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ABSTRACT
Purpose: The aim of this study is to obtain a diagnosis regarding the
implementation of QMS (Quality Management System) according to ISO 9001
in Higher Education Institutions (HEIs) of Angola.
Methodology/Approach: The research was conducted through a questionnaire
proposed to survey selected 55 institutions. Fifty completed questionnaires were
received, representing the sample of this work. The statistical analysis SPSS
version 22.0 for Windows was used for the treatment of the data.
Findings: The results of the study show that of the 50 Angolan HEIs surveyed,
only 20% of them have the Quality Management System implemented. As main
benefits of the implementation of the QMS in HEIs of Angola, we can highlight:
Improvement of the quality of teaching; Improvement of student satisfaction;
Improvement of confidence of students and other stakeholders; Improvement in
student assessment; Improvement of teacher competences.
Research Limitation/implication: The main limitation of the study lies in the
fact that of the 50 Angolan HEIs referred, only 20% of them have the Quality
Management System implemented, which shows that there is still much work to
be done in this area.
Originality/Value of paper: Higher education in Angola has had an evolution in
terms of demand and access. Due to the quantitative development of higher
education in Angola, it is necessary to be accompanied by qualitative growth,
which implies the reinforcement of the need for quality management.
Category: Research paper
Keywords: organization context; higher education; ISO 9001; quality planning
and organizational processes
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1

INTRODUCTION

The continuous development of quality management in organizations was driven
on the one hand by competition and on the other hand by growing requirements
of the customers (Weckenmann, Akkasoglu and Werner, 2015). In recent years,
quality management in Higher Education Institutions (HEIs) in Angola has been
the subject of increasing interest motivated by the impact on their performance.
The implementation and certification of the Quality Management System (QMS)
are nowadays indispensable to any institution because it is seen as a
differentiating flag for the institutions of the sector. However, quality is still
questioned, and inefficiency of management is identified as a result of
bottlenecks in funding, curricula, faculty, and student bodies.
The adoption of a QMS by organizations represents, even in the case of public
organizations, a strategic decision that can help improve their overall
performance and provide a solid foundation for sustainable development
initiatives. On the other hand, risk-based thinking enables organizations to
determine the factors likely to cause deviations in their processes and QMS from
planned results, implement preventive controls to minimize negative effects, and
maximize the opportunities that emerge. In this sense, the implementation of a
QMS should seek to instil the principles of quality in the organizational
processes according to ISO 9001:2015, of which we highlight: Customer focus;
Leadership; Commitment of people; Improvement. The implementation of the
QMS in the functional structure of public organizations is now supported by
specific initiatives and models such as the Common Assessment Framework
(CAF), European Foundation for Quality Management (EFQM), and
International Organization for Standardization (ISO) standards, which represent
important methodological support. These benchmarks for the implementation of
QMS tend to emphasize the importance of the role of the clients in the definition
of strategic objectives, the minimization of errors, and bet on the continuous
improvement of the processes of supply of products and services. Its current
relevance also stems from the fact that efficiency in resource management
(including human resources) and customer capture have become central factors in
the survival of public organizations, especially in a context of greater
competitiveness between educational institutions and simultaneously, the
successive budget cuts that Angola is experiencing (Veiga, 2014). In the last
decades of the twentieth century, the Angolan government, regardless of its
ideological tendency, encountered structural problems stemming from ineffective
Higher Education. The transformations that occurred in Higher Education in
Angola during the last decade had, as a consequence, the modernization, and
administrative reform that the government started to take in order to improve the
subsystem, conducted for the effectiveness, efficiency, and quality of the services
they provided. In view of this situation, we note the concern of the Angolan State
regarding the need to improve the quality of higher education. For this reason,
the use of the QMS as a possible way to find the desired quality is invoked. Thus,
higher education should develop the potential of each individual and provide
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graduates with the necessary knowledge and skills that promote individual
development to be successful in their professions. According to the last President
of the Republic of Angola, José Eduardo dos Santos (ANGOP, 2008):
“We must make an evaluation of the implementation of the programs for the
reform of the education system and the subsystem of Higher Education to detect
the shortcomings and correct them and define the instruments for the
materialization of the guidelines emanating from the Government program
approved by the voters with a view to improve the quality of teaching, the
working conditions of teachers and the management of educational
establishments at all levels.”
According to Adão do Nascimento, “despite the successes achieved over the
years, since the proclamation of national independence, improving quality and
expanding the network of institutions of the subsystem of Higher Education is an
imperative that is put to the Angolan State” (SEES, 2005). Thus, education is the
most determining sector for the future of society. This importance increases with
the level of development of the country or the region, in particular because
competitiveness requires higher levels of qualification, which are not possible to
achieve without the teaching-learning systems being able to meet the needs of the
community in quantity and quality (Pires, 2012). The reform and modernization
of Higher Education in Angola also depends on the competence and motivation
of teachers and researchers. However, the number of teaching and research
professionals has often not accompanied the increase in the number of students,
which exacerbates the already felt capacity pressure (SEES, 2007). Better
working conditions, including transparent and fair recruitment procedures, better
initial and continuing professional development, and better recognition and
reward of excellence in teaching and research are essential if Angola is to
produce, attract, and academic staff you need.
The objective of this work is to highlight the main advantages of the
implementation and certification of the QMS in higher education in Angola, its
performance and the efficient use of resources for the training of students and the
provision of services to the community.

2

THEORETICAL FRAMEWORK

2.1 The Quality Concept
In a market economy, each organization is competing with others providing the
same product. This principle is valid independent of the type of offer, including
material goods as well as immaterial services or their combination
(Weckenmann, Akkasoglu and Werner, 2015). Although quality management has
become a notorious issue since the early 1980s, it is not a modern invention. We
can tell the story of quality in many ways. A large number of scholars agree that
the concept or philosophy of quality has long existed, disagreeing only with some
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that the concept of quality has existed for hundreds of years, and others speak for
thousands of years (António and Teixeira, 2009). Quality Management as a
management field is rich with research on different aspects and theories,
empirical data from the field and theoretical elaborations. Some of its
fundamental aspects are well defined and established through well-known and
widely used international management standards such as ISO 9001 and ISO
14001 (Santos, Mendes and Barbosa, 2011). Nowadays, organizations without
quality do not survive (Araújo et al., 2019; Santos and Milán, 2013; Santos,
Murmura and Bravi, 2019). Hence, there are many organizations that integrate
QMS with other Management Systems, namely with Environmental Management
System (EMS) and Occupational Health and Safety Management System
(OH&SMS) among others (Carvalho, Santos and Gonçalves, 2018; Santos,
Rebelo and Santos, 2017; Ribeiro et al., 2017) seeking to optimize human,
material and financial resources (Zgodavová, Zolotova and Roznik, 2011; Costa
et al., 2019). These are sustainable organizations. Thus, ISO 9001 is applied in
different kinds of organizations all over the world (Ingason, 2015; Santos et al.,
2008). It is necessary to build an organisational culture for quality. In general,
organisational culture is understood through the deeply embedded values and
beliefs shared in an organization. Every organisation has a unique culture. It is
almost impossible to achieve excellence unless a suitable culture of quality has
been introduced because culture is the driving force of quality. Organisational
culture represents an organisation’s experiences that have accumulated over the
history of the organisation (Zgodavova, Hudec and Palfy, 2017; Araújo et al,
2019). The measurement culture has grown in education, both in education
policies and in the practice of schools and teachers (Rodriguez-Mantilla,
Fernandez-Diaz and Carrascosa, 2019). Thus, the ISO 9001 implementation in
organizations reduces the cost of poor quality (Lee, To and Yu, 2009; Santos and
Barbosa, 2006) and increases the organization’s chances of gaining work in the
private or public sector through the creation of better internal management
systems and service quality improvement (McAdam and Canning, 2001;
Murmura and Bravi, 2017; Marques et al, 2018). The benefits of implementing
the QMS were analysed by several authors, among others (Santos et al., 1996;
Santos and Milan, 2013; Fonseca and Domingues, 2018; Bravi, Murmura and
Santos, 2019). Among the higher benefits to institutions highlighted by that
authors are, namely, the improvement of the institution’s image, the introduction
of clear procedures for quality, awareness of quality, clarification of
responsibilities, reorganization, and improvement of efficiency. It also occurs the
return on investment (Santos, Costa and Leal, 2012; Batista and Santos, 2015).
According to the French association for standardization, quoted by (Fey and
Gogue, 1983) “the quality of a product or a service is its ability to meet the needs
of users”. The American Society for Quality (ASQ), quoted by (Kotler and
Keller 2006) stats that “quality is the totality of attributes and characteristics of a
product or service that affect its ability to meet stated or implied needs”. ISO
9000:2015 (IPQ, 2015a) defines “quality as the degree of satisfaction of
requirements given by a set of intrinsic characteristics”. In the twentieth century,
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the greatest importance attributed to quality led to the investigation, formulation,
and publication of various definitions for the concept, highlighting such
illustrious authors as Joseph Juran, Philip Crosby, Walter Shewhart, Edwards
Deming and Kaoru Ishikawa (António and Teixeira, 2009). Today, many
organizations are “searching” for excellence, but not many organizations have
been able to achieve this goal, seemingly because management does not have a
profound understanding what it really means to be excellent (Dahlgaard-Park and
Dahlgaard, 2007). To improve services and to achieve quality and excellence,
ideas and a good education system are describet in (Santos et al., 2018; Santos et
al., 2019).

2.2 The Concept of Quality in Higher Education
Understanding the politics of education reform is crucial to assess the challenges
facing the SDG (Sustainable Development Goals) of quality education (Bruns,
Macdonald and Schneider, 2019). The aim of all educational systems, nowadays,
is to provide quality education (Sánchez, Lupión and González, 2017).
Implementation of Quality Management Systems in educational organisations is
a fact in many countries. Therefore, it is necessary to obtain evidence of the
improvements and changes that the centres have because of the implementation
(Rodriguez-Mantilla, Fernandez-Diaz and Carrascosa, 2019). The term “quality”
has been used in the most diverse fields of knowledge, including the educational
one, although there are substantial differences in its conceptualization, that is,
there is no universal definition. The universal is the recognition of quality, both
in products and services, as a decisive factor for the development of
organizations, in an increasingly competitive world. In the educational context,
definitions of the term “quality” focus on various aspects such as customer
satisfaction, management, and administration of educational institutions,
availability of human, financial and infrastructural resources, since they
contribute to the successful accomplishment of the functions of IES (Pires,
2012). For António and Teixeira (2009), in the case of higher education, an
integrative approach to the term quality, expressed in its trans versatility with
respect to the provision of institutions, is recurrent. To gauge the quality of the
university presupposes a global approach to the functions of the university,
which results, on the one hand, from the interconnections between them and, on
the other, from the articulations of these functions with the other dimensions that
make up the organization. With the implementation of a QMS in HEIs in Angola,
based on ISO 9001:2015 (IPQ, 2015b), it is intended to make management more
efficient, with impact on academic training, financial resources management, and
human resources. With this implementation, we intend to continuously improve
the quality of both the training offer and the services provided to the academic
community. It can also be an important support for Institutional Marketing, for
the external recognition that certification can bring, besides being a
differentiating factor and influencing the attractiveness and notoriety of HEIs for
teaching of recognized quality.
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3

METHODOLOGY

The impact evaluation of the implementation of ISO 9001 Standards in Angolan
HEIs was conducted using a questionnaire. Fifty-five Angolan HEIs were
selected from the 73 existing ones, which are part of the Statistical Yearbook of
the Ministry of Higher Education, corresponding to 75% of the total
(guaranteeing coverage of public and private HEIs). The questionnaire was sent
by email. Fifty completed questionnaires were received, representing the sample
of this work, representing a percentage of questionnaires answered and received
about 91%. From this sample, the AMOSTRAL database was built to support our
work.
Table 1 – Main Questions of the Questionnaire
Group of questions
Iº
Group

What is your role in the Institution?
What is the educational system in which the institution is inserted?
Does the Institution have the QMS implemented?

IIº
Group

Do you know the advantages of implementing QMS in HEIs?
What is the benchmark you used as a basis for implementing the QMS in your HEIs?
Is the system implemented in every institution or only part of it?
Which sectors of the institution where the QMS is implemented?

For the treatment of the data, the statistical analysis SPSS (Statistical Package for
the Social Sciences) version 22.0 for Windows was used.

4

RESULTS

A total of 50 Angolan HEIs leaders participated in this study. The majority were
male (70%), n=35) whereas the female gender was represented by 30% (n=15)
according to Fig. 1. Of the 50 Angolan HEIs surveyed, only 20% of them have
the Quality Management System implemented, as can be seen in Fig. 1. We
know this is little, but this is the Angolan reality.
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30%
Female
Male

70%

Figure 1 – Participants in the Survey about QMS
According to Fig. 2, the main reason for the non-implementation of the QMS is
financial incapacity. Other reasons are: “a little institutional interest and
availability of time”. If organizations are more organized, then they will have
more time to devote to problem-solving and quality improvement. It is a matter
of organization.

10%

10%
Financial Incapacity

5%

Little Institutional Interest
75%

Pack of Incentive Policies
Availability of time

Figure 2 – Main Reasons for Non-Implementation of the QMS in HEIs
The respondents state that the implementation of the QMS was according ISO
9001, as can be seen in Fig. 3. Although there are other referential for
implementing QMS, ISO 9001 is the most widely adopted.

10%
ISO 9001
EFQM
90%

Figure 3 – The Referential More Used for the Implementation
of the QMS in Angolan HEIs
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The difference of opinion between the respondents with Rector/Vice-Rectors and
those with the functions of Director are all statistically significant, and those with
a Director role are more in agreement with the statements related to the
implementation of the QMS (see Tab. 2 and Fig. 4). Most statistical tests begin
by identifying a null hypothesis. The null hypothesis for pattern analysis tools
essentially states, that there is no spatial pattern among the features, or among the
values associated with the features, in the study area. Said another way: the
expected pattern is just one of the many possible versions of complete spatial
randomness. The Z score is a test of statistical significance that helps you decide
whether or not to reject the null hypothesis. The p-value is the probability that
you have falsely rejected the null hypothesis. When a hypothesis test in statistics
is performed, a p-value helps you determine the significance of the results. Z
scores are measures of standard deviation and in Tab. 2 is decimal number. The
3 asterisks refer to person p of SPSS (Statistical Package for the Social Sciences),
that is, when p<0.001 the result is less.
Regarding the representativeness of the ‘Rectors’ and ‘Directors’ opinions,
according to Tab. 2, it can be highlighted that it is important for Directors and
Rectors to implement QMS. The Directors and the Rectors agree that it is
important that higher education institutions in Angola implement the QMS
(ANGOP, 2016).
Table 2 – Representativeness of Opinions Regarding the Implementation of the
QMS between Rectors and Directors
Rectors

Directors

M¹

DP²

M

DP

Z³

1. It is important that higher education
institutions in Angola implement the
quality management system.

5.21

1.48

6.97

0.17

-6.298***

2. All Angolan higher education
institutions must have a certified quality
management system in place.

4.50

1.40

6.75

0.44

-5.770***

3. The Ministry of Higher Education of
Angola must create a legislative decree
that obliges higher education institutions
to implement the quality management
system.

4.50

1.34

6.67

0.48

-5.448***

4. Quality management enables higher
education institutions to improve the
quality of teaching.

4.50

1.45

6.86

0.35

-6.016***
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Rectors

Directors

M¹

DP²

M

DP

Z³

5. One of the main objectives of the
implementation of quality management in
higher education institutions has to do
with student satisfaction.

4.79

1.48

6.81

0.40

-5.626***

6. The confidence of students and other
stakeholders in higher education is
established and maintained through
effective quality assurance activities.

3.36

1.01

6.11

0.82

-5.584***

7. Institutional self-knowledge is the
starting point for effective quality
assurance.

4.79

1.93

6.94

0.23

-6.051***

8. Students' evaluation is one of the most
important elements of their training
course in higher education.

3.93

1.38

6.42

0.69

-5.410***

9. It is important that teachers of higher
education institutions in Angola have the
complete knowledge and understanding of
the area they teach.

4.21

1.25

6.08

0.81

-4.781***

10. Teachers represent the most important
learning resource for most students in
higher education institutions in Angola.

4.57

1.50

6.89

0.32

-6.112***

Notes: ***p≤0.001; M¹ – Average; DP² – Standard Deviation; Z³ – Statistically significant difference;
p – decimal number; the 3 asterisks refer to person p (SPSS)

As main benefits of the implementation of the QMS in HEIs of Angola, it can be
highlighted: Improvement the quality of teaching; Improvement of student
satisfaction; Improvement of confidence of students and other stakeholders;
Promotion of institutional self-knowledge for quality assurance; Improvement in
student assessment; Improvement of teacher competences; Teachers as the most
crucial resource of learning. Thus, according to Tab. 2, there are many work to
do regarding improvement education in HEIs of Angola.
Fig. 4 shows the representativeness of opinions of Directors and Rectors.
Directors deal more closely with the problems of teaching quality and
organization. Thus, they have a more precise idea than that of the Rectors. These
have to deal with other types of significant problems.
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Figure 4 – Representativeness of the Views of the Implementation
of the QMS between Rectors and Directors
When directors agree to implement QMS in their organizations, sooner or later, it
will happen. This is the hope of many Angolans for a better education system.

5

CONCLUSION

Higher education in Angola has grown quantitatively over the last years. Still
now there is a need to start looking for qualitative growth, which will imply the
introduction of practices related to quality. Thus, the key to quality begins with
changing the mindset of managers through knowledge, commitment,
communication, and involvement. Nevertheless, it is necessary, in addition to
changing the management mindset, a radical change in the mentality of all who
are involved with the organization. The need arises for all members of the
organization to work towards the same goal, towards the satisfaction of their
clients, which in the specific case of Angolan HEIs are their students.
The results of the survey of Angolan HEIs show that most respondents are aware
of the advantages of implementing the QMS, which is a significant step towards
acieving it. It was found that the majority of the respondents who answered the
questionnaire were the Directors to the detriment of the Rectors; on the other
hand, it was concluded that one of the main reasons for not implementing the
QMS is limited in the scarce financial resources that institutions have. Finally, it
can be concluded that the Angolan HEIs recognize the advantages and are
interested in the implementation of a QMS but have as main limitation the
financial reasons, because the implementation of a QMS has high costs.
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