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Abstract
The adoption of the total quality management (TQM) and the quality assurance system in Higher Education institution mostly to meet the challenges of external and internal environments that related to academic quality and internal management.

For research method, this study utilizing a qualitative approach. Informants in this study are the quality policy makers at Universitas Terbuka’s (UT) Central Office, the executors and the controllers of the quality policy. The study showed that eleven principles of TQM can be adopted by the university organization among others due to the support of: 1) the management commitment, 2) the quality assurance system that is systematic and structured, 3) the self-assessment system that takes into account the students’ feed-back, 4) the management review meetings that conducted regularly, and 5) the participation of professional quality accreditation bodies to validate the university quality assurance program. The adoption of TQM also raises a variety of critical challenges, such as the adoption of TQM principles are not yet internalized evenly across all levels of the organization. Therefore, in the adoption process of TQM principles in the higher education institution, socialization and internalization strategies that rational, systematic, structured and continuous are needed in order to obtain maximum results.
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Currently, the field of higher education in Indonesia is experiencing rapid growth. There are about 4,426 universities in Indonesia (http://forlap.ristekdikti.go.id/perguruan tinggi/homegraphpt, 12-04-2016). However, the challenges facing higher education is also many, include: Accessibility to higher education, the complexity of public's need for the products and services of higher education, and the demands for accountability and quality of products/services offered by higher education institutions. In other words, the quality of access, education programs and services are the demands of all stakeholders. The demands of the quality of education is closely related to various efforts to improve the competence of graduates and competitiveness of human resources and organizational accountability.

However, to meet these demands are not easy. As an example of the case facing one of the colleges namely the Indonesia Open University - in the management of higher education can be grouped into a number of issues, among others related to: 1) human resources management, 2) student services, 3) development of programs, curricula and subjects, 4) learning support services and learning media, 5) student evaluation and certification, and 6) quality assurance.

To examine the above issues, the author observed and studied the results of previous research in the Indonesia Open University (Universitas Terbuka/UT) who applying the distance learning system. Associated with the human resources management, UT’s Central Office located in Tangerang Selatan, Banten Province and the 40 Regional Center Offices are dispersed in provincial capital and cities throughout Indonesia, supported by around 748 academic staffs and 1006 administrative staffs. Managing 1,754 staffs with heterogeneous in level of education, character and work culture, and a wide network of partnership is not East; In this case, it takes appropriate management strategies for cooperating with the government and private institutions, such as: Ministry of Education and Culture, Ministry of Research – Technology and Higher Education, Education Authorities at the Provincial Level, Education Attache in Indonesian Embassy abroad; Public and private universities throughout Indonesia; Mass Media Printed and Electronic; The National and Regional Libraries; Publishers; PT Pos Indonesia; and A number of banks. With the characteristics of open-distance learning, UT is not possible to work alone, UT should maintains good cooperation with the cooperating partners.

Related to learning services, UT currently has around 397,955 active students (UT Dalam Angka, 12 April 2016)
, who are lived in all over Indonesia and in a number of major cities abroad, with diverse characteristics. Meanwhile, the number of UT graduates is approximately 1.5 million alumni.

To cope with the demands on accessibility, accountability, quality programs and services, as well as the problems faced, since the beginning of 2001 UT Management has implementing business strategies that can improve the performance and culture of quality higher education institutions, namely Total Quality Management (TQM). This was stated in the UT’s Strategic Plan 2005-2020 and 2010-2021. It is also based on the fact that as the complexity of the management of organization problems faced in the coverage area and extensive networks, a large amount of human resources, as well as the number of students who are numerous and scattered throughout the country and abroad. A number of issues of concern in this study are as follows:
1) The challenge of external stakeholders who constantly question the quality of UT. Abandonment this issue can result in a loss of credibility of the university's supports of financial, policy makers, and other external stakeholders. Related assessment or accreditation of higher education (from the internal and external bodies), stakeholders expect the implementation of a comprehensive assessment system that results can be easily accessed by stakeholders. The scoring system which allows stakeholders to monitor whether universities have followed the performance standards mandated by the stakeholders. 
2) Stakeholders expect the university improve organizational culture by encouraging innovation and continuous quality improvement in learning system, curriculum and new technologies in the learning process. Meanwhile there is the challenge of geographic conditions the distribution of students as well as information technology infrastructure throughout Indonesia that is not maximal supported. 
3) The results of previous studies indicate that the adoption of TQM can be supported by the Quality Management System (QMS) by ISO 9001 standard to improve the performance and quality of the organization's culture. UT has adopted the principles of TQM as one of the strategies for achieving the vision, mission, goals and problem solving in the organization. Total Quality Management has implemented more than fifteen years and QMS based on ISO 9001 standards have been implemented since 2006. So it is significant to evaluate the effectiveness of the adoption of TQM that are supported by QMS ISO 9001 at UT environment. 
4) At the higher education institutions, as well as other organizations, management is the catalyst that keeps moving toward positive change. In general, higher education institutions continue to strive to stay alive by adopting business practices that successfully improve the performance of organizations such as TQM. Supports from the top leaders of university are very important for the successful adoption of TQM, although the top leaders are not the only person who has to implement the TQM initiative. Regardless of anyone who takes the TQM initiative, the five conditions necessary to adopt, namely: a. Commitment of leaders, b. Commitment of the academic community, c. Building trust, d. Building a sense of pride in their work, and e. Organizational culture change. In this study, five of these conditions are to be reviewed to see if the UT has the necessary conditions to adopt TQM well. 
So, the issues raised in this study is the "to what extent the quality management system in Distance Learning Management supports the adoption of TQM at the Indonesia Open University". In other words, the study questions: How is the adoption of the TQM at UT in the perspective of Quality Management System.
METHODOLOGY

The focus of this study is the Total Quality Management in higher education from the perspective of the Quality Management System (QMS) that adopted by one of the universities in Indonesia, namely the Indonesia Open University (Universitas Terbuka/UT). UT is selected as the locus of research, because UT is the university that has adopted TQM through QMS approach as one strategy to achieve the vision, mission and goals, as well as the Management of the organization since 2001. UT was selected as the study site because it has characteristics corresponding to focus the issues examined in this study. The location of this study is the Central Office and Regional Center Offices that spread in all over Indonesia. 

This study utilizing a qualitative design approach. This approach was used to understand the phenomenon of empirical research about the object to be understood its meaning through interpretation and construction of the author. 
Sources of data and information or informants of this study were the main actors, i.e. policy makers, policy implementers, and controllers of the implementation of quality policies. Determination of informants in this study is the aspect of objectivity. In this case, the informant determination is based on the purpose of quality management, task interest in the position and involvement in the process of policy formulation, implementation of quality policy and quality performance control at UT. Setting power sources of data and information based on the specific purpose lies in selecting the amount of information obtained to be studied in depth. In accordance with its scope, the informant set out in this study are as follows:
1) Decision making of Quality Assurance Policy, Management in the UT’s Central Office, such as: Rector, Vice Rector, Dean, Vice Dean, Chairman of The Center of Quality Assurance System, and Chairman of of Human Resources Development Center;
2) Implementation of Quality Assurance Policy, such as: Chairperson of Regional Center Offices and Chairperson of The Departments;

3) Quality Management System controllers, such as: Internal and External Auditors, ISO 9001 and Quality Management System Consultant;

4) Customer: Students and alumni.
The structural officers in UT was chosen because they can explain the background and process of preparing the quality policy framework, implementation strategy, expectations of the quality policy implementation, and evaluation of quality achievement in UT. Informants from the policy implementers are the structural officers who directly implement quality management policy, both in the Central Office and in the Regional Centers as set forth in the Strategic Plan and Operational Plan in the field of quality at UT. Meanwhile, informants from external parties is a consultant for ISO 9001 who assisted UT in formulating and evaluating the quality management system and procedures at UT, and the external auditors of PT SGS and Sucofindo who conduct certification audits of UT’s Management of Distance Learning. To enrich the study of the implementation of TQM and quality management system in UT, the author also interviewed a number of students and alumni regarding the service quality of UT. 

The process of testing the validity of qualitative research data, extracted from John W. Creswell (2013: 258-300), are as follow:

1) Triangulation of data: data collected in this study were obtained from various sources i.e. in-depth interviews, observation (observation), and documentation. Documentation data can be in the form of printed and non-printed materials, and also based on UT's official website.

2) Examination by members (members checking): informant check the data analysis process. Debriefing conducted with informants related to the interpretation and meaning of reality. This is to ascertain the truth value of data.

3) Observation recurring at the sites. Repeated observation of the phenomenon and the research setting is done in a certain period.

4) Inspection by fellow researchers (peer examination). Authors asked the help of UT’s internal auditors, in this case as the informant, to present the results of the audit and their observations of the quality management system and management of distance learning in Regional Centers throughout Indonesia. The internal auditors have been trained as an auditor of QMS by ISO 9001 and have obtained the certification, as well as knowledge related to the QMS in UT. The UT internal auditors work professionally and objectively so that it can be appointed as informants and friends in the peer examination in this study.

5) Participatory pattern: most of the informants involved in the research stage, from design to interpretations and conclusions. This is possible because the author conducted participatory observations throughout the study period.

6) Clarification of researcher bias: done through check and re-check to the informant, the internal and external auditors.

Strategies that can be used to ensure the external validity in research are as follow: 1) researchers give details about the focus of the study, the researcher's role, informant position, reason for collecting data, and context of data collection; 2) using a triangulation method for data collection and analysis could strengthen the validity of internal data; and, 3) the strategy for writing detailed report to provide a clear and accurate information on the methods used in the study. The research were conducted within 2014 through 2015. 

Results and Discussion

This study refers to the definition of  Total Quality Management (TQM) provided by David L. Goetsch and Stanley B. Davis (2000: 51) that is considered relevant, ie.:

"Total quality is an approach to doing business that attempts to maximize the competitiveness of an organization through the continual improvement of the quality of its products, services, people, processes, and environments"

To achieve the goal of TQM, the organization must have eleven essential elements are as follows (Goetsch and Davis, 2000: 51-58):

1) Strategically based: TQM organizations adopt a strategic plan which is comprehensive, containing at least the vision, mission, objectives, and activities that must be completed to achieve the target. Strategic Plan designed to achieve competitive advantage, driven towards the attainment of quality, and improve it continuously forever.

2) Customer focus (internal and external): internal and external customers is the driver who sets the quality of products and services, human resources, processes and environment-related to products and services.

3) Obsession with quality: with the quality that has been established, an organization must then obsessed to meet or exceed this state.

4) Scientific approach to decision making and problem solving: the use of scientific approach in the structure of employment, decision-making and problem-solving that related to jobs. Data used to establish benchmarks, monitor performance and make improvements. 
5) Longterm commitment: a new way of doing business that demands culture of the organization or company that is entirely new. Long-term commitment to the changes that are important to success.

6) Teamwork: quality organization encourages teamwork and partnership with the entire staff. All the activities of the organization is the common struggle to get customers. To achieve quality objectives is also a partnership with suppliers, government representatives, and community.

7) Continual process improvement: in order to constantly improve the quality of products and services -which is the fundamental goal of TQM- and the system. 
8) Education and training is fundamental to TQM, because it describes the best way to fix the human resources continuously. Leaders encourage employees to continuously improve the knowledge and skills associated with the job.

9) Freedom through control: engaging and authorize employees is fundamental to TQM, as a way of simultaneously drive more thoughts in the decision-making process, and increase the sense of belongingness of employees on decisions taken. Given freedom in TQM order is actually the result of controls that are planned and executed well. Employees standardized processes and find ways to ensure that everyone adhere to standard procedures. 
10) Unity of purpose: in the TQM approach, organizations must have a unity of purpose. Collaboration or cooperation should become the norm.

11) Employee involvement and empowerment: First, engagement may increase the possibility to generate decisions and better plan, or an improvement of more effective by bringing more thoughts on the particular situation. Second, engagement can promote a sense of ownership of decisions involving people who will carry it out. Empowerment means involving employees in policy-making and create a structure that allows employees took decisions on improvement of work processes within the parameters best specified.
For educational organizations that have adopted TQM, indicators above should be used carefully to evaluate the performance of institutional quality. Related to the Quality Management System (QMS) role in the process of adoption of the principles of TQM, it can be said that the principles of the QMS ISO 9001 standard has much in common with the principles of TQM. A number of TQM and QMS ISO 9001 researchers and experts (Goetsch & Davis, 2000; Han, et al., 2007; Riccardi, 2009) stated that:

1) QMS of ISO 9001 standards can be used as guidelines and frameworks to develop and implement TQM. ISO 9001 measurements describes the process in order to improve the quality necessary to ensure the conformity of products/services, QMS and continuous improvement. Performance measurement in the adoption of TQM based on ISO 9001 can be used by organizations to identify performance, both in the strength and weaknesses of the organization.

2) The principles of QMS based on ISO 9001 and TQM standards to support and complement each other. Quality Management System by ISO 9001 standard can be part of TQM. QMS by ISO standards can be the basis for starting the implementation of TQM.

3) QMS by ISO 9001 standards efforts can improve the effectiveness of TQM implementation.

4) QMS by ISO 9001 standards and TQM are adopted in order that organizations to remain competitive; Both are proven to increase the competitiveness of the organization or company. And in turn, competitiveness can improve organizational performance.

The adoption of TQM approach in higher education institutions (Total Quality Management in Education/TQME) requires specific requirements to conform with pedagogical or educational context. Sallis (2005: 134-143) offers a quality framework that takes into account the process of teaching and learning in higher education institutions, as shown in Figure 1.

The quality framework in Figure 1 shows that the educational institution can not escape from the influence of external and internal environment, such as government policies, socio-economic condition of society, the demands of stakeholders for institutions accountability and changes in work culture. Internally, educational institutions that adopt TQME need to build leadership styles and strategies, systems and procedures, teamwork, and a system of self-evaluation that supports the achievement of improvements in the quality of products and services for its customers (internal and external). All the capabilities, resources and activities of staffs and units within the institution of higher education is directed to provide products and services in a manner that consistent with the policy of a predetermined quality.
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Figure 1
Framework of Total Quality Management in Higher Education Institution 

Source: Edward Sallis (2005:136)
Based on the literature review that has been described above, it can be said that the QMS based on ISO 9001, as part of the framework of TQM, has a significant role as the starting point strategy to improve the effectiveness of the adoption of TQM in an organization. Therefore the study of TQM in Higher Education evaluated from the perspective of QMS based on ISO 9000 is important. UT, as one of the university in Indonesia, has adopted the principles of TQM since 2001, and QMS by ISO 9001 standard since 2004 to support the quality management system of learning at UT.

This framework demonstrated the role of the QMS in the adoption of the TQM principles at the university. In this case, the QMS by ISO 9001 standard pertaining to establish, document and maintain a system designed to ensure improved quality of products or services on an ongoing basis (Goetsch and Davis, 2000: 51-58; Sallis, 2012: 121- 134). 

Adoption of TQM requires a cultural change throughout the organization. The leaders of the organization in higher education environments need to understand the core principles of quality before adopting TQM. Leaders need to realize that change will not occur directly; TQM principles must be instilled gradually to obtain maximum results. It is notoriously difficult to realize and requires a long time efforts. TQM requires a change in attitude and behavior of staff, and require changes in the method of directing the institution. Staff in institutions need to understand and implement TQM moral message which can bring a positive impact. Changes the method is characterized by an understanding that people can produce quality. Staffs need two things to produce quality: first, a suitable environment for working, tools, skills, as well as systems and simple procedures that can help them work properly and effectively; Secondly, to do a good job, staff and the environment require leaders who support and appreciate the successes and achievements they have gained, as well as guidance to achieve greater success (Sallis, 2012: 78-79).

The above framework illustrated that the QMS approach is one of the tools in determining the success of the adoption of TQM at the college. In this case, the QMS can be used as the basis of a framework in adopting the principles of TQM. The link between the QMS by ISO 9001 standard with TQM is that both of them focus on quality assurance processes and building a culture of quality. If they both support each other and work together, then the quality of the cultural gap can be overcome, and the adoption of TQM principles in higher education can be achieved. The QMS by ISO 9001 standards is an effort to establish, document and maintain a system designed to ensure the quality of a product or service; QMS ISO 9001 can be considered as the basis for a quality management program that is more comprehensive (Avery & Zabel, The Quality Management Sourcebook, 2003: 165). 
An organization that has successfully implemented the principles of TQM requires only minor changes to the quality system to achieve certification to ISO 9001. Similarly, an organization that successfully acquired the certification of QMS ISO 9001 actually has build the foundation for a more comprehensive commitment to quality. TQM on the other hand is a philosophy that building an organization to focus on customer satisfaction, striving for continuous improvement in the effectiveness and efficiency of the organization process. Focus on the customer is the purpose of TQM, and processes to achieve continuous improvement can serve as a means to obtain quality improvement and the ongoing business of the organization. In other words, the quality assurance system that developed effectively is one of the prerequisites in adopting TQM.

Higher education institution who seeks to build a quality culture and improve sustainable performance by adopting QMS by ISO 9001 standard have to keep the whole system and procedure in organization meets 8 (eight) principles or international standards/ requirements standard, namely: 1) Customer Focus, 2) Leadership 3) Involvement of people in the organization, 4) Process approach, 5) System approach to management, 6) Continual improvement, 7) Factual approach for decision-making, and 8) Mutual benefit relationships with suppliers (Sallis, 2012: 150-151; Hoyle, 2009: 71).

The linkages of 11 (eleven) principles of TQM (Goetsch and Davis, 2000: 51-58) and QMS ISO 9001 standards-based requirements can be described as follows:

1) Principle Based on the strategy, need to meet the requirements of Management Commitment and Planning. Because of that organization needs to prepare a Strategic Plan, Policy and Quality Objectives, Quality Management System Planning well and properly, so that it can be implemented and can be achieved;

2) Principles Focus on internal and external customers, need to meet the requirements of Management Commitment, Focusing on Customers (Appointment Management representative for each activity, a review of input and output), Adequate resources (to support activities related to the Customer, Customer Properties Security, Customer Satisfaction Achievement), Data Analysis is used to continuous quality improvement, and corrective action efforts. On this principle also includes efforts to keep customers and potential customers get timely and accurate information related to products and services of the organization. Dissemination and promotional activities so that an integral part of efforts to improve the quality of customer services.

3) The principle of obsession with quality, need to meet the requirements of Management Commitment, Quality Policy: Deputy Management, Management Review, Resourcing, Quality Improvement;

4) The principle of scientific approach in decision-making and problem solving, need to meet the requirements of Management Review, Measurement, Analysis and Improvement, Assessment and Test;

5) The principle of long-term commitment, need to meet the requirements of management commitment, measurement, analysis and improvement (Continuous Improvement), Management Responsibility (Commitment Management / leadership to quality), Resource Management;

6) Working Principle groups, need to meet the requirements Responsibility and authority (internal communication), work environment (Capability, Concern, Training), corrective action, preventive action;

7) The principle of continuous improvement, need to meet the requirements of Management Commitment, Quality Management System, Management Responsibility, Resource Management, Product Realization, Monitoring, Analysis and Improvement;

8) The principle of education and training of human resources, need to meet the requirements of Management Commitment, Human Resources Management and Competence, Awareness and Training);

9) The principle of freedom through control, need to meet the requirements of Control, Monitoring and Measurement, Control document, Consistency Assessment Methods, Methods and Procedures for Identifying Failure Diagnostic & Error, Internal and External Audit Quality;

10) The principle of unity of purpose, need to meet the requirements of Management Commitment, Quality Policy, Monitoring and Evaluation Management; and

11) Principles of Involvement and empowerment of employees, need to meet the requirements: Responsibility and authority (internal communication), Resourcing, Product Realization, Process Control (Monitoring and Measurement process), relations of mutual benefit with suppliers, the Procurement of Goods and Services, and Product Stocks.

The study indicate that the eleven TQM principles has been adopted by UT since 2001 up to present. Among the eleven principles of TQM which already adopted well by UT are the principles of: 1) Strategically based, 2) Obsession with quality, 3) Long-term commitment, 4) Teamwork, 5) Continuous Improvement, 6) Freedom through control, 7) Unity of purpose, and 8) Employees involvement. Meanwhile, the principles of TQM which need to be improved  are principles of: 1) Customer focus (internal and external), 2) The scientific approach in decision-making and problem-solving, and 3) Education and training of human resources.

TQM requires a change in attitude and behavior of the leadership and staffs, and require changes in the method of directing and managing an institution. University staffs need to understand and implement TQM to internalized the moral message to be able to bring a positive impact to the organization. The basic principles of TQM can be adopted by university such as UT to the certain level, it may be possible due to the support of: the management commitment, the quality management system that is both systematic and structured, self-assessment system that takes into account the importance of student feedback, management review meetings are conducted regularly at the unit level and national level, excellent cooperative among all stakeholders, processes and activities that focus on satisfying internal and external customers, as well as participation of quality accrediting agencies, such as: ICDE, ISO Certification Bodies, and National Acreditation Body of Higher Education (BAN-PT), to validate university quality assurance program. This is consistent with the theoretical basis used in this study, the Total Quality Management in Education.

The results showed the positive role of TQM in support the overall organizational effectiveness. It was also found that there is a positive relationship between TQM with QMS by ISO 9001. Therefore, the integration of the principles of TQM and ISO 9001 should be perceived benefit to the university in its efforts to achieve academic excellence, gaining national and international recognition, as well as being a university that is easily accessible by the public. UT leadership and staff realize the importance of quality management system standard ISO 9001 and to make efforts to implement the principles. The cooperation of all the staff led to the widespread success. Implementation of ISO 9001 requires a commitment from the staff bottom up to top-level management and finance department at UT. Due to building a culture of quality, make improvements on an ongoing basis, and maintaining the ISO 9001 requires effort and expense is very large, especially in the process of developing and updating documents and procedures for the management of services of distance learning, as well as the process of internal and external audits continuously.

Conclusion and Recommendation
Conclusion

The study indicate that eleven principles of Total Quality Management (TQM) can be adopted by the university organization, among others due to the support of: 1) the management commitment, 2) the quality assurance system that is systematic and structured, 3) the self-assessment system that takes into account the students’ feed-back, 4) the management review meetings that conducted regularly, and 5) the participation of professional quality accreditation bodies to validate the university quality assurance program. The adoption of TQM also raises a variety of critical challenges, such as the adoption of TQM principles are not yet internalized evenly across all levels of the organization. Therefore, in the adoption process of TQM principles in the higher education institution, socialization and internalization strategies that rational, systematic, structured and continuous are needed in order to obtain maximum results.

Among the eleven principles of TQM which can be well-adopted by the UT are the principles of: 1) Strategically based, 2) Obsession with quality, 3) Long-term commitment, 4) Teamwork, 5) Continual process improvement, 6) Freedom through control, 7) Unity of purpose, and 8) Employee involvement and empowerment. Meanwhile, the principles of TQM which need to be improve are the principles of: 1) Customer focus (internal and external), 2) Scientific approach to decision making and problem solving, and 3) Education and training of human resources.
Recommendation
Adoption of an integrated quality management raises a variety of critical challenges, both internal and external environments, such as the internalization of the TQM principles at all levels of the organization as well as the development of information and communication technology. Due to the difficulty of adoption and internalization of the TQM principles in the institution, then what need to be done academically for the successful adoption of the TQM are: build, develop, disseminate, enhance understanding, and internalizing values ​​and concepts of TQM, to realize the integration and synergy among organizational units. No less important is to build a quality culture within organization, so that the gap between the ability to meet the standards of higher education quality management system with the ability to adopt TQM principles can be reduced.

In the distance learning universities system, the role of innovation development, communications and information technology takes key positions, and this is related to the characteristics of human resources involved in distance learning system. Therefore, it is necessary to find strategies for learning and proper management organizations so that all stakeholders can easily access the distance learning system.

In the process of adopting the TQM principles at UT from the perspective of quality management system, it appears that some principles can not be adopted very well. Therefore, the support and commitment of the leadership to undertake continuous improvement efforts need to be maintained.
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