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SYNOPSIS

Setting up and institutionalizing a quality framework alongside a
guality management system in a higher education institution is an
enormous challenge. This is not only due to the fact that quality
assurance is a contested concept in higher education but also due to
the acute lack of experts and human resources required of such an
exercise. Often time universities have to resort to the academicians
and academic leadership as strategic thinkers for this purpose. The
University of Malaya (UM) is of no exception. From the very initial
stage, UM has relied on academicians in the development of the
quality management system. Once initiated and formalized, members
of the academic staff from various backgrounds and disciplines took
the helm of quality management supported by the university’'s
professional and support staff. To date, academic custodians are still
entrusted with the leadership of the quality agency as well as its
management team. This inaugural lecture, given from the perspective
of a geographer in the experience of a quality management strategist,
is about the contribution of the power of analogy in quality
management. Tapping on the great power of analogy has proven to
be a befitting and significant recourse utilized by a geographer in
becoming a strategist and leader of the agency, in the absence of any
formal qualifications and training in quality management.
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BIOGRAPHY

Professor Dr. Fauza binti Abdul Ghaffar was born in on 10 July 1956.
She completed her Bachelor of Art degree with honours at the
University of Malaya (UM) in 1979. After the completion of her
Bachelor's degree, she began her career as a tutor at the Department
of Geography, Faculty of Arts and Social Sciences, UM from 1979
until 1985. In 1982, she received her Master of Art degree in the field
of Town and Country Planning from the University of Sheffield, United
Kingdom.

She returned to UM in 1986 as a lecturer and then pursued her Doctor
of Philosophy degree at the University of Technology, Malaysia from
1993 to 1999. She was promoted to an Associate Professor in 1999,
and then to a Professor in 2007. She was also appointed as the Head
of the Department of Geography, Faculty of Arts and Social Sciences
in 2006 and since 2015, she serves as the Dean of Institute of
Graduate Studies.

Professor Fauza Ab. Ghaffar specializes in Human Geography. Her
main research interests are urban and regional development studies,
social impact studies, international migration, urbanization and urban
environmental degradation, and vulnerability studies. Her teaching,
research, publication and consultation focuses in these areas of
research. She has led numerous research projects as Principal
Investigator including Climate, Poverty & Low Income Economies,
Climate Change-Variability and Its Impact on Coastal Ecosystems,
Flood Hazards: A Study of Types, Causes, Impacts and Management
Policies and their Implementation, and Urban Environmental Hazard
and Its Impact on the Urban Poor. There are also other research
groups that she was part of during her earlier career stage. These
were the Migrant and Health Research with the faculty of Medicine
(1990-1994), Mapping Spatial Distribution of Growth and Socio-
Economic Development in Malaysia with CEDER (2004-2006),
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Sustainable Economic Development: National and Local Perspectives
with United Nations Regional Development Agency, Nagoya (1999-
2001), Socio-Economic and Political Impacts of International Migration
in Urban Areas of Peninsular Malaysia Health Problems of Foreign
Workers in Malaysia. From these researches, she has about 80
publications in journals, chapters in books and proceedings.

Throughout her academic career, Professor Dr. Fauza has also been
involved in consultancy projects mainly in social impact studies, socio-
economic development studies and site selection studies for various
clients namely, Economic Planning Unit, United Nations Development
Projects and Tenaga National Berhad. She has also been involved in
strategic research for the Ministry of Higher Education.

Midway through her career in 2001, Professor Dr. Fauza was
appointed to the Central ISO Committee of the University of Malaya.
This marked the beginning of her involvement in the quality journey of
the university which lasted in 2015 when she was made Dean of the
Institute of Graduate Studies. Her involvement in the Quality
Management System started as a member of the initial committee
conceptualizing the QMS framework and documentation, to becoming
the Document Manager (2002) and Customer Feedback Manager in
2004. In 2006, the Quality Assurance Management Unit (QAMU) was
given an official structure and status and she was made the first Head
of the Unit. QAMU was officially upgraded into a centre in 2009
renamed the Quality Management and Enhancement Centre (QMEC)
with Professor Fauza as the first Director. QMEC'’s first challenge was
aligning the requirements of the MQF’s requirement to the existing
quality framework of UM and then preparation and organization for the
Self-Accreditation Audit by MQA. In 2010, UM was given the Self
Accreditation status with the recognition to accredit its own academic
programme. The subsequent challenge then was to design a self-
accreditation system and training of its own programme assessor.
Whilst managing QMEC, Professor Dr. Fauza produces several
publications and paper presentations in Quality related conferences.
Under her leadership, UM has organized a Regional Conference on
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quality-driven initiatives in December 2007. The papers of the
conference were published in its proceeding “Quality-Driven
Initiatives: Sharing of Good Practices in Higher Education”. She was
also an invited speaker at QMS seminars and workshops. This
includes the Seminar on Internal-External Quality Assurance (SieQA) |
and Il in 2014 and 2015 respectively.

Her interest and passion in quality assurance transgresses the
university and national boundary. At the national level, Professor Dr.
Fauza has sat on various panels of the Malaysian Qualifications
Agency (MQA); to name a few: the Panel of Assessor for Institutional
Audit, Panel of Assessor for Programme Audit, the committee
formulating the Code of Practice for Institutional Audit (COPIA) and
panels for both the SETARA and D-SETARA. In 2012, Professor Dr.
Fauza was appointed as the Chairman of the Majlis Pengarah Kualiti
IPTA by the Ministry of Higher Education. At the regional level, her
involvement is in the ASEAN University Network (AUN) Quality
Framework. With AUN, she was the Chief Quality Officer for
University of Malaya, the Lead Assessor in Programme Level Audit
and also Trainer/Facilitator for AUN-QA Framework Trainings. In
these capacities, she has led more than 20 programme assessments
in universities in the ASEAN region, facilitates 4 QA Training to
universities in Cambodia, Laos, Vietnam and Myanmar and recently
appointed as AUN-QA expert by the AUN secretariat.

Throughout her service, she was awarded the Award of Excellent
Service in 2003, 2004, 2011 and 2013, and for he contribution to the
Quality Management in UM she received the Anugerah Pentadbir
Akademik Terbaik bagi PTj bukan Akademik in 2014.
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THIS INAUGURAL LECTURE IS ABOUT
A JOURNEY IN UM..

- A 2 prong journey, which started as an academic staff which branches
into a service.

- A journey where the earlier knowledge, skills and experiences were
tapped onin the new role.

- This lecture thus has a two-pronged message:

- To my fellow geographers and to be geographers; remember to do
things (learn/teach/research/provide service) the geographic way.

- To colleagues in management and administration remember that most
if not all previous knowledge/skills & experiences can be tapped on in
facing new challenges - Tapping on the power of analogy.

© 2 3 (4)

POWER OF ANALOGY (o AR -

Also call reasoning by Analogy

Is a method of wusing existing or past
knowledge/skills/experience to understand and
strategize actions in similar new situations

Analogical Reasoning is used by many
professions- lawyers, scientist, managers/
strategist in business firms

10



Tapping the Power of Analogy

Power of Analogy- From Geography to Quality Management

How the concepts/knowledge/skills/experience from geography or being a Geographer can
and hasbeenappliedto the development & implementation of Quality Management System

Based on the experiences of
a Geographer placed in the
Quality Management Centre

| 4 QA Management Hats ’

Designing the z Sustainingthe
Knowing the Quality Embedding the Quality System
right things Framework Quality Culture & Culture
Quality % Quality Quality ™% Quality %
§ g
Assurer

 Strategist

Analyst Ambassador

ABOUT GEOGRAPHY...

* Various & Diverse definitions.
* Put Simply...
v’ Itis not about maps, globes and textbooks
v’ Itis not about memorizing countries and their characteristics
v It is not just knowing about the largest country, the longest river, the
highest mountains etc. The word Geography comes from the Greek
word geographia which means “to describe the earth”
* Geographers view the world by looking at how space is used and the
interactions that takes place
* Geography is the Study of distribution and interaction of the physical &
human features of the earth

11
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A BIT MORE...

Does this means that
Geography is a Jack of ALL
Trades and Master of None?

Sociclogy
l
éls!ylzmy Does this make Geography
Economics a Redundant Discipline
History
1 What then is the Difference
Mathematics between Geography and the
Computer Science Other disciplines?

Visual Arts

Figure 2: Geography's four fields.
based on divisions in the Annals of the Association of Amencan Geographers

GEOGRAPHY & THE GEOGRAPHICAL PERSPECTIVE

CSn

Perspectives of Geography

The three uniq geography—i
of related fields, and its of spatial
are diagrammed as three dimensions occupying the sides of a cube.
Source: Strahler 2010, p4)

pati int, it synthesis

12
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GEOGRAPHICAL PERSPECTIVES

* Refers to a distinctive and integrating set of perspectives
through which a Geographer view the world around them;
thus enhancing its relevance to Science & the Society.

* Just as every phenomenon exist in TIME and thus has a
HISTORY, they also exist in SPACE and has a GEOGRAPHY.

* As Geographers, it is important that we teach, research and
deliver services using the Geographical Perspectives.

ACADEMIC PILLARS

-

Research
Teaching & &

Service/

Learning Publication SEolCE

Academic Qualifications & Competencies

13
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MY GEOGRAPHICAL ENDEAVOUR...

Place and Regions Man-Environment Physical and Socio-
* Place & Space Interactions Economic Systems &

differentiation Resource Vulnerability
Distribution of Development Climate Change &

phenomena and Population Change Vulnerability

change in time and mobility Urban Ecosystem
Urbanization & City Sustainable Regional Dynamism

Regions & Urban sustainability Environmental Change

& Low Income Coastal
Society

Courses taught Practices/
Strategic Research

14
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Significance of Geography .. thus

Provides a sense of the real world we are living in-
the components/locations/distribution and
differences and similarities

Students of Geography and fellow
Geographers - make ourselves relevant &
significant to our society.

Contributes to Science & Society

Be a geographer - Learn, Teach, Research,
Relevance to decision-making Disseminate & Practise with a Geographical
process Perspective.

GEOGRAPHY & QUALITY MANAGEMENT

Change &
Adaptation

Approach &
Systems
Thinking

Conceptualization & Continuity/

Development Sustainability

15
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QAMU- Structured. “* QMECwes

UM'’s Quality Journey... iy . Tovecr

Integrated Quality
Management appointed
Like all other System with MQF With formal
universities, (2007) organizational
there was no Structure ~
formal QAMU- Initial =S
structure & Implementation
framework of of the System
QA but
mechanisms
isolatedly put QAMU- * QMECwas 3
in place Enhancement formedin 2009 | &
S " 2002-2005 of the System. « 1% Director * UMwas
Recertification appointed ;“ the
Addit * With formal Accreditation
| Central 150 organizational Status

Coniiilttae: Structure & * Aself-
Setting up

| the System:

| documentati |
jon&

| Awareness

UM’S QUALITY MILESTONE

Cap i Structured
20individual Committeea i Enhancement
Academics name Organization of Structure

1s0
Central

Committee,

0ld Chancellk Ne
Suilding 1PS Block E Chancellory loor 7
20002002 [ S 20022007 W 20072000 @ M 2010-2016
* Developmental * Transition * Institutionalization + Transformational
Stage Stage Stage Stage

16
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‘ 4 QA Management Hats ‘

= Intemal and External Assessment for Quality Assurance in Higher Education: The Experience of
the University of Malays, Msalayzis, 5th ASEAN University Network CQuslity Assurance (AUN-
Q&) Workshop for Chief Quality Officers, 23 Mar 2003 to 25 Mar 2003, AUN-QA, K

= MS 150 2001:2000 Certification and the ionalisation of the Universiy of Malaya,
Fifteenth International Conference on Assessing Quality in Higher Education, 14 Jul 2003 to 16
Jul 2003, {International)

» The Framework for Quality Assurance in the University of Malays, ASEAN-EU Universiy
Network, Third AUNP Round Table Meeting, 25 Aug 2006 to 31 Aug 2006, ASEAN-EU
University Metwork, AUNF, {International)

» Process-performance Monitoring and Anshysis: The Case for Teaching and Leaming in the
Universiy of Malawa Seminar on IS0 3001:2000 for Higher Education and Workshop for

Internal Audit, 07 Jun 2008 to 10 Jun 2006, {National) . . .
. Ealf Report of | jonal Cuslity System of the University of Malsys, W ey Ll U

Workshop on Training for Trainers, ASEAN University Network Programme (AUNF), 28 Dec

2006 to 30 Dec 2008, ASEAN Uni' ity Metwork F {ALUNF), i

31 Academic Staff from
almost ALL disciplines

p
Management/ S
Management
Representative

Leadership/

g Chancellors

17
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PTJASAL TEMPOH KHOMAT

Profesor Dr. Zukfl Mohd Yoso!

UNIVERSITY
OF MALAYA

18
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THE SYSTEMS APPROACH & QUALITY MANAGEMENT

* The Systems Approach in Geography was based on the General Systems
Theory by Bertalanffy (1968), called the Father of the Systems Approach.

* A system is an organized collection of highly integrated parts/components
designed to achieve an output/desired goal.

* Physical Geography studies the physical processes and interactions among
four physical System-Atmosphere-Land-Water-Life. Within each system
there are also processes and interactions of the sub components.

* Human Geography studies the human processes and interactions between
and within the social-economic-political-belief system. Similarly within
each system there are also processes and interactions.

SYSTEMS IN PHYSICAL AND HUMAN GEOGRAPHY
System Characteristics

+ Systems have structure, defined by parts and their
composition;

+ Systems have behavior, which involves
inputs, processing and outputs of material, energy or
information;

« Systems have interconnectivity : the various parts of
a system have functional as well as structural
relationships between each other.

+ Systemsare often Open System which is dynamicand
interact with the external environment

1 <)
N
=_=

City- System/urban system

The “Grass Plant” as a System

19
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What About the Quality Management System?

N
l?

SYSTEM APPROACH IN QUALITY MANAGEMENT

The organization be viewed as a unified, purposeful system
composed of interrelated parts - System structure

Systems have behavior which involves Input-Process-Output

(Energy-Material-or evenideas, information etc)

Systems have interconnectivity — relationship between parts and
functions

Systems are often open system which is dynamic and interact
with the external environment

20
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UM as a System-
Behaviour

Sport
service

‘Cultural

Student
Accomo

LIBRARY
service

UM as a System-
Structure

4‘3‘ socres
AN\

LIBRAR
¥

UM'’s Quality Management System- + The UM Quality Management
Swallowing the Elephant as a Whole System is Comprehensive and

Head
Ear

Holistic. Comprehensive that it
covers the whole Campus-
component of the System.
Holisticin the sense that it
covers the whole range of Core
processes which makes up the
University.

As recognized by the Malaysian
Book of Records- UM is the first
public university.

True to the spirit of the Systems
Approach that the well-being of
its parts affects the well being of
other parts and thus the whole
system.

21
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Universities which do not choose to go for a holistic QMS
implemented QA based on either a particular process or location

* Documentation
v Core Processes-Major Activities-Sub Activities

— [ || e e |

‘ UM-PTO1-PKO1-AKOO1-BROOD ‘

* Audit
v Lead Auditor-Group Leader-Team Members-Auditee

* Continual Improvement
v Input-Process-Output

Audit Result Continual Continual

OMEC
Feedback . Improvement Team | Improvemnent Panel Ly
Performance Y

22
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Connectivity and relationship — Teaching & Learning

OPEN SYSTEM

"/m-n;rls\
(e »

:‘:Tl'aw
—

Students

Process/
Transformation

Staff .
Feedback Delivery

Programmes
=2 zy \___ Assessment

‘Graduate

Example of a Process Approach- Relationship &
Interdependence Between Processes

Admission &

Teaching &

Registration Learning

Relationship and interdependence are 2 important focus
of the geographical perspective. The inter-dependence of
2 processes demands effective management of each and
every process. This is because an output of one process is
an input to the subsequent process. To ensure that the
final output is of quality effective monitoring and

improvement should be made at each of the processes

23
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Connectivity & Relationship - Recurring NCs

* Recurring NGCs reflects an ineffective
Corrective Action which might not lie in
the Action or strategy itself but rather to
the APPROACH that the Action is
implemented.

}\ . * This is the result of an isolated approach,
~

, Departments

where the corrective action is only
enforced uponto the place of the NC.

—\ & * The Quality Manager must ensure that
o — the corrective actions be implemented

holistically.

Connectivity & Relationship — Teamwork & Leadership

* Teamwork and Leadership are two very
important requirements of a Quality
Management System.

¢ Inthe TEAM- there are members with
their respective roles and
responsibilities.

* Leadership Occurs at various levels of
the organization.

* Leadersin Quality Management walks
with the TEAM

24
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Observation and understanding of the
relationship between the system and
. behaviours, leads to understanding of
* Feedback isan how the system works.
important nlnr[mr!t of + Processes that cover the organisation are
I S thmkmg.. managed and results are the outputs or
In the case of a quality outcomes of the organisation which must
z:::::‘;";::‘i: ':' Relationships satisfy all stakeholders and should lead to

e T T sustained success.
m interester
parties like vendors,

customers, regulators, * Views organization as a unified
employees. Change & purposeful system

* External boundary of l Adaptability * Systematic undar-standlng uf
the system may be set - structure & function/ behavior
and the interaction * Holistic and comprehensive view
with outside parties & also the organization as a
noted and how it Process / Systems larger part of the external
effects the Approach environment
organisation also
understood.

SYSTEMS APPROACHIN QMS:
ADVANTAGETO THE ORGANIZATION

* A system oriented quality manager/strategist make decision only
they have identified the impact of the decision on the entire system;
not only certain components.

* They must intertwine their department with the whole system ie the
organization and communicate with all departments and employees.
This also applies to quality managers and strategist at lower levels.

* Identifying, understanding and managing interrelated process as a
system contribute to the organization effectiveness and efficiency in
achieving its objectives.

* This approach also avoids managers to analyze problem in isolation
and encourage anintegrated approach to problem solving.

25




Inaug

ural Lecture

AR4  Connections-Association between 2 phenomena/places etc

In Quality Management, the ability to make connections between
framework or even standards between frameworks is very important.

There are 2 scenarios:
v" In case where an organization has to make a choice on which QA framework to
adopt.
v" The case where the organization has to integrate and ultimately adapt a new
quality standard.
In both cases the ability to make connection between the requirements of
the framework is very important.
In UM, this came with the enforcement of the MQF and the status of Self-
Accreditation, when we were already implementing the QMS based on
the MS ISO 9001:2008 in which Teaching & Learning is one of the Core
processes.

Contd

* There was this worry of having 2 QA frameworks which means 2 set of
documentations and 2 set of audits and perhaps 2 group of auditors.

* When UM management decided that we maintained the 2 framewaorks:
we were confronted with the challenge of integrating the requirements
of Code of Practice of Programme Accreditation to that of the UM QMS
on Teaching and Learning which has seven (7) Quality Procedures and
about 85 Work Instructions.

* Analyzing each sets of requirements and matching them both to identify
connections. Based on the connections of each standards of COPIA- QMS
requirements and the ISO requirements we came up with a Checklist for
Integrated Audit.

* This means that although we have 2 frameworks, UM shall only have 1
internal audit-based on this Manual. This Manual since became the
reference point for other IPTAs.

26
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CHECKLIST FOR INTEGRATED AUDIT
This checklist also ensures a

very detailed audit of
Teaching and Learning

QUALITY MANAGEMENT AND ENHANCEMENT CENTRE
UNIVERSITY OF MALAYA

IN CONCLUSION

* The lecture through the focus on several instances of Analogical
Reasoning

& Has shown the relevance of geographical knowledge and training to
Quality Management.

* The strength of the Systems and is enormous. In fact the Systems
approach has been accepted in numerous management systems.

* Lessons No 2, to fellow geographers, geography has its relevance in
the real world practices: its up to us to tap and apply the relevance
in

*» and to fellow managers/strategist from other disciplines the
potentials are there too for each respectivediscipline.

27
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QUALITY MANAGEMENT @ UM

* QMS @ UM has travelled 15 years.

» Systems are in place.

* Principles of QMS are well entrenched.

* However, there are still challenges ahead...

FUTURE CHALLENGES..

Quality in Higher Education is to stay.

Becoming more complex with requirement of Quality
Framework from various quarters including professional
bodies, thus integration would be difficult.

Systems approach in QMS is still relevant & needed.
Quality Management is becoming more challenging.

UM perhaps should be thinking of moving on to Total
Quality Management.

The Journey continues...

28
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My Dreams Unfulfilled......

* To see more relationship and connection between Core processes
* To develop an on-line system for the Accreditation process

* To Institute Culture for Self Assessment and Quality Assurance

'f.f'f'lf_l' s ””‘f. an NO ONE IS LOOKING

il s a habit.”™

* To move forward to Total Quality Management.
v A system of management based on the principle that every staff member
must be committed to maintaining high standards of work in every aspect of
an organization’s operations.

TOWARDS TOTAL QUALITY MANAGEMENT SYSTEM

Total Quality Management? m

+ 1. Commitment from Employees

* The System and its Component

2 + 2. Quality Improvement Culture
* Documentation

* Audit RIS t + 3. Continuous Improvement in Process
* Feedback

& Cantinnal Imprcv oF +4. Co-operation from Employees

* Human Resources | =

+ 5. Focus on Customer Requirements.

+ 6. Effective Control shall be laid down

Fauza A.Ghaffar & A.Abrizah. 2016. Quality Assurance and Quality Culture at a Public ngher Education Insmutlon A
View from Within.ln Neubauer, D.and Gomes, C. (eds.) Quality Issues at the Uni y Level: Impl
‘ Massification in Asian Higher Education (pp. XX).Springer Nature.

29
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UNIVERSITY
WOF MALAYA
F-E-A-R: has two meanings:
1. Forget Everything And Run

or
2. Face Everything And Rise

FEAR

The Choice is Yours!

UNIVERSITY
OF MALAYA
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