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Abstract

This paper is a sludy of the 150 9000 applied 1o higher educalion sysien. The Lliee main
guestions o pursue are:

1. What is 150 30007

2. How can IS0 9000 be achicved: and

3. Tlow can [H0 3000 be applied to the Thal higher education’

IS0 9000 is actually a serics of about 16 documentis that include both standards and
miidelinas. It was prepared by ‘lechnical Committes [HOSTC 186, Cualily managemenl and aisulanee,
Subcommittoe 3C 2, Ouality systems. The three standards in the ceries are TS50 G001 1984, TH0 G002
1994 and 50 5003 1994, MNew guldelines are penodically added to the senes Such ga, 180 £1.11
Cuideline for the Application of IS0 9000 to Education and Training Institutions was approved and
published in Aagust 1996, Thus paperl s auned o explaw and analyse on how 10 establish 150 9000 1
a brief statements an what kind of criteria for education standard are measures, how many gteps 10
meate a quality contrel, whal Lhe qualiicalion crilsra {or auditors and audilng process are. These
processes dare seen as heart of quality assurance to build quality management for produactivity and
effectiveness of teaching-learning process.
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Introduction lines on quality systems. The 2 hasic tenets of

The term “quality” is the main issue of 150 9000 are to satisfy customers and reduce

discussion among managers, directors angd — waste.

chiefs in industry and business, ag well as in The aim of this article is 1o learn about
aducational institulions. Cne of the most 130 9000, How ISQ 9000 can be achieved and
popular quality system is ISO 9000. It is an  how it can be applied and elaborated to the
international sertes of both standards and quide-  Thal higher education.

ISO 2000

standards for quality system were emploved during the last four decades in some
countries such as the United States and the United Kingdom (Johnson, P., 1993). In 19786,
the British Standards ‘[echnical Committee 176 established the quality principles for
manufacturing companies to show how they set up the internal ¢uality control {(Voehl, I, et.al
1894). The standards inciuded the control of product quality, maintenance and predictability.
It is a way for consumers to assure that they buy the products with quality and reliability. Later,
committes began to work on standards for quality management, quality assurance and qualiky
management system which was influenced by the British BS 750 {Johnson, P., 1993).

[30Q 3000 refers to a senes of international standards and guidelines as shown in
Figure 1. The system requires the organisation to design, assess of a management system and

assure customer satisfaction on products and services.

Figure 1
A Serieg of International Standards

ISQ 9000:  Quality management and quality assurance standards {guidelines for
selection and use)

ISO 9001,  Quality system (model for quality assurance in design, development, production,
installation, and servicing)

ISO 8002:  Quality system (model for quality assurance in production and installation)

ISO 9003:  Quality system {model for quality assurance in final ingpection and test)

Source: Johnson, F., 14583
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The ISO Reguirement

The standards contain the requirement
aimed t© manage the organisation efficiently
and to provide more benefit to customers.
In this case, the scope of ISO 90071 will ba
given as a sample to show that the
requirements will help to manage work
etfectively. There are three levels of the
requirement of IS0 9001:

1. The Basic Requirement 1s that
the organisation shall establish, document,
implement and maintain a system. It will
provide coniidence t¢ both producers and
custorners (Hoyle, J., 1994)

2. A Series of Generic Requirement
are as following:

- DOrganisation purpose and rmissions
- Management system
- Customer requirements
- Management of work process
- Process inputs
- Development of WOIK pIOCESSES
- Control of work processes
Process outputs
Improving work processes
- Assurance of work processes

3. The most important of ISQ 9000
is to maintain a quality system with 20
regquirements. Quality system will assist o
design and supply conforming product cuality

and to achieve customer satisfaction.

A Quality System

The IS0 2000 series serves as a

vehicle for communication between customers

and vendors. The basic assumption underlying
the IS0 standards is that a good quality
assurance process will satisfy customers needs
by reducing nonconformance in products and
gervices. This simple idea has proven to be so
compelling that the SO 8000 series is now
used by companies in 110 countries around
the world.

Definition

For the purposes of this international

standard, the following definitions apply.
Cuality “The totality of characteristics

of an entity that hear upon its ability to satisfy
stated and implied neads”
(ality Control “The operational tech-

niques and activities that are used to fullfill
requirements for quality.”

Chality Assurance “All the planned and
systematic activities implemented within the

quality system and demonstrated as needed
to provide adequate confidence that the entity
will satisfy given requirements for quality”

(Quality Management systermn “All

ACtivities of overall management function that
determine the quality policy, objectives and
responsibiliies, and implement them by means
such as quality planning, quality control,
quality assurance and quality improvement

within quality system.”

An Audit “A systematic and indepen-

dent examination to determine whether
quality activitics and related resuits comply
with planned arrangement and whether these
arrangements are impiemented effectively and
are suitable to achieve objectives.”
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Internal Quality Audit

The supplier shall establish and maintain
documented procedures for planning and
implementing internal quality audits to verify
whether cquality activities and related results
comply with planned arrangements and to
determine the effectiveness of the quality
SYStet.

Internal gquality audits shall be
scheduled on the basis of the status and
importance of the activity to be audited and
chall be carried out by personnel independent
af Lhose having rHF:;:u{'}ftHJ’t}ﬂs[.y in the ared
audited.

The recult ¢f the audits shall be
recorded and brought to attention of the
personnel having responsibility in the area
audited. 'The management personnel responsible
for the area shall take timely corrective action
on deficiencies found during the audit.

Follow-up audit activities shall varnify
and record the implementaton and ctfectiveness

of the corrective action takern.

The Significance of Quality Audit

Quality audit will be beneficial to
orgamsation for the compliance with planned
arrangement including peolicy, process,
procedure and scrvice. The auditor shall check
lhal product and service meet the specitied
requrcments.

Auditor will gather information, prepare
the annual audit program, conduct audit, record

observation and teport. Auditing must be

aonductad againgt a gtandard. Auditor will
check the process and procedure of work in
order to identily the comphance. Auditing
report will he reviewed by managements in
the exeoutive review 10 assure cquallty system
rifectivenass. There are 3 lypes of audil. The
first party audit or internal audit is an auditing
by organisation of its own systems and
procedures to assue maintenance, develop-
ment and mprovement of the quality  system.
The second party audit or external audit is
Al audiling by orgamsalion on s suppliers
and sub contractors to determine suitability of
suppliers and to appraise supplier/subcontrac-
Lors performance. The Linrd parky audit is an
assesment by a body which is ¢ommercially
and contractually independent organisation or
4 certificalion bady (o determine whelher
an organisation's guality system has been
documenied and implemented in accordance

with a specified standard.

Qualification Criteria for Auditors

Auditor is a qualified person to do tho
Auditing. Auditee refers to the organisation
whete it has been examined. Auditors should
not have pressure to do their jobs. They should
he independent and act professionally. They
Are Also courleous, lactiul, and diplomalic. They
must be helpful to the auditce without any
argumenl. Aand Acceptance of everyihing at face
value.

Internal awdiling should be started Al

the beginning of quality program. The first party
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audil tearmn must consist of members of twao
unrelated departments. Internal auditing is
self-assessments that help organisation to
ensure that documentation 18 adequale to meet
the standard requirements and to make sure
that the organigation foliows its plans and
procedires. A good internal audil program will
limit the scope of its activitics to the absolute
rranirmum to be effective.

The internal auditors should:

have good human relationship.

Asgess Lhe gualily management system.

do random sampling.

he trained.

be rolated so Lhal everyone can under-

stand the process.

ask questions.

he responsible 10 check a gyslem and

a compliance.
Chuahty Cyele 1in Internal Audit

The internal auditing st be plannsd
ahead depending on size and compiexity of
agach bussiness. Aclually, audiling will be done
at least once a year. Schedule should be
prepared early in order o show the auditing
plan for each time. Some compaines plan
audit schedule throughout the year. The
schedule iz actually made by managemant
represaentative and distributed to all staff

involved.,  Auditor and audittee should work

togethier informally in preparation of document,
record and personnel. The progress of their
works should be recorded. This can offer an
evidence that the requirement are being check
and met.

The audit process is that auditor and
audittes will have short discussion about what
to audit and observe, and ask any queslions
which have been in mind. The auditor wil
fird out, on whatl have happen in practice and
identify the compliance to the standard
requirements.  T'he auditor ig able to do
random sampling to see if the compliance ig
achicved.

In some cages, the auditor can find the
avidenee of a deficiency, such as, lack of 1e-
quircd record. Discussion of auditor and anditee
will help vrganisation for nonconformance ¢or-
rection.

A guality system is not perfect. It can-
not indicate that the whole system does not
Witk

Auditors will report thelr system audit
after completion of their works., Date of audil,
responsible persons, scope of audit, deficien-
gies found, fruitful comments should be in-
cluded in the report. Finally, the report must
b mgned by auditor and audilea. If there are
any problems occurred, the follow-up audit

shiouhd be planed. The oyole of internal audit

i shown in figure 2.
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Figure 2
Cycle of Internal Audit

Application to the Thai Higher Education

We are all aware that the mass
educaticn has led to demand for a greater public
accountability. Both government and soclety
would like institutions Lo demonstrate that
the institutions receive the funding and be able
to delivery quality products. For this reason,
this paper would ke to presenl the internal
audit within the institution. The purpogse of
aslablishment, of internal  quality audit s to
review the institution's capability to award
degrees, to maintain standarde, and to be
responsible for quality degree programs. There
18 a believe that the internal quality audit is
the heart of the qualily education as far as the
educational regearch goes.

For a suceessful implementation of
Internal audit, it ig lmportant to train Cveryonc
in the institution to understand the concepl of
[0 S0 such as, what they are, how to
establish quality system, how to audit such
cuality systermn, how Lo choose the auditor, what

the auditor's roles and regponsibilities are.

AT R ey L AP . L . h L o= Lmnhar B e S S K e

Andit process

Training

For higher educalional institultions 10
put the internal quality andit in place, there is
a need to establish the awareness and
understanding of all members of institations
by training. It is important to have them
understand why quality system i needed in
Lhe {irsl place. Then, making them 1o
understand the policy such as the academic
excellence, or international acceptance and

objective such as the following :

Establish a system Ior assuring the

quality of thair graduales

Beduce costs by improving teaching-

learning processes.

Facilitate their processes for increasing

prospective students qualitication

Improve their position in the educational

marketplace (parlicularly the international
market)

Traring will hopelully establish
participative quality culture that encourage

faculty and stall of mstitulions work efliciently
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and effectively toward the academic excellence.
If the quality culture occurs, it will create
conducive working environment, positive
working culture by means of promotion,

recognition and good relation for better education.

Working Group Establishment

The institution must establish a working
group to setup it’s quality management system.
The working group should have two level: the
institutional level and the faculty level.

The institational quality working group
should consist of the fechnical vice-president
as a chair pcrson with the deans from all
faculties or their 1epresentatives. ‘The functiong

of this working group are as following:

establish the cuality policy, plan and

academic criteria,

preparc the audit report for the extemal

auditors:

vearly review of the institutional quality
managemesnt system,

assist in all institutional improvement -

review of mechanisms and structures

used hy institution to menitor, assure,
promote and enhance the acedemic
quality;

appoint a person Lo act as quality

management representative to coordinate

and follow-up cuality sysiem.

The working group at the faculty level
should have the following functions:

establish guality management system;

encowrage evervone in the faculty works

toward the quality of education: and

write a quality internal audit report

Requirements for Quality Education

There are twenty requirements in the
IS0 9000. Some of them are not easy to apply
to teaching and learning. In addition, some
requirements are changed to fit in the field of
educalion.

1. Structure of Organisation

As mentioned before, the institution

should establish two levels of working group,
the institution working group and the faculty
level worldng group. The quality management
representative should also be appointed. Policy
must be in written form which everyone can
undersland clearly. The palicy must be signed
by the president. This requirement also inchides
FESOUICe and management review.

2. Quality systermn

The working group at each level

should establish quality system that comprises
of quality manual, procedure manual, work
instruction, and document. Quality systom may

inchide ;

[nstituticnal policy and policy of each

faculty

monitoring and measurement

writtan tunctions and procedures

Those items are crilical {or the appro-
priateness of higher education. The declaration
of policy at every level should be done officially
and publicly. It ig the regsponsibility of
management to devise, promulgate, and monitor
the system. In addition, some essential
quastions arc determined such as selecting the
appropriate applicaltion of IS0 2000 to higher
education and work out through details, how

the cumriculum is designed, how students are
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recruited, how studenls' achievement is
evalualed and how cuniculum ig assessed.
3. Role & Responsibility to the
society
The institutions should review their
policy and responsibility in the areas of
production, research, academic service and
culture praservation.  The instituticn is
accountable to its students and society.
4, Design control
The institition should improve and
develop their four main functions (production,
research, academic service apd cullural
preservation). The institution should have
manpower planning and ¢ncugh resource for
an eftective design system. The institution
shiould have a aystem to monitor and measure
the cffcotive way 1o work
The design system is to venfy the
students' nccds and develop to mect their
needs. I'his may include course plan, vindouts,
learning materials and currioulirm as:zzssment.
5. Document controd
The

docurnent control covering documont and

mglitulbion shoeuld have
database system launching from a roumher of
studernt dentification. teachingg worklesd, onurse
works and programs. It will provide oorfdence
that the institution has updated documonts and
e able 1o check the document, (=m0 and
data approval.
b, Turchasiyg

The institution should consllor the

criteria to purchase rescurces, such a4 lrarming

materiale. and hiring part-time inotoictors.

In addition. the institution should determing
job specification, job procedure, job service that
can control, monitor, and assess.
7. Control of Supplied Product
The institution should be responsible
tor controling and maintainmng Al Tearning
matenals, teaching-learning equipment, and
training program. [n case, there is a damage,
it needs to keep record and reporl.
8. Student Database and Monitoring
The institution should have database
of student, graduates and academic service
ingluding student selection, teaching leamning
process, student progress. Database of
academic service should start {rom job
responsibilily, process, and monitoring so that
it can be identified,
8. Process Control and Service
The inatitution should have quality
contrel plan for students and other academic
services to assule the gualily.  The quality
plan will include documentation, work
condition, guality standards and measurement.
10. Checking and Testing
The institution should determine
the process of checking and testing slep by
sten, including teaching-learning process and
academic service. The institution should receive
the inspection, testing and inprocegs inspection.
11, Testing Control! and Tesfing
Equipment
All equipments lor teaching and
learning should be registered to assure work
Acouracy, moeluding how to use, how o fix

and how to maintain,
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12. Inspection and Test Status
The institution should determine the
systern of testing for siudents go that they can
monitor all activities related to teaching-learning
[I0ERE,
13. Control of Nonconforming Product/
Sarvice
The ingtitution should review the
document of nonconforming product and
chispogition of such product or learning materials
such as curricuhun development and student
achievement.
14. Corrective and Preventive Action
The institution should specify the
cystem o1 activities for corrective action and
show how Lhe monitoring and evaluation
system work.  For ingtance, students ar theis
pAarenls are able to provide feedback and the
mnstitution will review that action.
15, Job Finding and Further Education
The institution should determine ite
activities regarding job placcement, hiring, and
further education. T4 should also determine
the process to sce whether the graduates are
in prograss, and the academic service is
satistied to students' needs.
16, Quality Records
The institution should determine the
process and procedure of data record. It is an
auditing record to see that the procedure has
or has nol been followed. It is to introduce a
quality system that, specifies numerous new
and complex records, which will have to be

kept as quality records.

17, Internal Cuality Audit
The institution should determine the
internal quality audit launching from audit
planning, activities and process.  All
noncempliances have 10 be corrected.  The
process of adjusting a noncompliance is called
corrective action.
18. Staff Development
The ingtitution should have staff
developiment plan Al All level. It can be training,
on-the-job-training, and further education
Tl should also monitor on staff performance.
10, Further Education and Academic
Service
The institution should detormine
further education and acadeinic service for
graduates, alumni, outgiders with training and
serninar after the stady.
A0, Statistical Technigquc
The institution should determine
statistical technique for analyze, control and
complianee L each quality process. The records
should also be consistent with the labor market,
researcher and academic service.
TS50 89000

requiremernts, author needs to add two more

In addition to Lhe

recuuirtements wiich will make the ingtitution
Lo cerve better in the area of academit and
management. They are Academic Excellence
and Budgeting. The institution shoul:d
determine the way 1o devalop its' intelligence,
knowledge, teaching-leaming process in order
to be comparable to intemnationdl standards
tor academic excellence. 1t should also

determine to improve the budgeting process.
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Educational Ouality Management

The institution can borrow the quality
management from 150 9000 to apply for higher
education as an approach to the achievement
of cquality. It should involve quality planning,
control and assurrance

Cuality Planning is a plan to serve
customer satisiaction and objectives of
organisations. Tn order to do 50, some factors
have been involved, such as policy, procedures
and products. In higher education, the
institution should bhegin with planning for
quality. The plan will assist working by direction
in both short and long-tenn ptans.

Cuality Control refers to mechanism
and activities to enswie Lhat the academic
standard ig achieved, In ISO 9004, the quality
control is the operational technique emnployedd
in the manufacture to fUtlfill requirements and
maintain standards. The components ot quality
control comprise quality manual, procedute,
work ingtruction and documentation.  As the
higher education institution places Lhe
mechanism to control quality, it must have at
least quality manual providing a framwaork and
4 mission statement expressing its purpose and
dirceotion. In some cageg, it can incorporate of
bhe accompanied by statements of the
Institution’s values.

Cuality Asswrance ig the activitics and
procedures to ensuare that quality of education
ig maintainced and improved. It needs to work

onl through quality planning and control.

ity Asstrance - Qualty Phrming + ity Contrl

P T e Tpyump—" P

The activities reguire the internal
actions of institution with the involvement of

internal and external body.
Educational Auditing Process

Auditing process ig a process 1o install
measurement which will inform management
whother the system is heing effective. The
components of auditing process are sell-
studying, meeting of auditors, sitc visiting and
reporting.

a. Self-study s the self-review. The
self-study must contain the academic criteria
provided by educational autherities, They have
proposed 9 aspects of higher edication critéria
to be assured that the institution s daing 4
competent job for their productivity. The nine
aspacls are mission, teaching-leaming., student
recreational activilies, research, academic
service, preservations of arts and culture,
arministration, butgeting, quality asswrance and
enhancement. The self-study report is needed

and it should contain Lhe foliowing items :

a summary of the inglilulion’s

statemeont of mission and objectives

a description of the quality assurance

process, and outoomes

nine aspects of higher education

criteria

summary of guality azsurance

arrangement and gystem with examplas of their

effectivencss in operations

main document contain referances

to the appendices

supperting material and additional

material 145 appioplate
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appendices with factual data and

information and cross-referenced to the main

document

supporting material (the charter,

calendar and current annual report)

additional materiale such as report

of committer review, standard [prme, question-
naires and special arrangement

In sum, the seli-study report starts from
the institutuional mission 1o outlining the
ingtitutional quality system and its effectiveness.

After the selt-study report had been
submitted to the auditor team, the auditors
examine the report to determine the refiability
ang effectiveness of the gqualily system

b. Meeting of Auditors

Auditors should get 1o know each

other, share idea, knowledge and experience.
Meeting of auditors will make them understand
the purpose of auditing and be familiar with
the auditing procedure. Some [ssues may
be discussed for further investigation. Auditor
team may plan a sile visit, an interview and
cbserving the classroom teaching-learning
process. The audit team actually congists of
3-h members. One will serve as a lead auditor
and other auditors will be educational experts.
During site visit, the institution would have
an opportunity to clarify its roles and
responsibilities.  Site visit will be usiul for the
audit team to decide whether the quality
management. system s practically existing and
maintained. It would also be beneficial to
ngtitution to enswre s compliance to the

requirements of 150 9000, The auditers may

ask some questions during visiting. Examples

of questions are :

What quality syslem does the

institution have in place?

How effactive is it?

How does the institution measure

the quality cutcomes?

What are the institutional priorities

for improvement?

c. wite Visit

The purpose of visiting is to see
wheother the institution did what it wrote in
the self-study report. A visit allows a quatitative
assessment of factors that cannot easily be
documented in written form such as students'
attitudes, intellectual atmosphere and staff’s
morale.

Executives of the institution will mneet
the audit team a day before a visit. It will be
helpful for both sides to know each other. The
executives have an opportunity to leam whether
the auditing team would have in mind, what
they would like to see, do and interview. Thenn,
the institution can make some arrangemeants.
In addition, the visiting schedule must he
llexible to give the institution enough time to
provide further information and further

interview,

d. Reporting
After the vizit, the audit team will
write a reporl based on what they found on
their visit. The audit tcam will conduct an
intensive meeting Lo disecuss and share the

findings. The report wiil outline the findings
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and any suggestions and recommendations for
the institution including strength and weakness.
The report, must he written without vague or
unsubstantiated statements. If the audit team
tound eomething impressive, it must collect

concrete evidence to support the statcments.
External Auditor Qualification

Auditor should be trained. In training
session, auditors will learn their roles and
responsibilitieg that include the 9 quality
aspecls.

The characteristics of auditor should
he divided into three Aspeocts as nllowing :

1. Quality audit aspect -commitment
to principles of quality audit and guality
asirance, knowledge of quality assurance
method, and experience of audit and
ASSEsSMment

2. Higher education aspect-cxpenence
of teaching and learming and knowledge of
higher education.

3. General aspect-experience In
manageriat position

The auditor must have ability to focus
knowledge and experience to evaluate quality
assurance procedures and technicues. ability
to work as a team, breadth of perspective,
discretion, and commitment.

The lcad auditor must create an

atmosphere in which ocrlical professional

PR P . e T

discussion can take place, wheie apinons carn
he freely exchanged and in which justice and
clarity prevail to encourage members to do the
work as a team-he or she should introduce
the team members to know each other because

it 15 important for the tone of the meeting
SUMIMAary

IS0 9000 is a series of quality standards
and guidelines. It is launched by the Technical
Commities 176 in 1979, It is dealing with the
quality principles, the 130 requirements, a
quality system, and inlermal quabty audit,
including auditor qualification and internal
quality audit ¢ycle

Fventhough the TS0 8000 standard’s
background is in manufacturing, this paper has
tried to show the relevank of itg prineiple n
the area of internal quality audit applicable to
higher education. It's procedure of internal audit
can be adapted for the henefit of teaching-
learning process, This paper 15 explained and
analyzed several aspects such as wlhiat criteria
of educational standards are measured, how
many steps to create a quality confrol, what
the auditnor gualifications and auditing
processes arc. These processes are very
Important to gquality management system to
build quality assurance for productivity and

effectiveness of teaching learning process.
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