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Abstract

Higher education’s quality management requires an understanding of the needs of end users
(customers, interested parties) and involves the application of new methodologies for the formation
and implementation of strategic plans in order to meet the needs of external (employers) and internal
consumers (students and teachers). The purpose of the academic paper is to investigate the current
state of quality management of higher education based on the study of the requirements of different
interested parties’ groups by surveying consumers of educational services in Ukraine. The
methodology is built on the basis of interested parties’ theory and TOM (Total Quality Management)
methodology in quality management of higher education. The methodology has been used to study the
requirements of the administration and departments of higher educational institutions (HEI), students
and employers in Ukraine towards quality of education. The methodology is based on a survey, which
involves the formation of a structure of customers’ requirements (interested parties) and sets of
questions for different groups of customers. Four requirements frameworks have been designed to
meet the needs of consumers of educational services, which ultimately ensures the identification of
priorities and assessment of the overall quality of higher education. The results demonstrate the
implementation of the principle of “student-centered learning” and the protection of key interests of
students in order to obtain and receive qualitative higher education in Ukraine. The spread of the
practice of TQM integration in the private sector has been revealed, which determines the adaptation
of this methodology in the management processes of educational establishments. The presence of a
significant level of dissatisfaction with the quality of higher education in Ukraine has been proven.
An empirical assessment of the significant gap between expectations and actual experience of higher
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education has been made, and the inconsistency of education in Ukraine with the requirements of
interested parties has been proven.

Key-words: TQM, Integration, Knowledge, Educational Institutions, Students.

1. Introduction

The integration of the principles and practices of quality control of higher education
determines the growing importance of quality management methodology (Coates, 2005). The quality
of higher education depends on the challenges of the external environment that arise in the face of
changing labor market needs, including the need for skilled professionals of new professions. Many
young professionals are looking for a decent job, while employers are in search of a specialist with
the necessary skills (Lauder and Mayhew, 2020). This imbalance can be traced in particular through
the management of higher education: higher education institutions with a time lag meet the needs of
the labor market, which dictates the required range of competencies, skills and knowledge. This
necessitates the development of a new methodology for quality management in higher education,
where quality should be considered through the prism of meeting the needs of the labor market.
Compliance with the requirements of employers will be reflected in the growth of employment,
especially in terms of young professionals and specialists. This problem is especially acute in low-
and middle-income countries: for instance, in 2017, in Ukraine and Romania, the share of young
people who do not receive education, are not employed or do not study is 16.47% and 15.15%,
respectively (World Bank, 2020a). For comparison, in Poland the indicator was 8.13% in 2019, in the
Czech Republic — 5.66% in 2019 (World Bank, 2020a). Herewith, the indicator of state expenditures
per 1 student of a higher educational institution was 34.46% and 26.09% of GDP per capita in 2016
(World Bank, 2020b). In Poland and the Czech Republic, the indicator was 25.41% and 20.34% in
2016, respectively (World Bank, 2020b).

The quality management of higher education, in particular the formation of a strategic plan,
requires an understanding of the needs of end users (customers, interested parties). On the other hand,
management involves the application of new methodologies for the formation and implementation of
strategic plans in order to meet the needs of consumers, both external (employers) and internal
(students and teachers) (Budiharso et al., 2020).

In this scientific article, the methodology is used to study the requirements of the
administration staff and departments of universities, students and employers. In fact, such aspects as:
process, product and market are taken into account. The methodology makes it possible to study
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various components of quality in higher education, namely: 1) technical, regulatory requirements and
methods of quality management and processes; 2) social and behavioral components (philosophy,
strategic quality planning, customers’ focus, culture and human resources). For quality assessment, a
system approach and a customer-oriented approach have been used; they provide for quality
assessment at the stages of formation of input variables, process and output variables.

The purpose of the research is to examine the current state of quality management of higher
education by studying the requirements of different interested parties’ groups by surveying
consumers of educational services in Ukraine. The practical significance of the results lies in the
possibility of using the identified requirements of interested parties in the development of a
methodology for quality management of higher education by public authorities. The practice of
assessing the quality of education in Ukrainian higher educational institutions provides for limited
quality management, forasmuch as it partially assesses the quality of education by students and

provides for a sample survey of graduates, teachers, employers, employees.

2. Literature Review

Various methodologies for quality management of higher education have been proposed in the
scientific literature. It is worth highlighting the basic ones, namely: the method of analyzing
hierarchies to determine the priority needs of consumers, develop strategies, plans and qualitative
characteristics of the quality of education (Budiharso et al., 2020); comprehensive methodology for
monitoring the quality of educational programs (curricula) in higher educational institutions based on
a survey of interested parties (Belash et al., 2015); methodology based on comparative longitudinal
studies, surveys and mixed methods of studying the quality of higher educational institutions (Leiber
et al., 2015); agent-oriented methodology, which provides for the development of a system for
monitoring the quality of higher education and web mining as a method of collecting data on quality
(Qin et al., 2020); data analysis methodology for assessing the quality of university departments’
performance in order to identify the level of efficiency and transparency of operation (Martin, 2006);
contextualized methodology for assessing the quality of higher education based on 10 key interested
parties’ questions (Nygaard and Belluigi, 2011); methodology for assessing the sustainability of a
higher educational institution to characterize the functioning of the establishment in the context of the
economic, environmental and social component (Madeira et al., 2011); methodology for recording
data on students’ involvement in quality management (Coates, 2005); methodology based on Total

quality management (TQM), evaluating principles and basic concepts in order to display the state of
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functioning of a higher educational institution in comparison with others over a certain period of time
(Kanji et al., 1999; Flores-Molina, 2011); methodology based on multicriteria analysis and modeling
of disaggregation of benefits, which takes into account the acceptance of the student in the labor
market (Politis and Siskos, 2004).

The issues and practice of integrating the concept of TQM in the quality management of
higher education have been discussed in the scientific literature since the early 1999s (Kanji, Malek
and Tambi, 1999; Flores-Molina, 2011). Since 2013, there has been an increased level of interest in
quality management based on the TQM philosophy, especially in developing countries (Papanthymou
and Darra, 2017). This is due to the compliance of the methodology with the goals of educational
institutions, expectations and the new role of educational establishments (Papanthymou and Darra,
2017). TQM is actively integrated in developing countries as a relatively new and effective
methodology for quality management of higher education (Ratna Sari Dewi et al., 2020; DiZinno et
al., 2020; Eryilmaz et al., 2016; Sahney, 2016). Universities and institutes are considered as systemic
organizations that compete with each other for long-term success. Therefore, the principles of quality
management of education are actively integrated into higher educational institutions, like the practice
of corporate governance of corporations, which take into account the interests of all interested parties
(Sahney, 2016). As a result, researchers propose to use integrated customer-oriented models of
education quality management based on TQM methodology. Service and quality of educational
services taking into account the needs of consumers is a central priority in this methodology.
Consequently, the TQM methodology takes into account the theory of interested parties in the context
of transforming the culture of the organization and focusing on the values of different groups of end
users of educational services that affect the quality of educational services and quality management
(Hickman and Akdere, 2017). “Total Quality Management (TQM) is a philosophy that focuses the
firm on satisfying the customer by improving organizational processes to improve quality of products
and services while meeting predetermined standards” (Hickman and Akdere, 2017). End-user focus is
recognized as an important factor in ensuring the quality management of higher education; it is an
innovative strategic direction in the context of studying interested parties’ interaction (Shams, 2017).

TQM involves the use of the following methods, namely: 1) Gap Analysis techniques
(SERVQUAL) to identify the characteristics (components) of quality and problems in ensuring
quality management (Sahney, 2016); 2) quality functions to determine a set of characteristics or
quality components according to the needs of interested parties (quality function deployment (QFD)
(DiZinno et al., 2020); 3) interpretive structural modeling (ISM); 4) and path analysis to determine
the priority of quality components (Sahney, 2016). The outlined methods and techniques of analysis
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form a model of TQM (Sahney, 2016). The basic approaches to the study of TQM methodology are

as follows: customer-oriented (Sahney, 2016) and inductive constructivist ones (Shams, 2017).

3. Materials and Methods

This academic paper is based on the theory of interested parties (Hickman, L., and Akdere,
M., 2017) and the TQM methodology (Sahney, 2016; Shams, 2017) in quality management of higher
education. The quality of services in the TQM methodology is the basis for ensuring the
competitiveness of higher educational institutions and a strategy for quality development of
universities. Value formation for interested external (employers, developers of state quality
management policy) and internal parties (administration staff, teachers, students) is becoming an
increasing priority. This is due to such trends, as: 1) globalization of educational services and
students’ mobility, migratory flows of students; 2) increasing demands of employers to the
qualifications, skills, competencies of employees; 3) the emergence of new professions with new
competencies, the formation of which is not provided by higher educational institutions during the

educational process.

Table 1 - Customer Requirements Constructs and Items for various Customer Groups

Number of

Customer Group | Constructs and Items and Constructs

Items
1. Tangibles: proper physical facilities / infrastructure, salary, benefits.

S 14 items 2. Attitude: effecti_ve proble_m solving / pomplaint handling, cordial intgrpe_rsonal relations, information sharing /

Administrative/ rouped under exchange, supportive superiors, evaluation procedures and proper monitoring systems.

Supporting Staff ?Hactors 3. Delivery: autonomy of work and freedom, in-service development and training, individualized / personalized attention.
4. Reliability: practice consistency, clearly specified policies and guidelines, firmly and fairly enforced rules and
regulations
1. Tangibles: appropriate physical facilities / infrastructure, adequate equipment and facilities, salary, benefits and
allowances, efficient and adequate teaching assistants / project help and secretarial help.

19 items 2. Competence: effectivg classroom management, proper classroom procedures, opportunity, control for curriculum

Faculty grouped under development or preparation.

3. Attitude: effective problem solving / complaint handling, proper monitoring systems, cordial interpersonal relations,

5 factors . o . e . .

4. Delivery: in-service training and development, continuous personal growth, politeness and courtesy, orderly
environment conducive to teaching, individualized / personalized attention.

5. Reliability: fairly and firmly enforced rules and regulations, security of job, recognition for work carried out.

1. Competence: appropriate physical facilities and infrastructure, faculty’s expertise, faculty’s teaching ability and skills,
sufficient faculty and support staff.

2. Attitude: effective problem solving, orientation towards achievement, healthy competitive environment, willingness to
help, politeness and courtesy, collegial and cooperative environment.

26 items 3. Content: learn to apply, clarity of course objectives, relevance of curriculum to future needs, flexibility of knowledge

Students grouped under being cross disciplinary.

5 factors 4. Delivery: ease of contact / access to teachers and administrative staff, effective classroom management, adequate and
appropriate classroom procedures, responsiveness, reward structure / recognition for work done, Record keeping on
performance, orderly environment.

5. Reliability: clearly specified values and aims, consistency of practice, clearly specified policies / guidelines, fairly and
firmly enforced rules and regulations, adherence to course objectives.
1. Tangibles: appropriate infrastructure for conducting placements, visually appealing environment, sufficient staff /

15 items support staff.

| 2. Competence: teaching expertise, core / basic knowledge, specialized / advanced knowledge, decision making ability,

ndustry grouped under S T .

2 factors comm_unlcatlon §k!l!s, interpersonal skll_ls. o o
3. Delivery: flexibility of knowledge being cross-disciplinary, courtesy, ease of access to the institution.

4. Attitude: risk taking ability, desire to continue learning, ethics and morality.

Source: (Sahney, 2016).
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The methodology is based on a survey by forming constructions of customers’ requirements
(interested parties) and sets of questions for different groups of customers (Table 1). The
requirements are designed to meet the needs of all interested parties; this ultimately ensures the
identification of priorities and assessment of the overall quality of higher education.

An electronic questionnaire with developed sets of questions was sent to respondents of
Ukrainian universities; they were randomly interviewed about the requirements for quality
management in higher education. All interested parties took part in the survey, namely: National
Technical University of Ukraine “Igor Sikorsky Kyiv Polytechnic Institute”, Taras Shevchenko
National University of Kyiv, Sumy State University, National Technical University “Kharkiv
Polytechnic Institute”, Lviv Polytechnic National University. In total, 20 representatives of
administrative staff, 50 employees of various faculties, 520 students and 60 representatives of
employers of Ukraine took part in the survey. The students include representatives of such
professions, as: engineers, logisticians, economists, civil engineers, labor protection engineers,
specialists in logistics. Respondents representing employers were identified by evaluating internship
programs between employers and universities. A letter with a link to an electronic questionnaire to
assess the quality management requirements of higher education was sent to the e-mail addresses of
HR-managers of companies (posted on the websites of companies-employers).

The questionnaire provides an opportunity to assess the expectations and actual learning
experience for each statement. Respondents rated each statement on a five-point scale, where 1 is
“bad” and 5 is “excellent”. Respondents-employers also assessed the expectations from graduates and
the actual work experience for each statement. Statistica 22.0 software was used to process the results
of the survey of different interested parties’ groups. The main methods for the analysis of the
identified requirements were used as follows: Cronbach’s o was chosen for checking the reliability of
the constructed sets of questions, Pearson correlation for assessing the reliability of perception and
analysis of the requirements of interested parties. The coefficient of determination and Fisher’s
statistics with the accepted level of significance of 5% error was used to assess the adequacy of the

constructed regression model.

4. Results

4.1. Quality Management of Higher Education in Ukraine

The higher education system in Ukraine neither ensures the value of educational services nor
takes into account the needs of internal and external interested parties. Applicants and students do not
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understand the value of education. The formality of higher education in Ukraine is a common practice
among applicants. Along with this, the labor market needs specialists in agriculture, industry,
construction, forasmuch as there is a stable shortage and high demand in the specialities outlined. At
the same time, higher educational institutions offer obtaining higher education for such specialties, as:
economist, lawyer, manager, marketer, banking sector worker. On the one hand, there is a stable
acute shortage of highly qualified personnel in the labor market, in particular, technical specialties; on
the other hand, highly qualified personnel do not meet their own needs in a decent level of wages.

The quality of educational services in Ukraine is regulated at the state level through surveys of
students according to the following criteria: the level of students’ satisfaction with the quality of the
educational process; components that need improvement; shortcomings in the structure of educational
processes; lack of activities. In addition, the quality of higher education is assessed at the local level
through surveys of universities on the quality of the educational process, the quality of teaching and
learning, advantages and disadvantages, distance learning (students and staff), surveys of graduates
on the quality of education, employers and company representatives. The quality of education is
assessed by Ukrainian higher educational institutions on the basis of developed and approved
regulations on the organization of assessment by applicants for higher education of the quality of
educational activities in the study of academic disciplines, taking into account the Standards and
Recommendations for Quality Assurance in European Higher Education Area. On the one hand, the
assessment of the quality of education ensures that the interests of students and teachers are taken
into account. However, it does not take into account the interests of external interested parties, in
particular, employers. Standards and recommendations for quality assurance in European Higher
Education Area stipulate that students are the main stakeholders in the internal quality assurance
system of higher education. Consequently, Ukrainian higher educational institutions implement the
principle of “student-centered learning” and protect the key interests of students in order to obtain and
receive qualitative higher education. Thus, the practice of assessing the quality of education in
Ukrainian higher educational institutions involves limited quality management, forasmuch as it
partially assesses the quality of education by students and provides a sample survey of graduates,
teachers, employers, employees.

The modern system of quality management of education does not take into account the needs
and requirements of scientific and pedagogical staff (in terms of wages and working conditions) as
well as employers. This primarily leads to the reduction in the level of popularity of the teaching
profession, decreasing the number of human resources in the context of the appropriate material and
technical support of higher educational institution’s employees. For instance, the number of graduate
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students in Ukraine has begun to decrease from 2010 to 2019 by an average of 5% annually; the
number of doctoral students decreases annually by 7% from 2014 to 2019 (State Statistics Service of
Ukraine, 2020). Accordingly, the number of HEI graduates per 1 postgraduate student and 1 doctoral

student is reduced (Figure 1).

Figure 1 - Dynamics of the Number of HEI Graduates per 1 Postgraduate Student and 1 Doctoral Student in Higher Educational
Institutions of Ukraine in 1991-2019, Persons

400

persons
=)
[
o

130
100
50
0lll----llllllllllllllllllllll
-—cr»lrc-.-rr.\ogggov—crl(n-fln\olooo\o-—r~1rﬂ<-9\n~or--oa0\
ﬁﬁﬁﬁﬁﬁﬁ i -t -
2222223288888 88888ccccco5o55 o
o e e e e e e e N NN Na e e o o e e e Be Ba Ba Ba Bl s B BN o B o)

B Number of HEI graduates per 1 graduate student, persons
Number of HEI graduates per 1 doctoral student persons
Source: It has been calculated by the author on the basis of the State Statistics Service of
Ukraine, 2020).

Let’s consider the practice of assessing the quality of education in Ukrainian higher
educational institutions in order to identify the requirements and needs of all groups of customers of
educational services. For instance, National University of Water Management and Environmental
Management assesses students on ensuring the quality of education, educational programs (curricula)
and processes, optimization of the class schedule, quality of teaching and learning, a new knowledge
assessment system, advantages and disadvantages of dual education, distance learning, quality of
foreign language training, questionnaires of coordinators of quality assurance of education, research
and teaching staff (National University of Water Management and Environmental Sciences, 2020).
Survey on the quality of education of Sumy State University provides an assessment of the quality of
the organization of educational activities in the study of academic disciplines (Sumy State University,

2020). Mykolayiv National Agrarian University evaluates the quality of education through surveys of
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students and stakeholders, including applicants, degree-seeking students of the first and third levels,
graduates, teachers, employers, employees (Mykolayiv National Agrarian University, 2020). The
survey includes an assessment of the following components of the quality system, namely:
assessment of image and brand perception; study of motives for entry; quality of educational process
and organization of practical training; assessment of the quality of education; assessment of the
quality of training staff; assessment of the quality of teaching and learning according to the
educational program; corruption in HEI.

Analysis of the current quality management system of higher education in Ukraine shows the
impact of international standards and requirements for quality assessment based on the principle of
“student-oriented approach”, which transforms the state policy of quality management. At the same
time, the spread of the practice of TQM integration in the private sector leads to the adaptation of this
methodology in the management processes of educational establishments (Figure 2).

Figure 2 - Methodology for Quality Management in Higher Education: The Process of Integrating TQM into Management

Process > Product ! Market
y l ; A
Students’ Teachers’ Labor market
requirements requirements requirements
y
National and global government policy Private sector
e B
requirements challenges and market
| TQM I
| integration in private |
e e e s 4

Source: It has been compiled by the author.

As a result of changes in private sector management, employers’ requirements for graduates
are changing, and, consequently, the labor market is being transformed. Changes in the labor market
lead to changes in educational products. With the simultaneous influence of international and national
demands for the assessment of the quality of management, both the requirements of the scientific and
pedagogical staff of the university and the requirements of students for educational products and

services are changing. If in Ukraine, students’ requirements for the product and process are taken into
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account through the provisions developed and approved at the local level of HEI education

assessment, then the requirements of employers and the labor market are leveled down.

4.2. Total Quality Management in higher education of Ukraine: Customer Requirements
Constructs analysis

In order to assess the requirements of different interested parties’ groups for the quality of
education in Ukraine, the assessment of perception and the assessment of actual experience for
different consumers’ requirements were compared. As a result, a gap was revealed between the level
of expectations (requirements) to actual experience in the course of receiving educational services by
students, the provision of educational services by scientific and pedagogical personnel and
employment of graduates by employers. The level of perception and expectations characterized the
projected quality of educational services by different groups of users. To evaluate the results, a simple
linear regression model was used, where expectations were an independent variable and actual

experience was a dependent variable (See Table 2).

Table 2 - Simulation Results

The group of ,
interested Cronbach Pearson’s Significance | R F Significance
: alfa Correlation

parties

Administrative Percept!on -

staff Perceptlon minus 0.702 0.805 0.000 0.711 | 85.120 | 0.000
experience (Gap)

Faculties Perception

Efeﬂigi,';'ii;”d Perception minus 0.745 0.801 0.000 0.624 | 204.744 | 0.000

staff) experience (Gap)
Perception

Students Perception minus 0.699 0.825 0.000 0.689 | 245.082 | 0.000
experience (Gap)
Perception

Employers Perception minus 0.578 0.218 0114 0.047 | 1.358 0.203
experience (Gap)

Source: It has been calculated by the author.

For three of the four interested parties’ groups, namely administrative / supporting staff,
faculty and students, regression analysis showed a very significant correlation with a p-value less than
0.05, indicating that the hypothesis of no linear relationship between the two variables were rejected.
The value of R? was greater than 0.50, and this indicated the conformity of the linear model
(coefficient of determination). The value of F was large, and when the value of p for F is less than
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0.05, the linear dependence was quite significant. For the fourth group of customers of educational
services, that is, employers, the linear relationship was statistically insignificant. However, this is due
to the small sample size. From the first three cases it can be concluded that the study of the gap
between perceptions, expectations and actual experience as a predictor of the quality of education and
service is relevant. However, in the case of employers, expectations do not explain the actual
experience, which means a complete mismatch between the requirements of employers towards
professionals. However, to ensure parity, it has been concluded that actual experience can be a
predictor (forecast assessment) of the quality of service and education, as well as expectations
regarding the quality of services. The assessment of perception was compared with the assessment of
expectations of the actual experience of each interested parties’ group, and, thus, the quality of
service and educational services / gap was assessed. The reliability of the scale was evaluated by
calculating Cronbach’s a; the dimensionality of the sample was checked using factor analysis, which
was conducted on the basis of each correlation matrix to assess the perception of the quality of
education by different groups. Prognostic reliability was analyzed by correlation analysis. Thus, the
prognostic reliability, dependability and dimensionality of scales have been analyzed, as well as the
one-dimensional and two-dimensional analysis for definition of gaps in educational services of higher
educational institutions has been carried out. It should be noted that negative evaluations have been
obtained for all categories of customers with a higher level of expectations than their evaluations of
actual experience. This indicates the need to improve the quality of higher education and develop
design features to ensure quality management in higher education based on the TQM methodology.

5. Discussion

The analysis of scientific investigations makes it possible to understand the TQM
methodology as a philosophy, a concept of quality management in higher education. TQM is based
on the theory of interested parties in order to ensure the competitiveness of educational institutions,
improve the quality of services, processes and educational products. The growth of the quality level is
due to the measurement of quality components, the formation of priority values for all groups of end
users in accordance with their needs and requirements.

The analysis of the scientific literature proves the lack of full-fledged investigations of
modern practice and the state of quality management in higher education based on the TQM
methodology in countries with economies in transition. Some investigations study this issue in

developing or advanced countries, which eliminates the features of quality management of
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educational services in transition economies. Therefore, it is important to study the requirements of
different interested parties’ groups by surveying consumers of educational services in Ukraine in
order to assess the state of quality management.

The study conducted proves the existence of a significant level of dissatisfaction with the
quality of higher education in Ukraine, in particular, by employers. This proves that developing
countries primarily need to ensure the quality management of higher education in order to meet the
needs and requirements of students, teachers and employers (Sahney, 2016). The significant gap
between the expectations and the actual experience of all interested groups assessed in this academic
paper proves the inconsistency of education in Ukraine with the requirements of employers. Actual
experience is a predictor of the quality of education in Ukraine. Among the main attributes that need
improvement in the context of quality management methodology the following ones should be
highlighted, namely:

1. For scientific and pedagogical staff: appropriate physical facilities / infrastructure, adequate
facilities and equipment, salary, effective classroom management, proper classroom
procedures, opportunity, in-service training and development, continuous personal growth,
Individualized / personalized attention, fairly and firmly enforced rules and regulations,
security of job, recognition for work carried out;

2. For students: improvement of living conditions, clarity of curriculum Design; curricula
should meet students’ needs in the future, suitability and applicability of curricula to labor
market conditions, flexibility in the application of knowledge, periodic review and planning
of curricula;

3. For employers: specialized / advanced knowledge, decision making ability, communication
skills, interpersonal skills, flexibility of knowledge being cross-disciplinary, ease of access
to the institution, risk taking ability, desire to continue learning, ethics and morality.

This study explains the potential impact of different interested parties’ groups on quality
management in higher education. Similar to the findings in the study of Shams (2017), requirements
have been established that determine the components of potential impact in accordance with the
modern needs and requirements of users of educational services (Shams, 2017).

In Ukraine, as in other countries, all interested parties are interested in new principles and
practices of quality management in higher education due to the need for continuous improvement of
organizations and processes of higher educational institutions (Sohel-Uz-Zaman, 2016). Such need
exists in Ukraine and the practice of assessing the quality of various components of the educational
process, curricula and disciplines proves the importance of using the TQM methodology. Developed
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countries are gradually integrating the use of TQM methodology in order to ensure quality
management in higher education (Ratna Sari Dewi et al., 2016).

This research proves that the barriers to ensuring the implementation of the TQM
methodology are as follows: infrastructure constraints, the limited involvement of interested parties
(employers and teachers) in the assessment and measurement processes of a complex set of indicators
of the quality of education and the process (Papanthymou and Darra, 2017). Along with this, the
advantage of modern quality management practice in Ukraine lies in compliance with international
standards and national regulations of quality assessment, integration of “student-oriented approach”
to quality management. This ensures the implementation of interest parties’ theory in the practice of
quality management and the integration of a new customer-oriented approach that shapes the value of
educational services (Hickman and Akdere, 2017). Despite the limited implementation of monitoring
and assessing the quality of higher education, one can expect the integration of the TQM

methodology in order to ensure quality management.

6. Conclusions

Despite the controversial conceptualization of quality management in education, its relevance
is perceived positively due to the requirements of various interested groups. The concept of quality is
based on “satisfaction of consumers of educational services”. In the context of education, it involves
meeting and exceeding the expectations of customers of educational services, as well as developing a
system that meets and exceeds the requirements and needs. By the way, determining the needs of
clients is the basic objective for various customers of the educational system. The design of the
system is even more complex; it meets the different requirements of the customer and exceeds the
defined requirements with satisfaction of all needs. The problem is complicated by the development
of an integrated model of total quality management in higher education. The scientific article presents
the results of an empirical study conducted to form the main components of quality management in
higher education, taking into account the specific requirements of interested parties with a focus on
both internal and external customers of the higher education system of Ukraine. Reliability and
validity tests have identified factors important to different consumers’ groups, namely: administrative
/ supporting staff and teachers as internal customers, students and employers as external customers of
the education system. After that, a regression analysis has been carried out to assess the perception of

the quality of services and determine the future components of the methodology for ensuring quality
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management in higher education, which would meet the requirements of various internal and external
customers of the higher education system.

Further investigations should focus on developing a methodology for quality management in
higher education in order to integrate TQM, taking into account the interests of all interested parties’

groups in transition economies.
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