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ABSTRACT 

 

This paper discusses six broad dimensions of quality standard of university that widely 

used and understood by customers, stakeholders and public. It includes service quality, 

customers’ satisfaction, stakeholders’ expectation, collaboration, ISO (International 

Organization for Standardization), research and publication, and curriculum content, 

process and output. The dimensions are relevant according to main frame of quality 

standard of Higher Education (HE) today. It is expected that this article, policy makers of 

local universities are alert with the today and advance challenge of HE, then take an 

action to push their universities to meet at least a minimum quality standard.  

 

Introduction 

The education sector is becoming more competitive globally in the challenge of providing 

a quality and world-class education, towards producing quality and world-class 

generations. The issues of quality management, quality enhancement and quality 

assurance in education sector have indeed become more critical and crucial. The current 

trend is seeing the HE throughout the world particularly in the developed and developing 

nations are quality assurance of university input, process and output. The educational 

quality system is looked upon inputs, processes and outputs of university. This article 

reveals the way of customers, stakeholders, public and HE’s policy maker views and 

evaluates quality of education of universities. 
  

Problematic Issues of Local Universities  
 

Job competitiveness, getting higher position and fulfilling academic qualification are 

most popular reasons among job applicant and government staffs to pursue their 

education to Bachelor, Master and Doctorate degree. Universities are very happy and 

welcome with the customer eagerness and subsequently, large numbers of public and 

private institutions of HE have been formed, along with the emergence of a wide range of 

new disciplines for specialization. Financial benefits are a hidden main motive of some 
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universities break the rule of HE management system, as a result the quality of input, 

process and output are absolutely uncontrolled.  

On other hand this is might be become a solution of financial problem faced by some 

universities and moreover this had been able to postpone staff financial problem in short 

time. However, there were nagging doubts being expressed publicly about whether 

students in universities are being sufficiently equipped with the necessary skills and 

competencies to survive in the global advancement in their disciplines. In the future this 

can become a problem in society if university do not go with quality priority. Good 

profile government staff, teachers but lack of competencies performance. Then the main 

issue ‘lack of university graduates and expert’ is no longer, nerveless the issue will 

change to overload with low skills and incompetence of ‘Degree, Master and Ph.D 

graduate’. One day university will be no longer being a machine of producing qualified 

human resources. If this is happening ‘what is a university for?’ 

 

What does it mean by quality? 

The quality of education is even difficult to define (Macukow, 2000). Some researchers’ 

belief that quality cannot be defined in any simple ways yet it is relate to customer and 

stake holder satisfaction (Freeland, 1991; Becher, 1994). Due to this reason, researchers 

agree that there is no one best way to define and measure service quality (Clewes, 2003). 

 

However common acceptable ‘quality definitions’ is “the degree to which a set of 

inherent characteristics fulfills requirements (ISO 9000:2005). Requirement mean meet 

the multi-dimensional concept and different definitions are appropriate under different 

circumstances.   

 

 

Current Issues of Quality Standard of University  

The mushrooming of program forming in state and private institutions must follow 

quality assurance standard of HE. Thought there is no a set quality standard than can be 

suitable with a university in a country, however there is main frame of quality standard 

that most discuss in local, national and global forum of quality issues. Thought the issues 

raised in this article do not directly refer to Quality Standard of HE in Indonesia (2010), 

however the understanding of quality standard of HE in the global world is remain 

similar. Six broad quality standards are elaborated in this article; they are Service Quality, 

customers’ satisfaction, stakeholder’s measurement, collaboration, ISO Standard, 

Research and publication, and curriculum content, process and output. 

 

Service Quality 



3 
 

 

The dimension of quality and the measurement approach to the service quality are still 

been debated and unsettled. Despite of the on-going debates, many researchers have 

agreed on the importance and the significances of service quality for organizations to 

achieve higher customer satisfactions. Perception of service quality has become 

paramount strategic importance for an organization due to its influence on the post-

enrolment communication behavior of the students (Marilyn, 2005). Institutions must 

seek to assure the quality of services provided. The heart of the institution is the 

lectures/seminars and professional intellectual dialogue; however, these cannot 

effectively take place if the basic needs of students such as facilities remain unmet. 

Following indicators might be used in service quality measurement; good management, 

friendly bureaucracy, qualified teaching staff, professional administration staff, up-to-date 

facilities and satisfying services.   

 

Customers’ satisfaction 

In many instances, understanding of students perceptions and expectations would assist 

the institutions of higher learning to create a conducive study environment with minimum 

complains or dissatisfactions. Many researchers agree that it is important to understand 

expectations and values of students in HE (Telford and Mason, 2005).  Aldridge and 

Rowley (1998) explain that good quality education provides better learning opportunities 

and it has been suggested that the levels of satisfaction or dissatisfaction strongly affect 

the student’s success or failure of learning. Highly satisfied customers are expected to 

spread a positive word of mouth about the institutions, thus attracting new applicants with 

lower marketing costs. In this point customer feedbacks, particularly concerning the 

university’s weaknesses and shortcomings and outstanding non-compliances are 

deliberated upon. Quality objectives which have been met or surpassed are changed to a 

higher target in order for the university to aspire and work towards still better 

achievements the following year. For quality objectives which are not met, the reasons for 

failure and ways to overcome problems relating to it are discussed and resolved, with 

responsibilities assigned to respective officers or departments for action to be taken.  

 

 

Stakeholders Measurement 
 

The way of global stakeholders seeing university quality is how graduates transfer their 

knowledge, competencies and skills into workplace. A high adaptability of the graduate 

with the current advancement of ICT is important values that graduate should be 

attributed, however stakeholder were complaining that universities could not meet their 

expectation. Cheng (2005) argue that big reform in HE must be performed to meet the 

stakeholders’ satisfaction, and market competitiveness, with most policy efforts directed 

towards ensuring quality and accountability to the internal and external stakeholder. In 

addition, there is an urgent need of a comprehensive framework for understanding the 

impacts of rapid developments and advancing implications for reforms and innovations in 

education.  
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Collaboration  

Many universities in Asia such as Singapore, Thailand, Malaysia, Indonesia and others 

are precedence to collaborate with universities from developing and advance countries. 

The collaboration areas include: curriculum, teaching and learning, pair research, journal 

publishing, annually conference, library services, expertise, staff and student exchange 

program. Continued networking with international counterparts through various means of 

collaborative efforts keeps the university on par with other institutions in terms of 

collaborated areas and local universities can benchmark their program with strategic 

collaboration with foreign universities. Hospitality educators need to study the content of 

other hospitality program for added value of knowledge. Others benefits of collaboration 

with others universities are up-to-dating scientific issues, improving site quality and 

sharing experience and networking.  

 

ISO 

ISO is a series of international guidelines and standards designed to be used for the 

evaluation and certification of organizations that have implemented a quality system. The 

ISO reflects the adherence to international requirements as well as an external form of 

assessment through an internationally certified party audit. Since the ISO standard is 

generic and non-prescriptive, it gives flexibility for the organization to put in or remove 

its own requirements within university structure, as it evolves with time. The ISO 

standard also allows for consistency, transparency, and accountability, and it abides to 

ethics. This certification marks the institutionalization of a Quality System and the 

beginning of a Quality Era for the University. Main frame of ISO standard includes meet 

the requirement to be evaluated by ISO, follow the rule of national ministry, meet quality 

management system, meet the internal quality system and meet the national quality 

system.  

 

Research and Publication  

 

Quantity and quality of researches conducted by university will strengthen the university 

existence and promote the university to higher level of qualification. Audition process in 

this criteria include the percentages of academic staff being involved in research, years of 

research experience, number of awards and recognitions, rate of papers published in 

refereed and cited journals per year per staff, research grants and expenditure. The 

researchers conducted should show real contributions to local and national education, 

economic, agriculture and assists problem solving in societies and in government policy 

and development program. Publications on highly credited international Journal are a 

valuable credit to increase university qualification. More many citation quoted from the 

publication will be more quality value gained.  
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Curriculum content, Process and Output 

 

Quality in HE mainly would refer to the quality in education experiences gained by the 

customers (i.e. the students) during their duration of studies in the institution. Quality 

education in a HE, would be reflected by the quality of graduates produced by the 

institution through the professional qualifications, the technical and soft skills, and 

equally important, the right attitude, moral and ethical values. The stakeholders’ 

satisfaction and expectations much depends on the curriculum design, methods of 

teaching and learning and quality output of universities. These challenge come to the 

recent trends of HE to assure and indentify the competencies and soft skills being 

developed at university.  

 

Global challenge of job competitiveness requires university graduates to be attributed 

beyond their knowledge and technical skills. The undergraduate students must be 

prepared with the soft skills during their time in third-level education to ensure that it is 

relevant to the job market and the outside world (UNESCO 2007). This practical concept 

is in line with the policy of National Ministry of Education Indonesia number 232/U/2000 

about regulation of HE Indonesia and PP No. 19 year 2005 about national standard 

education classify that universities are emphasizing students to acquire their competencies 

and soft skills.  

 

Noble 2001 and QCA 2001 verify that students competencies and skills carried out been 

how to come out with the outcome of university that produces employability, good 

citizenship and lifelong learners. As displays in the Table there is an agreement of the 

substance of core competencies between QCA (2002), MQF (2005) and Sistem Penjamin 

Mutu Perguruan Tinggi (2005).   

 

Table: Graduate quality output of university graduate according to UK, Malaysia and 

Indonesia 

UK MALAYSIA INDONESIA 

Good Citizenship Responsible Society 

member   

Good Society Member 

Employability Valuable Human Capital Knowledgeable 

Life-long learning Life-long learning Able to applied his/her 

knowledge and skill  

 Employability Independent 

  Spirit of exploration 

  Willing to be developed 

QCA (2002) MQF (2005) (Sistem Penjamin Mutu 
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Perguruan Tinggi 2005). 

 

Figure 1 illustrates that curriculum content and teaching learning process provide students 

with main competencies and soft skills outcomes and nurturing gradates with three main 

quality standard they are; a good citizens, employable employee and lifelong learner. 

 

Figure. Curriculum Content and Quality output of HE 

Conclusion 

HE has seen a remarkable growth in the recent years as reflected in the steep rise in the 

number of institutions offering programs in all level academic degree. Customers, 

stakeholder, public and people who in charge of quality system have to pressure these 

institutions to play a major role in producing the right quality and put down quantity 

target at the second priority. The quality standard should reflect the customers and 

stakeholders expectations, and update with global advancement.  Improving quality very 

much depend on political will and decision of policy maker in HE.  Staff professional 

training and awareness program of global innovation might be a start point of a university 

to move and then run in order to take position just behind others medium credited 

university 

 

Some questions are now addressed to our local university and government: Does a local 

university in our province meet the quality standard? What level of qualification of our 
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local university today? Is there any political-will of policy makers of local universities 

and government to take apart in quality competition of HE? 
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