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Abstract. The high expectation that Indonesian tertiary education graduates will 

be able to provide human resources is certainly a projection to face the 

demographic bonus in the future. Therefore, universities need to prepare the 

quality of their management. The TQM approach is a quality approach used in 

the internal quality assurance system of higher education institutions in 

Indonesia. The TQM approach is an approach that is oriented towards customer 

satisfaction and continuous improvement. In this system, universities prioritize 

continuous improvement and customer satisfaction. The estuary of this overall 

quality assurance lies in the implementation of a quality culture. 
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1 Introduction 

 

The development of science, technology, and art has had various impacts on various 

sectors of life. The era of disruption with the 4.0 industrial revolution triggered change and 

innovation [1]. This disruptive change also affects the world of education. Despite of some 

weaknesses, Indonesia is quite ready in terms of internet databases to face the industrial 

revolution 4.0 in the world of education [2]. In welcoming this era of disruption, higher 

education institutions have a significant role to build well-qualified human resources with 

undergraduate qualifications. 

The high expectation that Indonesian tertiary education graduates will be able to provide 

human resources is certainly a projection to face the demographic bonus in the future. Based 

on BPS (Statstical Central Bureau) data, unemployment at the college graduate level is 

13.17% [3]. The number of unemployed in Indonesia is 9.77 million people. With a rate of 

13.17%, the total number of unemployed contributed by college graduates was 1,286,709 

people. Although the unemployment rate in the labor force originating from college graduates 

is lower than secondary and basic education, this number is still quite high. Thus, tertiary 

institutions need to prepare all the qualities to adapt their needs industrial world. 

The needs and qualifications of the working world and a disrupted industry will always 

change. Mastery over big-data analysis is now a natural thing to have. The ability to master 

technology and foreign languages is something that cannot be negotiated. Therefore, 
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universities need to prepare the quality of their management. Through Law number 12 of 

2012, it is stated that universities are required to have an internal quality assurance system to 

ensure the quality of their institutions [4]. This law is also supported by the regulation of the 

minister of education and culture number 50 of 2014 concerning the higher education quality 

assurance system [5]. Based on these laws and regulations, the internal quality assurance 

system for higher education is a non-negotiable obligation. 

Quality assurance cannot be separated from the Total Quality Management (TQM) 

approach. Through the TQM approach, satisfaction will be realized by both internal and 

external customers at educational institutions [6]. In education, internal customers are 

educators, education staff, and students. Meanwhile, external customers are parents, 

stakeholders, the community to the government. Satisfied internal customers will provide 

excellent service. Excellent service will lead to external customer satisfaction [7]. In principle, 

the internal quality assurance of a higher education institution will determine the service of the 

college and it will determine customer satisfaction. Quality services in higher education will 

increase student satisfaction [8]. Satisfied students will give testimonials which will boost the 

university reputation. This customer satisfaction is one of the the principles of TQM approach. 

Therefore existing internal quality assurance can rely on this approach. 

The TQM approach is a quality approach used in the internal quality assurance system of 

higher education institutions in Indonesia [9]. The quality culture will be implemented in 

higher education by focusing on customer satisfaction and continuous improvement. Referring 

to the regulation of the minister of education and culture number 50 of 2014, the quality 

assurance system in Indonesia adheres to the PPEPP cycle, stipulation, implementation, 

evaluation, control, and improvement. From this cycle, it can be seen that the TQM approach 

is the foundation of quality assurance in Indonesia. Based on these facts, this study will look at 

the role of the TQM approach in the internal quality assurance system in Indonesian 

universities.  

 

 

2 Method 

 

This is a descriptive qualitative research by using the literature analysis method. The 

references are various findings of research journals regarding TQM in higher education which 

analyzed by the conditions of the existing laws and regulations in Indonesia. Based on this 

analysis, it would be found how the role of TQM in the internal quality assurance system of 

universities in Indonesia. An input strategy will be made so that the existing internal quality 

assurance system can be implemented in all forms of tertiary institutions in Indonesia.  

 

 

3 Analysis and Discussion 

 

3.1 TQM 

 

The world of education is complex because for its various result. Therefore, the application 

of TQM in education requires a special strategy [10], [11]. The results of this education are 

not as clear as the industrial world. High scores do not necessarily correspond to planning. The 

indicators and variables are not as clear as in the industrial world. In his writing, Jagiello states 

that there are many arguments and debates regarding the implementation of TQM in education 

[12]. Educational institutions prepare students as input to become graduates who can have an 



 

 

 

 

impact on society with the knowledge and skills that have been acquired while in educational 

institutions. 

Similar to other educational institutions, higher education institutions also process students 

to have knowledge and skills to become graduates who can have an impact on society. Higher 

education institutions even prepare students to immediately enter the community after 

graduating as experts, skilled workers and professionals, and academics. For this reason, TQM 

is an approach that can be implemented in the world of higher education [13] - [15]. Jackson 

and Sabet's study shows the possibility of TQM in its implementation in higher education 

institutions. 

 

3.2 TQM in Higher Education   

             

Several studies have been conducted to see how TQM is implemented in higher education 

[13], [15] - [17]. Other research on the implications of quality management was carried out by 

Eryilmaz et al (2016) regarding quality management in higher education. This study examined 

quality management at 197 higher education institutions in Turkey. The result is 47% of 

respondents stated that their institution had quality management certification. Based on these 

findings, it can be said that even though quality management has been implemented in high 

schools in Turkey, the task for quality development still seems to require more effort. This can 

be seen from the many higher education institutions that have not been certified for quality 

management. The existing certification is part of the process of controlling and proving the 

implementation of quality management in the institution.  

Furthermore, a study conducted by Sabet et al (2012) which took the subject of 112 

lecturers from five well-known universities in Malaysia found how the TQM concept could be 

translated into the teaching and learning process in higher education. Commitment and 

cooperation are two important keys in implementing TQM which provide many benefits for 

the organization. Cooperation and mutual commitment can develop creativity, ability, speed, 

and assistance from staff. However, it was found that even though many lecturers knew TQM, 

they mostly did not understand how to implement it in their teaching. For this reason, 

institutions need to allocate special funding to develop knowledge and capabilities for this. 

This recommendation is in line with Rowley and Ishijima's who stated that it is very important 

for all staff in higher education institutions to understand their role in holding quality in 

student learning [18], [19]. Although sometimes the mechanisms and frameworks that exist in 

one institution and another are different, the quality issue is something that deserves to be 

underlined [20]. In this case, the integrated TQM has been running, but what is needed next is 

to find out the extent of the integration and implementation of TQM in a tertiary institution.  

 

3.3 Quality Assurance in Indonesian Universities 

      

The implementation of TQM in higher education institutions cannot separated from quality 

assurance for the implementation of the quality management system that is implemented. 

Quality assurance will see how far the success of quality management has been implemented 

in the higher education system. In the quality assurance system, it will be known as quality 

assurance carried out internally and quality assurance carried out by externals. Internal quality 

assurance is carried out by the institution itself, while external quality assurance is carried out 

by institutions outside the institution. In their research, Adamu & Addamu (2012) found that 

internal quality assurance in the form of "internal audit" and accreditation, which are external 

quality assurance, are important elements in the higher education quality assurance system in 



 

 

 

 

Ethiopia [21]. The main objective of a quality assurance system in higher education based on 

Adamu research is to maintain and develop the quality of the higher education institution. 

Internal and external evaluation will be able to maintain the quality or quality of higher 

education institutions and develop it. 

Internal audit plays an important role in the internal quality assurance system in higher 

education institutions. This important role is evidenced by Kettunen's (2012) research on 

internal and external auditing in higher education institutions [16]. In his research, Kettumen 

found that the audit process would help the institution to take corrective action to improve the 

process or maintain it. Through these findings, it can be said that an audit which is an 

evaluation and part of quality assurance can help to maintain a management process in an 

institution and correct errors, and even improve it. The external and internal audit process 

helps the institution to improve its quality on an ongoing basis. Furthermore, in his findings, 

Kettumen stated that the main weakness of external audit is in the management process. 

Internal audit should focus on the process or quality deviations that exist in the management 

process. If any irregularities are found, the leadership may hold a meeting with the team 

responsible for the process to determine a corrective action plan. Looking at the findings, the 

implementation of audit actions based on quality management requires commitment and 

participation from various parties for its implementation. Even though the audit is an 

evaluation step, it still requires TQM to be able to guarantee its quality management. 

Self-assessment in the form of an internal audit needs to be carried out when an institution 

wants to see how its management process is being achieved. Public and private higher 

education institutions can do this in the same way. Cardo so et al (2017) found that higher 

education institutions need to find an internal assessment model that suits itself [22]. Most of 

the higher education institutions simply take without modifying the variables and self-

assessment indicators of the quality management system that exists in Europe [22]. This will 

not suit the needs of the college. Therefore, higher education institutions should make a self-

assessment system under the conditions and situation. 

In Indonesia, internal quality assurance has a very big role in the management of higher 

education [23]. This is stated in law number 12 of 2012 and Permendikbud number 50 of 2014 

[4], [5] whereas higher education quality standards are regulated through the minister of 

education and culture regulation number 3 of 2020 [24]. These existing laws and regulations 

have proven the importance of quality assurance in universities in Indonesia. The diversity of 

types of tertiary institutions in Indonesia requires different types of internal quality assurance 

systems [25], [26]. Thus the existing quality assurance will be by the needs and values of the 

existing higher education organizations. 

 

3.4 Internal Satisfaction 

 

Research on customer satisfaction aims to determine how satisfied customers are with the 

performance of the institution. Customer satisfaction is a paradigm that is quite important, 

because by knowing how satisfied an institutional customer is, the institution will know its 

performance. The quality paradigm becomes a paradigm that becomes the basis for 

implementing services for customer satisfaction [27]. This satisfaction mapping can be carried 

out by internal institutions and people from outside the institution. One of these studies was 

carried out by Temizer et al (2012) which aims to develop and test a Student Satisfaction 

Index [28]. Student satisfaction is assessed from a variety of different aspects, such as school 

description, expectations, the quality obtained, the scores obtained, the level of satisfaction, 

and the overall loyalty of the students. The measurement carried out by Temizer is based on 



 

 

 

 

the ECSI (European Customer Satisfaction Index) provided for Higher Education. Based on 

the research results, if the school management wants to increase student satisfaction and 

loyalty, they must focus on the quality of the products and services they provide and the image 

of the school from the student's point of view. This research conducted by Temizer strengthens 

the writing of Cardoso et al. (2017) which states that many internal performance 

measurements focus on standards originating from Europe. This European standard tends to be 

generalized in its use to measure the achievement of quality management performance in 

higher education institutions. In conclusion, Cardoso et al emphasized how higher education 

institutions together with external assessors can provide space for institutions to develop a 

framework based on the uniqueness of the institution. The internal quality assurance which is 

based on the uniqueness and nature of an institution will of course provide added value and 

refers to the continuous improvement and success of TQM in the institution. 

One of the studies related to the quality of the internal quality assurance system which is 

based on the uniqueness of the institution is the research of Noda (2018) on the restructuring 

of the quality assurance framework in higher education [29]. wherein his findings Noda stated 

that two universities in Japan and Taiwan should maintain transparency to maintain the quality 

of their institutions. Satisfaction from students will make them loyal to higher education 

institutions [8], [30], [31]. Looking at the research, the adaptation of the TQM standard used is 

adjusted to the conditions of existing higher education institutions and continues to be oriented 

towards customer satisfaction. 

Internal assessments goes together with separated from external assessments. External 

assessment is an assessment or evaluation carried out by parties outside the educational 

institution. This assessment can be carried out by the government or by an external assessor 

who has been previously appointed by the educational institution. As in the internal quality 

assurance in England which is implemented by QAA (Quality Assurance Academy) [32]. 

External assessment can be a stimulus for institutions to control their quality management 

through internal assessments [22]. External assessment or institutions that do this are 

institutions that set and monitor standards for higher education institutions, such as those 

implemented by the QAA in higher education institutions in the UK [32]. For this reason, both 

external and internal assessments are an integral part of the implementation of TQM which is 

in the assessment and quality control section of quality management practices in an 

educational institution. 

 

3.5 Theoretical Models 

 

The TQM approach is an approach that exists in the business world. When this approach is 

applied in the world of education, several management theories are borrowed here to make 

adjustments [33]. Based on the above studies, the authors provide an overview of the 

application of TQM in tertiary institutions as follows: 

 
Fig. 1. The Position of TQM  



 

 

 

 

TQM is an approach that includes customer satisfaction, continuous improvement, shared 

commitment, and quality control to implement quality management in higher education [34], 

[35]. To implement these things, a university needs to carry out self-evaluation of internal 

quality audits that are based on standardization of external quality audits [16], [36]. External 

audits at higher education institutions constitute accreditation. Accreditation will be the face of 

quality for higher education to be seen by the public so that universities need to continue to 

improve their quality [37], [38], [39]. 

 
Fig. 2. Position of Internal and External Quality Audit 

 

When establishing a quality action plan, higher education institutions need to base it on the 

standardization of external quality audits or accreditation and also the results of previous 

internal quality audits. Like a loop in the quality action plan process, this will also be a 

benchmark for the internal quality audit that is carried out. But of course, even though the 

institution will be assessed from an external quality audit based on standardization based on 

quality standards that come from the business world, higher education institutions still need to 

make adjustments to their institutional needs to comply with the TQM principles in their 

institutions [40]. To achieve compliance with TQM in educational institutions, the authors 

propose a quality management process as follows: 

 

 
Fig. 3. Proposed Model for Internal Quality Assurance 

 



 

 

 

 

In the above process, a quality audit is carried out after the departments within the 

institution carry out a self-assessment. After a quality audit is carried out when there are 

standards that are not met, a corrective action plan is made. In fulfilling the corrective action 

plan, the department evaluates the progress of the improvements to the quality assurance 

agency. Improvement assistance is carried out jointly so that its achievements are monitored 

and after these achievements are implemented, the department makes a new developmental 

action plan. Through this cycle, TQM elements such as customer satisfaction to continuous 

improvement and quality development will be achieved because a joint commitment to the 

leadership and all departments is needed here. 

 

 

4 Conclusion 

 

The TQM approach is an approach that is oriented towards customer satisfaction and 

continuous improvement. Although this approach is widely used in the business world, this 

approach can also be used in the world of education. Various studies have proven the 

possibility of using the TQM approach in education. In Indonesia, the TQM approach is used 

in the higher education quality assurance system. In this system, universities prioritize 

continuous improvement and customer satisfaction. The estuary of this overall quality 

assurance lies in the implementation of a quality culture. The quality culture that is 

implemented will improve the higher education services, the increased service will continue to 

make universities survive and even develop during the disruption. For this reason, the role of 

TQM in the internal quality assurance system in Indonesia is an implementation basis that will 

continue to be developed. 
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