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Abstract 

 

As one of the national vision 2020’s implementation programs, the establishment of a national 

Quality Assurance system focusing on the quality of the programs offered in terms of the general 

criteria of the structure and process of higher education is timely. In relating to the program, this 

paper aims to explore the efforts and other issues associated with the development and 

implementation of quality assurance in higher education due to its role as a service organization, 

which is required to enhance their quality of services. One of the important pillars determining the 

quality of higher-education service delivery is the library’s quality management system. By using 

46 public universities’ libraries as the main sample, this study tested three hypotheses that are 

related to the nature of quality management practices by individual construct, as well as by 

aggregation value, and to what extent the difference to the numbers of staff and the type of 

organization will influence the quality management practices. We employed mean value and one-

way analysis ANOVA as the research method to solve the questions. The validity of the constructs 

is measured using factor analysis, and its reliability is measured by Cronbach’s alpha. Our study 

results revealed that the study sample perceived those constructs were important to maintain 

service quality to its customer. The study also informs that the number of staff and the type of 

organization do not influence at all on the library’s quality management system. In other words, 

the awareness and spirit to play an important role in achieving excellent service to its customer is 

the main platform over the number of staff and the type of organization. 
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_________________________________________________________________________________________________________________ 

 

Introduction 

 

Since the establishment of the University of 

Malaya in 1959, it has become the starting 

point for the development of higher 

education in Malaysia (Morshidi Sirat, 2010), 

which at the same time, it has escalated also 

the rapid changes in the education industry 

and its related industry. Therefore, the 

educational system has gone through many 

reviews, in particular, the education policies. 

This is because the government recognizes 

that education is a strategic tool that can 

play a significant role in the nation 

development. In particular, the Malaysian 

government has targeted by the year of 

2020; Malaysia has to achieve a "developed 

nation" status. 

 

To ensure this honourable vision is 

achievable, the role of education is obviously 

important. This vision required increasing 
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access to higher education. Therefore, in the 

Ninth Malaysia Plan (2006-2010), the 

government has advocated the development 

of aworld-class human resources. Hence, the 

higher education must be strengthened and 

continuously empowered to be more 

effective and productive in the effort of 

creating a sustainable and knowledge-based 

human resources.   

 

Higher education institutions are complex 

systems. The term of ’higher education’ 

covers all post-secondary educations leading 

to the award of certificates, diplomas, and 

degrees (Wilkinson and Ishak Yussof, 2005). 

It interacts with the institutions around 

them, namely, with the existing political, 

economic, cultural and social systems (Sen, 

2008). Higher institutions also interact with 

internal systems. They can be composed of 

physical and virtual environments, as well as 

a social environment, facilitating both 

interaction and individual privacy in 

learning processes. A physical learning 

environment is needed to obtain information 

and to study and for this important 

prerequisite facility, the library, as the 

knowledge hub of the university, should be 

centrally located for information gathering, 

with many terminals, multimedia 

workstations and connections to foreign 

information networks (Gersberg and 

Nenonen, 2007).   

 

Quality Assurance in Library 

 

According to Arora (2009), library is the 

’heart’ of the academic setup. Tayabas 

(1983) talked the same language as Arora. 

She mentioned that ” .. the library at the 

center stage vis-a-vis the functions of the 

university: teaching, research and extension. 

To all these functions, the library and its 

services must be responsive. No academic 

development will occur out of teaching, 

research, and extension, whether collectively 

or individually, without the all-important 

supports of the library."  Therefore, the 

library’s role is very important and to be a 

good library in terms of efficiently resources 

management. It is  highly recommended to 

control their quality of services.  

 

In addition, changes in the field of higher 

education, including libraries are no longer 

tied to domestic factors, yet they are also 

affected by external factors, such as 

information technology, globalization, 

internationalization, and the global business 

in higher education. This matter requires the 

library to search for a center stage on how to 

be a competitive organization in terms of 

library management. This is applied in both 

the public and private sectors. Libraries are 

service organizations and as such. They exist 

in dynamic environments where supervision 

of the users seems to become evermore 

difficult to meet. Thus, the library, as a 

service provider, is not only focusing on the 

quality of service but also on the ability to 

move forward and adapt to the management 

of quality. It must meet the expectations of 

customers who govern the survival of an 

organization. To meet these challenges, it is 

recommended that the organization should 

apply certain quality management system or 

enforce on a quality assurance.   

 

To develop this effort, organizations can use 

varied approaches. Generally, quality 

assurance is known as a systematic method 

or process to monitor and evaluate a service 

or product. Quality assurance is also 

recognized as all those planned and 

systematic action, such as policies, attitudes, 

action, and procedures that are necessary to 

provide adequate confidence that quality is 

being maintained and enhanced, and 

product/service meets the specified quality 

standard. ISO 9000, as international 

standard used by worldwide companies, is 

used to ensure that their quality assurance 

system is in place and effective. 

Conformances to ISO 9000 standards bring 

the guarantee that organization delivers 

qualified products and services. It means 

that organization management plays the 

important role in deciding the quality 

assurance policies and objectives. Therefore, 

once this policy and objective are in place, it  
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can be said that the quality assurance 

procedures have been implemented. To 

evaluate the conformance and performance 

of an organization in applying the quality 

assurance, an external assessor will examine 

the company's quality assurance system to 

make sure it complies with ISO 9000.   

 

Balague and Saarti (2008) also suggested 

that ISO 9001 is one of the possible ways to 

manage quality in an organization, which is 

emphasizing the continuing improvement of 

services, or a process oriented. Other 

studies had suggested the same approach. 

For example, Karapetrovic (1998: 109) 

stated:  

 

“While emerging of communication 

technologies undoubtedly show that the 

world of education is facing rapid changes. 

The exclusive local university markets will 

soon cease to exist, and schools will have to 

both think and act globally in order to 

survive. So, how will universities assure 

prospective students and their future 

employers internationally of the quality of 

education provided? Many organizations 

have found a part of the answer to these 

problems in the introduction of 

internationally accepted generic standards 

for quality assurance from the ISO 9000 

series. This would provide confidence to 

employers, students and the general public 

that their requirements for quality education 

and research are met, and would make 

systematic quality efforts visible” 

 

Those statements propose that ISO 9000 

could become a quality control tool, as well 

as a solution to meet customers’ expectation 

and requirements. ISO has published specific 

guidelines for organizations in the education 

sector wishing to get benefits from the 

implementation of ISO 9001:2000. This 

quality system also is being internationally 

accepted, and ISO 9001: 2000 will certify the 

organizations’ quality management systems 

and procedures. The ISO 9000 quality 

system provides a guideline for service 

organization to establish and implement a 

quality system, such as an educational 

institution. However, in Malaysia, the 

education sector is relatively lagged to adopt 

the ISO 9000 verification. To advocate this 

encouragement, the government specifically 

published a circular called “Public 

Management Act No. 2/1996: A Guideline to 

Apply MS ISO 9000 on Public Service” as 

enforcement to achieve this target.       

 

Research Question 

 

Prior studies have found various benefits 

that can be obtained by the implementations 

of ISO 9000 in the library. Mola (2007) found 

that there are five potential benefits that 

could be attained from ISO 9000, such as, a 

continuous improvement process, the 

decision making-based on data, the 

definition of responsibilities, the 

standardization of procedures, and a well-

documentation process. Meanwhile, the 

other benefits are empowering the skills of 

human resources, covering the international 

requirements, improving the staff morale, 

bringing a higher professional recognition, 

and helping carrying out an important 

introspection. Kaur (2007) also reported 

similar findings. She concluded that ISO 

9000 benefits to the organizations' cultural 

changes and attitudinal shift of the staffs 

toward business-oriented values. Cultural 

and attitudinal shift makes staffs become 

more sensitive to quality-related issues in 

day-to-day work processes and thus. This 

shift enables organizations to be better 

operated in terms of user satisfaction.    

 

According to American Library Association 

(2000), ervice becomes the core value of 

librarianship. Nejati and Nejati (2008) 

proposed that the quality of library service 

can be seen as the relating media to the 

fitness of a service to its intended purpose or 

use, subject to the expectations of the 

customer or user. Dabas (2008) suggested 

3As to define quality in libraries. They are: 

(i)accessibility – standing for both building 

and equipment and staff, which are including 

the ease, convenience, comfort, excitement 

and interest in using the printed, electronic 

and online information resources; (ii) 
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availability – is the proportion of documents 

made available to users on request – it 

implies physical availability of all the 

resources of the libraries; and (iii) 

applicability – the accessibility and 

availability of library resources enhance the 

applicability of resources.  

 

Therefore, it is important to find what the 

basic platform of Malaysian universities’ 

library is to asses its quality performance 

and how to measure it by using certain 

constructs and the influencing factors. This 

study aims to find the nature of quality 

management practices by individual 

constructs, as well as by aggregation value. It 

also tries to provide empirical findings of to 

what extent the difference in the numbers of 

staff will influence the nature of the overall  

management practices. Finally, this study 

will investigate whether the type of 

organization will influence the quality 

management practices or not. Our study will 

contribute to this knowledge field by 

examining the relationship between ISO 

9000 and quality performance of 

universities’ libraries, which is rarely done 

previously in Southeast Asian developing 

countries. Most of the studies in the field are 

focused on analyzing this relationship for 

North American or European universities’ 

libraries. Thus, a relevant contribution of 

this present work is that it reveals new 

insights of a sample of Southeast Asian 

universities’ libraries for the empirical 

research.  

  

Literature Review 

 

Prior studies reveal that ISO 9000 plays an 

important influence on creating excellent 

service quality, such as for university library.  

Praditteera (2001) found 14 benefits of ISO 

9000 in academic libraries in Thailand, such 

as, the enhanced accountability of parent 

institution; the improvement of good image 

and better practice has led to the 

improvement of library services; the 

improved library management control; the 

enhanced continuing quality management; 

the increased operational efficiency and 

productivity; the improved documentation; 

the increased in perceived quality of library 

services by customers; the increased library 

customer satisfaction; the reduced operating 

costs; the improved management of library 

resources; the improved library staff morale 

and attitudes; the improved effectiveness in 

teamwork; a better communication process 

among library staffs; and the improved 

library customers' perception on library 

quality management.  

 

ISO 9000 also benefits in terms of 

administrative processes. The continually 

improvement principle in MS ISO 9001:2000 

improves the ability of an organization to 

react quickly to opportunities and  

performance advantage (Kaur, Mohamad 

and George, 2006; Kaur, 2007). In terms of 

effective communication between the library 

and the parent organization, the QMS ISO 

9001:2000 had really improved the library’s 

internal communication and eliminated any 

possible misunderstanding because it had 

clarified the responsibilities and authorities 

of each attached post (Kaur, 2007). On the 

issue of job satisfaction and morale of the 

library staffs, Kiran (2007) found that the 

QMS ISO 9001:2000 had certainly increased 

the staffs’ morale performance and job 

satisfaction beyond the expectation  

 

Meanwhile according to Gupta (2000), s a 

service profession, library services are the 

accesses to books and information, such as 

advice and assistance that the library staffs 

provide to the users. However, what does 

service quality means? According to Oldman 

and Wills (1977),   e concept of service 

quality was defined as the difference 

between library users’ expectations and 

perceptions of service performance.  

 

Challenging of Quality Assurance in 

Library Services in Malaysia 

 

Quality has been defined in many different 

ways, and it forms a complex and subjective 

concept. According to The Quality Assurancy 

Agency for Higher Education of United 

Kingdom (2011), quality assurance in higher 
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education is the total of systems resources 

and information devoted to maintain and 

improve the quality and standards of 

learning, scholarship and research, and 

students learning experience. According to 

Lawrence (2000), quality management is the 

aspect of the overall management function 

that determines and implements the quality 

policy, requires the commitment of top 

management including strategic planning, 

allocation of resources and other systematic 

activities for quality, such as quality 

planning, operations and evaluations. 

Therefore, quality management consists of 

four main constructs - quality planning, 

quality control, quality assurance, and 

quality improvement, whereby it focuses not 

only on product/service quality, but also on 

how to achieve it. Moreover, quality 

management uses quality assurance and 

control of processes to achieve the 

consistent quality. Quality assurance also 

includes those planned and systematic 

actions that are necessary to provide 

adequate confidence that a facility, structure, 

system, or component will perform 

satisfactorily and safety (Tripathi, 2009). 

  

On the other point of view, some quality 

measurements of the product-based 

organizations may be referred to 

organizational profit. Therefore, an excellent 

service and satisfied customers mean bigger 

profits; poor service can be reflected by the 

lost of revenue (Nejati and Nejati, 2008). 

However, this concept is not for the library 

because it is not the profit organization. 

Furthermore, in the context of the library’s 

service, the number of increasing satisfied 

customers may not be translated into 

monetary unit profit, but they do mean a 

highly regarded and valued library service 

(Pinder and Melling, 1996).   

 

The fast-growing number of higher 

institutions in Malaysia has created certain 

challenging issues in higher education 

governance. In particular, the government 

has set higher education institutions in the 

Ninth Malaysia Plan as one of the key drivers 

to achieve the status of developed country 

by the year 2020, which it means the quality 

of those institution is the main government’s 

concern in order to build qualified human 

resources. The Malaysian government has 

launched a policy to open the Malaysian 

higher education sector for foreign 

universities to establish their affiliated 

universities or off-campuses in Malaysia. 

Therefore, this policy has pushed Malaysian 

higher education institutions to work in a 

competitive  market. The demand for high 

quality service is coming out as a single 

critical factor due to this global market 

concept, which occasionally a user’s needs 

has to be considered and the are 

unpredictable. Therefore, the organization 

should deal with its service quality 

management carefully in an intensified 

competition. Then, the concept of quality 

assurance, which is defined in prior studies, 

or quality management is the solution of this 

issue.  

 

By defintion, quality assurance or quality 

management is about what the organization 

has to fulfill to the customers’ quality 

requirements and other regulatory 

requirements, such as government 

regulations on product/service quality 

standards. Quality management increasingly 

presents in the life of the organization, and 

one of the options to manage it well is to 

apply the ISO 9001 (Mola, 2007) or TQM 

(Riggs, 1994). Quality management also 

relates to leadership and concerns with the 

strategy development, vision, and the effort 

of an organization to adapt perfectly in a 

changing environment (Pors and Johannsen, 

2002). Particularly in the context of library 

service, quality management is about 

planning, organizing, and controlling the 

resources of the library, both human and 

non-human resources to achieve the goals 

and objectives (Riggs, 1997).   

 

As international quality management 

standards and guidelines, the ISO 9000 

becomes one of the sets of a series of quality 

management (QM) that assists an 

organization in developing, implementing, 

registering, and sustaining an appropriate 



Communications of the IBIMA 6 

 

quality management system that functions 

independently on the specific product 

and/or service (Westcott, 2006). It was 

originally published in 1987 by the 

International Organization for 

Standardization (ISO), and was revised in 

1994 and again in 2000 (Goetsch and Davis, 

2003). Its primary concern is “quality 

assurance,” which refers to what an 

organization has to ensure the compliance of 

its product and service, whether it is 

consistent with the customer's requirements 

or not (Feng, Terziovski and Samson, 2008; 

Lin and Jang, 2008). In addition, it shall also 

give the possibilities to a librarian to assure 

its clients that the services offered are good 

quality services, within the limits of the 

budget (Taylor and Wilson, 1990).   

 

Methodology 

 

This empirical study compares the status of 

ISO 9001:2000 implementation towards 

quality management practices in five 

typically different library categories - 

university library, teaching library, 

polytechnic library, community college 

library, and matriculation college library. 

The measurement is based on the survey 

method. The developed questionnaire 

consists of eight constructs of quality 

management practice. For each construct, 

close-ended and multiple-choice type 

questions were applied. Three to eight 

statements were used for the constructs 

based on a seven-point Likert scale 

response. Value 1 indicates that the 

statement is very low and value 7 indicates 

very high score. Samples were taken from 

public higher education institutions. One 

hundred and six questionnsires were sent 

out to the Malaysian public higher education 

libraries and 52 respondents responded by 

returning the questionnaire to us. From 

these figures, only 46 respondents are valid 

and used to further analysis. 

   

Referring to the previous literatures, the 

developed questionnaire with consisting of 

eight conceptualize constructs were 

established (Taylor and Wilson, 1990; 

Balague and Saarti, 2008; Tripathi, 2009). 

They are: (1) Customer Focus – it is 

conceptualized by commitment to satisfy 

customers, integration of customer 

satisfaction, knowledge of customer needs 

and expectations, usage of customer 

feedback, monitoring customer satisfaction, 

responsiveness to customer complaints, and 

the interaction with customers; (2) 

Leadership – it is conceptualized by 

understanding the needs, clear vision, target 

setting, convincing and eliminating 

curiousness; (3) Staff Involvement – it is 

conceptualized by staff involvement, 

continuous training empowerment, sharing, 

and conducive environment; (4) Process 

Approach – the organization output that is 

made up of a series of interacting processes; 

it involves a set of activities that use 

resources (people, machines, etc.) 

to transform inputs into outputs; (5) System 

approach - the activities of identifying, 

understanding and managing interrelated 

processes in a system way. This approach 

will lead the organization to be more 

effective and efficient in achieving its 

objectives; (6) Continuous Improvement – 

it is the ongoing improvement that involves 

everyone (top management, managers, 

workers) and everything (process, method, 

tools, data and system). Thus the 

organization’s overall performance will be a 

permanent objective; (7)  Information and 

Data analysis - the information and analysis 

constructs are conceptualized by the 

availability of data, the timeliness of data 

and the usage of data, and (8) Supplier 

partnership - is conceptualized by the good 

supplier-organization relationship, supplier 

selection criteria, exchange of information, 

and supplier development. 

 

Scope of Study 

 

In general, a higher education institution 

comprises several departments, such as 

students affair department, academic affair 

department, bursary department, register 

department, and library department. These 

departments become supporting units to 

ensure the administration of any higher 
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education process will run properly and 

adequately. At the moment, the record from 

the Malaysian Ministry of Higher Education 

shows that there are more than 1000 higher 

education institutions (public and private-

owned) are operating and delivering higher 

education services. Due to some limitations, 

this study focuses only on the public higher 

education institutions and in particular, it 

pays attention to the public academic 

libraries.   

 

Realibility Tests 

 

The questionnaire’s internal consistency will 

be tested by its realibility coefficient. In this 

study, Cronbach’s alpha was used as the 

intrument’s consistency measurement. The 

instrument realibility concerns to the extent 

of which instrument is reliable when 

different people are tested by that 

instrument in the different occasions 

(Nunnally, 1978). The higher values indicate 

the higher realibility. The realibility value 

test for this study was performed separately 

for each construct. Table 1 shows the 

Cronbach’s alpha of each construct. The 

realibility value for each construct in this 

study is more than 0.7, which is the 

minimum recommended value (Nunnally, 

1978).         

 

Respondents Background 

 

Totally 52 libraries were selected. Out of 

those libraries, the valid respondents are 46. 

For the library classification, the data of 46 

respondents (academic libraries) reveals 

that 17 (36.9%) were from university 

libraries, 15 (32.6%) were from higher 

education institutes, 10 (21.7%) were from 

polytechnic colleges, 3 (6.5%) from 

matriculation libraries, and one (2.2%) was 

from community college library. The 

targeted respondent in this study to answer 

the questionnaire is the person is in charge 

to manage the quality system or the head of 

the library. The data also reveal that deputy 

of chiefs libraries become the majority of 

respondents (10), followed by the chief 

directors (8). The next top respondents are 

the chiefs’ of librarians and the heads of the 

resource centers. They are equal to seven 

people per each category. Librarians became 

the top three from the last, and then the 

chiefs of libraries and the assistant officers 

followed it. They are 6, 5, and 1, respectively. 

The number of library staffs measures the 

size of the libraries. Nearly 59% of the 

respondents in our study are from the 

libraries with staffs less than 27 people. The 

rest respondents are the libraries with the 

number of staffs’ ranges are from 10 to 30 or 

more than 50 staffs. For the number of users, 

most libraries have 1001 to 5000 users or 

more than 5000 users. For the length of time 

of the ISO implementation in the libraries, 18 

libraries have already implemented the ISO 

as their quality system from 1 to 3 years and 

16 libraries have used it within 4 to 6 years.  

 

Findings and Discussion 

 

To answer the objective 1, the mean values 

were calculated. The objectives 2 and 3 were 

tested by using the one-way analysis of 

variance (ANOVA) statistical method. This 

statistical technique was introduced by R.A. 

Fisher in the 1920s, and its basic component 

is the sum of squares (Palaniswamy and 

Palaniswamy, 2006). In the one-way ANOVA, 

the data were sub-divided into groups 

(number of staffs) based on a single 

classification factor (Average of Overall QMP 

Level). It is used to test the mean of 

relationship between more than two 

independent variables with one dependent 

variable.  We tested the null hypothesis, 

whereby there is no a significantly difference 

between the groups' mean scores (Ho) and 

there is a significantly difference between 

the groups' mean scores (Ha). 

 

a. Objective 1 : To test the nature of the 

quality management practices’ 

implementation – by individual construct as 

well as by aggregation value.  

 

In this study, the mean values of all items 

(for a particular construct) or all the 

constructs (as aggregation value)  were used 

to measure the first objective. It seems that 
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the implementation of quality management 

practices in higher academic libraries overal 

is a 6.0 level. The results were shown in 

Table 1. It means that Malaysian 

universities’ libraries have implemented the 

basic constructs of quality management 

system that are adapted from ISO 

9001:2000. Those universities’ libraries 

believe that they play important role in 

building and maintaining overall university’s 

quality. By giving customer focus variable 

with the highest score (6.2), those libraries 

are fully aware that the main ingredient of 

successful-university determining 

components lies on the satisfied students or 

users. To achieve qualified services, those 

libraries believe that leadership and 

information data and analysis are the main 

supporting factors, which are represented by 

score 6.1 averagely. In other words, 

librarians become a vital factor in creating 

conducive environment that supports the 

qualified service delivery. At the same time, 

the availability of appropriate and up-to-

date infrastructure is considered as sine qua 

non condition to facilitate easily the 

expected service.   

 

Table 1: Mean, Standard Deviation, and Reliability 

 

Variable No. of Items Mean SD Reliability 

Customer Focus  6 6.2 0.51 0.811 

Leadership 8 6.1 0.58 0.912 

People Involvement 6 6.0 0.57 0.898 

Process Approach 5 6.0 0.66 0.939 

System Approach 5 6.0 0.72 0.950 

Continuous Improvement 5 6.0 0.70 0.929 

Information and Data Analysis 3 6.1 0.71 0.903 

Supplier Relationship 6 5.9 0.61 0.896 

Average of Overall QMPs 8 6.0 0.55 0.952 

 

b. Objective 2 : To what extent the 

difference in the number of staffs will 

influence the nature of the overall quality 

management practices. 

 

The one-way analysis of variance (ANOVA) 

was used to test whether the difference 

existed between the number of library staffs 

and quality management practices or not. 

We divided the groups of number of staffs 

into four groups – staffs less than 10 people, 

10 to 30 people, 31 to 50 people, and more 

than 50 people. There were no significantly 

differences between the two groups 

(number of staffs and quality management 

practices). The analysis yielded an F value of 

1.672 (p = .188) as reported in Table 2. It 

means that the number of staffs does not 

hinder those libraries to perform quality 

management practices. It implicitly informs 

us that the Malaysian government policy 

through Public Management Act No. 2/1996: 

Guideline to Apply MS ISO 9000 on Public 

Service has successfully been implemented 

in those libraries. This policy has created 

good awareness on qualified service 

delivery, especially in the context of building 

qualified higher education institutions. 

 

Table 2: ANOVA Test 

 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Between Groups 1.460 3 .487 1.672 .188 

Within Groups 12.231 42 .291   

Total 13.692 45    



9 Communications of the IBIMA 

c. Objective 3: To what extent the 

differences of organization  type are 

influencing the nature of the overall quality 

management practices. 

 

ANOVA was used to explore the relationship 

of organization types and quality 

management practices. The groups are 

divided into five categories, i.e. university, 

education institute, polytechnic, community 

college, and matriculation college. There 

were no significantly differences between 

the two groups, i.e. the difference type of 

organization and quality management 

practices. The analysis yielded an F value of 

1.512 (p = .216) as reported in Table 3. This 

result reveals that the organization type 

does not deter those libraries to implement 

quality management practices. This striking 

finding can be explained from the point of 

statistical view. Due to the relatively small 

sample, an ANOVA analysis with 2 or 3 

groups for a total sample size of about 45 

respondents will only reveal statistically 

significance if the differences are fairly large. 

However, in the perspective of managerial 

practices, as a regulation, Public 

Management Act No. 2/1996 has become an 

obligatory practice that any kind public 

institutions should follow it and apply ISO 

9001:2001 as the guidance for their 

qualified service delivery. This finding is 

interesting when we study this event in 

context of Malaysia, a developing country 

that is going to be a developed country in 

2020. It informs us how serious Malaysian 

government is building its higher 

education’s quality and facilitating it by 

giving a right platform of quality 

management. 

 

Table 3: ANOVA 

 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Between 

Groups 

1.760 4 .440 1.512 .216 

Within Groups 11.931 41 .291     

Total 13.692 45       

 

Conclusion and Recommendation 

 

The study explores the general status of the 

Quality Management Practices in public 

higher education institutions in Malaysia. 

This study is considered as a good step to 

evaluate the status of quality practices 

towards higher quality assurance in 

Malaysia, i.e. an implementation of quality 

management principles. The Malaysian 

universities’ libraries have adopted the 

quality management practices as an effort to 

deliver qualified service, by putting 

customer focus, leadership, and information 

data and analysis as the main factors. At the 

same time, due to the sample size limitations 

or statistical constraints, it also reveals that 

the size of libraries and type of organization 

do not influence at all the performance of 

those libraries in implementing and 

delivering quality management practices.  

 

The study explicitly reveals that the quality 

of higher education services is being given 

serious intention by the goverment. 

Currently the quality assurance of higher 

education is controled by the Quality 

Assurance Agency for Higher Education, 

well-known as Malaysia Qualification Agency 

(MQA). Established in 2007, the main role is 

to implement the Malaysian Qualification 

Framework (MQF) as a basis for quality 

assurance of Higher Education and as a 

reference point for the criteria and standard 

for national qualification. In short, the MQF 

is the Malaysian government declaration on 

its higher education qualifications and the 
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quality management-related policies to its 

education system.  

 

Since the study evaluates the basis status of 

public higher education institutions’ quality 

achievement, particularly in a certain quality 

management practice area, further studies 

should be performed to evaluate the overall 

status of quality assurance in public and 

private-owned higher education institutions. 

This study has contributed to the body of  

knowledge by giving the  effectiveness 

measurement of the MQF implementation. 

The further studies  will be also important as 

the benchmark process to evaluate the 

performance of MQF establishment after 

several periods of years.         
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