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INTRODUCTION 

Total quality Management, TQM is a method by which management and employees can become involved in the continuous improvement of the production of goods and services. It is a combination of quality and management tools aimed at increasing business and reducing losses due to wastefull practices. 


Concept of total quality is that the degree of user satisfaction or the fitness of the product for use. In other words, the customer determines whether or not quality has been achieved in its totality. 


Analyzing the three words, we have – 


Total 


-

Made up of the whole


Quality 

-

Degree of excellence a product or 







service provides


Management
-

Act, art or manner of handling, 







controlling, directing etc. 


Therefore, TQM is the art of managing the whole to achieve excellence. 


The concept of TQM is now attracting increasing attention in the field of education. 


Quality is the single most important issue in education. We all recognize that there are problems with today's education system. Students are leaving or graduating from high school and colleges unprepared to meet the demands of society. This problem has a ripple effect throughout society. 


If the quality of education is to improve, however the improvement must be led by Today's Educational Professionals. Quality Management is a vehicle that Educational Professionals can use to cope with the "Forces of Change" that are buffeting our nation's education system. Education must undergo a paradigm shift. Old norms and beliefs must be challenged. Education Professionals must help students develop the skill they need to compete in a global economy. Quality of education will improve only when society and government will cope for it and allocation of sufficient provisions for sufficient finances are made to cope with this problem. Though only money is not the key to improve the quality of education, but also Administrators, Teachers, Staff and School Board Members are required to develop new attitudes that focus on Leadership, Team Work, Cooperation, Accountability and Recognition. 

Quality is never an accident ; it is always the result of high intention, sincere effort, intelligent direction and skilful execution ; it represents the wise choice of many alternatives – William A. Foster. 

The quality of an educational system can be defined in terms of five dimensions.

Reliability : The ability to perform the promised service (imparting knowledge) dependably and accurately ; 

Responsiveness : The willingness to help students and provide prompt guidance ; 

Tangibles : Physical facilities, laboratory equipment and its use ; 

Assurance : The knowledge and courtesy of the faculty and its ability to convey trust and confident, and

Empathy : The caring, individualized attention paid to students. 


Dr. W. Edwards Deming was the first to espouse the term "Total Quality Management" (T.Q.M.) in the late 1950's. He was the one who developed Quality Management philosophy out of necessity to improve the working condition for every employee to achieve T.Q.M. in different fields. 


Total Quality Management is neither magical nor complex process. It is a set of Philosophes by which management system can direct the efficient achievement of the objectives of education to ensure students' satisfaction and maximize value. 


Total quality is total in three senses. 

(i) It covers every process.

(ii) It covers every job.

(iii) It covers every person.


In educational field the main judge of the quality of work is the students, the parents of the student, the employers, the whole of society. 


When we implement T.Q.M., one of the first steps is to identify the students, relative school members and the whole of society. 

Today's students expect from colleges and universities, what they demand elsewhere : better service, lower costs, higher quality, and a mix of products that satisfy their own sense of what a good education ought to provide. So our main focus of total quality is to identify the causes of defects in order to eliminate them. It is a continuous cycle of detecting defects, identifying their causes and improving the process so as to totally eliminate the causes of defects. 


For this we plan a continuous improvement by P.D.C.A. Cycle. 
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P.D.C.A. Chart P-Plan, D-Do, C-Check, A-Act


Adopting the plan-do-check-act (PDCA) cycle helps to improve the quality continuously as follows : 

· Plan what one is going to do.

· Do what one has planned.
· Check on the results of one's action.

· Act to modify what one plans to do to ensure most positive results.

· Standardize, re-do, re-check and act again to get better.


For implementation of total quality management we use 14 points of Dr. W. Edwards Deming. These points form a frame work for implementation of T.Q.M. We have used these 14 points as a checklist of sort in our purpose. These points are called the "Essence of Quality in Education". 

1. Create constancy of purpose toward improvement of students and services. Aim to create best-quality students, capable of improving all forms of processes and entering meaningful positions in society ;

2. Adopt the new philosophy. Educational managements must awaken to challenges, learn their responsibilities and take on leadership for change ;

3. Work to abolish grading and the harmful effects of rating people. Cease dependence on testing to achieve quality. Eliminate the need for inspections on a mass basis (standardized achievement tests, minimum graduation exams, and so on) by providing learning experiences that create quality performance ;

4. Work with the educational institutions from which the students come. Minimize the total cost of education by improving the quality of students coming into the system. A single source of students coming into a system is an opportunity to build long-term relationships of loyalty and trust for the benefit of the students;

5. Improve, constantly and forever, the system of student learning and service, to improve quality and productivity ;

6. Institute education and training on the job for students, teachers, classified staff and administrators;

7. Adopt and institute leadership. The aim of supervision should be to help people use machines, gadgets and materials to do a better job. Technology frees leaders to lead ;

8. Drive out fear so that everyone can work effectively for the school system. Create an environment that encourages people to speak freely;

9. Break down barriers between departments. People in teaching, special education, accounting, food service, administration, curriculum development and research and so on must work as a team. Develop strategies for increasing the cooperation among groups and individual people;

10. Eliminate slogans, exhortations and targets for teachers and students that ask for perfect performance and new levels of productivity. Exhortations create adversarial relationships. The bulk of the causes of low quality and low productivity belong to the system and thus lies beyond the control of teachers and students;

11. Eliminate work standards (quotas) on teachers and students (for example, 'raise test scores by 10 per cent," or "lower dropout rates by 15 per cent"). Substitute leadership;

12. Remove barriers that rob students, teachers and management (Principals, Superintendents, and central office support staff) of their right to pride and joy of workmanship. This means, inter alia, abolition of the annual or merit rating and of management by objective. The responsibility of all educational managers must be changed from quantity to quality.

13. Institute a vigorous program of education and self-improvement for everyone. 

14. Pub everybody in the school community to work to accomplish the transformation.  


If we apply the principles of TQM in field of Education we provide god opportunity for qualitative education. Principles of TQM give a frame work is also known as a house of quality. The major components of the house of quality are 

(i)
The Roof consisting


(A)
Social System


(B)
Technical System


(C)
Management System

(ii)
The four pillars of the house are


(A)
Customer satisfaction


(B)
Continuous improvement


(C)
Speaking with facts


(D)
Respect for people 

(iii)
The foundation of four managerial levels


(A)
Strategy management


(B)
Process management


(C)
Project management


(D)
Individual task management

(iv)
The four corner stones of mission


(A)
Strategic Planning


(B)
Operations Planning


(C)
Project Planning


(D)
Quality Planning

HOUSE OF QUALITY
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When TQM is successfully applied, it is a result of a careful study of each point and a clear determination of how much applies to the situation at hand. The form that a particular implementation takes is dependent on many factors such as the size of the institution, whether the institution is private or public, and the strengths of the people involved, but the most important variables are the maturity of the students and involvement of the employers. 
                Elementary School Level 

College Level 

Parents Students Educator

Relative Importance of Parents, Students & Educator in different level

CONCLUSION : 

TQM can be a powerful tool in the educational setting. Even though it was developed with manufacturing processes in mind. The key elements to a successful implementations are – 

(i) Gain the support of everyone in the chain of supervision

(ii) Identify your customers

(iii) Focus on refining the process

(iv) Use Deming's 14 points as guide and checklist during the implementation effort. 


The final result will be a more efficient operation and a teamwork attitude rather than an 'Us Versus Them' attitude between faculty and students. 
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