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Before discussing the research design, the author discusses the context of this case study

conducted on Western Melbourne Institute of TAFE, Newport campus.
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Service Length of Employees

Table 1.2 on the distribution of service length implies, 40% employees are new. New staff

are more likely to be less informed about organization’s intrinsic rules, regulations and

practices.

Table 1.2 Employees’ Service Length

Years Count %
0-5 21 42.0%
6-10 9 18.0%
11-15 7 14.0%
15-20 8 16.0%

21-25 5 10.0%

Nature of Employvment

The organization is running with approximately 54% permanent employees and the rest

occupy contracted positions (Table 1.3).

Table 1.3 Nature of Employment

Employment Nature Count %
Casual 1 2.0%
Part Time Permanent 5 9.8%
Full Time Permanent 23 45.1%
Part Time Contract 5 9.8%
Full Time Contract 17 33.3%

55









Svstematic Formal Training w.r.t. Supervisory Role

Table 2.3 shows that 62.5 % did not have any training in spite of their supervisory role.

The computed contingency coefficient is 0.2, with the approx. level of significance being >

0.05. This implies that overall there was insufficient training and the training that was

offered was biased towards senior administrators.

Table 2.3 Systematic Formal Training w.r.t. Supervisory Role

No Yes
Role Count % Count %
Non-Supervisory 28 571% |5 10.2%
Role
Supervisory 10 204% |6 12.2%
Role

Svstematic Formal Training w.r.t._Position

Even 60% managers and 33.33% Senior Managers did not have any formal training on

TQM (Table 2.4). Owing to small sample size training policy could not be identified.

Table 2.4 Systematic Formal Training w.r.t. Position

No Yes
Position Count | Row% | Count | Row %
Teacher 20 90.9% 2 9.1%
Admin Officer 11 78.6% 3 21.4%
Manager 6 60.0% 4 40.0%
Senior Manager 1 33.3% 2 66.7%
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Telephone Resecrch ond

PO Box 14428

MCMC (03} 9248 1044 Groduate Studies

Melbourne o Foculty of Business

Victoria 800 Focsimile

Avstralio (03)_9?“‘8 1064

300 Flinders Stree Appendix-1
Melbourne !

17 June, 1997

VICTORIA -
Mr David Maxwell, UREIVERSITY
Quality Unit : -
TAYFE Newport Campus 3
Dear Mr Maxwell, E

Thank you for your assistance with the theses research for the Master of Public Sector
Management students fuiekha Tasmin and Parimal Mazunder. These students,
experienced public servants in their own countries, are sponsored by the Australian
Development Assistance|Bureau.

As part of their Degree each student must compete a research thesis which involves a
theoretical exposition slupported by pnmary data. Their areas of research are:
"Implenientation and Pr'acticc of Quality Management in the Public Sector” and
“Accountability in the Australian Public Service™.

Each piece of research fequircs a survey of an organisation. We would very much
appreciate your assistance in conducting the research in TAFE and we also hope that
the information obtained would prove useful for your organisation. The questionnaires
which should take about 20 minutes to complete would be randomly distributed with a
stamped self addressed envelope.  All results would be confidential and only
ageregated results would be reported.

Thank you for your intérest and support of our Masters program. If you require any ‘
further information, plcazse telephone me, 9248 1037. \

Dr Anona Armstrong
Coordwator _
Public Sector Managenient

! Compuses a! City,

‘ Footscray, Melton,
St Albars, Sunbury
cnd Werribee,



|

18 June, 1997 Appendix-2 |

Dear Sir/Madam,

Towards partial fulfillment of the requirements for the degree of Master of Business in
Public Sector Management I am writing a thesis on Implementation of total quality
Management in Australian Public services. Total Quality Management is a set of time
tested norms and practices being used in the management of organisations. The purpose of
the study is to understand Total Quality practices in the Australian Public Services and to

evaluate the extent to which Total quality Management practices have been successful in
Public Sector organisations. '

I am working in the government services of Bangladesh as Assistant Secretary and at
present undergoing this study as an in-service training sponsored by AusAID. This course
will benefit me with the knowledge and skills learnt for utilising in my duties and
responsibilities on my going back and resuming my duties as a government employee.
Primarily the research is designed to be an exploratory qualitative field study. A
descriptive and single case study approach is undertaken in an attempt to determine the
status quo of TQM implementation and its effective practices in a. TAFE college. The
information is intended to be collected from both the teachers and the administrative
employees. It will be confidential and will not be available to anyone other than the Quality
Unit for data access only without any identification. To participate in this survey as a
respondent will give you an opportunity to have input into a paper on Total Quality
Management.

I would, therefore, be grateful to you if you please complete the attached survey and
return the completed forms in the return envelope provided within ten days.

Looking forward to your cooperation.

Thanking you.

Yours sincerely

_ -.‘

(Julekha Tasmin)

PO Box 14428

MCMC

10th Floor

300 Flinders Street
- Melbourne

Victoria 3001
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 PRE AUDIT CHECKLIS

BRI A B R T T S T T P

re-audit checklist. Tick as each is completed.

D Determine relevant curriculum as per Institute SCH Program Profile
l:l Department contacted (Initial contact) 7-10 days before audit
l_j Day, Date and Time confirmed

] Notification of QSPs to be audited

D " Notification of QOPs to be audited

E] Notification of CAR to be verified

D Review QSP or QOP 4
1 Develop Audit Checklist

M Review previous Audit documentation

[:I Review relevant Corrective Action Requests

I:l Develop Audit Plan

I’"J Department Contacted (Confirmation) 1-2 days before audit

Qualiry Sysiom Procedure Manual
. FORM B1S
. Last Amendment Date: 10/697 Page | of |
rson: 2.1

Tssue Date: 10/6/97




Westermn

— Meilbourne
Insthiate of TARE
o FORM B13.3
Department Audited: e oLf’ e p JI:-
Institute Campus: Audit No:
Department Contacts: Ext: 2
QSP/QOP audited:

Verification of CAR No/s:

Audit overview: PR AL o)A S Mw ﬁJ @@Mic
\

General audit sumumaiy; ¢ ree

s

Areas for further imvestigation

...............................

NB: Dept. Rep. signatures indicate that this form has been sighled and thak the auditt s hrem undetedican.

Corrective Action Requests Issued:

QSP: € Clause: 5 7 1
QSP: Clause:

QSP-. Clawss;__

QSP:. Clause:.”

Improvement Opportumity No/s:

NB3 - PISGONMERER - Thisse signatmeses indloatse an acknatedgdigerment that a deftwiseycy has boen
ignifiode 4 By Hie Auditoror, antd natt newessadlyily tha therse is agreememnt that @ deforinecy ewisss.

Quadityy Sjttimm Praecdare Maawal
FORM BI3.3
Version: 2.3 Ivte Dale. Hast Amandment Dae: 19767 Page bof 1




Western
— Melbatirne
Insitomenf TAFE
Plse ke s e s AR f FORM B06.1
TERNAL EXTERMAL cu
e [] A
B . Auditor to completely detail non-comformance and eb&AN IEQAivdEESAatures. . = & | oo n
Amgeted: b o 1o N

Dale: (o Auidit Ng: Car Ne:

Description 6f NoR-Conformance Attach extra sfieefs if required)

QS.P.No: {5 Clause No: % -y ( D

{
]

Signature : Signatue : ---—-

Dep’t Rep’s Nae: Auditor's Name:
Settiion 2

Bt picAuditor to completely detail action/s mutually agreed to achieve compliance, with-Department Representative. xs-=~ >

Corrective Actioh Correction will be Capreeatianailbbe

to be undertake: Tempoiaty [ Permaneni [ ] | ©° e | )] W 2 /’

Dept Rep’s: AGdITeFs:

Signature: Date: / [/ | Signature:: Date: / /
Saxtiion B

Department Representative is to forward this form to Qualiity Unit after affecting the corrective action and eomplEling this

Ro&t Cause [the factors that have prompted the issuing of this CAR]

L&L %
Action taken t6 pre rf@@Uﬂ'élﬂGE

l Jokay, @Tri}vr

e o

Sextiion 4

o oy easen ey a T - Auditor Venifying complianee te eemplete this seetien.
Eﬁeetlveﬂess Verification and Close Out. Signature of
Date: / / CAR No: Yerifying Auditor:
Commems:
Section 5
e S CAR STt L6
| ction ; It Yes
| Audhiiaaal Act Car No: BOS Updated?
_________ — YES
Qualiltiry Syjeuem Pl dlid, . 2 ManDal

”// hejeosr KMSP

Liji Axm: Tl nxe

|



{

,DEPARTMENT/UNIT AUDIT NO.

L\UDITOR AREA/ACTIVITY AUDIT DATE |DEPARTMENT REP.

\

| QSP/QOP NO. VERSION NO.

. PROCEDURE PROCEDURE COMPLIANCE - - COMMENTS OR
REFERENCE REQUIREMENT ACHIEVED REMARKS

! YES NO
l
!
l

Quality System Procedure Manual

FORM BO9
Vernon: 2 0 [ssue Dete: 14/10/96 Last Amendment Dete: | 4/10/96

Page 1 of |




' CUSTOMER RESPONSE FORM

Appendix-0
FORM Bo7

This form can be used to make a comment, suggestion or express an idea relating to a
service or product provided by the Institute.

This form is not applicable if you have concerns regarding academic assessment or results.
Please discuss these concerns directly with your teacher in the first instance - refer to the
Institute’s Summary of Academic Regulations.

SECTION A [ student [ Staff Member [ other
CUSTOMER COMMENTS:
™

If you would like the Institute to respond to you personally regarding your comments, please
complete the following:

SECTION B
Customer Name:
Given Name Family Name
Contact Address:
Telephone No.:  BH: AH:
Customer Signature: Date:
SECTION C RECEIPT OF RESPONSE FORM

Your Customer Response Form has been received and the following action has been taken.

[ Quality System
FORM BQ7
Issue Date: 14/10/1996 Last Amendment Date 14/10/96 Page 1 of 2

Version 2.0




A GUIDE TO USING THE “CUSTOMER RESPONSE FORM”

As an integral part of WMIT commitment to Quality Assurance and Continuous

Improvement the Institute actively encourages you to submit your concerns, comments or
ideas.

e If possible, discuss your concern or suggestion in the first instance with those directly
responsible.

 If you are not satisfied with the manner your concern or suggestion is treated, then
complete this “Customer Response Form™.

* The Quality Coordinator will register your form and forward a copy to the Associate
Director or Department Manager best able to respond to your concern/suggestion.

The relevant Associate Director/Department Manager will contact you within 10

»\ working days of receiving this form to advise you of the action proposed to address your
concern or suggestion.

e Confidentiality will be maintained at all times.

e Deliver this form to the General Office at any WMIT Campus or by
internal or external mail to the Quality Coordinator, Western
Melbourne Institute of TAFE, PO Box 197, Footscray 3011.

SECTIOND INSTITUTE USE ONLY

Initial action taken:

Name: Date:

Action taken to prevent recurrence:

Name: Date:

Qualiry System
FORM BO?

( Issue Date 4 6 Last A nendment ate 14/10/96 v P
t ate: 1 /10719 ) ‘
VC!S!{)n 2




QUALITY SYSTEM

Listed below is the WMIT interpretation of the relationship between the ISO 9001 elements and the
procedures of the Institutes Quality System.

WMIT INTERPRETATION OF THE ELEMENTS OF IS09001

ISO 9001 WMIT QSP PROCEDURE
4.1 Management QSPI Management Review of Quality
System
QSP23 Recruitment
4.2 Quality System QSP2 Quality Plans
4.3 Contract Review QSP3.1 Contracts with Customers (Student
Enrolments)
QSP3.2  Contracts with Customers (Fee for
Service) .
QSP3.3  Contracts with Customers
(Performance Agreement)
4.4 Design Control QSP4 Design, Development and
Customisation of Curriculum
QSP21 Course Maintenance/Evaluation
QSP22 Course Accreditation
4.5 Document and Data Control QSPS Control of Quality System
Documentation
4.6 Purchasing QSP6 Purchasing
4.7 Control of Customer Supplied Product QSP7 Control of Student and Customer
Property
4.8 Product Identification and Traceability QSP8 Service and Student identification
4.9 Process Control QSP9.1  Control of Service Delivery
QSP9.2  Program Teams
QSP11 Student Selection
4.10 Inspection and Testing QSP10  Student Assessment
QSP2] Course Maintenance/Evaluation
4.11  Control of Inspection, Measuring and ~ Test | QSP24 Calibration of Equipment and
Equipment Affecting Student Learning
4.12  Inspection and Test Status QSP12  Student Results
4.13  Control of Non-conforming Product QSP13 Resolution of Student/Customer
Issues
QSP14 Managing System Non Conformance
4.14  Corrective and Preventive Action QSP13  Resolution of Student/Customer
Issues
QSP14 Managing System Non Conformance
4.15 Handling, Storage, Packing, Preservation QSP15 Managing and Maintaining Learning
and Delivery Materials
4.16  Control of Quality Records QSPI6  Maintenance of Quality Records
4.17  Internal Quality Audits QSP17 __ Internal Audits
4.18 Training QSP18  Professional Development
4.19  Servicing QSPI19  Post Service and Ongoing Support
420 Statistical Techniques QSP20  Statistical Techniques

Versioa 2.1

Qualiry Pobcy Manmal

Issuc Daie: 08/10r96

Lxg Amendroem Date! 240297 Page 16 of 49
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Appendix- 11

SI.No | Position Question on Employee Productivity Question on Reward for performance
1 Manager Nil a) Intrinsic rewards. b) Awards,
professional recognition
2 Manager More aware of needs for meeting quality issues. Nil
3 Teacher Thrrough the application of TQM/QS individual | Not rewarded by security of employment
employees are empowered with responsibility for | and conditions and/or financial reward for
quality outcomes and on going improvement via | productivity improvements.
training  techniques and awareness.  This
accountability eliminates a potential stage of non-
performance at ‘the coalface’.
4 Teacher Each member of staff is given research or work | Nil
related tasks to do to enhance subjects done by
students. e.g., Assignment!
5 Teacher I think more people are accountable for what they | 1 think as I gain more experience in the
are doing so some may be involved in more because | teaching field my performance improves
of this. e.g. introduction of programs teams, more | and I feel capable at taking on more tasks. 1
tasks allocated, etc. believe that my reward is recognition by
supervisors and praise from my students.
6 Teacher Nil No benefits passed on (Reg conditions,
salaries etc.).
7 Sr. Improved processes generate productivity. Nil
Manager
8 Admin. In the ability to consistently do paper work. Nil
officer
9 Admin. Nil A ‘thank you’.
officer
10 Admin. Standards have been set for employees to carry out | Verbally.
officer certain procedures the ‘correct” way in order for
other employees to be able to follow what they have
done and how.
11 Manager Staff document practices and address non- | Improvement of performance rewarded by
conformance with QSP’s. production of quality products & by
improved processes/management of product
development.
12 Sr. More attentive to expects of their jobs which may | -Recognition of achievement in various
Manager otherwise have received a low priority. i.e. overall, | ways is possible. e.g,, at Director’s dinners
a greater level of accountability. or through better access (performance) to
staff development and preferred in
promotional opportunities.
-Some levels of employee (Head of centre
and above) may be financially rewarded for
performance improvement.
13 Teacher Provided operational guidelines for staff'to follow. Nil
14 Manager More systems are in place. Documents are now | Nil
coded to indicate production date and origin.
Carriculum and other documentation are more
accessible and placed in a central location.
15 Teacher More information about the department. Nil
16 Admin. More thorough monitoring of results supplied from | Nil
officer teaching department. Check processes for missing
results. 3 way check process of curriculum for all
NEW COUrses.
17 Admin. They are more aware of institute processes. Make | Nil
officer sure they adhere to them some departments are very
good and find this process great. Others are
struggling with  changes, ie, Roles and
responsibilities.
18 Teacher Change in method and delivery of programmes.
19 Teacher a) hardly mentioned; b) No explanation about

9001; ¢) No change throughout the departments e.g,
phone still rings out, we have limited support for
applicants.






