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Abstract

In this study the aim is to introduce a system for managing quality in an online university.
After exploring the literatureegarding distance education (in general) and online universities,
along with various aspects and features of managing quality in educational inditatede| of
essential components of a university with emphasienline features, is illustrated, iatluced,
and discussed idetail. Thena chain process mode$ designed to indicate the main phases for
providing a teachingearning environment by designing and implementing a program in an
online university. For each phase, various vital tasks agiditidicators are defined, and based
on these tasks and assigned indicators, a measurement table is designed with the aim to provide a
method toestimatethe quality in an onlineniversityand demonstrate the concept of
guality via a model of quantitatey measurementr-or further studies regarding the managing
guality in an online university based on this study, first, these designed models and the
measurement system associated with them should be executed in an online university. Then, they
could be modied and improved based on the outcome of a process of receiving feedback and
evaluating the collected data and information.
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Quality Management i@nline Higher Education

Rapid changes in technology havédn a n g e d  p ®gaificantyalmostlali olves the
globe. We have new gadgets, apps and consequemly life style As a part of these changes
distance education, also, has changed thoroughly. Nowadays, we use instructional technology in
universities, and universities are atgrovideateachinglearning environment for their
students from another ctiment. However, we see lots of changes in distance education and have
more online universities in the world/e need to keep in mind that distance educatioatigs
core educationand byhavingonly new technoloyg in education weannot achieve quality in
education as well. For providing distance education in universities with high quality, we need to
define quality and find the best indicators for managing it.

In this researcH try to find a suitable framework and related iradars for managing
guality in onlineuniversities.Themainobjective here is tdevelopa framework based on other
guality managememhodels and frameworka education systemgspeciallyin universities
existed inliterature andiefinethe main indicadrs for it.

Forthefirst step,and as the literature review, | start with discussiagous aspestof
distance education (theories, concepts, conceptual frameworks, historjext.higher
educatiorcomponents and models, along with the concepguafity in higher educatignvould
be examinedAfter reviewing the literature regarding the main elements for quality management
in universitiesn general and distance education in partigadrameworkior examining the
main components dfigher education teachirlgarning systerii by emphasizingnthe distance
education feature of this systemould bediscussedthen,a chain process model with its
indicatorsand a measurement systéanmanagingjuaity in an online university would be

introduced In the last pattl try to investigate theisefulnes®f the introduceahain process
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modelsand its indicator system lmpnducting a small suey and discussing its results. Hence,
this studyexamines a new model and indicator and measurement system for managing quality in

an online university.

1. Literature Review

There are many reports about the rapid growth of distance (online) education in the world

(for examplesee Allen & Seaman2007), along withresearchrinterest orexaminingthis

subject as well. The fact is that todaydin themodern worldthe advancement and progress in
the societies jgmainly,related to education. Moand better education in a society means better
opportunities with more social and economic advancenrareasingly more people today are
looking for better education and demanding it, while providmitable and satisfactory
educatiorthrougheducation institutions not an easy task. In different countries and socjeties
there are many barriers for providing education for everybfodgxample in countries with

low rate of population scattered all over viitla harsh environmenguch ag-inland, providing
educatiorfor this small populatiomvould be a probleniThus there is a high demand for better
and more education, whjlthere are many economical, environmental or even social barriers for
providingit. A good solution for removing tise barriers is to &blishmoredistance education
institutes andwith new technology, online education has been a suitable solution for this
increasing demand.

On the other hand, we need to be sure that by changing the tools and methods in educhtion (
as indistance education) the quality of education siatget, and students can get the samgh
guality education provided by educational institutions via new methods andlItpalso, is true

thatwhile managing quality in manufacturing is alligation these days, gradually the service
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sector adpted this concept as well, and as a resioét education systeras a part ofheservice
sector is trying to find the best methods aredhniquedor managing quality in different

education system8rown & Duguid (2000)argue that significant changes in competition have
made higher education institutésnk like businesss and the education markets are becoming
global, while the universities try to attract more international students as a response to a rapid
increase in demand of the stakeholdangl to changes in technologies. Therefore, many
universities have ampted a new paradigm ohline distance educatiowhich mergs

conventional distance education with telecommunication technolagiescenputerg¢Brown &

Duguid, 200Qascited inNa Ubon& Kimble, 2003.

1.1 Why Distance Education (Distance Hucation and New Qoportunities)

Distance education has opened up many new opportunities in teaching and learning for
many people. Distance education means that access to education can be provided easily with
more and better learnirapportunitiefor morepeople. In many casesdisadvantaged
population such as people who liveraly andin thecity, can study in the same institutions
with the same faculty that in the past only people in privileged and mainly suburban areas could
study. Moreover, handapped and disabled students/en when they are homebound or
institutionalized can study in the same programs and courses that the normal students do.
Adults who are working can take courses for basic skills or career enhancement without needing
togoavay from their job or home. Students in one
institutes with other students. In distance educaporgrams and courses can be accessed from
almost any location whenever the students waobmplete it his/her prderedpace(Moore

& Kearsley,2012.
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Moreover, in distance education students regeeater degree of freedom and control
over the relations with their teachers. It is a revolution in educatgnow it becomes more
apparent that teaching no longer drives learning, instead teaching supports learning and responds
to it. Therefore, with such opportunity and freedom, students must accept more responsibility
towards their learnin@gnd itmeans thg need to see&utinformation and resources, when they
will study and how much they want to leaBy adbpting distance education, institutions face
changes as well. In distance education teachers need to learn how to use technology and new
methods of tezhingat adistance witithe different interaction they havevith students,
managers need to learn how to manage this new environment, and even administragit;n need
do things differently Thereforethere would be no geographic boundary in the future of

educational system#loore& Kearsley,2012.

As a result, distance education can be seen asadobult and a cauder significant
changes in our understandiof the very meaning of education itself.
Regarding the reasons faminstitution to start online progranmigloore and Kearsley
(2012 mentionafew of themas:
1 As a matter of equitydistance education would increase access to training and
learning
1 Distance education can provide opportunities for the workforce for updating their
skills.
9 Distance education improves the cost effectiveness on resources.
1 Distance education can improve the quality of existing educational structures
1 In the educational sigm, distance education enhances the capacity of it

1 Distance education brings balance inequalities between age groups
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1 In distance educatigthe educational campaigns can be delivered to specific target
audiencsor, for key target groupshe emergencyraining can be provided

1 In new subject areadistance education can expand the capacity for education.

1 Distance education offers a combination of education with family life and.work

1 Distance education adds an international dimension to the educatipesience

(Moore& Kearsley,2012.

Also, Moore and Kearsley (2018)lk about the institutionim which distance education
is a part of their education system. They categorize them as distance education in:

fAiF®r ofito School s

1 Colleges and Universities

1 Strategic Alliances, Consortia, and Networks

1 The K-12 Schools

1 Corporate Training

1 Military Education

1 Continuing Professional Education

9 Coursesharing InitiativegMoore & Kearsley, 2012)

So, it can be seen that almost in all types of education institutiensan adpt distance
education and enjoy its benefits and advantages.
1.2 Distance EducationDefinition
Na Ubon and Kimble (2002) define online distaedecation as teaching and learning
activities which are formally and systematically organjzedavhich the instructor (teacher) and

the learner (student) are geographically separated and they (student and teacher) are using
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Information and Communicatiore€hnology(ICT) to facilitate their collaboration and

interaction(Na Ubon& Kimble, 2002)

Also, cmmputerassisted instructiorCAl) is another important tool used in distance
education. CAis simply the process of using compubaErsed simulations or software programs
for improving the educational process. Many different forms of CAl can be used as a
replacement for traditional methods of instruction or simply in addition to them. Weeeéwo
metaanalyses studies, duriige 1980s, which shoad CAl is an effective tool when it is an
addition to traditional educational methods, and these days we can see more advanced CAls

which are used in various institutions for delivering educdiipdistance(Allen, et al, 2004)

An important pointregardingtheonline distance education systamthat the mere
presege of technology, different softwarand communication tools would not create a learning
environment, and these technologies are only toolsaamehrs to carryng outtheteaching

learning procesg\a Ubon& Kimble, 2002)

In this regardGarrison (1993argues that in distance education one of the main issues
consideringhelearning and teaching processabout overemphasizing the separation of
teacher and students. It should beniormind thateducationis the center athe distance
education modas well, and this separation can be seen as a physidahs a result a

methodologicatonstraint Garrison,1993.

Later, Moore and Kearsley (2012) define distance education as:
ADi st anc e teadhinganddlannedearningin which teaching normally occurs
in a different place from learning, requirisgmmunicatia throughtechnologiess well as

speci al i nstit@borediKeaisleyo20i@ a2)i zati ono
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It can be said @t in all thedistance educatiogiefinitions by various scholars, theo
main characteristgcof distance education adescribed athe separation of teaching and
learning environments and the existence of some mediums for connecting these two
environmeis together for providingneducatiomal environment

Bates (2005) explains that however we tiegthree main terms regardingearning
with the same meaning, there are significant differebeéseen them founith theterms:open
learning, distanceeducation andflexible learning He says that one of th
essential characteristics is the removal of barriers to learning, and thisdaaational policyor
goal. It means that ideally everybody can have access to an open leargragypemcho one
should be denied ihaccess. So, open learning is accessible and flexible. On the other hand,
distance education is more a method of education and less a philosophy. Students choose the
time and place for study without fat@face contactith their instructor and teacher. And
flexible learning is the delivery of learning in a flexible manner which is built around the social,
geographical and time constrains of individuals instead of those of an educational institution.
Flexible learningncludes both distance and faceface education, and it is more a method than
a philosophyas well. Like distance education, flexible education is often associated with
increase access and so mopenness howeveneither openness nor distance rarebyld be
found i n t he(Bates@Br est o f or ms

1.3 Distance Education History

Historically, the beginning of distance educatioeganwhen courses of instructiomgere
delivered by mailn 19" century.At that time it wascalled correspondence stydly for-profit
schoolsitwas cal | e d,afichroumeersises itmgnawnasii ndependlent st u

was as earlpsthe 1840s that people could study at home or at work by getting instruction from
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Aa di st arygneail Thisahedpand éeliable postal service, wathose daysanew

technology(Moore & Kearsley, 2012)

In Great Britain, the national postal system was used by Isaac Pitniad#0s for
teaching his shorthand systeihen, in mid 185Q<Charles Toussainta Frenchman and
Gustav Langenscheidi Germanbegan to exchange language instructions, which led to the
establishment of a correspondence language school, ilid: USA, Bishop John H. Vincent
who was also the cofounder of the Chautauqua Movement, in d&&&8ed the Chautauqua
Library and Scientific Circle which offered ay&ar correspondence course of readings to
supplement the summer schools held at Lake ChautauquapstateNew York Then for
higher education courses by Chautauqua Correspondence College (founded,ifol 884 Jirst
time, teaching through the mail was used. Around that time, also, in Scranton, Pennsylvania, the
Colliery Engineer School of Mine fafred a correspondence course on mine safety, and soon
afterthafb ecaus e of t h,theybegaruto offer Gtreeorrepandenceosrses as
well. This institute renamed itself the International Correspondence Schools inrh&al many
institutes started to have correspondence courses or programisesnd/iere over 200

proprietary correspondence schools betwberid890s and 1930%/oore & Kearsley, 2012)

For the edy correspondence educatarfsthattime, the vision of using technology to
reach out to those who wergherwise notprovided for or deprived of education (which
included women andorking-classpeople) was the principal motive. Therefore, it can be seen
that women played an importanteoh distance education histoAnna Eliot Ticknor, in 1873
established the Society to Encourage Studies at Home, and her purpose was to offer women the
opportunity to study at home through the materials delivered to their homiesthaxse days

women were usually denied access to formal educational institgkitnse & Kearsley, 2012)
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Moore and Kearsley (2012¢port that by the year 1930, there were 39 American
universities offeing correspondence teachirapnd theygquote DorothyCanfield Fisherwho
report that there wei@ a b twa rillion students enrolled every year in correspondence
schools,é four times the number of all the st

professionbschoolsinthdJ n i t e d (BStnead Makoy, 1933 p.31, as cited iMoore &

Kearsley, 2012, p. 26)

1.3.1 Shifts in DE history- Driven by technology:Distance educationGenerations
Bates (2005) statekatthere arghreegeneration®f distance education. The predominant use
of a single technology and lack of direct interaction between students and instructor are the
characteristics dhe first generationThis descriptioriits educational television and radio, but
the man form was printbased correspondence education. For the first generation, typically
readinglists of books and articles would be provided by a private company for the students to
study independently. Tutors or instructors would be hired to mark assignments and give possibly
feedback, and thethe students took a competitive examination fromaesredited or
recognized institutiofiBates, 2005)

A deliberately integrated multiplene di a fApri nt plus broadcast.
characteristic ofhe second generatioin this approacHearning materials speciadly were
designed for study at a distance, along with a meditated communication between students and a
third person likeatutor or the originator of the teaching material. In the second generation
distance education institutions, a very large numbetuadesits could be serveandmega

universitiess the name that Daniel (1996) calls those institutions with over 100,000 students

(Bates, 2005)
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Thesecondgeneratiorinstitutions used methods of mass production and delivery of
standardized products,,gbey are considered industrial in nature. The common features of these
institutions are: highly centralized production and delivery, quality design of materials, large
bureaucratic systems, very c@sfective results, and ongay transmission of information
modified by independent learner activities aimed at student cognitive development. Some of the
examples of theeconegeneratioruniversities are the British Opemlversity, the Anadolu
Open University (Turkey), and Universidad National de Educacion a Distancia (Spatieg,

2005) Table 1shows a list of some of these mega universities.

The Internet or vide-conferencing is one of the tweay communication media that the
third-generationdistance education is based on, and the main characteristic of this generation is
to enable teachers (wloiginatethe instruction) and the remote students to interact. Moreover,
another even more important issue is that communication is facilitated at a distance among
students topeither as groups or as an individual. These technologies help for having much more
egual distribution of communication among students and between teacher and Ghadent
2005)

Some authors such as Campion and Renner (1992) and Farnes (1993) described the third
generatiorof distance educatiosystem as posindustrial oraknowledgebased system. In this
system, course design, course development, and then course delivery is managed by small and
relatively autonomous teams. Also, in third generatiften but not exclusivelymore
constructivist approachés teaching and learning, dependent on student dialogue and
discussion, and relatively flexible Wdiased administrative servicesin be found. Another
characteristic ofhethird generation of distance education is economics of scope; altttbegh

operating costs can be substantial, these universities can provide quickly produced and
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customized courses for relatively low initial investment. The third generation distance education
often can be found in dual mode institutions, as conventiomakeusities with a distance

education operation, and in some of the smaller training organizafieanspjon& Renner,

1992 andFarnes, 1993scited inBates, 200).

Kaufman (1989) believes that we can see a progressive increase in learner control,
opportunities for dialogue, and emphasis on thinking skills rather than mere comprehension in
these three generatiomodels Moreover, he argues that the thireheration leads to new types

of organizatios too(Kaufman, 1989ascited inBates, 200h

While therapid expansion of the Interneind in particulathe World Wide Welbis the
main reason for the growth tifethird generation of distance education, these chaarges
influencing conventional education as wellie to the fact thabhe World Wide Web allows
digital materials to be created, stored, accessed and intevatiieda the Internet, along with
emails, bulletin boards and video conferencing. Althoutgraening can include any form of
telecommunications, computbased learning and online learning me@mecifically the Web
and the Interngtthese two terms {Earning and online learning) often are used interchangeably
(Bates, 2005)

Mainly, these are the three main generations for distadgeationhowevey there are
other authorsvho describe them differently. For example, Moarel KearsleyZ012 talk about
five generations, asorrespondencgdroadcastadio and televisiomgpenuniversities,
teleconferencingandthe Internet/Web. In this viepthe second generation has been dividéal
three generationgigure 1 shows the generations in distance education based on Moore and

Kearsey 6 s ( 2 0 1 2 )MoaesKearsley 20i2¢Anderson and Dror2010 point out

that Anone of these generdaratheotheselebtiansof varieusn e |

m
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options has been increased for both DE designers and learners over time and with each new

generatior{fAnderson& Dron,201Q p.1).

Ist
Corresponde
2nd
Broadcast
Open 3rd
4th
Teleconfer

Internet/ Web | 5,

Figure 1 Five generations of distance educati@yurce: Moore & Kearsley, 2012,

p.24)
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Table 1

Mega Universities (Sourc&rom Wikipedia (2010ascitedin Moore & Kearsley, 2012

25

Pakistan Allama Igbal Open University 1974 3.2 million
China Open University of China 1979 2.7 million
Bangladesh Open University 1992 600,000
India Indirs Gahndi National Opéddniversity 1985 3 million
Indonesia University Terbuka 1984 646,467
Iran Payame Noor University 1987 183,000
Korea Korean National Open University | 1982 210,978
Spain Universidad Nacional de Educacion a 1972 180,000
Distancia
Thailand SukhothaiThammathirat OU 1978 181,372
Turkey Anadolu University 1982 884,081
UK The Open University 1969 203,744

1.3.2 Shifts in DE history- Driven by changes in theoretical approaches to learning.
For a long time, there has been a debate among sshegarding how to categorize distance
educationSome argue that distance education should be consideratistspdineand others
believe it is only dield. Scholarswho see distance education as a field, state that in terms of the
aims, activities, coduct and students, there is nothing unique about distance education, and it is
similar to other field®f education. Although there is no agreement in this regard, one issue is
accepted bgverynethatthe separation between learner and teaisitbe man characteristic of

distance educatiodmundsen1993.
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First systematic attempts to deal with distance education issues academically were done
in Germanyin 1967, when Dohmen published a papahmGerman languag®istance
Education: A new field of educational research and actiityd in the same year in Ber]i®tto
Peters published another paper in this sulgjesd titled: The didactical structure and
interpretation of university distance education: A conttit to the theory of distance teaching
Dohmendéds work was the first researcher who pu
pages of databasehich includes distance education programs throughout the world in 1965,
and another 556 pages of databaselistance education programs in universities in 1968. It was
in 1973 when G. Moore drew the attention of English speaking academics for the need of
theoretical formulation in distance education. He explains that there should be such forgulation
as thee are a growing number of people who carorawill not attend conventional institutions
and choose to learn apart from their teacharssgwe need to develop various forms of non

traditional methods for thelfikeegan1993)

BesidesMoore is not the only one who talked about the importance of developing theory
in distance education, and many researchers tried to develop theories and talked about the
importance of building new theories in distance education. Simonsbisnolleagues (1999)
arguethat theories guide the research and practice of distance education. (Simonson, et. al.,
1999) And Saba (2003) believes that theorists, in attempts to improve our understanding of
distance education, would build models ancheaf them try to explain an important aspect of it
(Saba2003).

In this regard, these changes in theoretical approaches to learning would be discussed in

three categoriegoncepts, instructionadesign and approaches
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1.3.2.1 Conceptual theories (conceptdieegan (1990, fl) gives one of the most lucid
and detailed description of the characteristics of distance educatiorisdistidf these criteria
includes

1 The quaspermanent separation of teacher and leahreughout the length of the

learning process (this distinguishes it from conventionatfad¢ace education).

1 The influence of an educational organization both in the planning and preparation of

learning materials and in the provision of stuesmpportservices (this distinguishes it

from private study and teagfourself programs).

1 The use of technical medgprint, audio, video, or comput&rto unite teacher and

learner and carry the content of the course.

1 The provision of twavay communication so théte student may benefit from or even

initiate dialogue (this distinguishes it from other uses of technology in education).

1 The quaspermanent absence of the learning group throughout the length of the

learning processo that people are usually taughiradividuals and not in groups, with

the possibility of occasional meetings for both didactic and socialization purposes

(Keegan, 199(0p.44,ascitedin Holmberg, 2003p. 80.

Keegan (1986) also categorized #teempts oflefining and describindistance
education in three groups: industrialization of teachmggpendencand autonomyand

interaction and communicatiol€¢egan, 198Gascited inSimonsonSchlosserandHanson

1999.Followingis a summary of this description:
1-Industrialization of teachind?eters (1967) (English version revised by the author in
1983) suggested that industrial society produced distance education and for providing evidence

for his notion, hestateghat industrial production process and distance education both have
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mutual chaacteristicssuch as mechanization, division of labor, centralization, standardization,
and mass production. He also sees the success of distance education in these common features.
He also observethat after two decades (here we need to consideeterence’s date), however,

there is a shift in modern era from those characteristics to other features; such as the emergence
of new and more individualized technology, along with more decentralized degiaking,
selfrealization, seHexpression, peonal valuegwhich focus on quality of life), and

interdepedence rather than independeffeeters, 1983ascitedin Amundsen1993.

Peters (1983) believes that the industrial structure characteristics of distance teaching
should be taken tn account, every time we want to make decision about the process of

teachinglearning Peters, 1983as cited irSimonsonSchlosser, Hansot999.

Holmberg(1983) also represented a description of distance education and the first report
in Englishi which was the first part of his theoretical framewepgublished in 1983. Holmberg
concentratemoreon theinter-personalizatiorof the teaching procesahile he created a new
term for describing the communication between learner and teacher in distance egdagation
they are separated by time and spheealledit n@mont i guous cMomovarng cati o
states that prerequisite for motivating the learreerd as a resylkearning itself, is the
establishment of a personal relationship between learner and tédaheoint is thain distance
education the communication means@oa-contiguous and the teachers need to use these
means to accomplishithaim. Holmbergalso,states that systems in distance education should
have free pacing in study unft®m start tofinish, offer open admissioandhave no fixed due
dates for assignments with no required activi

as one basis for a number of studies which investigate different aspects of personal contact in
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teachinglearning process in the distance ediora(Holmberg, 1983ascitedin Amundsen,

1993.

2 - Interaction and communicatioiA theory of reintegration of the teaching and
learning act® developed by Keegan. Keegan (1986, 1990) believes that the general education
theory is the basis for distance education, and the difference is that in distance education the
frameworks are different and it cannot be in grbaged and oral instruction. He argues that
instead of characterizing the distance education by interpés@manunication, it should be
characterized by the separation of the teaching acts from learning acts in time and space

(Keegan, 19861990 ascitedin Amundsen;1993.

Teacher

Separated in place and time

Content Learner

Figure 2 A framework for viewing instructional roles and decisions in distance

education (Sourcédmundsen1993 p. 74)
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Regarding the separation between teacher and leéieg 2 show a basic modelith a
simple viewfor distance education. Nevertheless, by considermgwv generation of distance
education (with the Internet and World Wide Web), the separation between learner and teacher is
only by place, and time is not necessasgn issue herengmore. Therefore, we can see that
scholars nowadays are using two different terms regatdetgneissue in conducting the
communication in teaching and learning in distance. Conducting distance telaeinimigg can
be done by timéndependent (oasynchronou$ communication formats, such asnail, mail
correspondence, or audio or video recording devices, or it can usddpeadence (or
synchronouscommunication formats such e telephone (or the Internet and various

communication applications)adio, television, etqAllen, et al., 2001

Garrisonds t heor y the th€o8y @f)communicatiecnlandilearnec al | e d :
c 0 n t, is anotber theory that concentrates on interaction and communication. This theory
starts with the educational transaction between learner and teacher, and the educational
transaction is fAibased on seeking undeostandin
which emphasizes the necessity of having-tvay communication between |le&r and teacher

(Garrison, 1989p.12) The main argument by Garrison is that the distance education and

technology are inseparable, while his theory was evolved during the increase usage of new

sophisticated instructionaldenology Amundsen1993.

Also, GarrisorandPeters predicted that in distance education our practice must change;
Peters sees these changes by moving away from the earlier industrial format, and Garrison
suggests that enging new technology will limit the need to maintain manyhafcurrent

industrial characteristicswhose changesow after two decades, we can $e@eundsen1993.
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3 - Independencand autonomyMoore, during ten years (1972, 1973, 1983, 1986),
developed and refined his theory basecabne ar ner 6 s aut onomy. Al thougl
theory regarding distance education, he believes that distance educatianason and we can
apply most of theonventional education theory and practitieat we know in distance
education as well. This theory has two main dimensibassactional distancandlearner
autonomy Moore (1991) describes his theory dthe transaction that we call distance edioca
occurs between individuals who are teachers and learners, in an environment that has the special
characteristic of one from another, and a consequent set of special teaching and learning
behaviors. It is the physical separation that leads to a p®gibal and communications gap, a
space of potential misunderstanding between infjpoits instructor and those of the learner, and
this is thetransactional distanag Md¢ore, 199] ascitedin Amundsen1993,pp. 6263).

Continu ng Moor eds mo dedanewidead fairtdal tahty@ty thed d
model,aSaba (1990) insists on Athe i mportance of
learner together, optimize dialogue between them, and eliminate consequences of being separate

i n s pabe, d®W0agcitedin Sauve 1993 p. 99.Also, Verduin and Clark (1991) examined

t he c o nransastionalaistand® n Mo o r e and proposaiethree dimensional
theory of distance educatiomwith three new variables that would affect the learner:
dialogue/supporstructure/specialized competence, and general competenciysetédness

(Verduin& Clark, 1991 ascitedin Sauve 1993 p. 99, ands cited inAmundsen1993. Table

2 shows a summary of these theories over the time.
4 - Emergencef newconceptuatheoriesin distance educatiodue tothe fast
development of new technology, theeds for new conceptual frameworks essential

Thereforethe attempt to introduce more theories or complete the previous ones in distance
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education continues, and still researchers are trying to find new ways to describe the field. Most
of these attempts are basically based on the componentspoétieus theories and definitions.

In this regard, Amundsen (1993) belie\tbat for having a new evolution of theory in
distance education, the new theory must be based on a general framework of teaching and
learningitself, while the central position nai be occupied by learning and not by the learner or
the notion of distance. He explauithat distance education can be seen as a field of inquiry,
while, beingwell rooted in theories of teaching and learning. He dthiat further research
should try b provide a systematic analysis of the meaning of distance to the process of teaching
and learning. In other words, thdended learnings the starting point, and then we need to
consider the implications for the learnandthe content and the teachirge within the distance

setting Amundsen1993.

Later,Si monson, Schl osser, an &quidMadencyoheoy( 1999) i
after new technology allosdinstructors to have virtual classroomshich was a revolin in
di stance education. They first detbasade di st anc
educational activities where the learner and teacher are separated franotirezand where
two-way interactive telecommunication systems are used to synchronously and asynchronously

connect them for sharing of video, voice, anddatas e d i n SirhonswrcSthiosser, &  (

Hanson1999,p.8)Then, based on this definition, they

be built on the conceptahe qui val ency of BEim@son, iSanlgssee & per i ence

Hanson, 199%. 7)

Likewise, may researcherseeg for exampleMoore& Kearsley 2012andPeters, 2001

and2010 continue to modify their theories and descriptiahsge tothe developmentf new

technologyalong with the new opportunities and challenges that these changes bring to the field.
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Table 2

33

A comparison of theoretical perspectives (Soufceundsenl1993 p.71)

learning acts

Author(s) Central concepts Primary focus Background
Peters Industrial Match between societal principles and Cultural sociology
values
Post industrial
Moore Transactional distance Perceived needs and desire of the adult | Independent study
(dialogue, structure) learner
LearnerAutonomy
Learner autonomy Promotion of learning through personal a| Humanist approach to
conversational methods education
Holmberg Non-contiguous
communication
Guided didactic conversation
Keegan Reintegration of teaching and | Recreation oiterpersonal components of Framework of traditional

faceto-face teaching

pedagogy

Garrison (Shale,

Educational transaction

Facilitation of the educational transaction

Communication Theory

Structure/Specialized
competence

General competence/Self
directedness

Baynton)
Learner control Principle of adult
eduation
Communication
Verduin and Dialogue/Support Requirement of both the learning task an{ Principles of adult
Clark learner education

Structure of knowledge

1.3.2.2.Instructional- design theoriesKeegan (1993) argued that we nedthaory

based)ustification which can be found the reintegration of the teaching and learning atte

sees separatidretween teacher and lear@arboth an advantage and a challenge to the

autonomous learner. Hkescribes his notion and states that a distance system tries to recreate the

moment that the learniAgaching interactionover space and tinfeoccurs. He also clarifies

that the linkage of learning materials to learning is in the center of this préseaisstraditional

education (i.e., the school, universjtif)e learner is in an environment which is created to
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support learning, so this learning link is a given. Therefore, in distance education for recreating
this link between teaching and learnimgs need a deliberately planned interpersonal
communication. Keegan focuses directlytba learning actand not on the learner or teaching.

The authorconcludes that for having the lower dropt rate, the higher quality of learning, and
higher status foinstitute, we need to be able to manage integration more successfully in distance
education. His hypotheses have been tested and some support has beéfefoymd, (186,

1990 ascitedin Amundsen;1993.

On the other hand, Garrison (1993) states that distance education, historically, has been
preoccupied with access isspyaad even many sees that as the reason for distance education
existence. He also admits that with new communicatiectsiologythis image of independent
and solitary learner has been changifig argues that is difficult to assess the quality of
distance educatiomlueto agre@ég on a common meaning or set of objective criteria. This
meaning of quality can vary considerablcause oflifferentassumptions and values of
distance educatpwhile views about how to interprite quality in distance education are

crucial from both thoretical and practical perspectiv€s(rison,1993.

Black (1992)alsotalks aboutamain concern among university fadeiregardinghe
quality of distance education which mainly is the teachadent transaction. She states that the
faculty interviewed believed that for quality assurance in distance education, academic discourse

and dialogue are necessary features f(liack, 1992 ascitedin Garrison, 1993)This notion

has been supported also by Garrison and Shal e
the quality of the educational process, we need to increasedaywcommunication and this
increase has the most significant impact upon effectiveness of learning. Although the quality of

learning would be undéheinfluence of designing the print materials and other resources, the
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primary impact is the provision and establishment of sustainedudsscbetween learner and

teacher Garrisor& Shale, 1990ascitedin Garrison, 1998

Likewise, Moore (1983) talks about two variables for defining the relationship between
the teacher and the learner, which he caitegctureanddialogue He defines theras:
A St r usdhe gontwl an instructor needs to impose on a teaddanging session in order to
enable the learner to achieve the desired goals. Dialsghe autonomy that the learner needs
in order to redg the desired goals. Some students are more autonomous, and need less structure,
some require much more structure an(doorar e not
1983ascited inSaba, 2002, p.7)
Then, Moore (1983) atges that by these two factors we can define distance education.
He explains that when structure is increaskalogue is decreased, and when dialogue is
increased, structure is decreased. Also, transactional distance can be defined by these two

variableswhen dialogue is increased, transactional distance is decreased, and when structure is

increased, transactional distance is incedag\Vioore, 1983ascited inSaba, 2002, p.7)

Moore (1993) states that distance education programs can be classified based on the
degree of learner autonomy permitted in each of them, by seeing to what extent the learner or
teacher controls the main teachile@rning processes. He furthgypossasizesthat more
dependent students prefer programs with more dialogues, and some want a greatet#al
structure and some prefaninformal relationship withtheinstructor while students with

advanced competenteas autonomous learnerare more comfaable with less dialogue with

little structure Moore, 1993.
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So, it can be seen that based on various conceptual frameworks, there would be different
definedinstructional frameworks. Further discussionthis regard, v be offered inthe next
sections by referring tother instructionatlesign theories/frameworks other discussions.

1.3.2.3. Approacheslt is a fact that the ideah distance education studjes the
conventional education, and the main attempt is to compare distance education with
conventional/classroom education. Also, it is a common notion that distance education in its core
is education and we need to consider concepts and theories imtolyin generalin distance
education studies. Despite these facts, Ljosa (1993) states that it is difficult to apply general
education theories in distance educatdure to the fact that these theories are developed to
describe conventional educatiavith teachers and students interacting directly in a classroom.
He believes that it is similar to the situation of automobile inventors, when they were trying to
imagine a car as a sort of carriage being putiddont by somethingther thara horse.

Therefore, we need to see distance education as it isfyatadfind approaches suitable to its
capacities and opportunities. Ljosa (1993) concludes that some aspects of distance education,
such as teaching and communication processagoupbased lealing processes are quite
different from conventional education, and we need to be aware of these differences when we
apply educatioheories in distance educatiirfjosa, 1993.

Also, by reviewing different conceptual and instructional theories, we can see that by
emphasizingariousaspects or elements of distance education, we can come up with different
designs and approaches. Wedemeyer (1981) explains that four elementstegistaching
learning process: a teacher, a learner or learners, something to beleawght, and a

communication system or modé/édemeyer, 198%scitedin Sauvé 1993. For designing and
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conducting a program/cowgboth in distance or conventional institutes) these four elements
should be in a harmortgwards a common aim

On the other hand, there are both limitations and opportunities in different types of
educatioras wel| thus we need to understand them, and try to design and carry out a
program/course based on this understanding. For example, direct communication between
teacher and students in a classroom is an opportwiitgh can help the participants in a course
to avad many misunderstandings and miscommunicatidhthe same timghere is the
limitation of time and placeegarding participating in a clasghich means everybody should
attend the class at the certain time and in a certain place. In distance eduatitay avoid the
limitation of time and place but usimgmedium for communication could cause
misunderstanding and other problems in communication. Furthermore, using new technology
and the Internet does not mean that we can avoid all the limitati@@asfsroomasit can
bring other limitations along witthesenew opportunities. Fdnstancean Internet connection
can be limited or expensia many students cannot afford having an advanced laptop/PC for
participating in an online program/course

While considering these factors, for designing detiveringa program/course in
distance education, we need to identify those four elements (teacher, learner, content, media),
and thenfind the opportunities and limitations in different scales andganous levelsbased on
our purposes and aims. Hostancedesigning a course with video conferencimgits main
communication mediumn a city or country wittavery weak Internet connection, would not be
a sensible decision.

1.3.3.Shifts in DE history - Driven by changes in conceptual ideas of learning

Garison (1993) saysthat not al | ki neddu od tanddeaaain assumptignr e
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according to education theorjés thatonly a special kind of learning would be represented by
education. There is a difference between learning that occarfimal and academic teaching
learning process and that which occurs in the natural societal context. A complex interaction
between teacher and studentspséits purpose is identifying, wlerstanding and confirming
meaningful knowledge, isducation In distance education, however, some of the characteristics
of formal education, such as independence and interaction, have new meanings and need to be
defined in this new context. Garrisorb@B) argues that the dominant paradigm in distance
education literature sees independence as the ultimate goal. In other words, the ideal is to be
able to design a package for students which can maximize independence along with reducing the
need for inteaiction. Independence can be defined as freedom to study where and when the
learner wishes. And interactipim this contextmeans how the students respond to course

materials and sources provided for their stud@gr(ison,1993 p.13.

Gar r $ agamedf1993) is based atihe CognitiveLearningTheoryand as he
explains a cognitive¢onstructivist approach would maximize explanatory feedbawd his
feedback encourages the construction and integratianew knowledge structusrghichis the
student s 6 fromwhilotocenstiudt maaningde also says that this theory reflects
understandin@gs a valued objectivand not as emeasurable and observable behavior. So, based
onthecognitive learningheory, monitoring and adpting unpredicted changes in student
thinking and behavigis instruction proceegis the main challenge and this only can be
achieved through twavay communicationThis twoway communication isow within the
reach of most ditance educators and most of the distance education institutes in the
industrialized worldTherefore, it can be said tHa¢cause odnadvance in technologyhich

facilitated interaction via the Internehis concept in recent literature has been char§edas a
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result, nowit is possible taddres$oth access and quality concewtsich was discussed in

distance education theories and literatbe®re(Garrison, 1998

An important point in this discussion is the existence of an inherent risk to lose an
educational perspective in distance education, wvdistance educators focus too strongty
technologies and become obsesseehamoredvith new technologies. On tlweher hand, we
need to keep in mind that distance education relies on communication meditated via technology,
and consequentlyt is necessarto keep a balance between technological capabilities and
educational needs\lso, quality should not be sacriéid simply for access and caficiencies.

Thus we need technology and mediefacilitate the educational transactievhich values
critical and collaborative interactiowhile, having access to an affordable method as well

(Garrison, 1998

Bemard and his colleagues (2004 Xheir me&-analysis studgome to the same

conclusion They state than distance education, the claimsi®ft he | mport ance of ¢

over mediwaspresénteth bk in 1983and1994) is basically correctHernard et.al,
2004 p.D.
They also talk about distinguishing,betwee
which can be the sanmasen faceto-face education todistance teachings anactivity done
by ateacher, such as lecturing, questioning, providing feedback etajsaadce learnings an
activity done by students, such as taking notes, studyixaggwang, revising, etcTherefore, we
need two types of media, one supports teachinglreather supports learning. Cobb (1997)
clears the mattdurther, by saying that the medium is not simply a neutral and independent
meast o deliver the course content, but i.t becotl

(Cobb, 1997ascited inBernard et.al2004).
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Otto Petes (2010)is one of the scholars who hais own theory regarding distance
education, and he, also, believes and emphasi
goal s0 must be stressed. He gitaldetreirg ertvitomntenti f  we
which is equipped witthe most ugo-date appliances and use it only for transporting data or
information, it only would be fian empty appar
of education, has to transfer to fAknowl edgeo,

(Otto Petes, 2010.

Allen and his colleagug2004) alsdriedto evaluate the effectiveness of distance
learning by usinghe metaanalysis method. In this studyey similarly, emphagiedthat by
using new technologies in education, the goals of education would not be changed, and to
accomplish those goals, these new technologies only would change the process of
communication within these educatédsettings. They say that in distance eation we see a
changeimt he fundament al ori ent a(pid403nindistance he | ear n
education we are facing a wide range of choices in our pedagogical approach and instructional
tools. So, distance education can be defined as angaaid learning environmenth which the
student and instructor would not pRysicallypresent in the same location. However,
communication betweeahelearner and teacher via a web server would require different kinds of

skills and techniques in commigation by boththeteacher and studefllen, et al, 2009.

Regarding these skills and methoBsters (2010) n h i ®isténoed=Rucafion in
Transitoro, t al ks about the skil |l seducdii@amtHegquotesdent s n
from FranzTheo Gottwald and K. Peter Sprinkart (1998hich statethat students in distance

education need five skills: selection and decisttaking, seHdetermination and orientation,



QUALITY MANAGEMENT IN ONLINE HIGHER EDUCATION 41

constructiorqualifactory acquisition, instraentat qualifactory acquisition, and learning and

organizing skills Gottwdd & Sprinkart, 1998 ascited inPeters, 2010)

It means that students must recognize the actual learning goals. They need to willingly
organize and plan their learning independently ftbeteacher. They need to be capable of
finding, organizing and evaluating the vast informatighich is accessiblm databases.
However, there is an argument among scholars that these skills are required ia @il sort
education, but learningt adistance creates a very different environment for stugantsso
these skills should be seen in completely differight |(Peters, 2010
On the other hand, some scholars believe that teachers also need to develop specific skills
to be successful in distance educatimn example SchoenfeldTacher and Persichitte (2000)
and Spector (20Qindicate that in distance educatiachers requirdifferent sets of

pedagogical and technical competencigshpenfeldTacher & Persichitte, 200@ndSpector ,

2001, ascited inBernardet. al, 2004)

1.3.3.1.Distance education organizations and different models of distance education
Bates (2005)ses different terms regarding various models of distance education. When a course
includes both ortampus and distance courses delivered onlinedisigbuted learning And
for a combination of online and fate-face teaching the terms mixed modehtg, and blended
are used. Bates (2005) argues that hybrid and blendddscan be used when we add online
teaching to regular class time or to a pbased correspondence course, waieixed mode can
be used in thepecific context of a reduction afass time to accommodate moredistudying

online. He also clarifies that no consisty exists yet in terminologfBates, 200p

These days, many institutions choose to adthé, online discussion forums, and Web

articlesto their existing prinbased courses. So, these institutions claim that they are offering
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online courses, while in fact théavemerely added one or a few online components to what has
been basically a prifiiased, broadcasiased, or simply a fage-face course. On the other hand,
even when a course is designed from scratch a
printed readings, and some of these mainly online courses even require attendance at weekend
classes, or a summer instituBafes, 200h

Bates (2005) fueohlinehesot hehéeecomubses when th
coursewithouthaving to attend any fade-face classes, and theysthave access to a
computer and the Internet to participate in the course and study. With this definition, a fully
online course is a distance coaleasiegd Waul debeo
used where a course may have anything fraelaively small Wekbased component of a
program or course to a fully online offeririgigure 3 shows these developmemgtsphically

(Bates, 200p

Blended learning
D S _— >
Distributed learning
%

Face-to-face teaching Classroom aids Face-to-face + e-learning
Distance education

(mixed mode)

No e-learning Fully e-learning

Figure 3: The continuum of technologyased learning (SourcBates& Poole, 2003

p.127)
Moreover, Moore and Kearsley (2012) explain the levels of distance education

organizations. Thestate that there are a few different modeldistance education: single
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model institutions, duahodel institutions, individual teachers, virtual universities and consortia,

and courses and prograniédqore & Kearsley, 201@

They also sayhat singlemode institutions are the institutiomswhichthe sole activity
in them is distance education. The Open Universities are good examples of this model. Another
good example is Athabasca University (AU) in Canada with over 1,200 faculty &éind sta
members who are delivering over 700 coutses/er 37,000 students. When an institution adds
distance education to its previously established campus anebelsesd teaching, i considered
to be a duaimode institution. For examplthe Pennsylvani&tate University is a duahode
model institution. And when teachers and instructoopealdistance education feature for
delivering their courses, while they do all the tasks by themselves without any help from
designers or other skilled forces, we @andividual teachers who are teachatgdistance

(Moore & Kearsley, 201Q

1.3.4.Shifts in DE history - Driven by practical/societal problems/needsAs it was
mentioned beforghe first vision for establishing distance education was to provide access to
education for people who could not participate in educational institutonéferent reasons. In
the 19" century this was forthe benefit ofvomen ortheworking class, ath nowadays it is true
for other groups as well. These groups can be people whiviageflr from educational
institutes, people with health problembko cannot attend regular classes, people who are
working and do not have time to participate in regptagrams, or people who need constant

updatesf knowledge for their care€ioore & Kearsley, 201

Moreover, we are living in a new millenniuttmathas been described as an Information

Age, a Knowledgé&ociety, or a Digital Age, and it seems that many changes globally come from
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changes in technologxt this time in our historywe can see that technological developments

would converge and reinforce other changes in economic, demographic and pedagdsgic tre

(and likewise)Changes in technology caused a huge change in information supply (between 1

and 2 extrabytesvhich ip 1t - of new information was produced each year dutireast fav

years), and even brought more access to this information by introdbegprid Wide Web to

more and more people (however this access still is not equal between all the people in the world).
Obviously, these changes caused dynamic changes in othertagpe of peopl eds | i ve

(Moore & Kearsley, 2019

On the other handechnology is not the only engine behind new changes in the societies.
Regarding distance educatj@tonomics is another force for change. Wthike cost of
electronically transmittinghformation- which is an important aspectinoday 6 s di st anc e
education has been falling, the cost of conventional education and training has been rising.
Besides, in the information age with an aging labor ftheéneed to continue learning for
effective empoyability, new forces leadocietiego an increase in demand for new ways and

methods of continuously acquiring information and skMeore & Kearsley, 201p.

Today, the key driver of economic development, social development, personal
development, andevenatsome points political development, is the knowledge which has
been converted from access to information and the skills. Moreover, with the information
exploson, one of the immediate results would be that the information part of our knowledge
becomes out of date very quickly and f&sir example, 18 months after graduating from an
engineering program, half of what has been learned by stud#ire out of cate.So, it should
be replaced with new informatiporat | east bei ng ,(atdthgpgmaeviapo fr e

in fields with higher competition environmem¢ore & Kearsley, 201p.
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Although, we talked aboutistance educati@nadvantages, many challengegstfor
providing distance education. Na Ubon and Kimble (2002) statéyratolving more online
education among higher educatitins means less physical interaction and social opportunities
for engagng in faceto-face meeting for people who are involved in this type of learning
teaching system. Therefore, lack of physical interachetweentheteacher and student and
among studentsvould causes some problems; such as space and time condtealasktof
faceto-face interaction and social cues, language and cultural barriers, psaiflgst, and

low levek of collaboration la Ubon& Kimble, 2003.

Latchem and Jung (2012) talk about distance education challengearitiar point of
view. They argue that the motivations and circumstances for students who choose to study in
distance vary in many ways. For instance, students in western countries distasce
education for its convenience and flexibility, while this type of education for students in other
parts of the world is the only way to access education. Studyiadistance put a heavier
reliance on the st ud e ytoske responsibilitydor ther learring.d t h e i
The main factor for higher dreput rates in distance education institutesutd be because Gt
lack of hand/ academic, administrative, technical and social support. Thisgtieatwe need to
provide a sensef tbelonging among students across time and space. Speakifeyent
language, coming from other cultures, and not having access to a reliable Internet connection are
considered as other challengAtso, in institutes who use hourly, shadntract, oparttime
tutors for tutoring the studentsvho do not have enough experience and understantiegack

of sufficient and capable human resources is another prqblrhem& Jung 2012 ascited in

Jung& Latchem2012)
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As the aim of this study is to examine quality management in distance higher education,
afterthis short introduction regarding distance educationhe next section, higher education
and the concept of quality in higher education institutidshe discussed.

1.4.Higher Education SystemDesignComponents Some Definitions)

1.4.1.System andeducation system As the first stepfor managing qualitywe need to
have a clear view and good understanding of the structure and components of education institutes
in general Among scholarstiis an accepted view that in all education institutes we have a
complexmechanisnof different systems within systemall these systems work together,
completee ach ot her 6 s wor kalinsttuedvorking prpperigTimeredoceutiea t i o n
first questionhere wouldbefi what is a system?0

Moore and Kearsley (2012) explain that a good example of a system is a hadya In
this systemto make the wholebody work effectively, every part of the body has a role to play. It
is also true, that the body can still functiohowever to a redudestate- when some parts are
cut off. Besidesthere are some parts that @annot cut off, as when they cease to work, the
ot her parts, no matter how healthy they are,
stop. And by damaging or taking away even tlastienportant parts, the whole organism would
deteriorate. On thetloer hand, by building up one pasthile ignoringany attention to the other
parts, more likely it would cause damages to the whole body. We can say a body is healthy,
when all the parts ateealthy,and all the parts do their tasks and play their reldgarmony with
each other. So, for understanding a systers essential to understand each of these parts in the
system and by diagnosing which part is not working properly, we can correct a malfunction in
the system. Itan be said that is a good eamplefor understanithg the concept o system

(Moore & Kearsley, 201p
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Obviously,thehuman body is a very compleystemput it is also only a part of a much
bigger system. It means, for example, by looking at a symphony orchestra or a football team, we
would see how these different human systems, as a collective system, are functioning and
integrated together. linese syims the individual body would be considered as one subsystem

within the larger systeniMoore & Kearsley, 201p

Dick, CareyandCarey( 2009) give a simple definition f
technically a set ohierrelated parts, all which work together toward a defined goal. The parts of
the system depend on each other for input and output, and the entire system uses feedback to

determine if its desired goal has been reached. If it has not, then the systeatifiedratil it

does r eachicktChrey & Caey2009 p.0) Furthermore, they state that the system
components in an education systemtheeinstructor, the learners, the instructional materials,
andthe learning environmentvhile all interact for achieving the desirable goal. In this system
success depends on a determination of the exact contribution of each component to the desired
outcome, and not on any particular component in the system. Sonthet be a clear

assessment of the effectiveness of the system by making learning happen, along with existence
of a mechanism to make essential changes if learning fails to dtatigeably, & an

instructional system includes human components, itrig a@mplex and dynamic, which

requires constant monitoring and adjustménti, Carey & Carey2009.

Concerningsystem mechanisnick and his colleagues (2009) give the example of
managing Type 1 diabeteBhey expain that br maintaining a healthy blood sugar level, we
need a set of complex system components to work together. These componentiieian be
physical exertion, emotional exertion, insulamd finallye ach i ndi vi dual 6s wuni g

processing of thse component®bviously, the goal is a stable blood sugar, and we have the
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periodic blood sugar readings as the feedback mechanism. So, when the system goes out of
balancegvidently, one or more system components must be adjusted todmeagling upor

down as needed. Therefore, this is the system approach which enables professionals to identify
interacting components of diabetes care, establish normal human ranges for each component,
while adjusting a care regimen as needed to accommodate indidiffei@nces. An accepted
perspective here is that this system is dynamic rather than static, and it requires continuous

monitoring as the person greyages, and changehis/her lifestylgDick, Carey & Carey, 2009

Therefore, in an educatiahsystem (either conventional or distance), for getting the best
resuls, all the different human and technical resources (in various forms and shayed ogh
delivered in a systerfiorm. Also, for understanding an educataprogramthe best way is to
use a system approach. So, all the components and processels operate when teaching and
learning in an education system occusbape the edatioral systemAs an example for
illustrating an educational systedaap ScherensZ004) develogda basicconceptual
frameworkthatillustrates education as a productsystemwhichis shown infigure 4

(Scheerens2004.
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Figure 4: A basic systems modeh thefunctioning of educatiofSource Scheerens,

2004 p.116.

As it can be seen, this modi#monstrated main componentsput, processoutput
andcontext With regard to th@grocesssomponentywe have two levels this figure school and
class but he explains that the process feature we need to consider the hierarchical nature of
processes and conditior®&cheerenalsotalks about context dimension with two functions: one
as a source of inputs and constrsjiand the other one as a generator of the required oudets.
likewise, in theoutput processdifferentiates betweeoutcomes in direct outputs, théanger

term outcomes, and finaltheultimate social impadiScheerens, 2004

Later, Scheerensuytenandvan Raven$2011), explain that his framework can be seen
in different levels for different education systems; for instance, we can choose the education
systemat thenational level, classroom levealndeventhelocal community or student level.
Al so, they arawexd dhaenisi onsi nhéeé h@ modenal whi ch

adoption toalocal conditior. Therefore, they are confident that this framework is flexible and



QUALITY MANAGEMENT IN ONLINE HIGHER EDUCATION 50

quite general fodescribing any functional educatarsystem Echeeens, Luyten & van

Ravens201] p. 36)

With this point of viewthis frameworkcan be used in any part of an educatlamstitute
for executinganytask For exampleat theclass level we have a teachilegrning process,
which has its owinputs, contextprocessandoutputs while atanother levelsuch asan
instituteds o0,wewoalghavaiffenentinpufsscontexdprvoeessandoutputs It
can be said thain generalthe education procesat@ny level) is about transformingputsinto
outputst or havi ng @kl sogé c theutpus(agamat amy level) are used directly

as 0 cons ump whil®atherb aamserieiekesnediate inputmto other processes

within the system(Borden& Bottrill, 1999.

From another perspectiwdso,an educatioal system can bseenmas a working
organizationA good exampl®f this perspective would eemodel foralearning organization
(mainly for higher education institutes) designed by Ebner (20%6¥figure 5). In this mode]|
we have three productstudy/course programdearning environmentsandresearch
environments /opportunitie¥hen, by using these produatsan educatioal systemthe results
would beoutputsandoutcomesOutputs can be the instant resulsich asgrades, graduations
[finishing school, published papers, practical results of researchy) d satistadiian, etc., while
outcomes are vaster and for longer tesnash ase mp |l oy ment and f ul fi
needs and aims, havigetter life and being satisfied withe situation in society, beiray
useful member in society, etdoreover, br the management processe havestrategy
developmenandthe integrity and unity of research and teachiA{so, we have some

supporting systemsuchashuman resource managent, financial managementesource
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Figure 5: A designfor alearning organizatio(Source:Ebner, 2010p.271)

As it can be seen, this model illustrates the various components of an educational
institute, and as iwvassaid before, there would be different systextdifferent levels for
executing various tasksithin any institution and the atputs of oneunningsystemsubsystem

can be inputs for anotherorking systentisubsystemFor exampletheresource management
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maymanag the libraryin aneducational instituteand one of the taskghich need to bedone
by this componeris providingresources needed iheteachinglearning process. Therefore, we
havethetaskof providing teaching and learning materifis instructors and studends a part of
theteachinglearning procesguchas books, articles, databases, etmylin this exanple,the
output for library system (which requiredresources) is an input for teachilegrning process.
Hence, thigype ofrelationship can be seen in many different parnafducatioml institute.In
an educational organization, there arany different tasks for reachiiitg goals and aimsand
for doingthesetasks, we need to ésignvarioussystens and each systehms its ownnput,
contextprocessandoutput

There are different frameworks and models for distance educatstemsas well
Moore and Kear sl ey 0 ssagadexanplBasadlon Moordand ( 201 2)
Kearslepp s m@0d2a & distance educati@ystemincludes teaching learning, design
communicationandmanagementThey indicate that each of these processassomplex
process in a bigger and more complex sysfEmy state that we need to consider how each of
these processeseimpacedby, and have impact on, certain forces in their operation
environment, such as political, physical, economic, and seciatonments. However, by
studying each of these subsystems separately, we need to understand how they impact each
other, as well.Figure 6illustrates a conceptual model of distance education designed by Moore

and Kearsley (20)2Moore &Kearsley, 201R

Moore and Kearsley (2012) explain that, in this chart, they are trying to demonstrate
different subsy&ims in an educatiahsystem (in general) and in a distance education system (in
particular), and this chart is a simple illustration of what thegin mind, which isvery

complicated and compledoore & Kearsley, 202).
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An important point here is thddoore and Kearslef2012)focusdon distance education
systems, and thegxplairedtheir models by statinthat a distance education system consists of
many subsystems with various components and procdd$sasas we focus on any single part
of the system, we need to keep in mind the wider congsxtgelland remember how these parts

affect each otherMloore & Kearsley, 2019
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Distance Education System

Figure 6: A conceptual model of distane€ucation (SourcéMoore & Kearsley, 201,2

p.10)
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In summary, they explain that these systems are systems within systems, which all act

and interact with each other within a wider and bigger systeamiine d uc at i on
have educational history, educational psychology, educational sociology, economics of

education, and so on. Thentirelower box we have a box hamed histompich includes the

systemo
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history of the nation, state or institution; and ¢téture (inthe culture box) would emerge from
that history. Then, the philosophy bisxset- which is about the general philosophical
assumptions of the society in which the distance education sigstative For instance, if the
philosophy for distace education in one institution is that this type of education system is
perceived primarily as a means of overcoming inequalities of educational opportunity, as a
result there would be consequences in deciding who is enrolled (the learner), how coeirses a
designed, and what is taught. Obviously, another institutrbich perceives the distance
educatiorprimarily as a mean of improving workproductivity, would make different decisions

regarding the same issuégédore & Kearsley, 201

Also, in another subsystem for designing a course in a distance education institution, for
example, we have a faculty for doing this t&88&, hey first consider what the student in that
time can be expected to learn but before, thgdin we need some basic hinssich asthe
psychology of learning, the social role of education, and the philosophical positions on the nature
of knowledge. They also shawe decisionswhich have been made by policy makers and
managersregardingthe structure of the course, coursantent, and its selection against other
possibilities. Furthermorén all of them,thesearea reflection of the culture, mission of the
organization, its funding, its structyies well asthe experience and views of itaculty (Moore

& Kearsley, 201»

Moreover the institutional policy (which itself is influenced by national or state policies)
determines some of these decisi@swell.People who are discussing the issue walhsider its
implementation by the peoplho would teach the course, as well as their understanding of the

studentswho would participate in the course. And overall, all these processes arehender
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influence of the whole and overall educational sysli@gmthe standards set by the accrediting

agency(Moore & Kearsley, 201

Then, Moore and Kearsley (2012) tatkabout componergrocesses anell e me et s o f
working distance education system ( f§w&es/). Theystatethat in every distance education
system there must be:

V A subsystem for management to assess the needs, organize policy, and allocate
resources, as well as to coordinate other subsystems and to evaluate ®utcome

V A source of content teaching and knowledge (i.e., an educational institution with
faculty and other resources for providing content)

V A subsystem for designing the courses to structure this into activities and materials
for students

V Then a subsystem ieeded to deliver the courses through technology and media to
learners

V Learners in their various environments

V Support persamel and instructors who would interact with students and legrners

while they are studying and using these mate(ldlsore & Kearsley, 201R

We need to bear in mind that in distance educatéminology plagan important role in
providing quality in educationEvidentlytechnology is expensive, and because of that,
managers need to make decisions about the content of a course too. Moreover, sometimes we
need to have external consultants as a source for knowledge and content in a course or program.
Also, according to coetmporary constructive philosophy, students are considered a source of
knowledge, which leads to the inclusion of some-deécted learning activities suchas a

projectwork - in the design of courseblpore & Kearsey, 2013.
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Figure 7: A system model for distance education (®euMoore & Kearsley, 2012

p.14).

Moore and Kearsley (2012) explamithis chartfurther, by goinginto details about these
components. They poied out that subject, contegrdr materials would not make a course, and a
structure is needed for building a course. However, designing a coarsensnon issue in both
conventional and online education, but theydifierentin many ways. In an online acse,
design is based on technology and the way technology would be used in that coursthaevhile
design for a course, whichtis betaught in a classroom, would be differefdtcoursedesignin
distance education institutecludes: the learning objeees, the exercises and activities, the

layout of the text and graphics, the content of recorded videos and audios, and the questions for
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audio or video conference, in Wikis and blogs, or for interactive sessions by online chat sessions.
Also, it includesthe decisions abotihe web designsuch aswhich part shouldbe deliveredwith

which medium, how to do the evaluatjaic (Moore & Kearsley, 201

Then it comes to delivering the course materials while interacting via technology.
Nowadays, the accepted delivering model is through the computer with an Internet connection.
In some casesyhile access to these new technaésgs hard or impossible, stilhe old delivery
methods, such aprinted books, compact disks, study guides, and even television broadcasting
as well as telephone and satelli@sed video or audio conferencing are ugéobfe &

Kearsley, 2019

Moore andKearsley (2012), furthermore, introdute list ofindicators which are
specifically for a distance education systbased on thir introducedrameworks (Seégure 8).
Of course, it is a simple illustration and as du¢hors state, there are many different subsystems

in this systemas well Moore& Kearsley, 201p These indicators can be seen as the primary

guality indicators in distance educatiahile, they only covesomeinputsand outputsWe will

examine more quality management indicatorthe next sections in more details.

Outputs

Inputs
1 Student characteristics including ability to study at a distance
1 Instructor competence in distance teaching
1 Understanding of administrativetaff about distance learners
1 Quality of course design skills
1 Quality of course production
1 Financial investment in course design and production
9 Technology chosen for course
1 Accessibility of support services
1 Frequently and quality of evaluation data

9 Student satisfaction ratings
1 Student achievement scores
9 Student completion rates

9 Total enrolment

1 Quality assessment

9 Accreditation results

9 Tuition and other revenue

11 Staff reputation and turnover

Figure 8 Inputs and Outputs of DistancEducation(SourceMoore & Kearsley, 2012

p.19)
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1.5.Higher Education and Qudity Management

It can be said that, many changes have occurred in modern universities after getting rid of
religious dogma and political ideologies, and in the center of this development was academic
freedom in teaching and learnifwghich the founding fathers of thesewn universities enshrined
in it), and Srikanthan and Dalrymple believe that this freedom should be embedded at the core of

any model in modern universitieSr(kanthan& Dalrymple, 200Y.

Nevertheless, it wahe pre-1990s periodvhich represergdthe quality ontrol era in
higher education. Aat period represents the initiation of major moves towards managerial
changes in universities and other higher education in states. Managing quality in this period was
in a control sens@nd about ensuring the basic standards. This managerial practice was about
carrying out inspections, and the result was losing stetidiiyotivation to improve quality
among universities. Despite these inspections, which were mostly ddnedowvernment, the
freedom was caidered sacrosanct and autormas plusit wasadopted ashe attitude of the
higher education institution¥he pst1990s periodvas the quality management ethos era for
thehigher education institution. Frothe early1990s institutions adopt formal systems of
quality management instead of indirect controls or the traditional loose regutatioanfhans.

Dalrymple, 200Y.

Meanwhile, it has been argued by academics thainfyna definition for qualitywhich is
agreedn throughout thacademic worldis impossible and defininpe quality for higher
education is no exeption andthe author of the booki Devel opi ng Qual ity Syst
Educationocal | s it Athe quality jungleo. Although,

quality in higher education, we need to try to understarahd to find some methods and tools

to implement and control the quality in higher educat@oherty,1994).



QUALITY MANAGEMENT IN ONLINE HIGHER EDUCATION 60

Some of thes&arious opinions and notiongegarding qualityrooted in different point of
views and objectives, artere,as an introduction to the quality in education discussome
will be discussed.
Some authors like Pollitt (1992), define qualitytire service sectqin generalsimply as
meeting the customdiwants and needs, but the question here is how to define these needs and
wants in higher education, and most importantly who our customee@dallitt, 1992 ascited in
Doherty 1994)
ElI'lis (1993) states that: fAQuality itself
connotations of both standards and excellgnégiis, 1993 ascited in Doherty, 1994,.1Y).
Also, Cryer (1993)cited from Malcom Frazersaidthat quality in higher education is very
different from satisfying the customers wittelatest model of a product and it is not
synonymous with effectiveness, efficighand accountability but it embraces these terms
(Cryer, 1993 ascited in Doherty1994 p7).
Barnett (1992) offers an interesting explanation about quality in educatiich talks
about higher education in general;dag/s:
lthasbeell e monstrated that, t hr ougalddvdlopmeptr oc e s s
has been enhanced: not only have they achieved the particular objectives set for the course but in
doing so, they have also fulfilled the general educationas af autonomy, of the ability to
participate in reasoned discourse, of critical-sgHluation, and of coming to proper awareness

of the ultimate contingency of all thought and acti@ar(ett, 1992ascitedin Harrison,1994

p.9).

Ontheotherhandar nett (1992) argues that AQualit.)

rival views over t h &arretil¥% ascited byHamditel®94pe ducat i on
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69).Basically, it means that different participants/stakeholders have different views and
expectations from an educataisystem, and consequently, their viewpoints for quality in an
educatioml system vary awell. For example, employers seek different goals for an eduaktion
organization than inspectoo$the same organization, and it means the definition for quality
varies too.Therefore pased on different points of view, the concept for quality catefiaed or
sought.
In this regardBarnett (1992 o u nt s ceneempmnarg percdptiogs or parti es
adifferent perspective regarding quality in educatemfollowing:
T ATechnicist (the imposition of technical
1 Collegial (the collectie voice of the academic community)
1 Epistemic (the territorial claims of a particular disciplinary community)
1 Consumerist (the claims of the participants of would be participants)
1 Employers (the voice of the labor market accepting the products of thenyyste
1 Professional (the voices of the separate professional bodies)
1 Inspectorial (the voices of the state and other external agencies with an authorized
right to inspect higher educBatnettpl®92easnd pr on
citedin Barnett, 1994p.69.
Additionally, Doherty (1994) itnis book fiDeveloping quality system in education
introducel thetechnical description of quality management dimensioniscerning gathering
and processing information / dats another way to look at quality in educational organizations.
Thesedimensiongas he calls them) are more about gathering and processing data and

information regarding quality in educational orgaations:
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U Quality assurance: examines the content, aims, levels, resourcing and projected
outcomes of modules, coursasd programs.

U Quality control: requires feedback from staff, studeasl employers and

requires regular review and monitoring moduleoursesand programs.

U Quality audit: havingninternal and/or external auditing system. It is obvious
that a properly documented systamwhichmeans that system has written qiro

that it does what it claims to do) can be audited.

U Quality assessmm& judging of performance against criteria. This process is the
subject of many conflicts and arguments, because finding an agreement about the
criteria is very difficult to find.

U Quality enhancement: having a system for improving the quality in perfgrmi

any process and doing it consciously and consistently. It means we need a
sophisticated system for training and staff development along with a system for
addressing and solving systemic probleraad it applies for any process in the
institute,educational or otherwis®(0herty,1994).

And as a whole, quality management is the complete process which would be set up to
ensure that the quality processes in practice happen. This means having market analysis,
monitoring and review of student learning experience, strategic and course planning, resourcing,
curriculum developmengndvalidation Qoherty,1994).

Later, Harvey and Knight (1996) discesdhat quality in generalcan be brokemto
five different but relatedonceptual dimensions

\% Quality as exceptional (for example, high standards)

\% Quiality as consistency (for example, zero effects)
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\% Quiality as fitness to purpose (fitting customer specifications)
\% Quiality as valudor money(as efficiency and effectiveness)
\% Quiality as transformative (an ongoing process that includes empowerment to take

action and enhancement of customer satisfacfidajvey& Knight, 1999.

Moreover,Barnett(1992) believes that there is a logical and tHod& connection
between three elements in higher education: the different conception of higher education,
different approaches to quality, and the identification of performance indicators3®|$irst,
various concepts of higher education should be discussed, then, based on these concepts,
different approaches for quality can be found, and based on these approaches, the suitable

performance indicators (PIs) can be defined and meaéBeedett, 192, ascitedin Barnett,

1994 1,

In this regard lso Clark (1983) believes that there #reee major forces higher
educatiorthatshape three methodological approaches to quality: one is the state which favors
numericalperformance indicators (PIs), the other one is the academic community which favors
peer review, and the last one is the mat&dtsystem whichasponds to consumer preferences

(Clark, 1983 ascitedin Barnett,1994).

Moreover, Johnson and Golomski (1999) talk about four main issues regarding quality

concepts in universities. They state that we need the incorporation of quality concepts in the

1As a philosophicatategorization for aims in higher education, Barnett (1992) talks about four different concepts and aims in higher echichtame;

x Producing highly qualified manpower (Here quality defines and measures as the ability of the students to suciteedrinahe the Pl would be the percentage of the
students who would be employees and earn careers after graduation)

x Providing training for a research career (Quality in this concept is the research profiles of the staffmtote tha s t u d e n tsar@ Pla arérelated eutpet and input
measures of researchersdé activities)

x Providing efficient management for teaching provision. (Quality would be defined as efficiency and PIS are relatedupieiion rates and measuring students who
obtain good dgrees or good marks)

x Offering a matter of extending life chances. (Quality means high demand for admitting in higher education institutds ahdwRlghe range of instit@eentrants and

the growth in student numtgr(Harrison, cited in Doherty 1994
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curriculum, along with using this concept for improvieducational adminisation, improving

theteachingof any subject, and doingsearch(Johnsor& Golomski, 199%.

As it can be seen, there are variopsions regarding how to address quality in higher
education, andoticeably the approaches would vary based on how the concept of quality would
be defined.

On the other handrom anorganizational point of viewJohnson and @omski (1999)
describesix design principlegor organization thaéreoften derived from implementingquality

management system:

1 Leadership: for establishing unity in purpose and direction, we need leaders in

education. Senior leaders provide: systematic documented best practice, systematic
assessment and review of processes, systematic improvemenoolf grocesses, and

they are responsible for maintaining the value of assets.

1 Understanding stakeholders: the primary beneficiaries are students and the secondary
beneficiaries are parents, the marketplace, and society in general.

1 Factual approach to dision making: the analysis of data and information is
fundamental for effective decisions and ac
ot her stakehol dersé needs, process control
values. Also, good dataust beaccurate, available, reliable, consistent, timely, current,

and standardi zed. Measurement of students?o
process, support services, andagsditpnke hol de

system.
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1 Involvement of people: Teachers, administrators and stafimeducatiomls y st e md s
assets for maintaining and producing the intellectual capital and for their efficiency, their
skill, knowledge and attitudes should be focused by reliable methods, measurable
objectives and objective evidence.

1 Process approach: efficiency in learning would be achieved more efficiently by
managing related resources and activities as a process. Via a process, the value of
whatever enters the education system can be changesstiamde, ignorance becomes
knowledge. The quality system should be designed to make change in value, and improve
and control the value. It can be said that all work in an education system is composed of
processes, these processes often interact with ¢aeh and the results of an educatibn
system are the results of a process.

1 Continual improvement: improving continually in results and processes must be a

permanent olgctive in an educati@system Johnsor& Golomski, 1999 p.471)

It is worth mentioning tha&ccording tacurrent views about quality in higher education,
guality assurance teatb be considered to favor the institutional aspects rather than the student
aspects of quality issues, and lean moramaccountabilityled viewrather than the
improvemented view Therefore, many ideas about transforming recent practtaee been
proposed and they try to focus on studentlearminigi ch i s vi ewed as fit he h

educationNChungSea Law, 2010)

Up to herethe various concepts and approaches for qualityghereducatiorhas been
di scussed, whil e t hgealitgnmanagesnpat aalnsdo frnuenecd satotno obfe

this point
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Here an example can help us to see quality managefmenia better perspective.
Quality management divisionds t ask. Iltisamilaro
to whata laboratory doewhen experts in a medical laboratoryttie tess and measure different
el ements i n whilepéer $ an d b adindedpgettithese ihsasuremdnts and
indicators and then diagnose the problems.

Hence qualitymanagemend i v i gob ista évauate quality indicato(slefined by
various management and decision making parts®) thenit is up tomanagers and other
decision making partigeither within or outsidef the organizationat different levelsof the
organizatiorto decideaboutthe accepted/required measurements scatedor these indicators
It is due to this fact that in different universiti@ither online or conventionakheytry to
achievetheir own goals, whil¢hese goals and aims are different in eéashitution Therebre,
the indicators for qualitywould bemeasured and evaluatdifferenty in various organizations,
andit caneven vay for different programs within one university.

For instancein an online universitytherecan bea program for people who want t@fe
new things for their jobs arahother online universitthatoffers itsprograms for people who do
not have access to a conventional higher education. In the first prageafiexibility and being
up-to-date would bé h e u n ipvogty, and intheGothemniversity,presenting a complete
program compatible with the same program in a conventiomaérsitycan be thenain
objective andhim. Therefore, quality managdas a group of key members of the organization
who are assigned for this tasiged to creata measurement and evaluation system based on
assigningkeyindicators and prioritimg them, anddeveloping this feature of quality

management an online universitys the mainobjectiveof this paper.

me as
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Forexamining more dimensions qéiality managemenh higher education furtheim
thenext part, some of thguality models, along wittkome of thestandards and awards for
guality in educational institutionsvhich are known practices in quality management systems,
would be discussednd then, the indicators and methods for measuring quality in edycation
presented by various scholansll beoffered

1.5.1 Quality models As the aim of this study is to introduceystemfor managing
guality in online universities, therefore, we neeéxamine some of thexisting quality models
in education.

For reviewing the main quality models for educational systems and to have a better
understanding about them, Cheong Cheng andyNam (1997) examined 7 models of quality
in education. These 7 models are considered the main models and still are discussed in literature

(See:Asif, Raouf,& Searcy, 203). Cheong Cheng and Ming Tam (199ir3t examinal these

models and preseeda summary f t he s e mo deantdisdidatocs alang with éacho n s

model 6s condi t i o nwhichi®showminadle3l Thanafterfdiscussiegshese
models theyconcluded that people traditionally tend to use these quality models separately
while, for managing quality especially from the system perspectithese models are
interrelatedFor understanding &interrelatedness among these models, the auttatesteat the
process model, for instance, ensures a fruitful learning experience, along with smooth and
healthy internal processes, which are critical elements in achieving stated goals and producing
high quality educational outcomes. Then, achieWimggtated goals can bring satisfaction to the
concerned constituencies, while satisfaction is the main elem#res#tisfaction model, and so

on (Cheong Cheng & Ming Tam, 1997
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Cheong Cheng and Ming Tam (1997) th@rmore, clarify that it is common for every
educational institution to try to achieve its own criteria of education quality, while, logically, it is
hard to achieve all the quality criteria simultaneously, due to all the limited timeframes and
environmeial constraints. For instance, some educational institutions may focus their attention
on the acquisition of scegresource input, and some may focus on the management of the
internal process or learning strategies. The fact is that when some critediacafion quality are
strongly emphasized, and energy and resources are mainly concentrated on their fulfillment,
undoubtedly, other aspects of quality will tend to be negleGidyvoid this problem,
practitioners need to be aware of this issue and deVehgterm strategies to handle this
problem and try to achieve education quaditgording taall the multiple criteria, even if it is not

possible to do it at the same tinigheong Cheng & Ming Tam, 19p7

Hence, managing quality is about covering a broad perspective of various strategies and
criteriaat different levels andh differentdirections, while holding onto one quality moaéiich
means that we only have a limited number of criteria and a nareswrggarding what really is
happening in an educational system. Then, it is important to consider a system of multiple
criteria, which cover all aspects of quality management.

The aimof this study alsas to develop a quality managemémtmeworkfor anonline
universityd sducational systenby introducinga chain process modelAnd the question here is
that while, in quality management literature there are various quality models in education (in
general), whydowe need to examine this matter agaid develop a new mod&The answer
could be that none of these models have been able to cover all the aspects of a quality
management system and each of them emphasizes on one or only a few aspects for managing

quality in education. Obviously, this study wd not- and cannot claim to cover all these
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aspects too, but it can be an attempt to shed $anierlight on this matter and examine it from
a new perspectiv&o, by introducinghe chain process modiel the Discussiorsection the aim
is to introduce quality criteria based on actual tasks withitotigeterm strategy planning in the

universityin orderto cover the main aspects of quality management in an educational system.
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Tables.

Models of Educational Quality (Sourcéin Cheong Cheng & Wai Ming Tam, 1997

Conception of Conditions for Indicatorsikey areas for
education quality model usetulness quality evaluation (with examples)
Goal and Achievement of stated When institutional goals Institutional objectives,
specification  institutional goals and specifications are clear, standards, and specifications
model conformance to comsensual, time-bound, and listed in the programme plans,
given specifications measurable &.0. academic achievements,
When resources are sufficient attendance rate, dropout rate,
to achieve the goals and et

Resource-input  Achievement of

conform to the specifications

When there is a clear

Resources procured for

model needed quality relationship between inputs institutional functioning,
resources and inputs for and outputs eq. quality of student intake,
the institution When quality resources for the  facilities, financial support,

institution are scarce etr.

Process model  Smooth internal When these is a clear Leadership, participation,
process and fruitful relationship between process social interactions, classroom
learning experiences and educational outcomes climate, learning activities

and experiences, etr.

Satistaction Satisfaction of all When the demands of the Satisfaction of education

maodel powerful constituencies are compatible  authorities, management
constituencies and cannat be ignored board, administrators,

teachers, parents, students,
etr.

Legitimacy Achievement of the When the survival and demise  Public relations, marketing,

maodel institution’s legitimate among education institutions public image, reputation,
position and reputation must be assessed status in the community,

When the environment is very evidence of accountability, etc.
competitive and demanding

Absence ot Absence of problems When thege is no consensual Absence of conflicts,

problems and troubles in the criteria of quality but dysfunctions, difficulties,

model institution strateqgies for improvement defects, weaknesses,
are needed troubles, etc.

Organizational Adaptation to When institutions are new or Awareness of external needs

learning environmental changing and changes, internal

model changes and intemal When the environmental process monitoring, programme
barriers change cannot be ignored evaluation, development
Continuous planning, staff development,
improvement et

1.52. Standards andawards. Regarding managing qualityheére arealsomany different

standard systenfer quality assurance ieducationakystemssuchasB S5 7 5 0

(for

Br

o)
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education system), ISO 9000 series and Total Quality Management (TQé&&e standard
systems arwvell-known, andasthere aresariousdiscussios and opinionsegardingusing these
method and standamin education systembere, as a part of our discussion about quality
management in higher education, we also need to examine them
Doherty (1994) states thagaality assurance standand generalrequires:
o A T edpwn commitment;
o0 A strategic plan with goals and objectives, all understandable and possessed by all
staff;
o lIdentification of resources to deliver the plan;
o Regular review of the training plan;
o Training and devel opment throughout the
o Evaluattn and audit of {(Doreertytl994p.18)i ng pr ogr ams
Doherty (1994) also taddabout these standards in more detlle clarified that BS
5750 is a British standard, ISO 9000 is International, and EN 29000 is a European standard. He
pointed out that these standards are capable of interpretation fiolearange of services,
althoughthey have been written with manufacturing in miAt&so, in order touse them in each
institute we need to interpret theand relate them to our own quality aspiratiboljerty,
1994). As an example of these quality standard systéere,a short discussion abotiQM
would be presented
As an attempt to find suitablequality management systefior educationsomescholars
duringthe1990s were trying to agpt Total Quality Management (TQNYr educatioal
systens. To be able talo sq they needed to consider the differenttetexist between the

original TQM concepts which was for businesses in generahd adpting it for education
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systems while there weogherswho, based on these differencbksjieved that TQM is not a
good quéty managemerapproactor education.

In this regard, Doherty (19949tateghat, in generalhie main issue in implementing
TQM is that every function and every individual in every lesfethe organizatiomust be

involved in this procesg.hen, hesummarizes thenaincharacteristics of TQM as:

V The most i mportant issues are the custon
V What the producer specifies is not qual.
quality.

V The effectiveness of internal client chadefines quality to the customers.
V The hierarchy level between top managementhed ot t om | i ne shoul d
more than four levels.
V Implementing smalkcale incremental activity is the main key for having
continuous quality improvement.
V Leadership fronthe top and complete and total commitment from management,
having a longterm commitment to implementing TQM, staff appraisal for
development, having staff commitment and participation based on training and
education, and teamwork are essential issuasiolementing TQM.
V Organizational transformation tpality cultureis the key aim.
VIt is needed t o theteantggoodpeformamabi vi dual sé o
V For underpinning the system, benchmarking and the measurement of change is
needed.

V For managergetting involved and getting out is very importébbherty, 1994
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While, there have been scholars who favored the adoption of TQM in educational
institutions therehave beemany arguments indicatirtgat TQM(or anyother business quality
standardsystemyis not a suitable qualithanagemerdgtandardsystem for educational

institutions(See:Green, 1994andBarbera, 200/Onemainargument states thaQM is mainly

basedomc ust omer s r equi r(earse nitts caannd lseats esdm citn oo
while in teaching learning processeglentifying customer, product specificatiand even the
satisfaction indicators is not an easy taskthe same timeTribus (1994)explainsthatTQM is
not a suitable quality system for educational organizatiortbeastudents are not products and
the school is not a factoryibus, 1994 ascited in Doherty 1994)
Later, ChungSea Law (2010) explagd that duringthe 1980s, TQM was produced as a
result of the market ideologies and the managerialism (which accompanied these ideologies).
Then, after the education reform, many higher education institutes have tried ouMhasrgn
attempt to emulate the quality success (which was found in some commercial and industrial
settings), and to enable the institutions to cope with the increasing financial pressures and the

fierce competition in secteafter reform(ChungSea Law, 2010)

As arotherargument against adopting TQM in an educaisgstem Doherty(1994)
claimedthat 80 percent of problems, inefficiengiaad system weaknesses are the result of bad
management, and he qudofeom Atkinson (1991)thafiyear s of negl ecting to
and supervisors with the necessary skills cabeetiped out by sendingteam oraseries of

TQM wor kAthineon,sl@]agcited in Doherty, 1994,.121)

FurthermoreBurkhalter in 1996 reported that byhemiddle of the decade (1990s), fifty
percent of all higher education institutions established some sort of gurédityed council,

while later empirical evidence regarding implementing TQM in higher education, typically,
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involved a noracademic process &uas check writing, bill collection, admission application,

job scheduling, and physical plant invent@Bgrkhalter, 199k

Moreover, Koch (2003) suggest as another evidende this claim, to look at the round
table dscussion inTQM in Higher Educatiomn 1994, or lia and Aspinwdd s ( 199 6)
statement i otal Quality Managementvhichindicatedthe fact that the focus of TQM research
in higher education hadwaysbeen on noracademic activities of higher educatiostitutions

(Owlia & Aspinwall, 1996 as cited irKoch, 2003)BesidesChungSea Law (20103tatel the

sameclaimandght hat empi ri cal support for TQMO6sS succ

in i n eacademiactivitieso and not in core academic activitiegspecially in teaching and

learning(ChungSea Law, 2010)

Furthermore, K o ¢ hTQM:2vBy(s3tg impadt in higher educptiarpse r i
s ma |, firs, state that TQM has not been successful in many businesses asie/gjlotel
from DarE | (1997, p.5) that hnAné experience indicat
implementations arane ¢ o n o0 mi ¢ while, BaaE (1397)keljeval that despite the huge
amountof pages written about TQMnNd the millions of hours devoted to its implementation and
discussion, a significant majority tdilures afTQM effortscan lead uso conclude that there is
only sparse empirical evidence which favors TQMI(EI, 1997 as cited irkKoch, 2003)

Then, Koch (2003)ntroducel some evidencsf r om Z b ar astudlyiwbos (199 8)
conducted a survey to find out about the reality surrounding TQM. Zbaracki (1998) egplain
that managers usuglencourage a distorted perception regarding TQM efficieadtdypugh he
admited thafTQM is not without its successes. Zbaracki (1998) beti¢ivat after managers
invested their organizations and themselves in the TQM notion, they consequently trumpet its

successes, rather than admitting to its little achievererén when there is no evidence or little
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proof to support this conclusion. Zbaka¢1998) also found that only one in six TQM programs

to be sucessful(Zbaracki, 1998ascited inKoch, 2003)

Moreover Koch (2003) statéthat surprisingly there is very little concrete empirical
evidence concerning TQM higher education. Fonstance heobservedhat in 1993 and 1994
there were many reviews the American Association of Higher Educatj@and in 1996 an entire
issue in the journdlotal Quality Managementas dedicated to this discussion, whidg
looking closer into these reviews, it reveals that they are significant for their focus on TQM

processes and implemtation rather than on eviden@géoch, 2003.

To investigaé why TQM has not been successfuttwe acadent side of higher
educatioal institutions Harvey (1995urtherexplairedthat the concept of defining the quality
of the product byhe customer isatthe heart of TQM, and its key ideas originated from
management theories which are applied mainly inrttiestrial sector. Tins applying TQM in
theservice sector has not been easy, whibplying it inthe educatiomal sector is even more
problematic, as the notion aftustomer irtheeducation sector is illusive and controversial.
Also, & it was mentioed before, the concept of qualitgriesfor various stakeholderand for

an education systeme have different groups as customeith different points of viewwhile,

the nature and purpose of education is very different from other business EelctorgSea
Law, 2010)

Koch (2003)furthermoreadded some other facts to this discussion. He stt#tat the
most important challenges facing higher education organizations are related to questions about
curriculum and whashould be taught, the use of faculty time, the viability of faculty tenure, the
priority of technological innovations in instruction, whether students actually learn in any

situation, the impact and validity of distance learning, the division of rescamdesttention
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between undergraduate and graduate education, tuition and fee levels, the extent to which
institutions should become involved in economic development ventures, campus diversity,
alcohol and drug abuse, etahile, i TQM h as h aficonsequence tb Sayt abduig of o
t hese | mp o(Kdcka BOD3pi3883 ues o

On the other hand, the most important element in academic culture is the doctrine of
academic freedom, which frustrates the introductiotoofventional TQM procedures. This
freedom means that faculty members have the right to seek truth whenever their search leads
them, and profess their disciplines as they sewffite conducting TQM would influence how

professors teach and do researdhictvis against this freedom. Also, faculty members tend to

work alone more than togethandteamworkis one of the keystones of TQMoch, 2003.

Additionally, Becket and Brookes (2008) believtbat higher education instiiohs can
benefit from TQOM in administrative and service functioRsisis due to the fact that students,
from service and administrative point of view, are the customers, while they cannot be
considered as customersanacademic function and teachitearning process of the
universities.

Becket and Brookes (2008) also put some of the limitations for implementing TQM in
education institutes as: difficulty in defining outputs, people rather than process orientation, level
of acceptance of TQM principleshallenges related to leadership skills, bureaucratic structures,
complexity of application to HE, and finally TQM requirement for teamwork/customer

involvement is not congruemtith autonomy of academic stgftecket& Brookes, 2008

Therefore, quality modekhat havebeen used in other business sectors (industrial,
service, etc.) can be adopted in higher education for administrative and service functions of

universities (such as food, accommodation, essihiese models are not suitable for academic
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function. The rule of thumb for differentiating between these functions can be simply as: any
task which can be outsourced, belong to service/administration function, and quality models for
businessquch asTQM) can be used for delivering that task.

1.53. Indicators and methods- Definition. Barnett (1992) hasfitting analogy about
finding and defining indicators in higher education. He uses some exangptethe world of
competitive sportHe saysfor instanceif we look at swimming and diving, judging quality in
higher education is like judging a diéemperformance rather than a swimmeAs, for a
swimmer we only need a stopatch to measure the time that the swimmer covers the specific
distanceOn the other hand, for judging a dié&&performanceve need more indicatgrsuch as
numerical indicators, but these indicators are basaeon arithmetical measurements. For
examplewe need to see if the diver enters ititewaterat exactly 90 degres or the number of
turns that he accomplished before hitting the water along with giving martteftiverés style
and the beauty of his performance, etghich reflectanon-numerical aesthetic judgment.
Similarly, for finding and definingndicators in higher education we need to do the saméng
numerical indicators and defining numerical indicators for other quality features a8ael(t,
1992 ascited in Doherty1994)

Furthermorehe explaied tha even for numerical indicators an educatioal systemwe
need to be careful and look at every resuithdeeper thajust numbers. Foinstanceif the
number of students who wo utlcadildb® expldinecdhbymdny a cour
different reasons, and by itself cannot be a negative sigi;, astransferring to another
program or coursd&.he point is thatve cannot dismiss PlIs entirely, and by having good Pls and
investigating them, we can haabetter ingghtinto the quality Barnett,1992 ascited in

Doherty 1994)
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Johnson and Golomski (1999) also &dlebout how hardt is to havea measurement for
guality in higher education. Theyavea few examples and expladhow the measurement
methods which are used itheacademic world regarding publishingannot be precise and
measure the quality as they claim. One of the measurements is about counting how often a
published research has been cited. They exgdidivatit is more likely that a paper from a big
and weltknown universitywill becited more than a paper fromless known institute. Another
measurement is about the number of publicatiorone year, which is problematic for
researchies andwhich needalong time to finish; such apublishing a dictionary ithe
Sumerian language which takes 20 years todmeplete Moreover, publishing isommunity or

technical colleges is ntihe same as publishing in other institutésifnsor& Golomski, 199%.

Sea Law (2010) descridea per f or mance i ndicator as fian i
regular intervals to track the performance of a sysiemT h e avesorheeexampkefor these
indicators in higher education:

1 Indicatorsrelating to widening participation: e.g. indicatorsagtudends social class

and parental education

fRelatingtoast udent 6 s pr ogr ess: econgnuationfrahharat or s

first year and return aftehey have been out of school foyear.

fProxies of educational outcomes: e.g. indi

quality (ChungSea Law, 201(0n. 68).

Sea Law (2010) also mentied that therés otherinformation which is required for
public consumptionsuch asninstitute® studenstaff ratio and the number of students who

were hired and found a job immediately after their gradud@idningSea Law, 2010)
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As the interest on finding educational indicatiomseasd, Borden and Bottrilin 1994
did a wide researcandfound 250 quality indicators in educatiamhich many scholarbave

usal (Bernard et al., 2004They explaiedthat one way to describe performance indicators is to

differentiate them from other types of measuFes.example, in one study done by Dochy,

Segers, and Wijnen (1990), theyake adistinction betweeperformance indicatoréPls),
management informatiganddescriptive statisticsThey sated thatdescriptive statisticsas
measures, have no fiinherent significeontexeo (su
andworth. By this definition,worth meanghatwe do not know whether higher valua® worse

or better than lower values, and context means we do not know how to compare these values to
other values of previous times, other statistics, or other groups.mMdés@gement information
includes qualitative or quatdtive datawhich are related to each other; such as course seat
demand in relation to curriawin changesThus this management information ia context

dimension, but they lack worth dimensidreyalsodescribé performance indicatoras
Aempiri cal edailbdsthe fanstioriing ¢of andnstitutioandthe way the institution

per us es DochysSegeataWioen,(1990p.72,ascited in Border& Bottrill, 1994)

So, with this definition, performance indicatar® rooted in a goalriven process and
related to both context and tigrend hus, they have worth dimension as well. Therefore, we can
have a performance indicator, when a statistic or measure can be explicitly associated with a goal
or objective, and # n we can indicate the desi Badin | ev el

& Bottrill, 1999.

On the other hand, there are other scholars who ded@d@s®rmance indicators without
comparing them to other measures. For exan@enin(1986)talked about three types of

indicators:simple indicators, performance indicatoesydgeneral indicatorsWhen an indicator
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provides a neutral description of apess or situation, it issample indicator such as, general
expenditure. Foperformance indicatora/e need a point of reference and they are not absolute
they are relative; such as, actual headcount as a peraam¢mfolment targetand educational
and general expenditure per ftithe-equivalent (FTE) student. Finallgeneral indicatorsare
not related to a specific goal or process, and they are opinions, general statistics, and survey
findings; such atheoverall sixyear graduation rasdor universities Cuenin, 198pas cited in
Borden& Bottrill, 1994)

As Cuenin (1986gxplaired the same measure may serva satistic or general
indicator as well aa performance indicator. We can have the ratio of gradsiatient FTES to
total student FTEs as management informafiamen it is presented as a normative comparison
or a timeseries treny and the same information can be a performance indi¢atole the
institution is explicitly attempting to decrease ormrgase the proportion of graduate instruction

(Cuenin, 1986as cited irBorden& Bottrill, 1994)

By considering thesdefinitions and categorizatidor performance indicators, we need
explicit points of reference. These points of references are norms or criteria for jtragirayth
and setting contexDavies (1993) statkthat there are four possible resourfshese points of
referencestheoretical ideals and norms, specific competitors, stated gaal$past
performancesWhile the choice chreference point is complex, it is the essence of strategic and
operational planningyvhich means that these choices are about waatbe trueow or become
soin the future. Therefore, it can be said that performance indicators essentially are planning
tools Davies, 1993ascited in Border& Bottrill, 1994)

Moreover,another functiorof performance indicatoris to reducehe complexity and

volume of datalt refers to the fact that by using performance indicdtmrsnonitoringa
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program or institutional performance, or making decisionsstitutes we can highlight the
most important elemengmnong the whole existing data and informatidonetheless, we need
to avoid fAovoerwhiincphl iningacnast igpendus t o Awhat we ¢

(Borden& Bottrill, 1994.

Although, performance indicatofsr higher education can be developed for different
levels (such asan entire country, a state, a college or university, or for a department within a
college and an individual course or faculty member), the greatest opportunities along with the
greatest pblems arise at the institution and department |&ek is due to the fact thatthe
institutional or department level, we have the basic operational procebsds are shaping and
executingeaching, research, and servieerformance indicatorg higher levels would serve
for accountability purposes, while in lower and operational lettedy can serve for

improvement purpose8(6rden and Bottril 1999.

1.54. OECD: a source for quality indicators in higher education One of the main
sourceswhich provide statistics and insights about quality indicators in Higher Edugciattbe
Organization of Economic Cooperation and Development (OECD). OECD collects statistics
information abouthe development d25 industrialized democracies development in general, and
education is one of the subjects in these reports. As it is &m@Nn practice, some of the
scholars use its indicators and statistics for their studies.

Quality in OECD ineebatvweéniamabjdctiva and dreshltewitkdthes t a
i mplicit assumption that qu@EGDt2206p.26pandv es as
gual ity assur an c eapmaesslofestablshing stakehaldendidersce that i
provision (input, process, and outcomes) fulfills expectations and measurethrgshold

minimum requirements Also, time as a dynamic aspect would be added to this definition. So,
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according to these definitions we have two main keysléhining and assuring qualitgrocess

andstakeholdergHarvey, 20042007, ascitedin OECD, 2006p. 262).

These two main concepasefrom two main schools of thought for defining quality in
education. According tone view quality is attached to a context with references to the quality
assessment, academic programs, student intake, the student experience, teaching and learning,
and program design. And arother view quality is related to a variety of stakeholdeith an
interest in higher education (such as employers, students, academics, government, and society).
Many scholars believe thatinthisvigw hi ch defi nes quality regardi
and view- there is a serious conflict among thesmwvs about quality, as one of them states:
AThe problem is not a di f fbatdiferent pepspectisegsenct i ve o
di fferent thingE@EGQD 2006p.26R)e same | abel 0

OECDfor quality in educationywhile considering h i s -dimansibnalimatrix of
g u a |, defings® kewspects:

1 Exception:quality is defined as terms of excellence, passing a minimum set of

standards;

1 Perfection, with quality focusing on the process and ainzegdefect;

1 Fitness for purpose, where quality relates to a purpose defined by the provider;

1 Value for money, where quality focuses on efficiency and effectiveness by measuring

outputs against inputs;

1 Transformation, where quality conveys the notion of a qualitative clthagenhances

and empower $OECIh 2006pL6G2)dent O

Some scholars, also, summarize thesgpgeets ito two main aspects as:
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x  fAQuality assurance for accountability: characterizedrbgxternal locus of control

and associated withicentralized administrain, structures and external auditors

measuring quantitative indicators of success;

x  Quality assurance for improvement; characterized by an internal locus of control and
associated witlfacilitative administrative structures which use peer review to assess

more qualitative indicators sluccess (OECD, 2006 p.263)

According to OECD report (2006), there is a diversity of approaches in this regard, which

are designed tmonitor, maintainandenhancegual i ty in education which
- Accreditation: the establishment of the status, legitimacy or appropssteh an
institution, program or module of study.
- Assessment (evaluation): evaluating the quality of evaluating the quality and
appropriateness of the learning process: teacher performance and pedagogic approach.
- Audit: checking that procedures are iage to assure quality or standards of
provision and outcomes. Checking the extent to which an institution or program is
achieving its own explicit or implicit objectives, askifigar e your processes
andits outcome is a description of the exté which the claims of higher education or
theprogram are corre¢such as ISO)Table4 shows a summary of these approaches)

(Scheerens, 2004
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Table 4

A Summary of diffent approaches toward Qualiggource:OECD report 2006p.266)

Activity Question Emphasis Outcomes
Accreditation Are you good Comprehensive Yes/No or Pass/Fai
enough to be (mission, resources decision
approved? processes)
Assessment How good Outputs Grade
(Evaluation) are your outputs? (including
Pass/Fail)
Audit (Review) Are you achieving Processes | Description,
your own gualitative
objectives? Are
your processes
effective?

Moreover, n this OECD reportthe writers explain that in different countries there is
always a combination of approaches; such as combiheassessment withnaudit (OECD,
2006)

Therefore, based on these approactinese are different methods. ttre OECD (2006)
report it hasbeen stated that the most common method is astagie modethat includesi

a Autonomous internal quality assurance system implemented independently
u Seltevaluation

a External assessment by pe&eview group and site visit

a Publication of an assessment rep@ECD, 2006 p.283)

Also, this report states that paeviews are increasingly used in the evaluation of
teaching learning andself-evaluations are a key element in external evaluation procedures

(OECD, 200§,

Additionally, the OECD report (2006) indicates tta¢re are variousmstrumentsn this

regard such as: 0

I Guidelines
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1 Selfevaluation reports

1 Site visits (follow the selévaluation reports)

1 Surveys of students, recent graduates, arahgployers

1 Performance indicators and statistical datadent progress, dropout and outcomes)

(completion rates, time needed for degree completion or assess student progress, dropout

rates, especially after the first year, graduation rates, destinatioresrgloyment rates

of graduates i n gqQEEB, R2HOGpc284)i el ds of study) o

It can be seen that OECD perspective methods and instruments are directly related to
stakeholderdt also has been clarified that some ardus iccountability and improvement are
incompatible, while some say these two can be combinafafanced strategy. Stensaker
(2003 clarifies this conflict by saying that internal processes are related to improvement, while
external processes amssociated with accountability. Also, it can be said that the practical
implementation of quality assurance processes is important to successfully combine the

improvement function of quality assurance and accountabilignéaker2003 ascited in

OECD, 2006)

In all these frameworks and models, wearesideringhe education components of an
educatioml system, and in thidiscussionywe do not talk about the business part of education
institutes.

Forunderstanding thimdicators the OECD Education Indicators project (1998) uses 6
categories for indicatorst

A. The demographic, social and economic context of education (e.qg., literacy skills of

the adult population)
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B. Financial and human resources invested in educatione@ugational expenditure

per student)

C. Access to education, participation and progression (e.g. overall participation in

formal education)

D. The transition from school to work (e.g. youth unemployment and employment by

level of educational attainment)

E. The larning environment and the organization of schools (e.g. total intended

instruction time for pupils in lower secondary education)

F. Student achievement and the social and labarket outcomes of education (e.g.

mathematics achievement of studgnt4 and8" grades and earnings and educational

att ai nOEEMD 1998ascited in Scheerensuyten, & van Raven011, p. 39)

Then, Scheerenkpyten,andvan Raven$2011) explain that these categories can be
classified based on their framework and its main componieptst, context, process, and
output/outcomeAs category A containscontextdomain, category B refers moputindicators
Theprocesdimension catfiit categories C, D, and E, while category F istf@output/outcome

dimension. $cheerend_uyten,& van Ravens2011) Figure 9 illustrates the overall framework

used in the OECBNES project, which (as Scheerearsd his colleaguesxplain) is an example

of system level applicatiorsCheerens, 2004
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Context:

Demographics, social and
economic context of education

Education standards

Input:

Financial and Human Process: Output/Outcomes:

resources invested

Access, participation, progression transition Achievement

school to work

in education
Labor-market

Learning environment and organization
outcomes

Figure 9: Ordering of the OECBNES educationndicator set, according to a context

input, process and outcome schegi@eurce:Scheerend,uyten,& van Raven2011, p.

40).

1.55. A system framework on thefunctioning education andquality indicators by
Jaap Scheerensln previous sections, we discussed a few points from Jaap Scheerens, and now
in this part, we look adome ofl a a p S c btedes aadrasi@verkin more detailas a
suitable source farquality managemerslystem and indicators education (in gesxal) and
higher education (speciady).

Sc h e er e rfe degeloping higkonceptuaframeworkwasstarted with school
effectiveness studiebn one ofhis earlyarticles fiprocess indicators of school functioning: a
selectionbased on the research literature on school effectivenes991, he categorizes studies
in school effectiveness, amdganizeghe indicatorgrom these studies withia model of

contextinput-processoutputoutcome together (Segure 10)Then, pogressively, he
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developedh completdramework and indicators for quality educatiorbased on a vast variety

of studies in school effectivenesSeg figure 1) (Scheerens, 1991

Context

€.g. consumer demands,
school environment,
policy measures at

higher administrative level

!

Input Process Qutput Outcomes
resources curriculum achievement/ employment

teacher ——3 | school organization |— | attainment ——3 | eamings

qualifications school climate measures

Figure 10: Contextinputprocessoutputoutcome Model of Schooling (Source:

Scheerens, 199p. 373)
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Context

» achievement sttmulants from higher administrative levels
+  development of educational consumerism
*  “co-variables’, such as school size. student-body composition,

school category, urban/rural

Inputs
* teacher
experience

+  perpupil
expenditure
&  parent support

4

Process
school level
+ degree of achievement-onented
policy
educational leadership
consensus, cooperative planning
of teachers
¢ quality of school curnicula m
terms of content-covered and
formal structure
orderly atmosphere
+ evaluative potential

Outputs
student
achievement,

v

classroom level
¢ time on task (including
homework)

structured teaching

opportunity to learn
¢  high expectations of pupils’
progress

degree of evaluation and
monitoring of pupils” progress
+ remnforcement

L

adjusted for:

*  previous
achievement

* intelligence

« 5SES

Figure 11: A summary of the findings from school effectivemessearch from

Scheerens, 198%ource:Scheerens, 2004.123)
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Scheerens (1991) explains how perception over educational indicators has changed over

time. He states that a major source of application of indich&miseen policymakers athe

nationa |l evel,

users of information that these indicator systems provide. Similarly, individual schodleand

and

then At hi

r d

part.i

eso

and

cons
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education system atlocal administrative level use indicatmr supporting policynaking, and
atthis level indicator systems are used as management information sy¥tnihs,. graduallya
new trend for developing educational i ndicato
descriptive statistics to measuringp f or manceo, it was fda shift to

i mpor tSaheeen 190p.372)

Scheerens (1991) explajrfarthermorethat at firsf the educational indicator systems
were descriptive statistics on thite of the educational system, and this includes data on
resources and inputs. Since 1982, Acontexto a
these educational indicator systems, and dftat there was a proposal to redesign the education
datasystem by including fiprocesso aspects of th
new trend, by adding Acontexto and Aoutcomeo
resources and inputs, and, also, by having a growing interest gspob@aracteristics and in
Amani pul ative i1 nput factaofimor eveccapr slkkensai me Vi

system8(Scheerens, 199p.372)

Later, as the interest in process indicators (as referring to the procedures or techniques
which determine the transition of inputs to outputs) increases, we can see a new trend of going
from concentrating oa macrclevel data (such as: national illiteracyasr the proportion of
pupils that have passed their final secondary examinations) to an interest in what goes on in
schools. It means that datenow measured at ore than one aggregation ley€kcheerens,

1991, p.372)
Moreover, br introducing indicatorg1 an educational system, Scheerens (1991)sstate

t hat : AEducati onal i ndicators are statistics
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aspects of the functioning of educational systems. To emphasize thleiatexe nature, the term

Aperformance i ndi c &dtheereis, 1b9P.3M)y equentl y usedo (

Then, he explains that this definition tells us that:

1 By defining educational indicators, we present the notion theduicatioal systems

we are dealing with measurable characteristics of these systems.

1T As the goal is to measure the fHkey aspect

provideanin-depth description and only telis about a glimpse @ifie current situion.

1 Indicators have a reference point which we can judge by compafisbrdrens,

1997).

Scheerens (199Hsoquotesfrom Herpen (1989)andexplains that therigins of
educational indicators aszonomic and social dicators. As Herpen (1989) state§ s o c i a |
indicators of educationo try to describe the
Afeducational indicatorso descr ibeeent W& asper f or m
cited in Scheerens, 1991)

Later, for finding indicators in an educational syste&uoheerens (2004xplainsthat
Aperspective on education quality can be <cl ar

descri bes Sceetrans,2004. AI5)ble, furthermorejndicatesthat describing an

educatioal systemasa productive systeyis the most frequentlused way to conceptualize it,
while, in this system inputs are transferred into outputs/outcermgsvagliscussed in previous

sections $cheerens, 2004

Then, he states that for elaborating this basic scheme, there are three steps:
a) il ncluding context dimension, th@butfunct:i

also & a generator of the required outputs that should be produced;
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b) Differentiating outcomes in direct outputs, longer term outcomes and ultimate social
impact;
c) Recognizing the hierarchical nature of conditions and processes, putting public

educationdownasgut anot her elxamell eg adi¥chedama )4 o

p.115)(See figurel?).

Scheerens (2004) also explains thlay considering the use and composition of indicator
system- it appears that the predominant system is the disjoined view. Moreover, the disjoined

view can be combined with other views as W8ke figure 13 (Scheerens, 2004

In 2011, Scheerenkuyten,andvan Ravenp u bl i shed a&aJegswipger titl ed
educational quality by means of indicatars | n t hi s paizedndicatorsfdrey s um
schools, as a baseducational systenibased on the contekiput-processoutputoutcome

framework, along witla wider description for these compone(isheerend_uyten, van

Ravens2017).

As an important point in this discussion, regardimgunderstandingf the context
components, Scheeremsiyten,andvanRaveny 201 1) expl ain that the i
the one between fiantecedento conditions and 0
known as fAgiveno éeésviwhocommemal aktadgndiexaisnh o, an
thebackground characteristics of studentsroa higher level school size, while malleable
factors are in the hands of people who are involved in eduabsigstemsat different levels,
such as, n#onal policy planners, local constituencies, teachers and schools managers. Besides,
sometimes differentiating between these two types of conditions and factors is not clear. For
example, intheshort term, school size can be seen as an antecedentaraliti inthe long-

term when policy makerstany level, change this condition, it would be a malleable factor.
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Also, as another example, the average secmnomic status of students in schools can be seen
as a Agiveno condi toosing an explicit recrutment, ared has/inghspeoidl b y
selecting and admission policies for controlling this condition, it would be an antecedent factor

(Scheerens, Luyteld,van Ravens, 2031

Another importanpoint here is thatot only,in the center of the productivity and
effectiveness interpretations of educational quality are outcome indidatibedso, they plagn
indispensable rola assessing the efficiency, equity, and responsiveness of schéaimng.
measuring educational outcomes, Scheelangen,andvan Raven$2011) explain that a
distinction should be made between output, outcome and impact indicators. A standardized
achievement test, is a good example for output indicators, which is ussddent assessment
while is seen as the more direct outcome of schooling. Impact indicators can be defined as
indicators for measurintgpe social status of students who achieved certain levels of educational
attainment. And for differentiating between outcome and output indicators, we need to look at
the degree to which outcome measures are tiad éducational content or we can see thayth

are relatively content fre&theerens, Luyte& van Ravens, 20)1

Scheerens, Luytemndvan Raveng2011), then, summarize the main indicators on
educational quality with more detailBable 5shows the summarized table adopted from this

paper.
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context

¥ h ¥

mnputs I— Process or throughput E— outputs

System level
School level
Classroom level

Figure 12: A basic system model on the functioning of educatu(ce Scheerens,

Luyten,&van Ravens2011, p. 36)

Context:

Demographics

Structure
Standards
Input:

Process: o . Impact:
Financial and Human Putfolmels.

: articipation

Learnmg Achi ; Labor-market
resources invested environment and ¢ |f3vemen

organization of Attainment Outcomes
in education school

Figure 13: Categorization of systetevel education indicators (Sourcgcheerens, 2004

p. 118)
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Table 5

Synthetic overview of educational input, process, outcome and context indicators

(Source:Scheerens, Luyten, van Ravens, 2(p149)

INPUTS PROCESS QUTCOMES
CQutput indicators
System level financial and System level process - Subject matter based
material indicators - Literacy (reading, mathematical,
> scientific)
Human resources indicators - Competencies (e.g. learning to
Fy learn)
Outcome/attainment indicators
| - Graduation rates
- proportion of students
k4 graduated without delay
School level financial and School level process - drop-out rates
material N indicators - class repetition rates
>
Human resources materials Impact indicators
rY - (for each attainment level)¥ of
employed at a certain job level
-% of unemployed
- (for lower school level) %
enrolled in follow-up education
h - degree of social participation
Student background Effective teaching [social capital)
characteristics > variables -adult literacy rates
-average income, for each
attainment level.
Areas for describing
responsiveness
Contextual factors
The societal context Antecedent conditions Context indicators of the local community
- demographic information - demographics - the organizational infrastructure
- aspects of the culture and
cultural traditions of a Cultural aspects - local cultural conditions
country

_ Institutional infrastructure
- economic aspects

- the institutional
infrastructure

-the general health situation
in a country

- disasters of nature and wars
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As in this study, the aim is to find the best suitable quality indicators for quality
management in online universiti@herefore, after these introductory tsaabout distance
educationquality conceptsand indicators in educatipm generaljn thenext part, as the last
part intheliterature reviewwill discusssome issues regarding the quality management in online
education.
1.6.Quality in Distance Education

For the I|iterature reviewbds | ast part, and
system and its indicator for online universities, a short discussion regarding quality in distance
educatiorwill be presented. In this part, mainly, sos&ues, which are particularly problematic
with addressing quality in distance education systeithdoe examined.

It was mentioned in the introduction thlhere has been a growing recognition of the
worth and capacity of distance education among thedagducational community, which led to
more efforts for defining andhéorizing distance educatiohhough distance education can be
seen as a new mo e&éelucadnd tbedoolgreat differance betweenidistanée
education and faet-face education is thain distance educatiothe majority of
communication between learners and teacher is meditated while ittiergatse irafaceto-

face model(Garrison, 19938

On the other hand, the rush of soeateicational institutions to offer online courses can
raise some issues concerning the quality in these courses. Barbera (2004) argues that the
definition of quality should be defended based not on organizational and structural topics, but
based on academachievements. And these academic achievements can be defined as the
knowledgebuilding processesvhich are experienced by the students. Therefore, the main result

of an academic process is the knowledge gained, and its quality must be d@sstivech( 200y
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In theearly stages of research in distance education, the debate about distance education
often was reduced to two main issugscessandquality. This debate is a reflection of two
different philosophies with different assumptions regarding the viability and purpose of distance
education. One view assumes that when it comes to quality standards, distance education cannot
approach or simulate coentional faceto-face education. The other view assumes that distance
education is an approach which would be defined primarily in terms of access issues while, from
apractical point of view, researchers believed that access and quality should be edresider
balanced durinthedesigning and delivering a distance education program. Fortunately, with

new communication technologye access issuésvebeen changed; such as the image of the

solitary and independent learn&&rison, 1998

Also fromapractical point of view, also, online education is very interesting for people
who want to study throughout their lives or for who do not have access to conventional
educationHowever these programs can fail to meet therpises made, if they focus on: a) the
prevalence of aesthetic and technology criteria over education criteria, b) the confusion between
theactual training processwhich is a knowledge building procesand merely supplying
information, c) a dominarguperficial attitude in many distance education proposals, as a result
from those two aforementioned factoBsa(bera, 2000

From another perspective, likewise, the danger in teaching a course in a distance program
is to renain within the dominant paradigm of prepackaged and prescribed course materials and
simply, see andusethetwoay communi cati oaddam® . sbmemephsohah
new technology does not mean to carry out the same old activities fassamgret, but it
means that the activities should be changed to adopt this way of delivering the course and

program (Garrison, 1998
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Barbera (2004), furthermore, mentions a few errorsdaathappeim virtual contexts in
the application of quality criteria. One error is to apply the practically exact reproduction of
guality models of business to education; neither the content nor the form of these business
models for quality can be apted to educational environments. Ag tfoals in educational and
business contexts are different ahdy require different quality models. Another erwanich
somehow is related to the previous odesignates thaas the core of many quality evaluations
in education is user satisfactamh i ch i n thi s case i, Stcammtibal vy st u
an accurate indicator, and it is not sensible to base all the dynamics of such a complex and
complicated system on the st udevebesemdiscugsédni on a
previous sections when we discussed the TQM and other standards and their adoption in
education) Barbera, 2001

An important misconception, as another error mentioned by Barbera (2004), is about the
cost of distance education, which is assumed to be less expensive. Nevertheless, when it is about
guality education, it cannot be the ca3echnology as a transmissitar contents along with

training and supporting skilled staff can be costly as (@lfbera, 2000

Another error comes from the quantification of quality in multimedia systéhis.
means that the quality of the productmirthe material or the design, which allows for true
support for the student, is less important than the evaluation of the quality of the resources
which is based on the number of different paths of interaction with the user of a course (such as
visual,audio, written, etc.)Barbera, 200/
Additionally, Dick, Carey,andCarey(2009) in their bookfiThe Systematic Design of
Instructioro, t al k about an o tldaming ocdstanoeeducgiionecdulsesm i n e

designing the course and choosing the media for delivery. They, first, describe an online course
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as: when students are guided by an instructor through textbook, onlieatcatdss activities

(such as online exercises, questions, discussions, projects), and interaction with other classmates.
Then, in suctanenvironmenti f t he studentsd achievements, at
not up to desirable levels, the ingttor or course manager would come up with two possible
conclusions.-l ®@aeni sagt 0 s s,amng simply make mochamgy a alle 0
Another conclusion would be admitting that there is a problem in designing or delivering the
course andrying to find out the reason, and then, inglkchanges irthe course content and

activities. When the instructor or course manager looks into the course and tries to improve it, it
shows that the course design and its delivery are seen as a systemass;@e@n systematic

process every component is crucial to successful learninghanaistructor, learners, materials,
instructional activities, delivery system, and learning and performance environimenést and

work with each other to bring abodesired learning outcomes. Therefore, changes in one

component can affect other components and eventually other learning oufCorheSarey, &

Carey,2009.

Obviously, this discussion about teeistingerrors and pblemshelp us to avoid certain
views or actions regarding quality issues in distance educ#tibite, to havea better
understanding about the quality concept and its issues in distance education further, we will
discuss the findings of a few medaalysis studies regarding a collection of research done in this
subject. These metnalysis studies analyze diffateaspect of various studies done in distance
education by mainly comparing them and then demonstrating some new aspects in this regard.
The aim here is to get a better insigito distance education, its effectiveness, and its quality

indicators, thenying to find some of the basic issues in quality management in distance
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education and use them as a foundation for quality management models which would be
introduced later.

One of these metanalyses is done by Bernard and his colleges in 2004, whéch is
guantitative synthesis of empirical studies since 1985. In this study, they analyzed 232 studies
that compared the effect of traditional classremased instruction and distance education on
three aspectstudentattitude(subjective reactions, opinisnor expression of satisfaction, or
evaluation of the course as a whole, the instructor, the course content, or the technology used),
retention(the number or percentage of students who remained in a course out of the total who
had enrolled), andchieverent(standardized tests, researchede or teachenade tests, or a
combination of these). They claim that by entering three clusters of study featsearch
methodologypedagogyandmedia- into weighted multiple regression, it revealed, in genera
that it is the methodology that accounted for the most variation followed by pedagogy and media,
which suggests that Clarkbés claim (1983, 1994
fundamentally correct. Th eegintheaisertvice of ingtractiomed d i u m

practices, not 8Bdrmardetblh®ip.3may aroundo (

Another interesting finding in this study is about synchronous and asynchronous distance
education. These two forms of distance education can be described as: Synchronous DE when a
DE classroom is dependent on time and place, which means that the imstpuctieeds by
videoconferencing, or audimonferencing mediaBecausgin asynchronous DEhe instruction
is not bonded by time and place, it means the instruction proceeds by other media, such as email
or chatrooms, wierecommunication between teaclard students or among studentsdoes

not necessarily occur at the same tifernard et al., 2004
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When Bernard and his colleagues compared synchronous and asynchronous distance
education by splitting the sample intese two different forms, the results yielded considerably
different outcomes on all three measures. Indhgg we alsoneed to keep in mind that the
studies analyzed in this meaaalysis study are based on comparing DE and classroom
instruction, theefore, by splitting the sample into these two formsnew actuallyhavethree
forms to compare. Itheachievementase, synchronous outcomes favored the classroom
condition, while asynchronous outcomes favored the DE conditionaEiudes both mea
effect sizes weraegative and the differences were dramatically different for synchronous and
asynchronous DE, while favoring classroom instruction. On the other foametention(i.e.
opposite of droput) there were opposite outcomBsop-outwasconsiderably higher

compaedwith synchronous DEin asynchronous DEBgrnard et al., 2004

Then, Bernard and his colleagues (2004)ieve that by examining the conditions under
which students learn and developtatles or make decisions to persist or éoap in these two
forms, it is possible to explain these results. It can be said that synchronous DE is-a poorer
guality replication of classroom instruction, therefore, there is neither the individual attention
that exists in many asynchronous applications nor the flexibility of place of learning and
scheduling, while there is toiacgwe s twsichisucft i tom
conducted through a teleconferencing medium. Although theytstdtthey were unable to
determine much aboatteaching style from literature, there candmeopportunityfor instructors
in synchronous DE tbecomeengaged in lecturbased instructeoriented strategiesvhich may

not translate well to a mediated classroom at a dist&@wadrd et al., 2004
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Even Bates (1997) believes that asynchronous DE can more effectively provide
interpersonal support and interaction tway commurctation between students and instructor
and among students, and consequently produce a better approximation to adeatewd

environmen{Bates, 199Y.

Also, Bernard and his colleagues (2004) , by looking at a few litersnegarding
principles of good teaching, state that DE instructors typically aeéterent set of pedagogical
and technical skills to engage in superior teaching practices, which can be applied for both
synchronous and asynchronous DE, but as synohsDE is more like teaching in a classroom,
it is possible that adopting new and more appropriate teaching methods is not as pressing and

critical anissue as it is in asynchronous DEe(nard et al., 2004

Moreover, br finding the answer for the questiohi why t he retention r a
while attitudes are mongositive,and achievement is better in asynchronous DE than in
synchronous DE, Bernard and his colleagues (2004) arguédsad on the literaturthe drop
out in DE courses is generally more than traditional classitwased coursesiereit does not
fully answer the question about asynchronous and synchronous, butipasthybe said that
since the data from students who dropped out beforeotivse ended is not included in these
studies, therefore, attitudes and achievement measureanemdependent of retentiofs
well, the different conditions that exist in synchronous and asynchronous DE (as were discussed

before) can be the reasddefnard et al., 2004

Zhao, Lej Yan, Lai,and Tan(2005) in their metanalytical studyfif Wh at makes t he
di fference? A practical analysis of,asesearch
come up with some interesting conclusions. They argue that, likeddaee education, all the

distance educations are regjual,and we cannot generalize some characters for all the programs
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and institutes. So, we cannot easily compare themrmargkze themOn the other hand, they
believe thastudents with certain qualities can take more advantage of distance education than
other students. For example, having a high school diploma for students in a distance program

putsthem in a better posith thanthosewho do not have the diplomal{ao, Lei, Yan, Lai, &

Tan, 2005%.

Zhagq Lei, Yan, Lai, and Ta2005) discuss that interaction is the key to distance
education. Whether and how students interact with their insteuatat other students seems to
be a differentiating quality of distance education regarding learning outcomes. They conclude
that there are three important factors in interactioedia involvement, instructor involvement,
andtypes of interactionTheyclaim that reports show more positive outcomes for distance
programs with both synchronous and asynchronous interactions rather than one type only. Also,
by taking advantage of new technolodike the Internet which providescommunication
between studdsinstructors and among students, distance education programsan have
more positive outcomes. However, using technology has its own advantages, but there are some
additional costs with offering both synchronous and asynchronous interaasomd. First, we
need someone to manage and coordinate the interactiong eannot have automatically a
meaningful interaction with technology alone, andédns nstruct or 6s duty to
discussions and answer the questions. Ségowe needsomeone to maintain and update the
infrastructure of the communications. Thyrdwe need to train both instructors and students to
be able to use these communication tools and be familiar with working with communication

software(Zhaq Lei, Yan, Lai,& Tan,2005.

Moreover, they observe that a combination of technology anetdefeee education

brings more positive results. And when it is not possible to include d@datace component to
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a program, we can use other toslsch as video conferencing to the program to add some of the

features of traditional education as wé&lhfo, Lei, Yan, Lai, and Tan, 2005

Further, hey argue, further, that distance education can be app®priate ircertan
contents. It means that, the nature of what is being taught in a distance program can have effects
on its effectiveness too. For instance, studies show that in computer seieruza have more
positive outcomes in distance programs. Moreover, in alegl programswe canmore
likely get better results in distance education than graduate level courses. And there is a
possibility that this difference risdike it doesin distance educatigmherewe can teach
knowledge and skills which are taughat college levels more effectively than idea and
research which are taught in graduate level and need more discussion and intergttians

Lei, Yan, Lai,& Tan, 200%.

Also, in this regardl.ockee, Perkins, PotteBurton,and Kreb(2011) did a qualitative
study to analyze standards related to the design of distitivered courses in seventeen
organizations. They explain that by increasing interest on quality in distance education and
discussion about the impartce of the effective design of DE courses, many organizations
established a variety of standards and criteria which describe the essential qualities of
effective distance learning experience. And, all these different groups and organizations have
creded sets of requirements and guidelines to serve as evaluation frameworks for DE. Therefore,
in their study, Lockee and her colleagues (2011) try to provide insighthe instructional
design community, especiallyith increasing awareness of the imjamice oftheinstructional
design process in distance education courses.

present findings of a qualitative analysis of standards related to distance course design, including
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commonalities and differences ang organizations with regard to defining quality distance

learninge x p e r i leockeeePseréins(Potter, Burton, & Kreb, 20p11)

Lockee and her colleagues (2011) chose sevefi&¢nrganizations, both UBased and
international, representing a broad range of educational interests which were reviewed for the
purpose of their study. They collected data about each organization through a combination of
policy documents, website reviews, and phone interviews with instratttbentele and staff
membersThe majority of their reviewwas comprised by analyzing documenthile phone

interviews served as a supplementary capakcitgee, Perkins, Potter, Burton, & Kreb, 2011

In their study, Lakee and her colleagues (2011) find a few issiugsare important
regarding quality in distance education. They state that a lack of instructional design is
noticeable in these organizations. It means that there is no guiding framework for planning and
developing a distance course framinstructional deign point of view. Then, they observe that
in all these institutes there is a comparative perspective about distance edircatiogr. words,
distance education alwayscompared to traditional fage-face education standards for
designing and impleméng the courses and its outcomes. This issue arises when we consider
student servigeas well. Providing service for students needs to be seerafdistance
education point of view, which means the support needs toatkisth technological and

pedagagical levels(Lockee, Perkins, Potter, Burton, & Kreb, 2011

Another interesting finding in this study is about mandatory interaction. They observe
that in all these distance education organizatimneraction betweeaninstructor and student is
mandatory, but the purpose for such interaction is not defifre@point is that w cannot have
an effective teachinfparning environment in a distance education course by only mandating the

interaction without a clear purpose foat. In addition, media selection is a similar matter that
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needs our attention too. We need to keep in mind that technology by itself cannot guarantee the
guality of a course in distance educatiangdthe media for each course should be chosen based
oninstructional aims and needs. The same problem arises for faculty training as well, when the
focus of training is only from technological proficiency rather than pedagogical preparation for

faculty (Lockee, Perkins, Potter, Bon, & Kreb, 201).

These studies and similar studies talk, mainly, about the factors and aspects in distance
education which are essential for quality or would harByitconsidering these factors and
issues, dr the next stepn finding anddevelopinga framework and thimdicators for quality
management in an online university, a model of varemsentiatomponents in a university (in
generalwill be introduced. Then, these components would be examined in more details
considering an online univetsy 6 s f eatures. This attempt 1is
indicators for quality management in online universities, which would be discussed based on a

process model in the next section.
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2. Discussion

2.1. The main Components of an Onlin&niversity

In the previous sections, different aspects, frameworks and models for components of a
university, mainly from a quality management perspective, were introduced and discussed. In
this section, the main discussion is about designing a basic frameworkebeatts the main
components$or having a functional educational systéma university based on these models and
frameworks This framework is a general one and can be adopted for any university, although in
defining each ¢ omp o nrherithe socus wilhbe oniaroamlsme educational a s k s
system. Also, this section is closely related to the next section, whbeén process modébr a
guality management system in an online university will be introduced, given that these
components and tirdunctions are at the core tifechain process model

Figure 14shows a basic model of these basic components, inclustiagegic
managementhe integrity and unity of research and teachibgsiness unitssariousservice
unitsandacademic environmenthe arrows show the relationship (either exchanging
information and providing support, or providing services and resources) between these

components.
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Integrity and Unity of Research

Strategic Management & Teaching

Academic Environment

Business components

Figure 14 Model of University's components.

This model showghe main components as the building blocks of a university and is a
general framework, although each univerkiag its own organizational structure and divisions
that can fit into this framework. The main point here is that in every educaitistialtion, there
are tasks and functions that must be done to in order to provide the telaanimgg
environment. However, how these functions would be organized in the whole university
structure is not the priority here, given that universities wadd have different organizational
structures based on various policies or traditions with their own limitations, obligations, and
requirements. The aim of this stuidyto investigate the basic indicators suitable for a quality
management system in an iol university based on essential functions and tasks.

For instance, in designing a course for a distance education program, there are essential
functions and tasks that must be done, and which are undertaken either by different units or

people dependingn t he uni versityods organizational str
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functions and tasks, Bates (1999) reports that the University of Alberta has an Academic
Technologies for Learning (ALT) unit that supports the use of technology in teaciiing a

learning. This unit is responsible for faculty development, research and evaluation, and
instructional design in distance education programs. Another example is the Center for
Distributed Learning (CDL) California State University, which is responsdsldeveloping

Web-based multimedia modules that instructors capgfbr their own specific approaches in
teaching and integrate into their own teaching style; this unit, in fact, does not develop the course
itself (Bates, 199). Therefore, basically different units and divisions would be responsible for
implementing various essential tasks, while the main issue here is to investigate what these tasks
and responsibilities are and what indicators can be defined from a quatibgement point of

view.
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Figure 15 A Model for the Components of a University.

Academic Environment

As shown in the model aboyBeefigure 14, one of the main componentsthin a
university is itsbusiness componerand as previouslyentioned, it contains various units such
asmarketing and sales, accommodations, Alumni, fundraising, facilities, healthcare, language
centers, building maintenance, study centers, volunteers in public service, trips and
entertainments, community engageirectivities, etcThe various units of the business
component serve many aims and goals, such as, making money, providing competitive
advantages, building a greater reputation, attracting more financial resources, achieving and

maintaining good relatioh§ps with outside stakeholders, attracting more students and high
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qualified personnel, collecting information in order to develop a better strategic plan that is based
on the needs and wants of a wider range of stakeholders, and so on. As demonstrated in t
model, thebusinessomponent has no direct relationship with slsademic environment
although it works closely witktrategic managemeandservice units

While the focus in this study is on managing quality in an academic environment and
providinga quality teaching e ar ni ng environment, the business
will not be discussed in detail in this study. On the other hand, tasks and functions of various
service units, such afinancial managemenhuman resource managemegmsource
managementtc., which affect the teachibgarning environment directly, will be discussed and
presented in detail in this section.

Figure 15shows the framework in greater detail within the academic environmean It
be seen that in the academic environment, activities are categorized as different levels:
university, department/chair, programndcourse levelsAt the university level, the schools (as
a part of the academic environment) interact with higher neanagt parts, which atbe
integrity and unity of research and teachimgdstrategic managemenAlso, at the school level,
only, a direct relationship exists betwestrategic managemenhe integrity and unity of
research and teachingnd academic environment.

Furthermore, three main dimensions are considered in this frameaesearch
teaching andservice since teaching is not the only main scope for a university. The main factor
here is that it is important to have strong sendaad research components along with teaching
function, and teaching must be augmented with service and research in order to be effective,

since a teaching focus alone, as a limited;dingensional focus, could harm the creation of a
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knowledgeoriented emironment in an institution and cannot address the requirements of various

stakeholdersAsif & Searcy, 2014

Here are the detailed descriptions of these components, which are shown in the model:

2.1.1. StrategicManagement.Strategic management is responsible for developing the
uni versityodéds strategy by interacting with its
human resource, IT, resources, financial, etc.), various stakeholders (students, parents,
admnistrators, companies, organizations, government agencies and policy makers, etc.), and its
schools. Strategic management is implemented by gathering and analyzing information while
consulting with various stakeholders and agencies to design the madsiessiitategy for the
university.

Besides, in an academic environment, schools should follow the strategy, policies and
standards assigned by the university, while many stakeholders both inside and outside the
university can influence these strategies pmlities. For instance, when a university is located
near many higltech companies, it could offer special programs to provide a capable workforce
for these companies. Also, feedback from both professors and/or students can affect a specific
strategy or plicy.

Here are a number of processes for strategic planning introduced by Moore and Kearsley

(2012):

x ibefining a vision and mission, goal an
x Choosing among existing options so that the priority goals canhievad with

acceptable quality and the available resources,

x Continuous assessment of changing trends in student, business, or societal

demands,
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x Tracking emerging technological options that might make for greater efficiency,
x Projecting future resourceandh anci al needs anMboré¢& yi ng t

Kearsley, 2012, p. 135

Bates (1999) also talks specifically about strategic planning for technology in distance
education. He explains that the technology plan musttbd within the wider plan for teaching
learning, which should have clarified clear skiterm action goals for the next few years, a
detailed vision statement, implementation strategies or action steps, and measurable or easily
recognizable outcomes. Fnermore, this plashould cover both the technology required for
teachinglearning and a technology infrastructuBates, 1999

In this regard, in order to create a tool to collect data and information from various
stakeholders and detect changes, especially from outside stakeholders, we can use what Neely,
Ri chards, Mi | | s, Pl at t s, pedamtancB maasume eeco(ds@& 7 ) i n
Although we are not talking about performance measurement, as d@riganally meant by
them, we can use this sheet as a sample, which helps us to have a system of collecting data and
information from various stakeholdef&ble 6presents an example of timerformance
measurement sheathichis modified for its use as a tool for collecting data and information

from various stakeholders.
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Table 6.

Report sheet for identification of emerging trends in business, various academic fields, new

114

paradigm or technologies (Sourdgeely, Mills, Platts, & Bourne, 1997

Title Identification of emerging trends in business, various academic fields, new
paradigm or technologies

Purpose To encourage everyone to become involved with the process of identifying
emerging new needs and new opportunities,

Relates to Strategic plan and development,

Target Filling at least 1 form per month for each component/stakeholder,

Formula Forms comptted and returned,

Frequency Monthly

Who measures

Strategic management,

Source of data

Various stakeholders (employers, alumni, graduates, funders, labor market,
faculty, administrations, government, policy makers, parents, the community

professional and accreditation bodies, etc.),

Who acts on the

Strategic management and Marketanyl sales unit,

data

What they do Collecting the forms and evaluate them,

Notes and This measure will need to be changed within 12 months.
comments:

Moreover, another important aspect in strategic management is setting and providing
various policies fodifferent tasks and functions within the universitycan be said that policies

are the statements about how an organization intends to conduct its work and policies provide a
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set of guiding principles to help the decisimaking process. Policies shoutkflect the values,
approaches and commitments of each institution and its culture, while the procedures describe
how each policy should be put into action via a few instructions in the form of checklists,
instructions, flowcharts, and forms. These pdures need to outline who will do what, what
steps should be taken by them, and which forms and documents should.be used

Likewise, Simonson and Bauck (2003) state that a policy is a written course of action
such as, a procedure, rule, statutaegulation that would be aopted by an institution to
facilitate the development of its programs. Policies in distance educatioin any organization
for that matter would provide a framework for their operation, while the roles and

responsibilitiesare explained by thens{monson & Bauck, 2003

Also, they categorized the policies for distance education in seven categories:
1. Academicit concerns the overall integrity of the course and deals with issues like
academic calendars, course quality, program/course evaluation, accreditation of
programs, grading, credit hours, admission, curriculum review and approval
processes. Academic pabs safeguard the maintenance of the institutional integrity.
2. Fiscal, geographic, and governandgeincludes issues like tuition rates, full time
equivalencies, special fees, state/province/coumipdated regulations related to
funding, service arelamitations, outof-district versus irdistrict relationships,
contracts with collaborating organizations, consortia agreements, board oversight,
tuition disbursement, and administration costs.
3. Faculty:the key issues in this regard are workloads andpemsation, design and
development incentives, staff development, faculty evaluation, faculty support, union

contracts, and intellectual freedom.
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4. Legal:the main issues in this area are copyrights, intellectual property

agreements, and student, facultyd amstitutional liability.

5. Studentit concerns student issues like academic advising, student support, library
services, counseling, financial aid, student training, testing and assessment, access to
resources, equipment requirements, and privacy.

6. Techncal: it includes issues such as connectivity, system reliability, technical
support, access, and hardware and software.

7. Philosophical:values, mission and vision are the main issues in this regard.

(Simonson & Bauck2003.

Although there are different definitions about policies, the core concept is the same;
policies are guidelines in various levels and forms that help institutions to develop and work both
smoothly and properly.

2.1.2. Unity and integrity of researtr and teaching.Integrity of research and teaching
is another management component in a university. It means that the pedagogy aspect of an
academic environment in a university needs to be based on research; and in designing,
developing, and delivering ampyogram/course, the latest studies and findings regarding
pedagogy and teachidgarning theories should be followed that are specific to each field in
each program. Also, for each program/course the recent studies and findings need to be taught or
used a teaching materials, as well. Therefore, this component is responsible for managing and
harmonizing various activities both in the research and teaching areas and from both inside and
outside of the university. For example, the latest methods or priea@mpéslucational studies
should be aopted in teaching along with teaching the latest findings and studies in specific field

in each program.
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This unit works closely with schools for harmonizing the activities and providing needed
information and knowledsy while receiving their latest studies and findingsthrer words, in
every university three main features need to be provigadhing using research in teaching
anddoing researchby both teaching students about research and designing varioushiesea
projects.

This component needs to work closely with strategic management, as all these three
features are the main functions of a university. Likewise, strategic management needs to provide
essential plans and resources towards implementing themxd&uapke, doing research needs
both human resources and financedourcestherefore, strategic management should have a
strategic plan to provide these resources for the research projects. On the other hand, being up to
date in teaching and using curreesearch in teaching means to have access to the latest studies,
which in turn leads to an tp-date library, which should also be a part of strategic planning.

As a result, this university component should work closely with both strategic
managementanidh e academi ¢ environment so that the
features remain current and up to date.

2.1.3. Academic EnvironmentAs it is shown in the model (ségures14&15), the
acacemic environmeris the main part for providing teachibgarning environment as the
optimal goal in every university. The academic environment also has different leveishtiods
are in the university level, then, there departments/chairat the laver level (which are

responsible for academic programs and research projects), and at the lowest level, there are

courseas the main building blocks for each progr

term that includes all the activities predicteithim each program which can be a seminar, a

u
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research project, an essay, a lab course, etc.).ddackealso has two stagedesignand
delivery.

At the university level, each school has one or more departments/chairs, and each
department/ chair is respsible for, at least, designing and delivering one program along with
various research studies. For example, a business school is responsible for designing and
delivering different programs for its various fields of study (such as management, finance,
ecoromics, etc.). Each one of these fields of study can have a specific department with various
chairs, or within a small university there would be only one department or chair. These programs
are offered by business schools at different levels, such asl8adWasters, PhD, twgears
college certification, etc., and each department chair is responsible for designing and conducting
various research projects at different levels for various stakehdltleey can be either inside or
outside of the universityr either in the private sector or in government.

It is a common practice that schools and departments/chairs within a university interact
and cooperate with each other in their various endeavors as well. For example, the mathematics
department/chair isegquired to provide a number of introductory mathematics or statistics
courses for different programs. Also, students from different programs may participate in a
course that is offered by one of the departments outside of their school. For instances studen
from an MBA program in a business school may take some courses from the computer science
department and participate in these courses with other students from different programs and
schools.

At the next level, the program level, each program consistarafus courses and
activities that help students to acquire the necessary knowledge, skills, and information required

to finish the program and graduate. These courses and activities are like various pieces of a
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jigsaw puzzle that are interconnected togkther they shape and complete a whole picture.
Likewise, each course or activity in a program is part of the path towards achieving that
progr amobs;eqaadl ,onwehiolfe t hese courses and acti vi
main goal and other activities in that program, and it comprises part of the total knowledge and
skills that a student needs to complete that program. Also, each course or laasiatgpecific
credit, which is a division of the total credits a student needs to complete for graduation. These
courses and activities, furthermore, are interrelated in another way, as they can be prerequisite or
co-requisite for one another.

Then, athe final level, there areoursesand for each course, two stages exissigning
the courseand thendelivering it The main teachinfgarning environment is producedthre

delivery stagewhich is the ultimate objective.

In this study, the focus mainly onthe academic environmeand the direct activities
for providing a teachindearning environment. Therefore, in this part, various processes in
academic environment in different levels are discussed. An important point herd iaghat
mentionedcbeforei designing and delivering an online program/course is based on a system
approach, which means that designing and delivering a program/course consist of a series of
interrelated processes which interact with one another and cannot be separated.

2.13.1. Program design and developmehtery university has its own policies and
procedures in designing and developing a program, but each share common factors. Also,
universities provide many charts/tables and manuals with the aim that are designed tbisnak
process of developing a program as clear as possible. For example, these manuals and procedures

clarify who (as an individual, committee, council, faculty, etc.) should provide the proposal, who
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should evaluate it, whshould apprové, how long this process takes, what information needs to
be provided at each stage and by whom, etc.

For instance, at Utah Valley University (UVU) there is a flow chart describing the
process for approval and starting a new program. In this chart a period of 14 maohéhs
timeframe given for starting a new program, and different procedures and approvals are
described as well (SeBVU Website

https://www.uvu.edu/asc/docs/understanding_the _curriculum_proceks.pdf

As a starting point, a proposal with a description of the new program needs to be
developed by faculty members or committees within a department; then, this proposal should be
reviewed by the Board of Trust ee sdeperidiagpon s cou
the universityds organizational hi erarchy. Th
which are important from quality point of view as well, followed by a lengthy process of
consultations, discussions and approvals. This propasialy includes some of the main points,
which, from quality management point of view, are important.
For example, in Rochester Institute of Technology (RIT) the process for starting a new
program starts with @oncept paperin this concept paperequired information is categorized in
five main subjects:
a) fDescription ofthe goals, needs, and justification for the proposed program;
b) Descriptonolhow t he program fits with RITo6s (
and Academic Blueprint Portfolio ¢eria and characteristics;
¢) Indication ofspecific curricular linkages with other academic programs and

associated interdisciplinary connections;


https://www.uvu.edu/asc/docs/understanding_the_curriculum_process.pdf
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d) Discussion ofmarketability and future sustainability of program based on input
provided by Enrollment Managemieand Career Services relative to projected
enrollment;

e) Description ofthe impact of the proposed new program on the unit and college
resources. Specifically, how the development of this program uses resources already
assigned to the academic unit/collégeace, faculty/staff, etc.) and the plan for
reorganization or rallocation of resources. A Cost Model Template is required to
project revenRéwengtgl expenses. 0 (
http://www.rit.edu/academicaffairs/academicprogragmmt/newprogramproposal
requirements/stageagts-curriculumreview-process)

By reviewing these elements, the main concepts for starting a new program can be
identified. The first point mentions the need or goal for starting a new program. In other words,
how we come up with this idea that we need this new program; for instance, there is a need in
our society/community, or the need is within our institution. Then, whether it fits into the
institutionds mission and ctodlatifetheilinrkags betweeh d b e
this new program and other academic programs and associated interdisciplinary connections.
Obviously, seeing a programbés outcomes i s an
future sust ai n auldbé donsigered &s wpllr At ther eadtbe akotation of
resources must be clarified, since it is important to know how the resources for this new program
can be managed without harming other programs in that institution.

Therefore, at the end of decisioraking process for a new program, these objectives need
to be specified:

x the least number of students we need to start the program,
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xthe programbés capacity (enroll ment rate
x the acceptable number of graduates and-duap or unfinished,
x the acceptablet udent sé rating for the program
xthe weight that needs to be given to st
etc.,
x the educational objectives such as the knowledge and skills the students will learn
based on thbusinesses or employers needs and wants,
x the required research projects,
x financial objectives such as the tuition fee revenue, the expenses, revenue from
research, etc.
By reviewing AACSB International Quality Issues in Distance Learning, a set of
guestons can help us to make a list of requirements for designing a program. Here is a list of
topics that should be clarified during the program design phase:
Admission requirements:
x Prerequisites for age, experience, academic qualifications, GMAT,
languagetechnical competencies, skills, and knowledge.
x Possible exemptions or course waivers.
x Registration process.
Structure and Delivery:
x Program style (for example it can be lestiep with fixed curriculum and set
cohort with prescribed course progression).
x Electives.

x Exiting or reentering possibilities.
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Academic Support:
x Faculty members who design and deliver the courses.
x Academic supporystems such as counseling, advising, tutoring péaacement.
x  Availability of helpi line facility.
x Accessibility to libray materials, databases, and software.
Performance Expectations:
x Performance expectations placed upon students concerning deadlines, study time
requirements, active participation and course attendance.
Interaction:
x Requirements for interaction between faculty and students as well as between
students (how, when, where, etc.).
Completion:
x Program length (how many semesters or years needed to finish the program).
x Time limitation for completing the program (if it is ressary).
Technical Support:
x Technical support requirements.
x Hardware and software requirements.
Payment Policies:
x The fee per semester, books, meals, accommodations, Internet access, travel, etc.
x Expected payment schedule.
x Policy for reimbursement of fagpon withdrawal.

x Availability of financial aid/scholarshipA@CSB Websit.

Moreover, ve need to:
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V Define the minimum required academic qualifications that target students should

have Govindasamy, 2001

V Provide a list of required books and suppliesipps & Merisotis, 2000

V Provide detailed information about student support servitieip|fs & Merisotis,

2000).

Consequently, quality in developing a new program depends on how good these concepts
and el ements can be clarified and fit alongsi

2.1.3.2. Program implementatiorfter a program is designethe marketing andates
divisionneeds to work on promoting it via different methods; such as brochures, website pages,
etc. In order to implement the program, all the prerequisites, curriculum, registration process and
necessary documents should be clarified and annouBogylthen can interested students send
in their applications. Those who are accepted into the program can register for the program via
theadmissiorandadministrationdivisions.

2.1.3.3. Course design and developmeévitore and Kearsley (2012) point out that
subject contentor materialsalone would not make a course and that a structure is required for
building a course. Although designing a course is a common requirement in both conventional
and online education, theye different in many ways. In an online course, design is based on
technology and the way technology is used in that course, is obviously different from designing a

course that is to be taught in a classrodindre & Kearsley, 2012)

Usually, the design for an online course includles:learning objectives, the exercises
and activities, the layout of the text and graphics, the content of recorded videos andandlios,

the questions for audio or video conference, in Wikis and blogs, or for interactive sessions by
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online chat session4t also includes decisions about web design, meaning which part should be

delivered via which medium, and how the evaluation should be fitoore & Kearsley, 2012)

One of the tools used for designing a course is Instructional System Design (ISD), which
most organizations use. This method emerged after World War Il as being more efficient for
training reeded during the war. It was produced based on several leaganbing theories:
behavioral psychology, system theories and information and communication theory. With this
method, the steps to follow arenalysis, Design, Development, Implementatiowl, a

Evaluation Figure 16shows a simple model for ISMpore & Kearsley, 201

Figure 16 Model of the Instructional System Design (ISD) Process (Sohtoere &

Kearsley, 2012p.98)

Emphasizing on planning is the main approach in the ISD which means that as little as

possible should be left for ad hoc decisioaking or chance in the implementation stage.
































































































































































































































































































































































































































































































































































































































































































