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Preface

Globalisation	of	business	and	economy	has	opened	new	vistas	of	development	for	

higher	 education.	 The	 aspirations	 of	masses	 to	 acquire	 higher	 education	 has	

resulted	in	the	concurrent	growth	of	distance	education.	The	quality	of	education	

in	 general	 and	 distance	 education	 in	 particular	 has	 always	 been	 a	 cause	 of	

concern.	World	over	there	have	been	many	attempts	to	develop	quality	assurance	

tool	 kits	 in	 the	 past.	 As	 they	 were	 developed	 a	 few	 years	 ago	 they	 couldn't	

incorporate	the	increasing	role	of	ICT	in	distance	education.	In	recent	times	the	

concept	of	digital	learning	and	blended	learning	have	become	more	prevalent.	

With	 the	 objective	 of	 fostering	 quality	 in	 distance	 education	 and	 to	 trigger	 a	

quality	revolution,	the	present	quality	assurance	tool	kit	for	open	and	distance	

learning	institutions	has	been	prepared.	Such	a	tool	kit	is	the	need	of	the	hour.	In	

order	to	facilitate	the	implementation	of	this	tool	kit	a	user	manual	has	also	been	

developed	 which	 gives	 detailed	 guidelines	 regarding	 how	 to	 use	 the	 quality	

assurance	tool	kit.	

The	 book	 has	 been	 divided	 into	 mainly	 three	 segments.	 In	 the	 chapter	 one	

introduction	 is	 given	which	 covers	overview	of	quality	management	and	also	

different	models	of	quality	management	which	are	relevant	for	education	sector.	

In	chapter	two	the	details	of	quality	assurance	tool	kit	have	been	included.	This	

chapter	begins	with	purpose	 and	 scope	of	 the	 toolkit	 and	 goes	on	 to	discuss	

objectives	and	structure	of	the	quality	assurance	tool.	In	the	end	the	guidelines	for	

how	to	use	the	quality	assurance	tool	kit	are	given.	

The	third	chapter	is	focused	on	the	quality	assurance	tool	kit	for	ODL	institution	

which	covers	ten	aspects	of	quality	assurance	which	are	further	subdivided	into	

various	 performance	 indicators.	 Likert	 scale	 has	 been	 used	 for	 seeking	

responses.

Karunesh	Saxena(Ph.D)

Manas	Ranjan	Panigrahi	(Ph.D)
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Education is one of the primary needs of human being. All over the world, greater emphasis is 
being placed on its spread so that a large section of population can have access to it. �e 
growth in infrastructure and other facilities for formal section of higher education has not 
been able to keep pace with the persistent growth in global population. Consequently, the 
concept of Open & Distance Learning (ODL) institution has come to the fore in the past few 
decades.

It is catering to those sections of population who could not have access to classroom 
education or have been dropouts from the formal system or working executives. It is a 
generally accepted fact that the modern distance education with use of technology started in 
1969 with the establishment of Open University of UK (OUUK) ( Jung et al, 2013). In Asia, 
Korean Open University started in 1972. In India, the �rst Open University was started in 
Andhra Pradesh in the year 1982. A few years later Indira Gandhi National Open University 
(IGNOU) was set up in New Delhi in 1985. With the proliferation of IT tools & techniques in 
the 80's & 90's, the design and delivery of distance education services has been reengineered.

At present a large number of ODL institutions are operating all over the world. �ey are 
capable of providing more opportunities for higher education to the large populace. ODL 
institutions provide a �exible teaching and learning platform for distance learners. Distance 
education is able to offer continuous learning and also skill development for working 
population. In other words, the concept of open and distance learning is essentially a Life 
Long Learning (LLL).

More recently, concept of blended learning has gained popularity in which the teacher blends 
in his classroom instruction with online technology. Blended learning environment has 
resulted in be�er learner performance (Kanwar, 2018). Teachers in blended learning play a 
key role as they are supposed to possess a blend of subject expertise and basic technological 
skills (Cleveland-Innes and Wilton 2018).

Overview of Quality and Quality Management

Traditionally, quality of a Distance Education Institution (DEI) is perceived to be inferior to 
that of in-person formal education system. Quality is highly subjective therefore it is an 
abstract concept. �e quality of service system is difficult to be managed as the customer 
(learner in this case) expectations are very high. In fact, quality is the key which if managed 
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properly can sustain the ODL institutions in the long run. Many educational institutions are 
going for Quality Management System (QMS) certi�cation ISO 9000 which helps them in 
be�er documentation of educational activities in that organization. Quality management is 
that aspect of the overall management function that determines and implements quality 
policy (Saxena, 1997).

Quality cannot be thrust upon any system; it has to be built into the process. Hence Quality 
Assurance (QA), which is based on prevention paradigm, is the assurance that a certain level 
of quality will result from the system. Such an approach prevents inferior quality to be 
generated by the system.

Table-1 gives de�nition of quality, its allied terms & distance education by various authors, 
over the period of many decades.

Table1:	De�inition	of	Quality	&	Allied	Terms

Author

Deming

	

Joseph	M.Juran

Crosby

Downey

Jover

Munusamy`

ISO	2013	A

Year

1939

1954

1967

1994

2004

2010

2013

De�inition

Good	quality	means	a	predictable	degree	of	uniformity	

and	dependability	with	a	quality	standard	suited	to	the	

customer.

Quality	is	�itness	for	use	in	terms	of	design,	conformance,	

availability,	safety,	and	�ield	use.

Quality	is	conformance	to	requirements.	The	system	of	

quality	is	prevention.	The	performance	standard	is	zero	

defects.	The	measurement	of	quality	is	the	price	of	non-

conformance.

Is	meeting,	exceeding	and	delighting	customers'	needs	

and	expectations	with	the	recognition	that	these	needs	

and	desires	will	change	over	time

"Quality"	often	signi�ies	excellence;	however,	it	is	a	word	

with	different	perception	to	different	people

Quality	is	an	attribute	of	services	or	products	that	meet	

or	exceeds	the	human	expectations	and	satisfaction

The	totality	of	characteristics	and	services	or	products	

that	bear	on	its	ability	to	meet	a	stated	or	implied	need

2
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Mc	Connel

Borahan	&	
Ziarati

J.	Barton

Adrian	Palmer

Foster	and	
Whittle

Atkinson

Oakland

Peters

1968

2002

2002

2004

1998

2002

2014

1973

Quality	Assurance	encompasses	the	processes	and	
procedures	that	systematically	monitor	different	aspects	
of	a	service	or	facility.

Quality	Assurance	is	a	set	of	processes,	policies,	or	
actions	performed	externally	by	Quality	Assurance	
agencies	and	accrediting	bodies	or	internally	within	the	
institution

Quality	Assurance	comprises	administrative	and	
procedural	activities	implemented	in	a	quality	system	so	
that	requirements	and	goals	for	a	product,	service	or	
activity	will	be	ful�illed

Quality	Assurance	focus	on	establishing	good	processes	
to	produce	products	with	the	quality	already	built	in,	
rather	than	going	through	an	unmonitored	production	
process	and	trying	to	“inspect	quality”	to	a	product	that's	
already	been	�inished.

Total	Quality	Management	is	a	combination	of	socio-
technical	process	towards	doing	the	right	things	
(externally),	everything	right	(internally),	�irst	time	and	
all	the	time	with	economic	viability	considered	at	each	
stage	of	each	process.

TQM	is	a	strategic	approach	to	produce	the	best	product	
and	service	possible	through	constant	innovation.

Total	Quality	Management	(TQM)	is	an	approach	to	
improving	the	effectiveness	and	�lexibility	of	business	as	
a	whole.	It	is	essentially	a	way	of	organising	and	
involving	the	whole	organisation,	every	department	
every	activity,	every	single	person	at	every	level.

"A	method	of	imparting	knowledge,	skills	and	attitudes	
which	is	rationalised	by	the	application	of	division	of	
labour	and	organisational	principles	as	well	as	by	the	
extensive	use	of	technical	media,	specially	for	the	
purpose	of	reproducing	high	quality	teaching	materials	
which	makes	it	possible	to	instruct	great	numbers	of	
students	at	the	same	time	wherever	they	live.	It	is	an	
industrialised	form	of	teaching	and	learning".

Author Year De�inition

Total	Quality	Management

Distance	Education

Quality	Assurance
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Dohmen

Holmberg

COL	and	ADD

United	States	
Distance	
Learning	
Association

Procter

Chew,	Jones	and	
Turner

Watson	and	
Murin	

Staker	and	Horn

1977

1981

1999a

1999

2003

2008

2014

2016

Systematically	organised	form	of	self-study	in	which	
student	counselling,	the	presentation	of	learning	
material	and	securing	and	supervising	of	students'	
success	is	carried	out	by	a	team	of	teachers,	each	of	
whom	has	responsibilities.	It	is	made	possible	at	a	
distance	by	means	of	media	which	can	cover	long	
distances.

The	various	forms	of	study	at	all	levels	which	are	not	

under	continuous,	immediate	supervision	of	tutors	

present	with	their	students	in	lecture	rooms	on	the	same	

premises,	but	which,	nevertheless,	bene�it	from	the	

planning,	guidance	and	tuition	of	a	tutorial	organisation.

Distance	teaching	refers	to	the	role	of	educational	

institution	in	providing	education	at	a	distance,	whereas	

distance	learning	refers	to	the	role	of	the	student	in	the	

learning	process	of	education	at	a	distance.

Open	and	Distance	Learning	(ODL)	refers	to	a	system	of	

teaching	and	learning	characterized	by	separation	of	

teacher	and	learner	in	time	and/or	place;	uses	multiple	

media	for	delivery	of	instruction;	involves	two-way	

communication	and	occasional	face-to-face	meeting	for	

tutorials	and	learner-learner	interaction.

The	effective	combination	of	different	modes	of	delivery,	

models	of	teaching	and	styles	of	learning.	

Blended	learning	involves	the	combination	of	two	�ields	

of	concern:	education	and	educational	technology.

A	formal	education	program	in	which	a	student	learns	at	

least	in	part	through	online	learning,	with	some	element	

of	student	control	over	time,	place,	path,	and/or	pace;	at	

least	in	part	in	a	supervised	brick-and-mortar	location	

away	from	home;	and	the	modalities	along	each	student's	

learning	path	within	a	course	or	subject	are	connected	to	

provide	an	integrated	learning	experience.

Blended	learning	is	'A	formal	education	program	in	

which	a	student	learns	at	least	in	part	through	online	

delivery	of	content	and	instruction	with	some	element	of	

student	control	over	time,	place,	path,	and/or	pace	and	at	

least	in	part	at	a	supervised	brick	and-mortar	location	

away	from	home'	
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l		Learn	from	results l		Set	Target
l		Create	Matrix
l		Identify
				improvements

l		Check	the
				measurement

l		Implement	
				improvements
l		Implement
				process

Do

Act Plan

Check

Source:	Campos,	2004
Figure	1:	Continuous	Quality	improvement	with	PDCA

From	 the	 above	 table	 it	 can	 be	 concluded	 that	 the	 concept	 of	 quality	 is	

multidimensional	in	nature	and	immensely	useful	for	ODL	institutions.

Models	of	Quality	Management	in	Education

Emphasis	on	quality	and	its	assurance	in	Education	system	has	been	a	evolving	

phenomenon.	Two	of	the	most	prominent	quality	models	are	being	presented	

here.	First	 is	 the	PDCA	(Plan	Do	Check	Act)	model	developed	by	Deming	and	

Shewart.	 The	 second	 model	 is	 given	 by	 Paraschivescu	 which	 is	 focused	 on	

achieving	organizational	excellence.

l	 PDCA	Cycle	(Plan,	Do,	Check,	Act)

William	Edwards	Deming	also	known	as	 the	 father	of	modern	quality	control	

helped	 in	 evolution	 of	 the	 Plan-Do-Check-Act	 (PDCA)	 Cycle.	 PDCA	 cycle	 is	

systematic	 and	 continual	 quality	 improvement	 cycle.	 Figure-1	 illustrates	 the	

PDCA	cycle.

As	it	is	clear	from	the	above	�igure	that	PDCA	cycle	begins	with	setting	targets	and	

identifying	areas	which	require	improvements.	The	next	stage	is	'Do'	stage	where	

implementation	 of	 plans	 takes	 place,	 which	 is	 expected	 to	 result	 in	

improvements.	At	'Check'	stage	the	activities	are	closely	monitored	and	�inally	the	

last	stage	is	'Act'	which	is	also	known	as	the	adjustment	stage,	where	the	lessons	

learned	from	results	is	brought	forward	in	next	cycle.
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Open	 and	 distance	 learning	 can	 bene�it	 both	 learner	 and	 the	 organization	

through	implementing	the	PDCA	cycle	as	it	ensures	reliability,	extendibility	and	

certainty	of	delivery	of	education.

Every	process	of	Open	and	Distance	University	from	admission,	distribution	of	

study	material,	examination,	result	declaration,	grievances	and	award	of	degree	

should	 be	 in	 stipulated	 time.	 Faculties	 and	 support	 staff	 should	 understand	

quality	policy	and	act	as	per	the	Quality	Assurance	plan.	Then	support	staff	and	

faculties	are	assigned	with	 their	 respective	Quality	Assurance	area	with	 their	

performance	indicator.	Every	Process	should	be	evaluated	with	quality	standards	

targets	set	at	Plan	phase	for	quality	control	and	any	Deviation	and	dif�iculty	must	

have	 corrective	 action	 for	 next	 quality	 cycle	 with	 the	 aim	 of	 continual	

improvement	through	PDCA	Cycle.	Open	and	distance	learning	universities	can	

maintain	and	improve	their	quality	by	effective	implementation	of	PDCA.

Organizational	Excellence	Model

This	model	is	conceptualized	by	Paraschivescu	(2017),	an	educational	system	is	

viewed	as	akin	to	a	service	system	in	which	the	Total	Quality	Management	(TQM)	

approach	can	be	applied.	Among	various	stakeholders	 the	primary	one	 is	 the	

learner.	The	educational	system	has	to	understand	and	satisfy	the	needs	of	all	its	

stakeholder's	 groups	 through	 continuous	 improvements	 (KAIZEN)	 and	

innovation.	The	�igure-2	given	below	describes	the	model.

Continuous	
Improvement  

Strategic	Alliance

Innovation

Structure

Strategy

Technology

Open	Culture

 

 

 

 

Learning

 

Learning
 

Learning Learning

Intra-
Organizational

 

Inter-
Organizational

 

Organizational	Excellence	
Model

 

Source:	Paraschivescu	AO,	2017	
Figure	2:	Organizational	Excellence	Model

The	above	�igure	highlights	the	interaction	of	 learning	activities	both	at	 intra-
organizational	and	inter-organizational	levels.
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