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Abstract— This Total Quality Management is an innovative concept not only suitable in 

profitable or profit focused corporate but also essential in service sectors like educational 

institution. The quality of education absolutely lies with the quality of institution. The quality of 

institution lies on not infrastructure but the process or culture. This cultural transformation 

essential to bring pout the child to a new heights as the motto of education learning to live 

together in the society. The educational institution focus mainly on results and curriculum 

transactions and evaluation rather than empowering the students through empowerment of 

teachers. There is a need of wellness for both teachers and students in the form of spiritually, 

socially, physically, culturally and emotionally. A system should be developed called TQM. The 

concepts of TQM as said the process reformation need the assessment of competency gap 

bridging exercise which will give a clear understanding on what, how we can develop a suitable 

TQM strategy for the institution by energetising the most important components of Total Quality 

Management say Teachers and other human resources of the institution. This paper focus on 

giving a broad idea on what is education, what is TQM,why TQM and most importantly how 

TQM through competency gap bridging exercise ,training and development to elevate the 

educational institution to accomplish its social responsibility 
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I. INTRODUCTION 

Body of Paper Total Quality Management popularly 

known as TQM is the most confusing word used by 

different organization in different perspectives or different 

interpretations. There are many views on TQM, that is some 

people and organizations think that it is for getting 

certification from ISO,NABET etc or constructing beautiful 

building. Somebody think charging huge donations and 

preparing hard rule is TQM. Somebody think attractive 

gardens, or allowing the children to speak English only etc. 

What is actually total quality? According to Crozby, the 

father of modern management TQM is not a theory or 

principle nor a  

rule or formula; it is the rational, pragmatic view on how 

to manage a situation. That is why I told you TQM is 

unique, which is not common; it aligned with the socio 

cultural environment. We cannot adopt a system of UK or 

Germany or Japan here in Karnataka or Kerala because the 

entire culture and both external and internal environment is 

different. At the same time the outcome will be same. The 

purpose of education is almost same as TQM. Education 

means EDU plus CO, which means bring out. We have to 

bring out all the qualities of children or all the potentials of 

children for living them happily in the society. UN said the 

motto of education is learning to live together in the society. 

i have seen a school near in Kerala- Tamilnadu border a 

school run by a person for tribal children with his own child. 

I surprised how beautifully the children are using different 

languages and present their ideas without any building, rules 

and style. What is the name of the methodology of teaching 

children? Peadegogy, what is the meaning of pedagogy? 

Pead means child, gogo means to lead, where to lead, from 

darkness to brightness, from pessimism to optimism, from 

inferiority to self confidence, from dependency to 

independency from fear to courage. Whether we can 

produce these type of children through our education system 

is the most crucial and disturbing question. Who is 

responsible? We can’t show any one. Everybody is 

responsible. Do we need a change? Otherwise I am sure our 

democracy will be going to mobo crazy, where no one can 

save us. Even now look the crime rates, cases of atrocities, 

rate of comfortable death; it is increasing alarmingly from 

educated world. At the same time we have world class 

schools and colleges, the number of universities is 

increasing, by 2030 India would be the youngest nation in 

the world where nearly sixty percent of people will be below 

40 years. Without considering them if we follow the same 

system of education what will be the result? There lies the 

importance of TQM. Education and TQM goes hand in 
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hand. The result is same that is excellence. How we can 

create excellence? Through Transformation. Swamy 

Chinmayanda in his book Transforming Indians to transform 

India, quote that transformation means VISION PLUS 

ACTION, VISION MINUS ACTION IS IMAGINATION 

AND ACTION MINUS VISION IS CONFUSHION. IN 

Mahabharata war Kaurava has action but no vision and 

Pandava has vision but no action Lord Krishna with his 

vision and action lead the war, transform Arjuna and saved 

the world. The same way DonBosco developed Selesian 

preventive system, a system of education rather than 

punishment. When you look the transformation of John 

Bosco to Don Bosco you can experience it. Transformation 

is not an easy task. It requires self realization. Reception, 

transaction and transformation are the three steps for 

excellence. On the other hand let us explain like this. How 

many of you are satisfied on your institution and it total 

performance? How many of you are delighted? There is a 

gap between satisfactions to delight. These gaps to be filled, 

automatically TQM evolved. How it is possible. In an 

organization there are three components viz, input, process 

and output. Which is so important? Than input and output 

Process is important. So, proc 

orientation is called transformation, which is called 

TQM. Process creates system, system maintains culture. 

Men may come and go, the institution exists for ever, 

provided the culture or system is strong. Process involves 

infrastructure, human resources etc. Carl Marx said in an 

organization where land, labour, capital are the important 

factors of production, labour is the most precious one, he 

quote it as perishable commodity. Therefore in TQM we 

have to focus more on human resources. In the early lines I 

mentioned the role of education in molding delightful, 

responsible and value oriented human resources. The child 

has to live happily in the world with a suitable career. They 

have to enjoy freedom, confidence, optimism and excellence 

throughout their life. A mere information mongering is not 

the concept of education. Learner should get experience. 

They should get chances to think critically and creatively. 

They should feel emotional disequilibrium in their thoughts. 

They will be able to take ethical decision at last. We have to 

assess whether our education system satisfy the above. Our 

children are not getting experience, not getting time for 

observation. Without incorporating the cognitive, affective 

and psychomotor domain, as Benchemin Blooms said how 

the learning will be effective. There should be rethinking on 

the curriculum transaction and evaluation. There was a time 

where we needed information through memorization and 

evaluation to solve the problems and decision making. But 

in this behavioral and data mining era, and the entire 

information is available on the tip of our fingers following 

the same style of curriculum transaction and evaluation is a 

big blunder and also a crime where our children will be 

useless without competing with artificial intelligence. We 

need experience sharing, we need multi skills , we need 

tinkering labs for creative learning. We have to change mind 

set of education in to entrepreneurship. The fourth industrial 

revolution will be tsunami, an era of disruption which will 

throw out millions of job. The super AI, robotics, block 

chain technology Iot etc of course a reality now. Sometime 

we have to change education by teaching and training 

robots. Competency gap bridging analysis- a way to reach 

TQM As the most important part of any organization in 

bringing the institution in to total quality human resources of 

the organization should be empowered through training and 

development. Training not only impart the knowledge, but 

also improving and updating the knowledge, skills and 

attitude of people working there to fill the performance gap 

of employees which in turn molding them to reach to the 

total quality. Before the training and development the 

competency of each human resources within the 

organization should be scientifically analyzed based on the 

present and future needs. Competency gap bridging analysis 

helps the organization to prepare a detailed training need 

analysis and plan on empowering employees personally and 

professionally. Role of personal and professional excellence 

in Governance As told previously, the human resource as 

important in process orientation we have to concentrate 

more on  

them for bringing TQM. Being the part of developing 

quality we have to understand the existence/purpose of our 

life. Understanding oneself is very important for 

transformation. Without knowing our self how we can 

transact and transform others. Therefore the first and 

foremost step in creating excellence is Reception. We have 

to be personally reached to the level of self actualization. 

The moment we reach into the level of self actualization 

excellence will come within us. Reaching to this step is not 

an easy task. Lord Buddha took 11 years, it does not mean 

taking long years, but grow the level of realization. In Hindu 

Veda it is called Swayam Dharma, which is the only way to 

reach in to Sanadana Dharma. What does it mean? The 

answer is very simple, .consider others, and reaches to 

fairness. When you are fair ,it leads to truthfulness, 

truthfulness leads to sincerity, which leads to ethics, ethics 

leads to values, values leads to contribution, contribution 

leads to achievement, achievement leads to peak 

performance, peak performance is called professionalism, 

which leads to Total Quality and the result is excellence. 

Reaching to excellence is not an easy task; it is a long 

journey from fairness to delight. As Abraham Maslow, the 

psychologist and Ramana Maharshi said, we have to 

overcome from the self esteem to reach the stage of 

realization. It does not mean escaping from the routine life it 

is the stage of living together with family friends and society 

happily. The second stage is called transaction. Transaction 

involves considering, understanding, accommodating and 

adjusting others. Unlike other countries in India we are 
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running the schools not for the children but for satisfying the 

egos and expectations of parents. The teacher can 

understand the students only when she will be free from all 

the clutches of her external and internal environment. The 

darkness can be removed only by creating urge among 

children. All urges are vein save it with knowledge. All 

knowledge is swallowing save it with work. All work is 

foam save it love. Understand the students, their background 

the colleques and others. In the theory developmental 

psychology Erik Erikson described beautifully the stages of 

a person and how it influences him/her in their life. In the 

child hood children need trust, then recognition, then 

motivation, then participation, then equity otherwise they 

will have behavioral disorders like mistrust, inferiority, 

identity crisis, fear and depression. Human beings have 

several different ways of processing information and these 

ways are relatively independent of one another. As Howard 

Gardner , the Developmental psychologist outlined in his 

famous book the Frames of Mindset-The theory of Multiple 

Intelligence (1983), the nine intelligence like, logical or 

mathematical, Musical, interpersonal, intrapersonal, 

linguistic, spatial, naturalistic body kinetic the children may 

be different in thinking and learning. The teacher should 

observe the intelligence level of each child like a councilor 

in formal or informal way before leaving primary level for a 

better career and successful life. Likewise the behavior of 

parents and colleques should be understood. What is the 

strong motivational force influence them to be understood. 

According to David Meccland in his motivational drive 

theory categorize human beings in to four drives  

like achievement, affiliation power and competence 

drive. People having achievement drive will be more 

adamant and strict in decision. Affiliation drive people are 

influenced by love and affection. Power drive needs a 

support only, competence drived people need motivation 

and encouragement. The last stage is transformation. When 

you go through the above two steps like reception and 

transaction you can be easily reach to the transformation 

stage. Transformation is the stage where we could bring any 

body in to excellence and happiness. Stages of 

implementation of TQM in schools 1. Develop a vision 2. 

Prepare a SWOT analysis on what is now and what to do 3. 

Identify the major areas of intervention like environment, 

health, hygiene, systems, curriculum transaction, evaluation, 

training, co curricular extracurricular, certification 

rehabilitation e, spiritual etc 4. Consolidate areas 5. Identify 

the activities of each area present, within one year two years 

three years etc (items, current level, future 1 to 5 years) 6. 

Assigning Quality control circle in charge 7. Prepare a blue 

print on TQM ( like back ground, vision, mission, structure, 

objectives service provided, in charge, expected outcome etc 

8. Provide training to each one involving the organization 9. 

MONITORING AND EVALUATION 10. PDCA Total 

Quality Management is a continuous process that involves 

the whole organization and is customer driven. This process 

is aimed at creating a culture of excellence in any 

organization. That is enabling organizations into total 

quality in all its operational aspects. Hence quality does not 

only mean the production of quality products and services 

but also encompasses all operations and activities pertaining 

to an organization. Principles of TQM Support of Top 

management Implementation of strategic quality plan 

Customer focus Training and recognition Team work 

Performance measurement Quality assurance Top 

management support includes formulation of quality policy, 

setting up of quality management structure, getting total 

involvement of employees, disseminating information of 

quality, managing the change process and organizing a 

quality day. Principle of strategic quality planning involves 

external and internal environmental analysis, formulation of 

vision, formulation of quality 

objectives and identification of improvement activities 

Customer focus includes identify the customers; their 

requirements translate their requirements into quality 

standers, establishing process involved in producing output 

and implementation of process. Training include training 

plan, committee, structure, training needs, materials training 

programes and implementation and monitoring, evaluation, 

review of effectiveness and recognition. Principle of team 

work include team leader, grouping, regular meeting etc 

Performance measurement include determining the quality 

stds/activity, establishing a mechanism for measurement, 

establishing performance information net work.Finally the 

principle of quality assurance involves quality inspection 

and output planning and training of workers Conclusion 

Since the culture is different, the external and internal 

environment is different, human resource and input arte 

different we cannot develop a uniform methodology and 

system for TQM. It requires competency gap bridging 

exercise, process orientation and identification through 

rationale and pragmatic way.  
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