on employee commitment. 

B Total Employee Commitment Frequency 

 Methods 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 

3 
The College regularly conducts 

seminars / workshops /Conferences. 
06 18 21 - - 

4 
Faculty members are motivated with 

non-financial incentives. 
07 01 08 08 21 

5 
Faculty are motivated with financial 

incentives. 
06 05 14 6 14 

6 
The efficiency and engagement of 

teachers are assessed regularly. 
07 12 06 08 12 

7 

Academic decisions are made in 

consultation with senior faculty 

members. 

15 06 08 03 13 

8 
Training programmes conducted 

regularly are beneficial. 
08 14 03 20 - 

9 
Salary and compensation is attractive 

and satisfactory. 
07 06 15 02 15 

10 

Teachers provide support and 

cooperation in implementing 

integrated Total Quality 

Management 

12 08 15 02 08 

11 

Team building and group dynamics 

training for teachers is allowed in the 

departments. 

08 07 13 03 14 

 Mean 09 12 10 05 09 

 Percent 18 26 24 11 21 

 Percent Total 44 24 32 

 

Benefits 

B Employee Commitment 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 

 
Committed employee showcases the 

following 
     

1 Accountability 40 02 02 - 01 

2 Enthusiasm 15 26 02 01 01 

3 Active participation 20 23 - 01 01 

https://portal.issn.org/resource/ISSN/3065-7857
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4 Innovative & creative 24 18 - 01 02 

5 Improvement 15 24 04 01 01 

6 Problem solving approach 21 19 02 01 02 

7 Team spirit 20 20 02 02 01 

 Mean 20 21 02 01 01 

 Percent 43 47 04 02 04 

 Percent Total 90 04 06 

 90% of the respondents agree to that committed employees are accountable, enthusiastic, active, innovative, creative, etc. 

 4% of respondents hold no opinion on the same. 

 Whereas 6% of the respondents disagree towards problem solving approach, team spirit and innovation. 

Hypothesis 

●  H1 : Customer focus has a significant association with Total Quality Management in Educational Institutions. 

 

Test Test Value Remark 

Chi sq Test P = 0.00194898981738555 Null hypothesis rejected 

   

Karl Pearson 

Correlation 
0.742317571 

Strong Correlation between Methods 

Implemented and Benefits observed 

 

p = 0.001948, which is less than 0.05%. The null hypothesis is rejected, and the alternate hypothesis is accepted at a 5% level of 

significance. Hence, it concludes that the Student Centric Activities significantly helps to improve the quality.  

●  H1 : Employee commitment has a significant association with Total Quality Management in Educational Institutions. 

Test Test Value Remark 

Chi sq Test P = 8.23253283030403E-09 Null hypothesis rejected 

   

Karl Pearson 

Correlation 
0.567097729 

Moderate Correlation between Methods 

Implemented and Benefits observed 

 

p=8.23253283030403E-09, which is less than 0.05%. The null hypothesis is rejected, and the alternate hypothesis is accepted at a 

5% level of significance. Hence, we conclude that employee commitment has a proactive effect on TQM. 

Challenges in implementing TQM 

TQM undoubtedly is beneficial in the field of education but not free from challenges. According to Venkatraman( 2007), 

faculties, administrators may resist adopting the TQM practices due to fear of additional workload and unfamiliar practices. Sallis, 

(2014) stated that for effective implementation having a strong leadership is a prerequisite. Lack of commitment from the top 

management can make implementation difficult. Resource constraints are also the major challenge in the implementation of TQM. 

Many institutions have limited financial resources which makes it difficult to invest in the faculty development and student 

progression. Badri et al., (2006) has rightfully mentioned that many institutions focus on short term goals such as exam results 

rather than improving quality of education which is a long term process. According to Kanji et al. (1999), compared to 

manufacturing where defects can be easily identified, measuring educational quality and students' outcome is a complex process. 

Conclusion: 

This study highlights the importance of two key TQM principles—customer focus and employee engagement—in the 

education sector. In educational institutions, students and faculty are the primary stakeholders, and their needs must be prioritized 

for quality enhancement. 

The findings suggest that a student-centric approach, including industry collaborations, job-oriented training, and career 

counseling, plays a crucial role in improving educational outcomes. Providing effective placement services further supports 

students' professional growth. Additionally, recognizing student achievements through awards and incentives fosters motivation 

and a sense of responsibility. 

For faculty, both monetary and non-monetary incentives are essential to maintaining engagement and enhancing 

teaching quality. Institutions that invest in faculty development, acknowledge their contributions, and create a supportive work 

environment are more likely to achieve educational excellence. 

By implementing a well-structured TQM framework, institutions can improve both student learning experiences and 

faculty satisfaction, ultimately leading to overall institutional effectiveness. 
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