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Abstract

Background: The purpose of this papers was investigate into the satisfaction from implementation of quality
standards in higher education institutions of Saudi Arabia. Quality is the key factor in achieving accreditation.
Researchers believe that implementation of quality standards is closely related with the satisfaction of the students
and thus quality standards in higher education institutions indirectly plays a pivotal role to improve the outcomes
of the universities.

Method: Hermeneutics, discourse and heuristic were employed for data analysis with the help computer based
qualitative package ATLAS.ti.

Findings: The findings shows that there was a satisfaction about the implementing of quality standards in higher
education of Saudi Arabia in the large universities, however, on the other hand, the also identified that findings
the main reasons of dissatisfaction with implementation of quality standards in some small universities.
Conclusion: The study concludes that implementation of quality standards is yet to be dome due to slow pace and
they are just in papers and yet until now they have not been put into effect in reality.
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Introduction

Quality is the name of excellence that differentiate the product or service rendered by different competing
organizations and it is closely linked with the overall satisfaction of the clients/ users (Zu, 2009). According to
American marketing Association consumer or client is a king, and therefore, organization focus and divert all
their activities towards satisfaction of their customers in order to lock in maximum customers and lock out the
maximum competitors, quality is the competitive weapon which do serve the same if quality standards /protocols
are properly developed and implemented (Baxter & Hirschhauser, 2004).

The word quality is believed to have been derived from Latin qualitas “of what sort” so it is “the standard of
something as measured against other things of a similar kind; the degree of excellence of something”, and quality
is categorized into good quality, poor quality, no quality, whereas, the individual judgment of quality depends on
various aspects, e.g. experience, education, environment (Benner & Veloso, 2008). If an organization do fulfil its
promise and commit as envisioned in its quality statement and policy, it is thus named as quality.

The Islamic teaching also emphasize on the assurance of quality. Do good deeds and show noble virtues, as
Allah is watching you 24/7, fulfil your promise: “and fulfill the promise, surely (every) promise shall be questioned
about.” (Surah al-‘Isra’, 17:34) and, “O you who believe! Why do you say that which you do not do? It is most
hateful to Allah that you should say that which you do not do.” (Surah as-Saff 61:2-3).

The well-known business tycoon of the west and pioneer of the Ford Motors, according to Henry Ford
“quality means doing it right when no one is looking”. So the evidence of good quality is that when the customer
returns and not the product (Grigoroudis & Siskos, 2009).

Though, it is very difficult to define quality in higher education as it complex and complicated and a relative
phenomenon, hence it engrosses numerous difficult- bonds due to its complex oddity (Koilias, Kostoglou, Garmpis,
& Van der Heijden, 2011). Harvey and Green (1993) however, have suggested to use a structural development of
quality, which consists of five dimensions, 1 the Quality as exceptional, 2. Quality as perfection or consistency, 3.
Quality as fitness for purpose, 4. Quality as value for money, and 5. Quality as transformation. Furthermore,
researchers like, Harvey & Williams (2010) added one more attribute named as Quality as transformation.
Similarly, an eminent quality researcher, Corredor and Goni (2010) described quality as “a highly contested
concept that has multiple meanings, which are linked to higher education” that how it is perceived. Besides,
Shrikanthan and Dalrymple (2003) identified a significant relationship between the implementation of quality
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standards and satisfaction by the supervisor in higher education institutions, while Harvey and Green’s presented
the following dimensions of quality: 1. Providers i.e. the funding agencies and community where quality is
interpreted as value for money, 2. The users of products i.e. the existing and future students, here quality is
interpreted in terms of excellence, 3. The users of outputs i.e. employers and this regard the quality is taken as
fitness for purpose, and last but not least 4. The employees working in that area/ sector i.e. the academics and
administrators, here quality is construed as consistency. According to Van Kemenade et al. (2008) quality is to be
described with four parts: 1. the object, 2. standard, 3. subject and, 4. the value, these expounds on four value
systems on the quality and the quality management, which includes the control, the continuous improvement, the
commitment and the breakthrough.

Quality management systems have been established to direct and control an organization with regard to
quality (ISO 9000):2000 (Magd, H., & Curry, A. (2003). The quaity management systems consists of the quality
planning (crireia driven), it defines the standards and determines how to satisfy those standards (Koilias et al.,
2011). It also lays out the roles and responsibilities, resources, procedures, and processes to be utilized for quality
control; quality assurance (prevention driven), it is the review to ensure aligning with the quality standards, an
assessment is provided here, it is planned and systematic quality activities, which provide the confidence that the
standards will be met; quality control (inspection driven), it addresses the assessment conducted during quality
assurance for corrective actions and measure specific results to determine that they match the standards. According
to Shure, Jansen., & Harskamp (2007), it uses statistical process control (SPC), which provides a methodology for
monitoring the process and to identify special causes of variation and signal the need to take corrective action
when appropriate and it it relies on control charts (Feng, Prajogo, Tan, & Sohal, 2006). However, the most
prominent is the concept of organization wide management philosophy i.e. continuously improving the quality of
products / services and its processes. Whilst continuously quality improvement is the responsibility of everyone
who is involved in the production or use of the products or services offered and hence is interested in its quality.

Higher education of any country plays significant role in transformation of the society from fused to prismatic
and then to the diffracted as grouped by Riggs (Heady, 2013) for comparative analysis. It is the education sector
upon which uplift of a nation’s depend for economic growth and development. Higher education produces
graduates according to the precise need of the country in order to cater the local, nation and sometimes international
requirements with regards to different sectors of the economy and considered as the back bone of any economy.
The quality of the produced graduates make a difference. The Saudi higher education systems is gradually moving
ahead towards excellence and therefore, the government is more focusing on the quality of education and not just
merely on the education. The Saudi National Commission for Academic Accreditation & Assessment (NCAAA)
is the official agency established in 2004 with the vision to develop and ensure implementation of the quality
standards in Saudi higher education institutions (NCAAA, 2013). This official accreditation and quality standards
of Saudi Arabia body is working under the board of directors, the members include both from public and private
sector experts i.e. director are drawn from government, institutions and industry professionals. This study was
undertaken to measure the satisfaction of the quality supervisors about the implementing of quality standards in
higher education in Saudi Arabia. This paper relates to the accreditation and quality assurance theme.

Logical Argumentation from the Review of the Literature

Several research studies have been under taken to investigate the relationship between satisfactions from the
quality standard implementation in higher education institutions around the globe in relation to the HEIs
performance, likewise, they found variation and sometime contradictory results. Researchers like, Bou- Llusar
et al. (2009), Tari, Molina and Castejon (2007) and Kaynak (2003) have found positive and significant
relationship between these two significant factors however, researchers like Corredor and Goni (2010); Macinati
(2008) and Benner and Veloso (2008) found results contrary to above mentioned studies, their studies identified
negative relationship between satisfaction and implementation of the quality standards with regards to
management practices especially in the universities.

More recently, several researches in the field of quality in higher education have also been carried out, which
highlight the significant of the related notion. If we explore the history of quality in higher education, we can trace
back the history of application of quality assurance in higher education from the quality assurance schemes in
European Higher Education, which were for the first time introduced respectively in France (1984), the UK (1985)
and the Netherlands (1985) as reported by Westerbeijden et al. (2007).

The significance of the quality assurance in HEIs was acknowledged by the Louvain meeting (April 2009) in
which minister from European union members countries participated, they stressed to enhance quality in European
Higher Education institutions thus universities throughout the Europe adopted external evaluation systems and
also introduced an ISO9001: 2000 certification being integral part of their internal quality management system
(Terziovski, & Power, 2007; Hutyra, 2005; Lagrosen, Seyyed-Hashemi, & Leitner, 2004).

It is believed by the researchers like, Feng, Prajogo, Tan, & Sohal, (2006) and Shemwell et al. (1998) that
quality of the services is diligently connected with the customer’s satisfaction. They further asserted that the
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perceived quality of HEIs depends on satisfaction of the students. Studies conducted by Martensen et al. (2000) in
Europe has used the European Customer Satisfaction Index in order to measure the student’s perceived quality and
satisfaction from their HEIs. Similarly, Sureshchandar et al. (2002) also explored the relation between service
quality and customer satisfaction with regards to perceived service quality whereas, Elliot and Shin (2002) worked
on the positive effect of the quality with regards to the student’s satisfaction and concluded that their satisfaction
plays significant role in motivation, retention of the students besides recruiting efforts. Bigne et al. (2003) found
similar results and found that the overall service quality is significantly associated with students satisfaction, the
findings of the Bigne etal. Were further confirmed by Ham and Hayduk (2003) who reports that there is a positive
association between perception of service quality and satisfaction of the students? Likewise, Suhre et al. (2007)
also investigated the impact of quality on satisfaction of the students and their academic accomplishment and
dropout. They find that student accomplishment largely depends on the program satisfaction inter alia the
metamorphoses in academic ability.

More recently, Lee and Tai (2008) explored some of the critical factors with regards to satisfaction from
quality standards and quality assurance practices in HEIs, which might have significant impacts on the student’s
satisfaction in higher education institutions. Kim and Richarme (2009) while exploring the phenomena of
satisfaction from quality standards implementation in HEIs have find students satisfaction is one of the best
indictors which pave way for improvement and result into the positive financial implications for institutions.
Researcher who are sing the Kano model have observed that there is an asymmetric relationship between quality
and satisfaction (Tsirintani et al., 2010).

Martensen et al. (2000) suggested the use of multi-criteria methodology to understand the dynamism of the
issue of satisfaction from the quality standards implementation. He suggest to connect the features of the quality
of education services rendered by HEIs to the student satisfaction, his model focuses on the several satisfaction
criteria and sub-criteria with varying quality attributes of the services offered by them i.e. the study program,
teaching environment, the staff, and the tools and equipment etc. used during teaching and learning process.
Furthermore, a study conducted by Westerheijden Hulpiau, & Waeytens (2007) have recommended, to link the
proposed multi-criteria with student satisfaction and contends that actions is need to be undertaken to improve the
overall performance of these factors.

Perspective on Quality Standards in Saudi Arabian HEIs

The Saudi agency NCAAA for quality implementation in HEIs was established in 2004 as an independent authority
for accreditation and quality assurance by Higher Council of Education of the Kingdom of Saudi Arabia. The
NCAAA is responsible to set out by-laws in the field of Higher Education; yet, in general its description of
responsibilities include its role in the system of accreditation and quality assurance, whereas its key role is to
establish standards, criteria and procedures for academic assessment and accreditation besides provision of training
and support to the faculty and staff responsible for establishment and development of quality assurance systems in
HEISs; furthermore, NCAAA also evaluate and assist the HEIs in development of quality assurance documents and
reports that are needed for their accreditation process; the NCAAA is also responsible to manage and coordinate
the external accreditation reviews of the specific programs as well as that of the institutions. The quality
establishment and development process id done in three stages, 1: The System for Quality Assurance and
Accreditation, 2: Internal Quality Assurance Arrangements, and 3: The External Reviews for Accreditation and
Quality Assurance (NCAAA, 2013).

Al Arefa &Wagqran (2007) identified lack of activate usage and implementation of the modern information
systems in all administrative processes as cause of poor implementation of the quality standards in Saudi
universities, he further pointed out that there is no additional incentives program for the people involved in the
quality department of Saudi universities in order to encourage their productivity and further to improve the
efficiency by adequately and timely implementing the standards, furthermore there is lack of awareness and in
capacity and incapability on part of the administration with regard to quality concepts. Likewise, there is lack of
proper training facilities and refresher courses and workshops to raise the level of awareness about significance of
quality and to enhance the knowledge and skills of the quality related professionals.

Al Harbi (2002), while investigating the reason of dissatisfaction of the students from the quality standards
and quality assurance practices have observed that there is no or very weak culture among teaching staff which
needs their orientation through arrangement of workshops, seminar in order to cultivate new culture of quality in
the universities. He also posited out lack of incentive program as major barriers towards increasing the teaching
capabilities and promoting the academic research.

Further, he contends that there is need to improve the skills and knowledge of information technology in
education besides continuous development and review of the curriculum and course contents. Agreeing to the Al-
Harbi (2002), Al Arefa &Waqran (2007) further reports satisfaction of quality is also related with the physical and
infrastructural facilities with regards to classroom facilities in terms of illumination, ventilation and availability of
technology.
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With this context, the review of the literature highlights that most of research studies have been conducted in
western context that explored the relationship between these two factors yet, there is a dearth and merely very few
studies can be found in in the gulf perspective.

Despite the dearth of literature, however, some of the studies in Saudi perspective have identified that
following weak areas responsible for weak or otherwise slow implementation of the quality standards in HEIs of
Saudi Arabia, these include, customer/ students have no role in measuring the HEIs performance, and thus they
have no effect on the organizational performance, however the top management is committed which is a positive
sign of transformation and modernization of these institutions (QAAAU, 2009).

Thus the major determinants along with the criteria and sub criterial emerged from the literature review after
operationalization that measure the students satisfaction from the implementation of quality standards in HEIs of
Saudi Arabia are presented in the below table-1 that describes the critical factors of the issue under study.

Table-1 Determinants of student’s satisfaction along with criteria and sub criteria

Criteria for assessment of student’s satisfaction from Sub-criteria
Implementation of Quality Standards in HEIs.
Criteria
1. Program of the Study Adequacy of the program,
Organization of the program,
Workload of the program,

Profession -Contiguity,
Course Revision and update,
Modules variability

Kindly behavior,
Preparation adequacy,
Communication Skills
Teaching methodology,
Objectivity in delivery
Availability of teachers in office
Building adequacy/ suitability,
Other facilities,

Education material
Laboratories adequacy,
Laboratories timing,

Library timing

Library / reading room,
Borrowing Procedure,
Digital Library System
Correspondence
(conventional/online),
Kindly Behavior,

Clear informing

Service Speed/ Reliability
Expectations of Students,
Recognition by Students,
Representation-Promotion
Source: Developed from the Review of the Literature of the Current Study

2. Teaching Staff

3. Physical Infrastructure/ Equipments

plrsrmoaocor|meoaoop|me e o

4. Administration and its Services

5. Credibility/ Fame

coplae o

Methods and Tools

In order to understand the issue under investigation, Review of the existing literature was done. Likewise,
according to the qualitative research approaches of data analyses, the researchers have examined, categorized,
tabulated and recombined the data with the help of hermeneutics (James, 1992), discourse (Max, 1990) and
heuristic (Moustakas, 1990) analyses.

In a later step, the computer based software ATLAS.ti was employed for qualitative data analysis by feeding
the major concepts and variables of the study into ATLAS.ti. Coding, extraction of quotes and memos creation
was done with the help of ATLAS.ti.

The schematic diagram of theoretical framework given below explain the association between DV and IVs
in the background of satisfaction about implementation of quality standards in higher education of Saudi Arabia.
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An analyses of measure of Satisfaction from the Implementation of
Quality Standards in Higher Education Institutions of Saudi Arabia

4 ™
Implementation of Quality Standards in HEIs
Criteria
|- Program of the Study
C Ll
o Teaching Staff
i v Staisfaction
¢ | Physical Infrastructure/
1 Equipments
a
t
i Administration and
o its Services
i Role of Demographics
|_ Credibility/ Fame
\, v,

Schematic Diagram of the Theoretical Framework
Figure-1 Schematic Diagram of the Theoretical Framework

Conclusions, Suggestions & Implications

According to a famous saying “there is always room for improvement” because the human created organizations
and systems cannot me marked as perfect, as the perfection only lies with Allah Almighty. Err is to human, so
mistakes, errors, omissions and deficiencies are always expected to be the part and parcel of the human created
organizations and systems. This demand strict watch over, monitoring, evaluation and direction and control in the
form of revisiting the objectives, policies, plans, programs and decisions in order to keep pace in tune with the
modern day changers and challenges. Therefore, it is not only essential rather imperative to keep on improving the
quality of service as one of the most important responsibility and task of the higher education institutions.

Researchers, however, have developed several arguments and these argument which are based on logic also
support their argument that there is close relationship between the service quality and students/clients satisfaction.
Likewise, few of the studies, discussed above, however, contend that the perceived quality of HEIs largely depends
on the satisfaction and therefore, subsequently it is the increasing customer’s/ students satisfaction that leads these
HEIs to an upswing in service quality.

The current study in hand, yet employed the methodology of multi-criteria while analyzing the level of
students satisfaction from the implementation of quality standards in HEIs of Saudi Arabia in order to shed more
light in understanding the association of student satisfaction with characteristics of the quality through a set of
criteria and sub-criteria which represent different dimensions of the quality standards and their implementation
process in the Saudi HEIs.

Based on our qualitative analyses of the related literature, this study has found that there is a slight or marginal
need for improvements as implementation of quality stands in larger universities is smooth as planned, yet, the
results points to confirm the importance of the investigation and analyses of the satisfaction of the students and
their implications that are given to definite quality dimensions of higher education. The study found interesting
results that are consistent with the previous studies for example, students take more interest in the criteria of
satisfaction that consider the demanding level of the students as displayed in the criteria. More precisely, researcher
believes that students give high importance to the credibility and fame of the programs of the study in these high
seat of learnings, because the credibility reflect their complete quality and reliability. Similarly, it is argued that
most of the studies contends that the criteria like, program of the study, the role of the teaching staff, the services
offered the administrative and the equipment and tools are less important.

The study concludes that a one of the most significant indicator of the satisfaction from the quality standard
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implementation for Saudi HEIs could be the adaption of a satisfaction barometer, while evaluating the level of
satisfaction from the quality standards in these higher education institutions. This necessitates the development of
such and system and mechanism that should regularly and frequently monitor the satisfaction of the students and
that should be linked quality policies and actions. The later one may be also associated with the external evaluation
system of the quality standards, thus combination of the internal and external assessments and evaluation will
result into a cohesive and a structured quality framework through which the pace of the implementation of the
quality standards can be accelerated thereby the satisfaction of the students could be achieved which imperative to
earn credibility and good name in the education sector.

With this background, the study suggest that the higher education institutions in Saudi Arabian context, must
follow quality assurance & accreditation as a vehicle to materialize their goals and in smooth implementation of
the quality standards, for this purpose, it is further suggested to disseminate the awareness culture of quality among
their personnel through on the job training programs by employing range of means in order to assure the quality
of their educational services they render meet the national demands in general and the expectations of the students
in particular.

Furthermore, this study suggest that a built in mechanism must be put into quality systems so that through
continuous improvement these institutions could achieve the high level of independence, credibility and stability
and for this purpose they need to develop an overall strategic plan with clear vision for quality assurance. And the
best option to know the quality of educational services they offer is to get an accreditation from the national or
international institutions/ agencies this could pave a way the recognition of these HEIs locally, nationally, as well
as internationally.
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