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[ABSTRACT]

Key Issues on the Applicability of TQM to University Management :

from the perspective of the differences with business enterprise management

Takahiro SAITO*

Japanese powerful manufacturing industries until the 1980’s had risen in “Total Quality
Control (TQC) . Most Japanese companies have employed the quality control technique so
as to yield high—quality products, which is known as “made in Japan”. Recently, the TQC
concept has shifted to the Total Quality Management (TQM), which has more stresses on
the customer—driven vision onto the quality of the products and services. This is because
companies should follow the diversified and invisible customer needs response to a variety
of environmental changes.

The society has also claimed universities to accept this paradigm shift toward the cus-
tomer centered as if the university education and research function are the same as that of
the service industry. Some private universities consider students as consumers and try to
offer enough services to satisfy the students for survival in the context of the falling number
of students because of the declining birthrate. Moreover, even national and public universi-
ties are about to be put into the market mechanism due to the government policy to stimu-
late the universities’ self-improvement by evaluations. However, the role of a university
differs from that of a business enterprise. Even if the situation surrounding the universities
is identified with that the business enterprises face to, there still remains to be considered
whether the management technique used in the business field can be introduced to the uni-
versities without any tuning and arrangement.

This research examined the applicability of TQM to university management in Japan
from the perspective of the differences with business enterprise management. It was made
clear what problems would occur in universities when applying the industrial management
technique directly to the universities.

First of all, the concept change from TQC to TQM, and from quality to customer satis-
faction are briefly described. Then, the functional differences between the enterprises,
which product and sale their goods and services, and universities, which product skills and
knowledge for the whole society via collaboration among the faculties and students, are

shown. At the last part some critical issues are pointed out when universities adopt TQM.

* Reserch Fellow, Faculty of University Evaluation and Reserch, National Institution for Aca-
demic Degrees
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