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CHAPTER 1 

INTRODUCTION 
 

                                                                                                                                                                                                                         

1.1  Overview 
Higher education institutes are undergoing fundamental changes and rapid development. The 

influence of rising costs of health care and education in related organizations and in medical 

sciences universities are apparent and organizations continue to redesign or restructure 

systems to survive in a highly competitive marketplace (Mosaddeghrad, 2005). Customers 

demand high quality services at reasonable and affordable costs. So, managers must find new 

ways to provide services to meet these requirements (Besterfield et al., 1999). Customer 

dissatisfaction and a growing awareness of gaps between actual and ideal service have led to 

intensifying pressure to improve quality (Hermann et al., 2000). Therefore, organizations 

have tailored different managerial approaches to cope with new challenges which are 

presented. Total Quality Management (TQM) is considered one of the most important 

methods adopted by managers in recent decades to make their organizations more 

sustainable, competitive and profitable. . It has been admitted that TQM is not embraced by 

universities as much as industries and governments, particularly in developing countries. 

After successful implementation of TQM in high educational institutes of developed 

countries such as USA, UK and Europe, it is now the right time for full implementation of 

TQM in developing countries. Iran as a developing country has more than one century of 

history in terms of having high education universities and experienced the separation of 

medical sciences courses from non medical ones and established the new universities so 

called Medical Sciences Universities (MSUs) under supervision of ministry of Health and 

Medical Education in 1985. The purpose of this research is to evaluate the extent to which the 

TQM approach is applied in MSUs of Iran and to propose a convenient model for effective 

implementation of TQM to promote the performance of the universities, increasing of 

customer satisfaction and to remain competitive in the region. Also the intention of this 

introductory chapter is to provide the reader with a brief overview of the study. As such, it 

begins with a summarised explanation of the researcher biography, and the need for the study 

at third section. Significance of the study is presented at next section. Contribution of the 

study is another issue which is brought at section five. Finally, at the last section the layout 

and overall organisation of the thesis is presented. 
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The contribution of this study is to produce two major academic and practical contributions to 

knowledge related to implementation of TQM. Following standpoints will be discussed: 

1) The important issues of TQM (e.g. top management commitment, customer 

satisfaction, training and developing the employees, the involvement of the 

employees and team working and so on) will be investigated and the 

interaction among them will be discussed. 

2) The possible factors and barriers standing behind the implementation 

of TQM in the MSUs in Iran will be defined and appropriate solutions 

for overcoming such obstacles will be recommended.  

3) TQM implementation models will be reviewed and discussed. The 

convenient model in higher education systems will be used at the 

present research. 

 

 

1.6 Ethical consideration 
For the purpose of this study, all information regarding the identity, position and 

information provided by all respondents participated  at interview as well as 

questionnaire, that are not content to be known to the public will be treated with the 

highest level of confidentiality. So, the information collected may only be used to 

implement this research project and will not be disseminated to the public. 

  

1.7 Structure of the thesis 
As shown in figure 1 the thesis is divided into SIX chapters. The following is a brief 

description of each: 

Chapter ONE: Introduction  

Chapter one provides the overview and presents the need for the study, significance of the 

study, contribution of the study, and then finishes off with ethical consideration as well as the 

structure of the thesis. 

Chapter TWO: TQM in service and Higher Education 

This chapter explains the history and development of TQM, quality gurus, and seven 

TQM models. Also, it describes the characteristics and comparisons of different TQM 

models. Then it explains factors affecting the criteria of the models, benefits, 

shortcoming and impact of the models and also successful implementation of TQM. 
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Moreover, it focuses on the TQM in higher education, barriers to TQM in higher 

education, and measurement of quality at higher education institutions. 

 

Chapter THREE: Higher Education in IRAN 

This chapter aims to familiarize with the history and different types of higher 

education institutions carried out in Iran. The issues that are included this chapter are: 

history of higher education in Iran, university of Tehran, admission of women to 

centres of higher education, higher education management system, types of higher 

education institutes in, higher education credentials, grading system, number of 

students, staff, and enrolments, and finally current challenges in Iranian higher 

education and TQM in Iran. 

 

Chapter FOUR: Methodology and Research design 

This chapter discusses Methodology and research design. First, it gives review of definition 

of the methodology, social sciences research, research aim and objectives, research questions, 

and research design. Then, it describes research philosophy, positivism versus 

phenomenology, research approach, research strategies. It also explains the data collection 

methods in details    particularly two methods used to collect the data; namely, a survey 

questionnaire and semi-structured interviews. The questionnaire aims to investigate the 

implementation of TQM in Medical Sciences Universities in Iran using Baldrige model, 

while the interview method is mainly used to explain themes that have emerged from the use 

of a questionnaire and also to validate the questionnaire. The two methods are viewed as 

complementary to each other; and a brief explanation on contents of questionnaires, piloting 

the questionnaire, different types of interviews, overcoming the bias in interviews is given 

and the strengths and weaknesses of each method are also considered. .  Finally, the data 

obtained from the field work performed  at two major Iranian (type one) medical sciences 

universities through self administered questionnaires and also face to face semi structured 

interviews together with the field work process are presented. 

 

 

Chapter FIVE: Presentation, analysis, and discussion of the data and findings 
 
This chapter aims to present, analyse the data obtained from both self-administered 

questionnaires and face to face semi-structured interviews based on the seven categories of 
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Chapter SIX: Conclusions and Implications. 

The structure of the thesis is presented at Figure 1.1. 
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results. Overall the EQA model consists of nine primary elements which are shown in Figure 

2.1. 

  

Figure 2.1: EQA framework 

The assessment is based on a 1,000-point scale. The model recognizes that management plays 

the key role in the development of the structures and infrastructures necessary to enable the 

organization to meet its output and outcome goals. The importance of management leadership 

in driving quality is acknowledged by most academics and practitioners. Furthermore, the 

significance of developing human resources, process capability and planning is emphasized. 

On the result side, the EQA model emphasizes correctly the fact that financial results are not 

the sole measure of performance. It identifies three other measurement areas. The EQA 

model assumes that there is a causal relationship between outputs (financial results) and 

outcomes (customer satisfaction, and acceptance by society) as well as employee satisfaction. 

This assumption is logically attractive and supported to some extent by empirical evidence. 

 

2.5.2 The MBNQA Model for TQM 

In 1987, US Congress passed the Malcolm Baldrige National Quality Improvement Act 

(MBNQA), and thus established an annual quality award for the USA in an effort to improve 

quality management practices and competitiveness of USA companies. The MBNQA was 

created to promote quality awareness, identify the requirements for quality excellence, satisfy 

customers, and share information about successful quality strategies and benefits. The 

Baldrige Award is given by the President of the United States to businesses-manufacturing 

and service, small and large-to education and health care organizations that apply and are 

judged to be outstanding in the seven criteria areas It is currently administrated by the 
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they lack the necessary authority, it is difficult for them to deploy these values and goals 

through the layers of the higher education institutions. In addition to role of leadership and 

top management, three other issues are critical for successful implementation of TQM as 

follows (Sirvanci, 2004): 

1) Cultural and organizational transformation 

Organizations that have adopted TQM have transformed their institution's culture into a total 

quality culture that involves elements such as teamwork, customer and market focus, 

employee involvement and participation, and process management. 

Higher education institutions have deep-rooted traditions, dating back several centuries, 

which cause them to resist change. So, in adopting the TQM culture, organizations need to 

move from a product focus to a market focus.  

Organizationally, higher education institutions are based on a strong departmental model. The 

departmental structure is further reinforced by the fact that promotion decisions for faculty 

are initiated by the departments, and the departments compete with each other for university 

resources. As a result of the strong departmental organization, implementation of horizontal 

(or process) management, which involves desirable practices such as interdepartmental team 

teaching and cooperation among departments for curriculum development, becomes difficult. 

2) Customer identification 

Customer focus is one of the most important elements of TQM. For this importance, 

customer satisfaction is often used synonymously with quality, and quality is frequently 

defined as meeting customer expectations. One of the critical steps in TQM implementation 

is the step of customer identification, where current and potential customers of an 

organization are determined. Customer focus provides the direction and targets for 

improvement efforts, and customers and the market are the driving forces for quality efforts. 

Mehrabi, et al. (2008) believe that One of the factors affecting the success of TQM  is the 

attention paid to the customer (customer focus) and recognition the quality from view point 

of the customer.. He remarked that satisfied customers are considered as income sources for 

the organizations and those organizations that are unable to obtain the satisfaction of their 

customers will gradually vanish in competitive markets. They concluded that organization-
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2) Employee empowerment; 

They described employee empowerment as:  

The importance of giving employees both the ability and the responsibility to take active 

steps to identify problems in the working environment that affect quality or customer service 

and to deal effectively with them. 

No vision, no strategy and no goal can be achieved without able and empowered employees. 

Empowered employees are motivated and committed to participate and engage in good 

organizational practices. Employees who are not empowered have less commitment for 

improvement than the empowered employees. One way that management can encourage 

employee empowerment is by changing the form of the organization. The traditional top-

down organization inhibits employee empowerment; instead, a flatter, horizontal organization 

should be in place to encourage employee empowerment. Empowered employees who have 

decision-making power are also more likely to be more involved in the improvement of the 

organization. 

In addition, cross-functional teams may be particularly helpful in empowering employees. 

Benefits of such teams include: collective knowledge to develop comprehensive solutions, 

avoiding duplication of efforts, and accomplishing many tasks simultaneously  

3) Rewards; 

A well-designed reward system can be helpful in promoting employees to perform sound 

organizational practices. Rewards can be a reinforcement to continuously motivate and 

increase commitment from employees to be responsible. 

Rewards can be implemented in several forms such as financial rewards and recognition 

awards. Award and recognition programs, profit-sharing programs, increase in pay, benefits 

and incentives, are some of the systems that can be used to reward employees for good 

organizational practices. Monetary rewards may be one of the important motivators for 

inducing employees to participate in improvement efforts. On the other hand, some 

employees are not likely to be motivated by money all the time. In fact, sometimes, 

innovative non-monetary rewards like paid vacations, time off from work or gift certificates 

can be quite effective in encouraging employees. On the other hand, some employees may be 
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Redmond and co-workers (2008) selected and described six of the Deming's 14 principles 

and their implications for organisational management in HE. The rationale for choosing these 

principles was not that they are more important for quality, but rather because the authors 

considered them as among the most important for management in HE. They believe that these 

six principles emphasise critical considerations for responsive educational management 

including leadership, quality improvement as against reliance on inspection, teamwork, the 

removal of fear in the workplace and the removal of organisational barriers that rob people of 

their right to pride in their work. The six principles they have selected are as follows: 

1) Principle 2. Adapt a new philosophy with management learning what their 

responsibilities are and by assuming leadership for change  

It is no longer acceptable to tolerate delays, mistakes, poor quality work, employees who do 

not know what their job is and are afraid to enquire, inadequate and ineffective supervision in 

management. While institutions of HE are concerned with learning and creating knowledge 

through their research activities, it is ironic that they have been falling behind other 

organisations in accepting and implementing quality initiatives (Sirvanci, 2004). HE is now 

being driven towards commercial competition which is a result of the development of 

education globally and the reduction of financial support from government agencies. 

Introducing quality management initiatives is seen as a way of responding to the challenges 

within HE and as a means of improving staff and student morale, increasing productivity, and 

delivering higher quality services (Redmond et al., 2008). 

2) Principle 3. Cease dependence on inspection by building in quality into the service  

Cease dependence on inspection to achieve quality. Eliminate the need for inspection on a 

mass basis by building quality into the product in the first place (Deming, 1986, p. 23). 

 Dale and Plunkett (1990) discussed that the oldest approach to securing quality in 

manufacturing is inspection. This typically involves the random testing of products or 

services at various intervals for their fitness for purpose and frequently involves inspecting 

the performance behaviour of employees. This surely cannot be the case where teachers, 

convey misinformation to students, which then has to await detection and correction through 

periodic inspection. A further criticism is that an institution of HE may be forewarned of an 

inspection visit thus sensitising everyone in advance with resultant efforts to make 

http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb34#idb34
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb7#idb7


http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb21#idb21
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9


http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb19#idb19
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb8#idb8
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb32#idb32


http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb28#idb28
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb5#idb5
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb9#idb9
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb11#idb11
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb33#idb33
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb5#idb5


http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0600220505.html#idb25#idb25
http://www.emeraldinsight.com/Insight/ViewContentServlet;jsessionid=5355524FAF7B0C0B19CEBD340DB6D317?Filename=Published/EmeraldFullTextArticle/Articles/1200150106.html#idb41#idb41














http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060190602.html#idb4#idb4
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060190602.html#idb32#idb32
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060190602.html#idb32#idb32
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060190602.html#idb32#idb32


http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060190602.html#idb27#idb27
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060190602.html#idb11#idb11
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060190602.html#idb29#idb29




 

79 
 

or teaching and learning. The needs and views of the various customer groups, whether they 

are internal or external, may not always coincide and the best method of resolving different 

interests is to recognize their existence and current position. 

2.13 Barriers to TQM in HE  

Brigham (1993) explains that the TQM itself is important and helpful in HE organizations but 

he emphasizes that the implementation of TQM has been deficient or erroneous. He states 

that the common mistakes made in implementing TQM in industry are lack of leadership, 

middle management muddle, misunderstanding of participation, obsession with process and 

failure to include the customer. He concludes that in HE, TQM's long-term success depends 

on the lessons drawn from industry. Kohn (1993) describes this problem from different angle. 

He believes that prior to implementing the TQM at HE institutes, one should differentiate 

between education and business. He expresses that in HE, achieving high grades as a measure 

of success in implementing TQM is a major misunderstanding of the principles of TQM. 

Therefore, the first major barrier for the application of TQM in education is the 

misinterpretation of TQM philosophy and the lack of understanding the processes that are 

different in education as compared to industry. This could be due to lack of the necessary 

knowledge about TQM. Clearly, lack of proper leadership can be considered as very common 

barrier to HE and as mentioned before, the top management commitment to the TQM and 

active participation in the TQM committees can tackle this barrier. So, TQM should be 

embraced as a strategy by the top management and they should get visibly and explicitly 

committed to its philosophy (Venkatraman, 2007). 

Employees' resistance to change could be another barrier in HE. Most of the employees are 

predominantly professionals who by tradition expect autonomy and academic freedom. 

Academic staff may not like being asked to rethink their teaching styles (Blankstein, 1996). 

In HE, poor curriculum design could lead to quality failure. There could be unsuitable 

academic systems and procedures that serve as a bottleneck while imposing changes in 

curriculum or course delivery (Kohn, 1993). Kohn feels that much of TQM implementation 

in education fails to address the fundamental questions about learning and more specifically 

whether the curriculum is engaging in the relevant learning processes. Further, with TQM, 

there could be too much of documentation of processes, which consumes time and effort. 
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The quality of university faculty is one of the most important quality measures in universities 

and HE institutions. Divoky and Taylor (1996) insisted the one process measure for 

effectiveness would be to assess faculty functioning in the classroom. Solmon (1998) and 

Sharp (1995) considered the faculty productivity in research as the measurement for the 

universities. Publications, inventions, papers at conferences, patents and consultancies also 

could be used a measurement of the quality of the academic staff in a university (Pounder, 

1997).  

Services provided by all HE institutions and universities in general and by medical sciences 

universities, in which health care system is integrated into medical sciences education, in 

particular are a very important factor for the quality and measuring these services will give a 

good indication of the level of the university quality. These services could in relation with 

educational processes as well as with the society (Pounder, 1997; De Miguel, 1998).  

Cost and administrative effectiveness are also important quality measures in universities and 

could be viewed at different levels, e.g. faculty salaries, educational expenditures per student, 

organisational health etc (Sharp, 1995; Solmon, 1998). 
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CHAPTER 3 

HIGHER EDUCATION IN IRAN 
 

3.1 Introduction                                     

 
Iran, officially the Islamic Republic of Iran, is an important country in the Southwest of Asia 

located in the geographical territories of the Middle East and Southern Asia. The 18th largest 

country in the world and has a population of over seventy million people. It is the most 

populous country in the region and the 16th most densely populated country in the world. It is 

a country of special geostrategic significance due to its central location in Eurasia. Iran 

borders Armenia, Azerbaijan, and Turkmenistan to the north, Afghanistan and Pakistan to the 

east, and Turkey and Iraq to the west. In addition, it borders the Persian Gulf, an important 

oil-producing area, and the Caspian Sea. Islam (Shi'a) is the official state religion and Farsi 

(Persian) the official language. The political system of Iran is based on the 1979 Constitution. 

Iran is a founding member of the UN, OPEC, and ECO. This country is the second largest 

OPEC oil producer and has the world's second largest reserves of gas. Iran is a regional 

power in Southwest Asia and occupies an important position in the world economy due to its 

large reserves of petroleum and natural gas. Iran, with an ancient civilisation, has an 

internationally important cultural significance in both the region and the world (World Bank, 

2001). Iran has a large network of private, public, and state affiliated universities offering 

degrees in higher education. State-run universities of Iran are under the direct supervision of 

Iran's Ministry of Science, Research and Technology (for non-medical universities) and 

Ministry of Health and Medical Education (for medical sciences universities).  

3.2 History  

Education is central to development and a key to attaining the millennium development goals. 

It is one of the most powerful instruments for reducing poverty and inequality and lays a 

foundation for sustained economic growth (World Bank, 2009). According to the cultural 

background of the country, HE and research activities have long records in Iran, that can be 

traced back to the third century to Gondishapour University, which was regarded as the 

greatest scientific centre for centuries. Under the Sassanid dynasty in ancient Iran, education 

was an exclusive right of the nobility and the royal family. Centuries later, under the Safavid 
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However, in 1928, with the passage (confirmation) of the law on sending students abroad, a 

group was sent every year to study modern sciences and technology. The first batch of 110 

students left for France on the 15th of October, 1928. The second group was sent in August 

1929. The fifth group, consisting of 100 students, went in 1932, while the sixth group of 82 

students travelled in 1934. Up to 1934, the total number of students sent abroad to enrol in 

various advanced scientific and technical disciplines totalled 640. In addition, others were 

sent by other Ministries as well as some youngsters were sent and supported by their affluent 

families to study in other countries. It should be noted that in this period, some students were 

also sent to England, Germany, Switzerland, Belgium and the United States.  

Nevertheless, while part of the national income was spent to send students abroad for 

advanced training, studying for several years a particular discipline decided for them by the 

Ministry of Science, however, efforts toward modernization and restructuring in Iran were 

unorganised and were not carried out systematically. Hence, on returning to the country, the 

graduates faced many problems.  

Also, in 1928  Iran's first university, as we know it today, was proposed by an Iranian 

physicist, Mahmoud Hessaby. The University of Tehran (or Tehran University) was designed 

by French architect Andre Godard, and built in 1934.when the University of Tehran was 

founded, many schools, institutes of higher education, colleges and other similar institutions 

were set up and started operating. In fact, the organisational structure of Tehran University 

was used as a role model for other HE institutions in Iran (Alashloo, et al., 2005). 

Promoting higher education inside the country and the need for establishing institutions for 

this purpose, were considered a primary objective, especially since specialists in science and 

technology were required for various projects. In the beginning, schools from the Qajar 

period, in addition to a number of newly established ones, carried on with their activities in 

the field of education. Later on, some of these schools merged to form the University of 

Tehran. Subsequently, other centres of advanced learning began operating, some of which 

were also absorbed into the University of Tehran after August 1941.  

Today, Tehran University is Iran's largest university with over 32,000 students. 

In the medical sciences field, it was Joseph Cochran who first founded a professional school 

in Iran in 1878, and who is often credited for founding Iran's "first contemporary medical 

college", as well as founding one of Iran's first modern hospitals ("Westminister Hospital") in 

Urmia (Yourdshahian et al., 2002). The medical faculty Cochran established at Urmia 
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University was joined by several other Americans, namely Drs. Wright, Homlz, van 

Nourdon, and Miller. They were all buried in Urmia. Samuel M. Jordan, whom "Jordan Ave." 

in Tehran is named after, also was directly responsible for the expansion of the American 

College in Tehran.  

After Tehran University, the establishment of other universities in Iran soon followed, and 

The Shah initiated projects to build Iranian universities modelled after American schools. 

Thus Pahlavi University (Shiraz University today) was modelled after The University of 

Pennsylvania, while Sharif University was copied after Massachusetts Institute of 

Technology. Some universities such as Urmia University were even directly founded by 

Americans. The 1979 revolution put an end to the massive US-Iran academic relations.  

The Ministry of Higher Education, which oversees the operation of all institutes of higher 

education in Iran, was established in 1967. In 1979, Iranian Parliament approved an act for 

the establishment of the Ministry of Culture and Higher Education (MCHE) which later on its 

name was changed to Ministry of Science, research and technology (MSRT). With the 

establishment of MSRT, all institutions of HE, public and private, followed the same 

administrative structure, including board of trustees, chancellor, the executive board, the 

administrative board, university council, faculty councils, and departments.  

After Iran's Islamic Revolution in 1979 the universities were closed for two years. In 1980, a 

major overhaul in the academia and higher education system of Iran initiated by Imam 

Khomeini led to what is referred to in Iran as "Iran's Cultural Revolution". Then, in 1982 

Imam Khomeini tasked the Cultural Revolution Committee to reopen them with trustworthy 

and faithful Muslim professors and students. Fifty-three universities, colleges, and other 

higher education institutions were re-formed in four groups: engineering and technical 

sciences; literature and humanities; art; and business and administrative sciences (MSRT, 

2009).  

In 1986, medical education was delegated to the Ministry of Health and Medical Education 

(MHME) and all duties and responsibilities of the MSRT in the area of medical education 

were transferred to the new ministry. This was to optimize use of the medical resources and 

facilities as well as hospitals in the country, and to promote health, treatment, teaching, and 

research more efficiently in the field. So, new universities with medicine, pharmacy, 

dentistry, paramedical sciences, nursing, health and nutrition, rehabilitation schools were 

founded and called Medical Sciences Universities.  
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All Medical Sciences Universities under the supervision of the MHME are governed by a 

board of trustees to make decisions and co-ordinate research and teaching activities. They 

also deal with initial education and continuous professional development of human resources 

for the medical and health services Furthermore, the MHME has delegated the responsibility 

of providing treatment and health services to the Medical Sciences Universities (MSUs) at 

the provincial level. Presently, about 50 medical sciences universities are active in teaching, 

research, health and treatment (Alashloo, et al., 2005). 

After the Iran-Iraq War in 1988, some new universities were founded and more doctoral 

programs were developed in the previous universities. The number of university students is 

now more than six times as many as in 1979. 

In 1994, Iran had over 2.2 million students enrolled in universities whereas in 2008 there 

were over 3.5 million students. Iran currently has about one hundred state universities 

including medical and non medical ones. These are primarily the top choice for students in 

national entrance exams, and have the largest and most prestigious programs. There are 289 

major private universities operating as well. 

Strong competition exists between top ranking Iranian universities. According to the latest 

ranking published by Iran's Ministry of Science, Research and Technology, University of 

Tehran stays on top (Noroozi Chakoli, 2008). 

In the medical sciences universities, again Tehran University of Medical Sciences tops the list 

of Iranian Medical universities. 

In all these universities, except for private universities such as the Islamic Azad University 

system, tuition and room and board, is mostly paid for by the government. The universities 

themselves largely operate on state budgets. There are also institutes like Payame Noor 

University that offer degrees remotely or online. 

Some universities offer degrees in conjunction with European Universities. The Institute for 

Advanced Studies in Basic Sciences in Zanjan University for example, sends students and 

faculty to The International Centre for Theoretical Physics in Trieste, Italy for workshops, 

seminars, and summer schools. The Iranian government also offers intensely competitive but 

fully paid scholarships for successful applicants to pursue PhD level studies in best 

universities around the world. 

3.3 The University of Tehran 

The founding of the University of Tehran was a turning point in the contemporary cultural 

history of Iran. The main achievements are on the one hand, the teaching of the modern 
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sciences and the training of specialists within the country (in humanities, natural and 

technical sciences) and on the other, there was a decline in the number of students sent 

abroad. 

 

The University of Tehran was formed by virtue of a law passed by the Parliament on May 

29th, 1934. The Parliament authorized the Ministry of Science to create an institution called 

"daaneshgah" (university) in Tehran, for the purpose of disseminating advanced knowledge 

in relation to the sciences, technology, literature and philosophy. The legislation divided the 

university into several departments or faculties ("daaneshkadeh"), as follows:  

1. Contemplative and Narrated Sciences (theology)  

2. Natural Sciences and Mathematics  

3. Literature, Philosophy and Educational Sciences  

4. Medicine and its various branches  

5. Law, Political Science and Economics  

6. Engineering  

 

With the passage of the law, the first step was to construct the university's physical facilities, 

so a property was sought, beginning from the time when the bill was still being debated. 

Three days before its passage into law, the land deal was finalized. Ali Asghar Hekmat wrote 

in his memoirs: 

"Most of March 1934, I was looking for the land where the university could be erected. I 

looked around and finally found the Djalalieh Gardens, which measured some 200,000 square 

meters and were most appropriate for this purpose. The owner, Hadj Rahim Agha Tabrizi, 

agreed to sell at five rials per square meter. The Finance Minister reduced this price by 10 

shahi per square meter (100 shahis = 1 rial). The deed was signed and the land was handed 

over to the Ministry of Science."  

 

Due to the acute need for the School of Medicine, the first to be built was the Anatomy Hall, 

the construction of which commenced in June 1934. Therefore, Ali Asghar Hekmat, then 

minister of science, served as the first president and held the post until 1938. He was 

followed by Esma'il Mer'at, who was the last person to head the university during the reign of 

the first Pahlavi.  
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This was more acute in higher education and the University of Tehran, being the appropriate 

institution for directing the course of advanced learning within this social system, should 

have been run by Iranian professors. But such professors could be found in sufficient 

numbers only in the fields of literature and the Islamic sciences. There were a few, such as 

Dr. Mahmood Hessabi (civil engineer and Ph.D. in physics), Gholam-Hossein Rahnama 

(mathematics), Dr. Ghassem Ghani (medicine), Dr. Issa Sadigh (mathematics), Dr. Loghman 

Adham (medicine), and Dr. Ali Akbar Siasi (education), who studied abroad prior to the 

modernization movement. Also, some of those sent to Europe and graduated during the years 

1928-1933, taught in various fields at the University of Tehran. 

 

3.4 Admission of Women to Centres of Higher Education 
 

In general, until 1934, only men were admitted to the higher educational levels, with the schools 

located in Tehran. Some centres of learning though were not under the jurisdiction of the Ministry 

of Culture as they were formed to satisfy the personnel needs of some ministries. In particular, the 

School of Political Science was initially run by the Foreign Ministry, the School of Law was under 

the jurisdiction of the Ministry of Justice, and the School of Business was run by the Ministry of 

Economy. These were later turned over to the Ministry of Culture. In these schools, the expertise 

and knowledge of foreign instructors were also availed of for the purpose of reforming and 

updating the curricula. It should be mentioned that the establishment of many of these schools, 

including the School of Medicine and Pharmacy, the School of Political Science, and the School of 

Law, went back to the Qajar period, and during the reign of the first Pahlavi, they expanded and 

developed further (Iran chamber Society Website, 2008). One of the fundamental developments in 

this era was a change in the image of women, a manifestation of which was their admission into the 

university and in other centres of advanced education. While the primarily goal of these institutions 

was the dissemination of modern science and technology, until 1935, the privilege of gaining 

expertise in such fields was limited to men. Women only reached high school, except for 

admissions in the Higher School of Midwifery.  

In line with the drive initiated many years back toward modernization and European culture, the 

situation of women had to be altered in step with other social developments. Thus, the doors of the 

university and other centres of higher learning were opened to women in 1935. 

The first to accept women were the Faculties of Literature and Science and the School of 

Education. But in addition to opportunities inside the country, some families, mostly the wealthy 
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But, the rules, regulations and operational practices of civil service and collegial management are 

not the most suitable for adapting rapidly to change. This point states the importance of the type of 

management chosen for the higher education institutes and many aspects of the cultural, political, 

historical etc should be taken into account (Rasian, 2009). 

Bikmoradi and co-workers (2008) in their investigations discussed in details that the higher 

education management system in Iran has changed during recent years with the initiation of 

medical education reforms, including transitioning from a centralized to a decentralized university-

based system. Because the medical education management system is only partially under the 

control of medical faculties, challenges to reform are in part the result of being confronted by the 

reality that capacity to change is only partially within the power of the institution itself. Indeed, 

medical sciences universities may have not enough statutory powers to prove the needs to 

managerial system reform. Contrary to such selection measures, the complexity of academic 

leadership does not enhance its stature in Iran due to the merging of medical education and health 

services, where great responsibilities exists. Academic leadership is sometimes worsened   by 

problems such as lack of appropriate budget, supervision, and expansion of health issues. Arguably, 

selected academic leaders are sometimes lack the appropriate qualifications, so they tend to be 

conservative. In order to give medical leadership proper recognition and to encourage sensible 

career development, it is contended that a transparent and consistent approach must be adopted. 

They concluded that departments are the most important units supporting medical sciences 

universities, holding the highest potential for transformation. Finally they suggested Iranian 

academic leadership needs to restructure itself toward a department-based system that decreases the 

multiple levels of decision-making, while increasing the department's autonomy in support of 

participatory decision-making. Clearly, the department-based structure decreases the influence of a 

managerial layer and facilitates inter-departmental communications and networking. Such a 

structure could also decrease the phenomenon of power distance within the Iranian medical 

sciences universities. Academic leaders should think and also evaluate the impact of a decision 

trying to enhance to trust and respect with all faculty members. If these issues are raised with every 

important decision, then the department, school, and even an entire university, should achieve the 

desired atmosphere of high levels of mutual trust and respect and increased academic productivity. 

 

3.6 Higher Education Culture in Iran 
Culturally, all Iranians would like their children to pursue higher education, and competition for 

university entrance is fierce. The most desired professions for children are medical and engineering 
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classes to help prepare for university entrance exams, such is the commitment of Iranian families to 

education as a social good (Rasian, 2009). There are currently well over 1 million students pursuing 

courses in Iranian universities, over half of these at private universities. Universities and higher 

education institutes are governed by a board of trustees. Newly founded and smaller higher 

education institutes are governed by a joint regional board of trustees. The number of state 

universities has grown from 22 in 1978 to 104 in 2009. Admission to state universities is based on 

successful placing in the competitive National Entrance Exam (Konkur). (There is a separate 

Konkur for entry into the private university system). Female students are very eager to undertake 

university studies and usually the top students are among the females.  

Different types of higher education Institutes including: 

University (or non Medical university) 

Medical sciences University 

Technology University 

Open (Azad) University 

Distance learning (payam-e-nour) University 

Teacher Training university 

 

 

3.7.1 Public sector 

Presently, 54 universities and institutes of higher education are active under the Ministry of 

Science, research and Technology. In addition, 50 medical sciences universities are coordinated by 

the Ministry of Health and Medical education. Universities, Medical sciences Universities, 

Technology Universities as well as Teacher training Universities are categorised at this sector. In 

public sector higher education, the two Ministries (MSRT and MHME) are responsible for most 

post-secondary education (Mehralizadeh et al., 2007). 

3.7.2 Private sector 

The pressure for places on post-secondary courses is very pronounced and demand far outweighs 

supply. However, moves have been taken to combat this problem. The Islamic Azad University is 

one of the main private chains of universities in Iran and is similar to the UK open university. The 

Islamic Azad University is nongovernmental and the non-profit organization of the public utility 
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and its budget is provided bycharitable donations and the student tuition fees. The Islamic Azad 

University was founded in 1982 and during past 30 years existence history, has completed two 

stages, and now is on its third stage as follows: 

First decade: Utilizing scattered capacities of higher education. 

Second decade: Upgrading capacities in higher education.  

Third decade: Advancing quality of education. 

The Islamic Azad University currently has an enrolment of about 1.5 million students in 750 

academic fields making it the world's third largest. The Islamic Azad University has 30 research 

centres. It has over 400 branches across the country and also in other countries. It has branches and 

universities in U.A.E, United Kingdom, Tanzania, Lebanon and Armenia. The Islamic Azad 

University's activities quickly expanded throughout the country, so that today thousands of students 

are benefiting from its high educational standards. The certificates issued by this university are 

recognized by the Ministry of Science and Higher Education as well as Ministry of Health and 

Medical Education. Masters and doctorate programs have been widely offered in many different 

branches of Islamic Azad University. The Islamic Azad University benefited from educational 

facilities including buildings, equipment and laboratories offered by local officials and generous 

people. The university is presently active in over 110 cities in Iran. 

 

3.7.3 Other private institutes of higher education 

Some 33 private institutes of higher education, offering both undergraduate and postgraduate 

courses with about 23,000 students are active in Iran.  

 

3.7.4 Distance Education 

Another measure taken to tackle the huge demand for higher education was to set up distance-

learning universities, such as Payaam-e- Noor, which was established in 1987. It charges tuition 

fees and principally aims at providing teachers and civil servants the opportunity to continue their 

education. Like the Open University in the UK, courses are given through television and by 

correspondence. Students take exams at local university offices. Payam-e-Nour University aimed to 

expand higher education in remote areas for employed candidates, takes part in training of 

specialized manpower and make efficient use of educational potentials and facilities. The university 
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Tabriz, and Tehran.  

Type two universities are not as developed as type one but have got two or three specifications of 

type one universities. In other words, they would have a potential to convert to type one and mostly 

depends on how their senior managers develop the universities at different aspects of education, 

hospital services, courses etc. 

Type three medical sciences universities are the smallest and the weakest universities in terms of 

sizes, and facilities and fully dependent to the government. They have got none of the above 

mentioned specifications of the type one universities. 

 

3.9 Higher education credentials 
Officially there are five level of credentials as follows: 

 

Associate Degree 

Bachelor's Degree 

Master's Degree 

Doctorate 

Specialization 

 

3.9.1 Structure of Higher Education system 

Academic year:  Classes from: Sep to June including two semesters 

Languages of instruction: Persian, English 

Level of studies: 

University level first stage: Associate Degree (Kardani), Bachelor's degree (Karshenasi) 

(formerly Licence): 

Some universities offer an Associate Degree (Kardani) after two to three years' study 

(formerly called Fogh-Licence). The Bachelor's degree is conferred after four years' study (or 

two years after Kardani). Courses follow the credit and semester system. The Bachelor's 

Degree requires 130 to 140 credit units. 

University level second stage: Master's Degree (Karshenasi Arshad) (formerly Fogh-

Licence):  

The postgraduate qualification of Master's Degree in Arts and Science is generally conferred 













http://www.emeraldinsight.com/Insight/ViewContentServlet?contentType=Article&Filename=Published/EmeraldFullTextArticle/Articles/1200130204.html#idb49
http://www.emeraldinsight.com/Insight/ViewContentServlet?contentType=Article&Filename=Published/EmeraldFullTextArticle/Articles/1200130204.html#idb19
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chancellor of the University of Tehran in 1934 for eight years. The organisational structure of 

Tehran University was used as a role model for other HE institutions in Iran (Alashloo, et al., 

2005). 

In 1979, Iranian Parliament approved an act for the establishment of the Ministry of Culture 

and Higher Education (MCHE) which later on its name was changed to Ministry of Science, 

research and technology. With the establishment of MSRT, all institutions of HE, public and 

private, followed the same administrative structure, including board of trustees, chancellor, 

the executive board, the administrative board, university council, faculty councils, and 

departments. In 1985, medical education was delegated to the Ministry of Health and Medical 

Education (MHME) and all duties and responsibilities of the MSRT in the area of medical 

education were transferred to the new ministry for the purpose of efficient use of facilities 

and hospitals under the MHME and so, new universities with medicine, pharmacy, dentistry, 

paramedical sciences, nursing, health and nutrition, rehabilitation schools were founded and 

called Medical Sciences Universities.  

All Medical Sciences Universities under the supervision of the MHME are governed by a 

board of trustees to make decisions and co-ordinate research and teaching activities. They 

also deal with initial education and continuous professional development of human resources 

for the medical and health services Furthermore, the MHME has delegated the responsibility 

of providing treatment and health services to the Medical Sciences Universities (MSUs) at 

the provincial level.  

At the moment, they have more than 300,000 students at different levels. Additionally, more 

than 20000 academic staff are employed full-time in the universities. Presently, about 50 

medical sciences universities are active in teaching, research, health and treatment (Alashloo, 

et al., 2005). 

It is also to be noted that Iran's higher education, based on financial resources and 

administration, are divided into two main categories: public and private (non-profit) 

institutions. In public higher education, the two Ministries (MSRT and MHME) are 

responsible for most post-secondary education (Mehralizadeh et al., 2007). 

 

TQM has been introduced in Iran from 1981 onwards. In order to encourage firms in 

implementing TQM, great efforts have been made by the Iranian government and 

National Productivity Organization. MSUs started implementing TQM programs from 

http://www.emeraldinsight.com/Insight/ViewContentServlet?contentType=Article&Filename=Published/EmeraldFullTextArticle/Articles/1200130204.html#idb32
http://www.emeraldinsight.com/Insight/ViewContentServlet?contentType=Article&Filename=Published/EmeraldFullTextArticle/Articles/1200130204.html#idb32
http://www.emeraldinsight.com/Insight/ViewContentServlet?contentType=Article&Filename=Published/EmeraldFullTextArticle/Articles/1200130204.html#idb32
http://www.emeraldinsight.com/Insight/ViewContentServlet?contentType=Article&Filename=Published/EmeraldFullTextArticle/Articles/1200130204.html#idb32
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This chapter identifies some important issues regarding the research methodology in general 

and will focus on the research methodology used to conduct the present work. It highlights 

the definition of social sciences research and then explains the research aim and objectives. 

After that, research question, research design and research strategy will be discussed 

respectively. Finally, this chapter explains the data collection as well as data analysis 

methods in details. 

 

4.3 Social sciences research 
General science is divided into four major parts of physical, biological, natural and social 

science. So, the social science is regarded as one of the four important parts of the general 

science (Runder, 1996). Since the twentieth century social sciences began to expand and 

splintered into more specialist disciplines, such as ethnography, social psychology, 

demography, ecology, economics, linguistic, social and political sciences. Yin 

 (2003) explained that social science research has several types, including experiments, 

surveys, histories, analysis of archival information and case study. Each type has advantages 

and disadvantages depending on different conditions. One of the basic difficulties encounter 

in social research is the fact that in the real world a large number of variables are found to be 

highly interrelated. This means that both research and action plan become difficult and also 

individual biases and ideological differences may predominate. 

 

4.4 Research Aim and Objectives 
The Main research question of the present work is how effective the TQM practice is to have 

impact on the performance of MSUs. The overall aim of this research is to elaborate a 

convenient model for the effective implementation for TQM in MSUs of Iran.       

In order to achieve this aim, three objectives are developed: 

1. To assess the current state of TQM practices in the MSUs  

2. To highlight the degree of progress of TQM implementation in the MSUs and 

3. To determine the barriers/ critical factors for a successful implementation of TQM. 

 

  4.5 Research questions 

Research aim and objectives generate a number of questions. Focusing on the customer, 

training and educating the employees, top management commitment, employee participation 

in the processes and finally implementation of TQM are the variables that would be 
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investigated. Considering the research central aim and objectives, the research conducted will 

answer to the following questions:  

1) How far are MSUs concerned in focusing on the customers? 

2) To what level are MSUs interested in training and educating the employees?  

3) To what extent the top management in MSUs is committed to TQM and employee 

empowerment?  

4)  How far the employees in MSUs involved to develop the organisations, solve the 

problems, steer committees and participated in decision making? 

5) What are the Common barriers/critical factors to successful implementation and 

development of TQM program in MSUs?  

 

4.6 Research design 
Research design is a program specifying the methods and procedures that guides the 

researcher to collect, analyse and interpret the information and observation. In other words, 

research design is a blueprint or master plan which enables the researcher to come up with a 

research framework, oversees solutions to possible problems and act appropriately in various 

stages of the research processes (Nachmias and Nachmias, 1996). The step by step research 

design stages are as follows:  

1. Identifying the research aim and objectives. 

2. Reviewing existing body of TQM literature including: TQM concepts and philosophy, 

TQM in service, and TQM in higher education (HE). 

3. Collecting data through Questionnaire survey of individuals in HE and personal 

interview with HE officials and representatives. 

4. Analysing the secondary and primary data. 

5. Presenting a TQM model in HE applicable for MSUs. 

The research design stages are illustrated in Figure 4.1. 
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Figure 4.1: The research design stages  
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4.7 Research approach    

The extent to which a researcher is clear about the theory at the beginning of the research 

raises an important question concerning the design of the research project. Generally, there 

are two approaches to research: deduction and induction. If the researcher should use an 

approach, in which s/he develops a theory and hypothesis (or hypotheses) and designs a 

research strategy to test the hypothesis, this is called inductive approach. If the researcher 

collects data and develops theory as a result of the data analysis, s/he has followed the 

inductive approach.  In other words, the deductive research approach is used as a theory 

testing process, which commences with an established theory or generalization, and seeks to 

see if the theory applies to specific instances. The inductive research approach is used in a 

theory development process that starts with observations of specific instances and seeks to 

establish generalizations about the phenomenon under investigation. The deductive paradigm 

seeks to predict and control employing a predominantly quantitative methodology such as 

statistical and mathematical techniques whilst the inductive paradigm seeks to gain a greater 

understanding and meaning of the phenomena under investigation employing a 

predominantly qualitative methodology such as case study, questionnaire and interview. 

(Towers and Chen, 2008). Robson (2002) lists five sequential stages through which deductive 

research will progress: 

1 deducing a hypothesis (a testable proposition about the relationship between two or more 

concepts or variables) from the theory; 

2 expressing the hypothesis in operational terms (that is, including exactly how the concepts 

or variables are to be measured), which propose a relationship between two specific concepts 

or variable; 

3 testing this operational hypothesis (this will involve one or more of the research strategies) 

4 examining the specific outcome of the injury (it will either tend to confirm the theory or 

indicate the need for its modification) 

5 if necessary, modifying the theory in the light of the findings. 

An attempt is then made to verify the revised theory by going back to the first step and 

repeating the whole cycle. 
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Sauders (2007) suggests four important characteristics for deduction approach. First, there is 

the search to explain causal relationships between variables. For example it may be that a 

manager wishes to establish the reasons for high employee absenteeism in an organization. 

After studying it occurs to the manager that there seems to be a relationship between absence, 

the age of employees and the length of service. Consequently, s/he develops a hypothesis that 

the absenteeism is more likely to be prevalent among young employees who have worked for 

the organization for a short period of time.  Second, to test this hypothesis the manager 

collects quantitative data. The third characteristic is controls to allow the testing of hypothesis. 

In the mentioned example these controls would help to ensure that any change in absenteeism 

was a function of employee age and length of service rather than any other aspect of the 

organization. The fourth characteristic of deduction is that concepts need to be 

operationalised in a way that enables facts to be measured quantitatively. In the example the 

obvious one is absenteeism of which constitutes would have to be strictly defined. The final 

characteristic of deduction is generalization. In order to be able to generalise statically about 

regularities in human social behaviour it is necessary to select samples of sufficient numerical 

size. 

Saunders (2007) also explains that if the manager of the mentioned example wishes to 

conduct a research on the employee absenteeism s/he would interview a sample of the 

employees to get a feel of what was going on and to understand better the nature of the 

problem. The result of data collected by interview and also analyzing them would be the 

formation of a theory. This may be that there is a relationship between absence and only short 

period of time. Alternatively, s/he may discover that there are other reasons for absence that 

may or may not be related to employee age and length of service. 

Table 4.1 summarizes some of the major differences between deduction and induction 

(Saunders, 2007).  

 

 

 

 



 

111 
 

Table 4.1: Differences between deduction and induction 

Deduction emphasizes: Induction emphasises: 

* Scientific principles * gaining an understanding of the meanings 

humans attach to events 

* moving from theory to data * a close understanding of the research 

context 

* the need to explain causal relationships 

between variables 

* the collection of qualitative data 

* the collection of quantitative data * a more flexible structure to permit changes 

of research emphasis as the research 

progresses 

* the application of controls to ensure 

validity of data 

* a realization that the researcher is part of 

the research process 

* the operationalisation of concepts to 

ensure clarity of definition 

* less concern with the need to generalize 

* a highly structured approach  

* researcher independence of what is being 

researched 

 

* the necessity to select samples of 

sufficient size in order to generalize 

conclusions 

 

Easterby-Smith et al. (2002) suggest three reasons why the choice made about the research 

approach is important: a) it enables the researcher to take a more informed decision about the 

research design; b) it will help the researcher to think about those research strategies and 

choices that will work for her/him and those will not; c) knowledge of the different research 

approaches enables the researcher to adapt the research design to cater for constraints. 

Considering the nature of the research approaches, the combination of those is used 

throughout the present research. 

  4.8 Research strategies 





http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0721070902.html#idb15#idb15
http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/0721070902.html#idb43#idb43
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and questionnaires. The key point here is that the data collected is unique to the researcher 

and, until the publication; no one else has access to it. But in the secondary, data has already 

been collected by someone else, even for a different purpose, to the researcher. So, the 

researcher can report the data in its original format or by doing some modifications. At the 

present research the both methods will be used. There are two important advantages for using 

multi-methods approach in this study: the researcher will address all needed qualitative and 

quantitative issues. Also, this approach will enable triangulation to take place; this concept 

refers to the use of different data collection strategies in order to ensure that the data are 

telling you what you think they are telling you.  (Saunders; Lewis and Thornhill, 2000). 

4.10.1 Primary data collection methods 

There are many methods of collecting primary data. Among those, questionnaires and 

interview are regarded main methods which both will be used in this research.  

4.10.1.1 Questionnaires 

Questionnaires are a popular means of collecting data, but are difficult to design and often 

require many rewrites before an acceptable questionnaire is produced. It can be defined as a 

form containing a set of questions; submitted to people (respondents) to gain statistical 

information by recording their answers (Sekaran, 2003). The greatest use of questionnaires is 

made by the survey strategy, because it provides an efficient way of collecting responses 

from a large sample prior to quantitative analysis. . However, both experiment and case study 

research strategies can make use of these techniques. Bell (1993) suggests that to produce a 

good questionnaire, a researcher needs to ensure that it will collect the precise data required 

to answer the specified research questions and to achieve research objectives. This is truly 

important, as the researcher is unlikely to be able to go back to respondents and collect 

additional data, using another questionnaire. Meanwhile, Saunders et al. (2003) argued that 

questionnaires are not particularly good for exploratory or other research that requires large 

numbers of open-ended questions. They work best with standardised questions which the 

researcher can be confident will be interpreted the same way by all respondents. They 

concluded that questionnaires can therefore be used for descriptive research (such as that 

using attitude and opinion questionnaires and questionnaires of organisational practices 

which enable researcher to identify and describe the variability in different phenomena) or 

explanatory research (Which enables the researcher to examine and explain relationships 
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With all due consideration of the researcher, it is often difficult to control bias in all cases and 

other factors may become significant. For example, there may be misinterpretation of 

responses because of cultural differences between the interviewee and the interviewer.     

4.10.2 Secondary data collection 

Secondary data collection deals with information which has already been collected and 

published from other sources. An extensive amount of related literature review will be 

undertaken in the TQM in higher education institutions and universities. The sources of the 

secondary will be: 

1. Published reports, articles, books, 

2. All electronic sources, 

3. Government publications, census data, 

4. Annual reports of organisations, and 

5. Case studies and other archival records.  

Different researchers have generated a variety of classification for secondary data. Among 

those the classification made by Saunders et al. (2007) considered all ideas and created a new 

classification which almost captures the full variety of data. They therefore classified the 

secondary data into three main sub-groups: documentary data, survey-based data and those 

compiled from multiple sources. 

Documentary secondary data includes written documents such books, journal and magazine 

articles and newspapers. Written documents can also include notices, correspondence, 

minutes of meeting, transcripts of speeches and administrative and public records. 

Documentary secondary data also includes non-written documents such as tape and video 

recordings, pictures, drawings, films and television programmes. An appropriate way to 

obtain an understanding to guide future research is to review related published studies. 

Journals and periodicals are a major part of the formal communication system for exchanging 

information. Their content will normally be judged more critically for theoretical content and 

will see more efforts channelled towards theory building in the context. However, there are 

hundreds of journals addressing issues in the field, so an analysis of every one of them would 

be prohibitive, but analysing a number of leading journals would provide a good 

understanding of the priorities and concerns of the research field (Shi and Bennett, 2001). 

The internet-based information systems are also very popular approaches adopted by many 

organisations and individuals to enhance their performance and capabilities for competition. 
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They are considered the major applications that change the types of organizational 

competition and can help them improve their standing in a dynamic environment (Yang et al., 

2007). 

Survey-based data refers usually to data collected by questionnaires which have already been 

analysed for their original purposes. They are made available as compiled data tables or as a 

computer readable matrix of raw data for secondary analysis and to answer the research 

question(s) and to meet the objectives. 

Multiple-source secondary data can be based entirely on documentary or on survey data or 

can be an amalgam of the two. The key factor is that different data sets have been combined 

to form another data set prior to the assessing the data. 

 

4.10.2.1 Advantages and disadvantages of secondary data 

Advantages to the secondary data collection method are - 1) it saves time that would 

otherwise be spent collecting data, 2) provides a larger database (usually) than what would be 

possible to collect on ones own, 3) it saves the costs of acquiring information, 4) it can be 

useful to compare the collected data with secondary data. This mean that the researcher can 

place her/his own findings within a more general context, 5) it can result in unforeseen 

discoveries where that re-analysing secondary data can lead to unexpected new discoveries 

(Saunders, 2007). 

 However there are disadvantages to the fact that 1) the researcher cannot personally check 

the data so its reliability may be questioned, 2) also, secondary data are, sometimes, not 

meeting the specific needs of the particular situation or setting. Hence, it is important to refer 

to sources that offer current and up-to-date information, 3) access may be difficult or costly. 

Market research reports may cost hundreds of pounds, 4) initial purpose may affect how data 

are presented. Saunders et al. (2007) recommend that when data used which are part of a 

report the researcher needs to be aware of the purpose of that report and the impact that it will 

have on the way the data are presented. Hence, they emphasis researchers to evaluate any 

secondary data used. 

All these sources are very important and can enrich the investigations which have been used 

appropriately throughout the research.  

 

4.10.3 Reliability evaluation 
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Reliability is defined as:  

The extent to which results are consistent over time and an accurate representation of the total 

population under study is referred to as reliability and if the results of a study can be 

reproduced under a similar methodology, then the research instrument is considered to be 

reliable (Golfshani, 2003). 

There are several different methods for estimating the reliability of a test that two are very 

common amongst: test/retest and internal consistency. 

 Test/retest is the more conservative method to estimate reliability. Test/retest is that the 

researcher should get the same score on test 1 as s/he does on test 2. The three main 

components to this method are as follows:  

1.) implementation the  measurement instrument at two separate times for each 

subject;  

2.)  computing the correlation between the two separate measurements; and  

3.)  assumption that there is no change in the underlying condition  between test 1 and 

test 2. 

Internal consistency estimates reliability by grouping questions in a questionnaire that 

measure the same concept. For example, the researcher could write two sets of three 

questions that measures the same concept and after collecting the responses, runs a 

correlation between those two groups of three questions to determine if the instrument is 

reliably measuring that concept (Sekaran, 2003). 

Sounders et al. (2007) highlights the four threats to reliability. They are subject error, subject 

bias, observer error, and observer bias. Therefore, a reliability of a measure or research 

element is established by testing consistency and stability, and helps to assess the goodness of 

a measure. Consistency indicates how well the items measuring a concept hang together as a 

set of research constructs. Two tests that are useful to examine consistency are inter-item 

consistency and split-half reliability test. 

Stability indicates the ability of a measure to remain the same over time despite 

uncontrollable testing conditions, and low vulnerability to changes in situation. Two tests 

appropriate for stability are test-retest and parallel-form methods. Reliability test is shown by 

high correlation between measures which means homogeneity of items underlying the 

construct. Cronbach,s alpha is a common reliability coefficient that indicates how well the 

items in a set are positively correlated to one another. It is computed in terms of the average 
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It is a significant problem to determine which test should be used when evaluating the 

validity of a particular measuring instrument. However, it is recommended that a thorough 

examination of a measuring instrument would include information about all types of validity. 

Therefore, for this research, after constructing a measurement instrument (questionnaire 

design and interviewing), we will identify which validity is sufficient to get precise results. 

4.11 Presentation of field work findings 
 
The data obtained from the field work performed in early 2010 at two major Iranian (type 

one) medical sciences universities through self administered questionnaires and also face to 

face semi structured interviews regarding the research objectives and research questions are 

presented. 

4.11.1Questionnaire developing 
Prior to start the field work, and as the data collection methods mainly based on the 

questionnaire as the first data collection method, the final version of the questionnaire was 

developed at six stages (Figure 4.2) as follows : 
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Figure 4.2: Six stages of the questionnaire developing 

 

Stage one: 

In order to select a model to investigate the TQM implementation at Iranian medical sciences 

universities, more than five worldwide popular TQM models were studied (see chapter 2). 

Differences and similarities of different TQM models were identified. 

STAGE ONE 
Study on different TQM models in HE 

 

STAGE TWO 
Selecting the Baldrige model 

 

STAGE THREE 
Focused on research objectives and Baldrige seven categories 

 

STAGE FOUR 
Designing the first draft of the questionnaire based on research questions and 

Baldrige categories 
 

STAGE FIVE 
Revising the questionnaire with the supervisors &TQM experts 

 

STAGE SIX 
Pilot study to get the final version 
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Stage two: 

Among those, the Baldrige model was selected for the following reasons: 

A) It has been successfully implemented at Higher education organizations, 

B) It is not complicated, 

C) The Baldrige categories are very sensible to Iranian managerial system,  

D) Cultural closeness of Iranian higher education system with organization presented 

Baldrige model, and 

E) Personal interest of the researcher to this model. 

 

Stage three: 

Once again, the research objectives were reviewed and tried to find a linkage between 

Baldrige seven categories in terms of suitability of the categories to cover the research 

objectives. It was noted that the seven categories are good enough and could be used for this 

purpose. 

Stage four: 

Using the Baldrige model guideline and research objectives and research questions, the first 

draft of the questionnaire was designed. In designing the questionnaire, it was tried to design 

as much as questions to make sure nothing ignored and therefore, fifty five questions were 

designed. Furthermore, in designing the questionnaire, the researcher tried to benefit from the 

principles should be taken into account in questionnaire design, questionnaire wording, and 

questionnaire layout explained in details at chapter four. 

Stage five: 

The first draft of the questionnaire was revised first with a TQM expert and then with the 

supervisors. They made very good points from different points of view and all points were 

used to construct the revised questionnaire. In the revised questionnaire, the number of 

questions downed to 48 clear and understandable questions.  

Stage six: 

Because of importance of the pilot study in the research (see chapter four) and knowing this 

fact that even when all the previous steps have been followed with maximum attention, pilot 

work is necessary in refining the wording, contents, ordering, lay out and so on. So, in this 

research, taking into account of suggestions put forward by TQM authors the pilot study was 

conducted at three steps. At the first step, the first revised questionnaire was submitted to a 

colleague who is lecturer at university of Bradford. His suggestions in terms of question 

wording, contents, ordering and layout was extremely useful to obtain the second revised 
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questionnaire. At the second step, the prepared questionnaire was delivered to three Iranian 

academic members, two of those were former university vice-chancellor and the third person 

is the lecturer of managerial methods at TUMS. Their input was very helpful and provided 

the researcher with useful comments and suggestions from different points of the view to 

obtain the third revised questionnaire. 

Finally, at the last step, the third revised questionnaires were distributed to the four groups of 

the respondents (each two) and asked them to highlight any ambiguous or irrelevant 

questions. Three of them gave some minor corrections, particularly in Farsi (Persian) version 

and the corrections were applied to the questionnaire and hence, the final questionnaire was 

constructed successfully. 

It is to be noted that at the first step the English version of the questionnaire, at the second 

step both English and Farsi versions were distributed to corresponding persons. At the third 

step, only the Farsi version of the questionnaire was distributed to the respondents. 

Distribution of the questionnaires to the respondents in the field work process was carried out 

as the Farsi version.  

 

4.11.2 Response rate 
The prepared final questionnaires were distributed to two medical sciences universities in 

Iran.  A total number of 160 questionnaires (each university 80) were distributed to four 

groups of respondents including academic staff (faculty), non academic staff (staff), students, 

and senior mangers. The portion of the respondents who received the questionnaires in both 

universities was summarised in the Table 4.3. 

 

Table 4.3: Portion of the responds received questionnaires in Tabriz + Isfahan 

 

 Faculty Staff Students Senior 

managers 

Total 

Quantity 25+21 20+24 25+25 10+10 160 

Percent 29 27.5 31 12.5 100 

 

The distribution of the questionnaires was carried by hand and email, of which 149 were 

returned completed and acceptable. Saunders et al. (2007) suggested a simple formula to find 

out the response using the following equation: 





http://www.wordiq.com/definition/Truth
http://www.wordiq.com/definition/Claim
http://www.wordiq.com/definition/Idea






 

145 
 

At this stage two universities in which the questionnaires to be distributed were identified. 

The first university was Tabriz University of Medical Science (TUMS) because the 

researcher is member of this university. The researcher was one of the top managers for years 

at this university and conducting the research was seemed feasible. 

The second one was Isfahan University of Medical Sciences (IUMS). The similarity of this 

university to TUMS in terms of ranking (type), size, number of students, staff etc encouraged 

the researcher to spot it as the second field. As mentioned earlier (see page 94) these two 

universities are categorized as type one universities and therefore in terms of facilities and 

equipments are very close to each other. Also these two universities are located at two 

different parts of the country; TUMS at the north west of the country and IUMS at the central 

Iran, therefore both can be good representative of MSUs from two different geographical 

locations. However, the another important point about these two universities is that in the past 

few years they started implementing TQM. Moreover, the good and close academic 

relationship between these two universities was another reason for fieldwork. In addition, the 

researcher has some sincere and impact colleagues at EUMS that can support the researcher 

to conduct the project. 

Stage 2: Piloting the questionnaire to formulate the final version. 

The piloting the questionnaire was explained in details earlier at this chapter. 

Stage 3: Distributing the questionnaires 

The 160 questionnaires were distributed by the researcher, email, and a hired postgraduate 

student to two universities (each 80 questionnaires) among different groups of the 

respondents including students, staff, faculty, and managers. 

Stage 4: Following up the questionnaire 

One week after completion the distributing the questionnaires, the researcher contacted the 

respondents to encourage and remind them to complete the questionnaire. At this  stage the 

importance of the completing the questionnaire was explained and the researcher thanked 

them in advance for the time and the commitment. 

Stage 5: collecting the questionnaires 

The completed questionnaires came through email was about 20%. The rest of those collected 

physically by the researcher and the hired person. The low number of the respondents handed 

in the completed questionnaires to the researcher office at the university. The collected 

questionnaires were 149 out of 160 (93%) which indicates the higher response rate.  

Stage 6: preliminary analysing the questionnaire data 







http://www.servinghistory.com/topics/Iranian_Revolution
http://www.servinghistory.com/topics/Iranian_Revolution
http://www.servinghistory.com/topics/University_of_Tehran


http://en.wikipedia.org/wiki/Isfahan_(city)
http://en.wikipedia.org/wiki/Isfahan
http://en.wikipedia.org/wiki/University_of_Isfahan
http://en.wikipedia.org/wiki/University_of_Isfahan
http://en.wikipedia.org/wiki/University_of_Isfahan
http://www.servinghistory.com/topics/University_of_Tehran
http://en.wikipedia.org/wiki/Isfahan_Province
http://en.wikipedia.org/w/index.php?title=Central_Iran&action=edit&redlink=1
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In addition, IUMS consists of 12 teaching hospitals, five research centres and is a main 

medical care provider in central part of Iran. 

5.4 Characteristics of the respondents 
This section provides a description of the respondents of the study carried out in Tabriz 

University (TUMS) and Isfahan University (IUMS) to obtain data from the field work 

performed in early 2010 at two major Iranian (type one) medical sciences universities 

through self administered questionnaires and also face to face semi structured interviews 

using Baldrige model, regarding the research objectives and research questions. 

A total of 149 (out of 160) respondents from four different groups including academic staff 

(faculty), non-academic staff (staff), students, university senior leaders (managers) took part 

in the study. The total questionnaires collected from all respondent groups were 149 out of 

160 (93%) indicated quite good contribution of the respondents with the researcher. Tables 

5.1-5.6 summarised the description of the respondents from different points of view. 

 

Table 5.1: Occupation of the respondents in Tabriz 

Occupation Frequency Percent 
Cumulative 

Percent 
 Faculty 25 33.8 33.8 
  Staff 19 25.7 59.5 
  Student 23 31.1 90.5 
  manager 7 9.5 100.0 
  Total 74 100.0   

 

 

Table 5.2: Occupation of the respondents in Isfahan 

 

Occupation Frequency Percent 
Cumulative 

Percent 
 Faculty 19 25.3 25.3 
  Staff 23 30.7 56.0 
  Student 24 32.0 88.0 
  manager 9 12.0 100.0 
  Total 75 100.0   

 

The number of respondents according to age groups was presented in the Tables 5.3 and 5.4.  
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Figure 5.1: Mean score of leadership category in Tabriz with standardised residuals 
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Table 5.13: Kruskal Wallis test result of four different groups of Isfahan for leadership 
category 
 

 
Sum of 
Squares df 

Mean 
Square F Sig. 

 Between 
Groups 2954.349 3 984.783 6.458 .001 

  Within 
Groups 10826.144 71 152.481     

  Total 13780.493 74       
  Total 14889.301 74       

 
 
 
 
 
 
 

 
Figure 5.3: Means Plot of four different groups of respondents in Tabriz 
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Figure 5.4: Means Plot of four different groups of respondents in Isfahan 
 
These Figures clearly showed that manager group gave the highest score for the leadership 

category. Generally, the research findings revealed that there is a difference in views of four 

groups of respondents on the situation of the university from TQM points of view. This 

difference is remarkable when three groups are compared with the managers. Basically, the 

reason for this difference is very obvious because, the managers are in the defending position 

and trying to support the existing managerial system which they running it. They sometimes 

feel that any weakness of the system reflects their managerial weakness. So, it seems that the 

mangers views are slightly away from the reality. On the other hand, three other groups are in 

the criticism position and intending to have an ideal system for the organization. 

Meanwhile, Using a four points of likert scale and converting the scores as fractions of 100, 

the Mean scores of seven questions (statements) for this category at Tabriz and Isfahan 

universities are summarised in Tables 5.14 and 5.15. The details were brought in Appendix 

13 and 15 respectively.  
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Table 5.19: Mean scores of four groups of respondents for SP in TUMS 

Group N Mean 
Std. 

Deviation 
Minimu

m 
Maximu

m 

            
Faculty 25 46.0000 11.87561 29.17 70.83 
Staff 19 41.8860 8.38798 25.00 58.33 
Student 23 41.8478 14.56862 1.00 70.83 
Manager 7 58.9286 12.59882 41.67 70.83 
Total 74 44.8761 12.85729 1.00 70.83 

 

According to the results obtained from the respondents in Tabriz, the faculties gave a mean 

score of 46.00. This value for the staff and student groups were 41.89 and 41.85 respectively. 

Again, the manager group gave the highest score (58.93) for this category as expected.  

Table 5.20: Mean scores of four groups of respondents for SP in IUMS 

Group N Mean SD Minimum Maximum 
Faculty 19 52.4160 14.05359 33.33 70.83 
Staff 23 46.5972 18.22749 .00 70.83 
student 24 47.9029 11.68321 19.00 70.83 
Manager 9 52.7593 12.67026 37.50 70.83 
Total 75 48.0771 14.46532 0.00 70.83 

 

According to the results obtained from the respondents in Isfahan, the faculties gave a mean 

score of 52.42. This value for the staff, student and manager groups was 46.60, 47.90 and 

52.76 respectively. 

The results  showed that manager and Faculty groups exceptionally gave the near and the  

highest scores for the strategic planning category and staff group together with student group 

gave the below 50%  score which  revealed that there is a difference in views of the  groups 

of respondents on the situation of the university from TQM points of view.  

 

The results clearly showed that manager group (particularly in TUMS) gave the highest score 

again for the strategic planning category and staff group together with student group gave the 

lowest score. Generally, the research findings revealed that there is a difference in views of 

four groups of respondents on the situation of the university from TQM points of view. This 

difference is remarkable when three groups are compared with the managers. Basically, as 

mentioned earlier, the reason for this difference is very obvious because, the managers are in 

the defending position and trying to support the existing managerial system which they 
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Table 5.39: Kruskal Wallis test result of four different groups for IA category in TUMS 
 
 

 
Sum of 
Squares df 

Mean 
Square F Sig. 

Between 
Groups 1469.793 3 489.931 4.649 0.005 

Within 
Groups 7377.594 70 105.394     

Total 8847.387 73       
 

Table 5.40: Kruskal Wallis test result of four different groups for IA category in IUMS 
 

 
Sum of 
Squares df 

Mean 
Square F Sig. 

Between 
Groups 901.708 3 300.569 3.097 0.010 

Within 
Groups 

10177.46
9 71 143.345     

Total 11079.17
7 74       

 

Using a four points of likert scale and converting the scores as fractions of 100, the Mean 

scores of seven questions (statements) in TUMS and IUMS for this category are summarised 

in Tables 5.41 and 5.42. The details were brought in Appendix 13 and 15. 
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Table 5.45: The Mean scores of FS category for TUMS and IUMS  

 TUMS IUMS 
N Valid 74 75 
  Missing 0 0 
Mean 48.7331 52.2233 
Std. Deviation 13.60602 11.85498 
Minimum 1.00 8.00 
Maximum 84.38 84.38 

  

Like the other mentioned categories, the respondents are divided into four main groups and 

each group had different views on this category. A comparison was carried to find out mean 

score of each group separately and the results were shown in Tables 5.46, 5.47 and Diagrams 

FS1, FS1  (Appendix 8 and 23). 

Table 5.46: Mean scores of four groups of respondents for FS in TUMS 

 N Mean 
Std. 

Deviation 
Minimu

m 
Maximu

m 
Faculty 25 51.8750 10.90023 34.38 75.00 
Staff 19 44.0789 11.59458 25.00 59.38 
Student 23 44.1576 14.66676 .00 71.88 
Manager 7 65.1786 8.91740 56.25 84.38 
Total 74 48.7331 13.60602 .00 84.38 

According to the results obtained from the respondents, the manager group as for previous 

categories gave the highest score of 65.18. This value for the faculty group was 51.88. The 

staff group and student group gave the below the middle, and the lowest score of 44.08 and 

44.16 respectively. 

Table 5.47: Mean scores of four groups of respondents for FS in IUMS 

 

 N Mean SD Minimum Maximum 
Faculty 19 51.5546 9.62108 37.50 71.88 
Staff 23 55.3304 15.02160 8.00 84.38 
Student 24 52.3350 9.70767 28.13 71.88 
Manager 9 57.2381 8.80392 46.88 71.88 
Total 75 52.2233 11.85498 8.00 84.38 

According to the results obtained from the respondents in IUMS, all groups gave the above 

50% (the middle of the four points on the Likert scale). The manager group gave the highest 

score of 57.24. This value for the faculty group was the lowest score of 51.55. The staff 

group and student group gave 55.33 and 52.33 respectively.
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5.6.6 Educational and support process management 
This category has five statements to examine the university key aspects of process 

management, including learning-focused education design and delivery, and support services. 

The respondents were asked to state their agreement or disagreement with given statements 

about  educational and support process management (EM) through ticking the five multi-

choice questions based on a four point Likert scale (1= disagree, 2= neither agree nor 

disagree, 3= mostly agree, 4= completely agree). The scores were then converted as fractions 

of 100 by the researcher. The mean scores of this category for TUMS and IUMS were found 

to be 47.90 and 49.41 respectively. Meanwhile the lowest and highest scores were 1.50 and 

75.00 respectively as illustrated in Table 5.54 and Histograms EM1 and EM1 (appendixes 9 

and 25). All 149 respondents answered the questions of this category. 

Table 5.54: The Mean scores of EM category for TUMS and IUMS  

 

 TUMS IUMS 
N Valid 74 75 
  Missing 0 0 
Mean 47.9054 49.4107 
Std. Deviation 12.9806

7 
15.0291

8 
Minimum 25.00 1.50 
Maximum 75.00 75.00 

 

Like the other mentioned categories, the respondents are divided into four main groups and 

each group had different views on this category. A comparison was carried to find out mean 

score of each group separately and the results were shown in Tables 5.55, 5.56 and Diagrams 

EM1, EM1 (Appendixes 10, and 25). 

Table 5.55: Mean scores of four groups of respondents for EM in TUMS 

Group N Mean 
Std. 

Deviation Minimum Maximum 
Faculty 25 50.4000 13.14344 25.00 75.00 
Staff 19 46.5789 12.47805 25.00 70.00 
Student 23 42.8261 12.77658 25.00 75.00 
Manager 7 59.2857 3.45033 55.00 65.00 
Total 74 47.9054 12.98067 25.00 75.00 

The results obtained from the four respondent groups in Tabriz were different and showed 

that the student group gave the poorest score of 42.83. These values for staff group and the 

faculty group are 46.58 and 50.40 respectively. The manager group gave the highest score of 

















 

206 
 

Table 5.63: The Mean score of OR category  

 TUMS IUMS 
N Valid 74 75 
  Missing 0 0 
Mean 42.9392 46.7352 
Std. Deviation 11.0289

0 
14.2882

7 
Minimum 20.00 2.00 
Maximum 72.50 72.50 

Like the other mentioned categories, the respondents are divided into four main groups and 

each group had different views on this category. A comparison was carried to find out mean 

score of each group separately and the results were shown in Tables 5.64, 5.65 and Diagrams 

OR1, OR1 (Appendixes 12 and 27). 

 

Table 5.64: Mean scores of four groups of respondents for OR in TUMS 

 

Group N Mean 
Std. 

Deviation 
Minimu

m 
Maximu

m 
Faculty 25 43.2000 10.54554 25.00 65.00 
Staff 19 40.0000 7.77282 27.50 55.00 
Student 23 41.0870 10.94475 20.00 72.50 
Manager 7 56.0714 13.13846 35.00 72.50 
Total 74 42.9392 11.02890 20.00 72.50 

The results obtained from the four respondent groups were different and showed that the 

manager group gave the highest score of 56.07 as highest as for previous categories. Staff 

group gave the lowest score of 40.00. These values for student group and the faculty group 

are 41.09 and 43.20 respectively.  

Table 5.65: Mean scores of four groups of respondents for OR in IUMS 

 

Group N Mean SD Minimum Maximum 
Faculty 19 44.1176 10.15279 32.50 72.50 
Staff 23 48.4970 15.99403 2.00 72.50 
Student 24 46.4286 15.53879 2.86 70.00 
Manager 9 55.3889 9.72040 40.00 70.00 
Total 74 46.7352 14.28827 2.00 72.50 

The results obtained from the four respondent groups were different and showed that the 

manager group gave the highest score of 55.39 as highest as for previous categories. 











http://en.wikipedia.org/wiki/Standardized_test
http://en.wikipedia.org/wiki/Standardized_test


http://www.emeraldinsight.com/journals.htm?issn=1741-0401&volume=58&issue=3&articleid=1775040&show=html#b52
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not name the corruption as TQM barrier but implicitly stated that the corruption is one of the 

main factors caused failed attempts at implementing a TQM strategy in Nigeria. In his 

opinion other main variables implicated in such failures are: an over-reliance on statistical 

methods; an under-reliance on statistical methods; the bureaucratisation of TQM efforts; the 

failure to recognise the relationship between TQM objectives and increased employee 

involvement and participation; failure to integrate major organisational functions into TQM 

activities, among others.  

5.8 Statistical comparison of TUMS with IUMS 
At this chapter, two universities were compared in terms of results under data analysis and 

discussion of each category as well as results obtained from the two hypotheses. In order to 

find out how close these two universities are to each other and also in order to achieve better 

finding and conclusion of the field works, the results obtained from Tabriz and Isfahan 

universities were statistically compared. This comparison also gives a better impression to the 

researcher that the fields chosen from two different parts of the country (from North West 

and Central) were the right samples and represent the whole MSUs.  

5.8.1 Comparison of Mean scores of Baldrige seven categories of TUMS 

and IUMS 
The mean scores of each university at the seven categories are summarised in Table 5.76. 

Table 5.76: Means scores comparison of TUMS and IUMS in terms of Baldrige seven 

categories   

 University N Mean SD 
L TUMS 74 47.0560 11.72437 
  IUMS 75 51.8819 13.17476 
SP TUMS 74 45.4392 11.72784 
  IUMS 75 48.0771 14.46532 
Student TUMS 74 42.2297 12.05416 
  IUMS 75 43.4248 13.43684 
IA TUMS 74 44.9324 10.96425 
  IUMS 75 46.3657 11.96917 
FS TUMS 74 49.4088 12.33491 
  IUMS 75 52.2233 11.85498 
EM TUMS 74 48.2432 12.69863 
  IUMS 75 49.4107 15.02918 
OR TUMS 74 43.0068 10.90102 
  IUMS 75 46.7352 14.28827 

 



http://en.wikipedia.org/wiki/Non-parametric_statistics
http://en.wikipedia.org/wiki/Non-parametric_statistics
http://en.wikipedia.org/wiki/Statistical_hypothesis_test
http://en.wikipedia.org/wiki/Sampling_(statistics)
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Table 5.81: Chi square test for age data of TUMS and IUMS 

 
 The corresponding Bar Chart clearly shows that the over 50 year old respondents are in 

minority (Figure 5.6). 

 
Figure 5.6: Bar Chart of different groups of respondents in term of age in TUMS and IUMS 
 
5.8.4 Comparison of the gender of the respondents at TUMS and IUMS 
The number and percentage of each gender group is summarised in Table 5.82. 
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The study also aimed to achieve the research objectives and questions through the Baldrige 

seven educational categories. The educational categories are: leadership, strategic planning, 

students focus, Information and Analysis, faculty and staff focus, educational and support 

process management, and organizational performance results. The results revealed that: 

1) Despite the fact that the current state of the TQM practice in the university in terms of 

seven Baldrige educational categories is lower, but it seems the university has started 

improving in some area. For example, Faculty and staff focus (FS), and educational 

and support process management (EM) with the means of very close to the middle 

indicate a hope for progress in the university. 

2)   Basically the university was not successful in implementation of the  TQM  

programs 

3) Four new TQM implementation impediments including a) managers are multi jobs b) 

financial problems of the staff and lack of interest in participating TQM training and 

programs, c) non accountability of the mangers to the ministry, and d) lack of time for 

TQM implementation were identified together with some word wide ones which are 

totally 18 barriers. It can be extrapolated that the remedies that have been used in 

overcoming the problems can be considered as critical factors to successful 

implementation of TQM. 

 

4) In addition, there is an impact of seven categories on each one separately. Also, it is 

found that the government (the ministry) policy acts as an encouraging factor to 

implement TQM successfully through the assessing the senior leaders of the 

university. 

5) Finally, this study showed that there is no difference in their levels of views on 

Baldrige TQM model by male and female respondents. 
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Chapter 6 

Conclusions, Contributions and Recommendations 
 

6.1 Introduction  
This chapter provides an overview of this research. It gives a brief description of key findings 

and the discussion which emerged from chapter five. As a main aim of the research, 

investigation on TQM implementation in medical sciences universities of Iran is presented 

within this chapter. Also, this chapter presents the major contributions of the study and 

implications for research and practice. Then, some recommendations for TQM 

implementation in medical sciences universities of Iran are presented. Finally, the chapter 

outlines some reflections and limitations of the research.  

6.2 Overview of the study    
Total Quality Management (TQM) is a holistic philosophy because it comprises the entire 

organization. TQM is considered one of the most important approaches adopted by managers 

in recent decades to make their organizations more sustainable, competitive and profitable.  

The TQM in Higher Education (HE) started in the 1990s, as an individual movement in some 

universities in the USA and UK. Since then, the movement has gathered a lot of momentum 

and has begun to manifest itself globally. In 1998, education sector organizations first 

became eligible for application for the MBNQA which is administered through an active 

partnership between the government and the private sector in USA. This inclusion of the 

educational sector was in response to several national reports that indicated concern over the 

lack of progress in improving the quality of learning centres. It was not until 2001 that a 

university won the Baldrige Award. The clearly definition of quality in HE by the UNESCO 

states that quality in HE is a multidimensional concept, which should embrace all its 

functions and activities: teaching and academic programmes, research and scholarship, 

staffing, students, infrastructure and the academic environment.  

Accompanying this, there has been a call for a total approach to quality improvement in 

universities. However, studies that have attempted to investigate TQM in HE organizations to 

demonstrate successful implementation are still significantly few particularly in developing 

countries. 
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Figure 6.1: Proposed TQM implementation model 
 
The assumption made in developing this model is that human and financial resources as well 

as the highly organised evaluation centres are the main advantage of TQM implementation 

within MSUs. 

Basically, the assumption of the model is derived from the Baldrige model. In the Baldrige 

model Leadership (Category 1), Strategic Planning (Category 2), and Student, Stakeholder, 

and Market Focus (Category 3) represent the driving (leadership) triad. But in the proposed 

model, the Student, Stakeholder, and Market Focus (Category 3) factor of the driving system 

was replaced by Quality centre. The main reason for this replacement is that the results of the 

research indicated that vast majority of the respondents were happy about a centre called 
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EDC (Educational and development Centre) and mentioned that this centre successfully 

provides and develops training plans and continuously evaluate faculty performances (see 

discussions in page 194 and 195). 

However, the findings that came from the data of this study revealed that there is an 

inappropriate organisational intention to customer focus and therefore, suggested the 

customer satisfaction as a new main driver (main driver 2) of the HE system which is 

integrated with the leadership (main driver 1). So, unlike the Baldrige model, the presented 

model benefits from two main drivers and provides a comprehensive basis for TQM 

implementation appropriate to MSUs. 

Moreover, Faculty and Staff Focus (Category 5), Process Management (Category 6), and 

Results (Category 7) represent the results triad in the Baldrige model. In the HE organizations 

students along with the faculty and staff accomplish the work of the organization that yields 

the overall performance results. Therefore, in the presented model the student performance 

was added to the organizational results which does not exist in the Baldrige model. However, 

the results indicated that there is no serious problem in terms of financial recourses for TQM 

programs (see discussion in page 202) and they need to have a system to measure, compare, 

and evaluate the financial performance. Therefore unlike the Baldrige model, in the presented 

model financial and budgetary performance was added to the organizational results. 

As it has been shown in the diagram, with effective main drivers, and successful process, the 

high quality of the organizational results will be achieved.  
 

6.4.1 Driving system 
Driving system is divided into two main derivers 1 and 2. 

6.4.1.1 Main driver 1 

Main driver 1 has three factors: Visionary and full time leadership, strategic plan, and quality 

centres. 

Visionary and full time leadership: Understanding of the concept of TQM by visionary and 

also full time leadership is an important step before any stage of implementation particularly 

in developing countries. Visionary and full time leadership provides a continuous 

commitment by physically participation in quality committees, addressing organizational 

values, organizational learning, organizational directions, encouraging and motivating the 

employees, empowerment, and in general meeting the customer satisfaction. 





















http://www.emeraldinsight.com/Insight/ViewContentServlet?Filename=Published/EmeraldFullTextArticle/Articles/1060160303.html#idb1
http://en.allexperts.com/e/p/pa/patrick_clawson.htm
http://en.allexperts.com/e/m/mi/michael_rubin_(historian).htm


http://www.dti.gov.uk/quality/evolution




http://www.irphe.ir/fa/statistics/Statictics%20Forms/w-br.bruoshoor83-84.pdf


http://www.irphe.ir/Fa/Letter/LetterPDF/LetterHE-18/Name%2018/NOSHAHI.doc






http://www.baldrige.nist.gov/PDF_files/2003_Education_Criteria.pdf


http://www.msrt.ir/
http://www.collnet.de/Berlin-2008/NoroozichakoliWIS2008eis.pdf
http://www.collnet.de/Berlin-2008/NoroozichakoliWIS2008eis.pdf
http://www.collnet.de/Berlin-2008/NoroozichakoliWIS2008eis.pdf














http://www.worldbank.org/education


http://dx.doi.org/10.1016/0024-6301(86)90008-7
http://dx.doi.org/10.1016/0024-6301(86)90008-7


 

265 
 

80.0060.0040.0020.000.00

sp

20

15

10

5

0

Fr
eq

ue
nc

y

Mean = 44.8761
Std. Dev. = 12.85729
N = 74

sp

Appendices 
 
 
 
 
Appendix 1 
 
Histogram SP1: Mean score of strategic planning category in Tabriz with standardised 
residuals 
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Appendix 2 
Diagram SP1: Mean plot of four different groups of respondents for 
Strategic planning in Tabriz 
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Appendix 3 
Histogram S1: Mean score of student focus category in Tabriz with standardised residuals 
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Appendix 4 
Diagram S1: Mean plot of four different groups of respondents for student 
focus in Tabriz. 
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Appendix 5 
Histogram IA1: Mean score of IA category in Tabriz with standardised residuals 
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Appendix 6 
Diagram IA1: Mean plot of four different groups of respondents for IA in 
Tabriz. 
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Appendix 7 
Histogram FS1: Mean score of FS category in Tabriz with standardised residuals 
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Appendix 8 
Diagram FS1: Mean plot of four different groups of respondents for FS in 
Tabriz  
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Appendix 9 
Histogram EM1: Mean score of EM category in Tabriz with standardised residuals 
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Appendix 10 
Diagram EM1: Mean plot of four different groups of respondents for EM 
in Tabriz  
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Appendix 11 
Histogram OR1: Mean score of OR category in Tabriz with standardised residuals. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

       

 

 

 

 

 

 

 

 
 

 

 



 

276 
 

 
 
 
 

Appendix 12 
Diagram OR: Mean plot of four different groups of respondents for OR in 
Tabriz. 
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Appendix 13 
 
 

The mean scores of 48 questions of the questionnaire for seven categories in 
Tabriz. 
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Appendix 16 
Histogram SP1: Mean score of strategic planning category in Isfahan with standardised 
residuals 
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Appendix 17 
Diagram SP1: Mean plot of four different groups of respondents for 
Strategic planning in Isfahan. 
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Appendix 18 
Histogram S1: Mean score of student focus category in Isfahan with standardised residuals 
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Appendix 19 
Diagram S1: Mean plot of four different groups of respondents for student 
focus in Isfahan. 
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Appendix 20 
Histogram IA1: Mean score of IA category in Isfahan with standardised residuals. 
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Appendix 21 
Diagram IA1: Mean plot of four different groups of respondents for IA in 
Isfahan. 
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Appendix 22 
Histogram FS1: Mean score of FS category in Isfahan with standardised residuals 
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Appendix 23 
Diagram FS1: Mean plot of four different groups of respondents for FS in 
Isfahan  
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Appendix 24 
Histogram EM1: Mean score of EM category in Isfahan with standardised residuals. 
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Appendix 25 
Diagram EM1: Mean plot of four different groups of respondents for EM 
in Isfahan  
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Appendix 26 
Histogram OR1: Mean score of OR category in Isfahan with standardised residuals. 
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Appendix 27 
Diagram OR: Mean plot of four different groups of respondents for OR in 
Isfahan. 
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Appendix 28: Questionnaire (Persian) 
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