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Abstract

The quality management system (QMS), as an intricate of interacting elements, is a 
fundamentalpropertyofhighereducationandisfluidandverycomplexinnature.With
this inmind, this chapter explores the symbiotic relationship between the notions of
QMSandopenanddistancelearning(ODL).OurthesisisthatthenotionofQMSisnot
value-free.Yet,itisafundamentalpillarofhighereducationinstitutionsandcommercial
organizations.Amongother things, it shallbeargued that (1) constructsofBeing and 
Becoming are the hidden epistemological and ontological dimensions of QMS and (2) QMS 
isacarrierofideology.AndtoborrowfromMichelFoucault,itshallbepostulatedthat
QMSperpetuatesdocilebodies.Assuch,thisworkshalldrawontheworksofMartin
HeideggerandLouisAlthusser.

Keywords: quality management systems, open and distance learning, ideology, docile 
bodies,Being and Becoming, temporality, Heideggerian model of temporality

1. Introduction

Quality management system (QMS) is a fundamental property of higher education, more 

specificallytheOpenandDistanceLearning(ODL)modeofdelivery.Thischapterispremised
ontheassumptionthataccomplishingqualityinODLisnot justaboutfulfillingstandards
andcriteriarequiredbyanexternalqualityagency,butthatitisaboutgrowingODLpracti-
tionersandstudents’interestandobligationtoteachingandlearning.Thechapterisphilo-
sophicalinthatitexploresthesymbioticrelationshipbetweenthenotionsofQMSandODL.
Notwithstanding itsexploratorynature, thechaptercontributes to theon-goingdebateon
knowledgeandquality inhighereducation.Hence,theauthorsattempttodefendtheview
that the notion of QMS is not value-free and that it is a fundamental pillar of higher education 
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institutionsandcommercialorganizations.Itisworthmentioningthatbothasasocialand
powerrelationsconstruct,QMSplaysamajorroleinODLandhassparkedamplediscourses
inandoutsideacademia.Apartfromtheshiftingdefinitionsandcontestedunderstandings
of QMS, the central thesis of this chapter is that QMS is a carrier of ideology and that it per-
petuatesdocilebodies;thelatterwillbeanalyzedingreaterdetailbelow.Despitethefactthat
muchhasbeenwrittenaboutQMS,oneofthemostnoticeablegapsinmanycontemporary
textsonthedominantQMS(intermsofideas,values,norms,beliefs,andbehaviors)isafailure
toseeitasan(a)ideology,(b)ontologicaland(c)ontologicalandepistemologicalproblem.

Againstthisbackdrop,onepossibilityistounpackQMS,bothasadiscourseandemancipatory 

dialog.TheworksofMartinHeidegger(aGermanphilosopherandaseminalthinkerinthe
Continentaltraditionandphilosophicalhermeneutics),andLouisPierreAlthusser(aFrench
Marxistphilosopher)aresignificanttotheunderstandingofQMSintheODLsector.They
offerdiverseanalyticalframeworkstoconsiderthemeaningofqualityinhighereducation.
Amongothers, therefore, thischapterarguesthatconstructsofBeing and Becoming are the 

hiddenepistemologicalandontologicaldimensionsofQMS.Itistheauthors’viewthatQMS
isalwaysinthestateofBeing and Becoming.Itisinatemporalmodeofbeingandfitsthrough
Heidegger’s [1]lensof“thrownness”(Geworfenheit).Thus,theconceptofQMSiscentralto
ODLpraxis.ThischapterassumesthattheQMSisacomplexofinteractingelementsthatare
fluidinnature.Itconsistsof“interrelationshipsofcomplexphenomena(aspartsofthesys-
tem)onthesystemasawhole”[2].

WhileexponentsofthesystemstheorysuchasLudwigvonBertalanffy,TalcottParsons,and
NorbertWienerconjurethatsystemsshouldbestudiedasawhole,thischapterstartswith
Aristotle’s claim that knowledge isderived from theunderstandingof thewhole andnot
thatofthesingleparts.Thischapterisdividedintofivesections.Thefirstsectionbeginsby
conceptualizingthenotionofQMSinthecontextofhighereducationspace.Thesecondsec-
tionpresentsHeideggerviewsonBeing and Becoming.ThethirdsectionreflectsonQMSas
acarrierofdominantclass ideology.This reflection isagainst thebackdropofAlthusser’s
Ideology and Ideological State Apparatuses.ThefourthsectionpresentsQMSasakeypillarin
thehighereducationindustry.Thefifthsectionproposesa(re)thinkingofQMSthroughthe
Heideggerian lens of temporality.Finally,theconclusiongivesabriefsummaryandthecon-
cludingremarks.

2. Conceptualizing the notion of QMS in the context of higher 

education space

Tobeginwith,thenotionofquality,asavirtueofprofessionalpractice,isnotanewphenom-
enoninthehighereducationlandscape.Itisaboutcontentandintellectualinnovation.Itis
noteworthythatinthehighereducationspace,qualityisconceivedasanexception, perfection, 

fitness for purpose, value for money and transformation [3].Notwithstandingthefactthatquality 

remainsanelusiveandcontestedconcept,inrecentyears,“therehavebeenincreasedefforts
tobringtotalqualitymanagement(TQM)toacademiaandmakeacademicsmoreaccountable
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forthequalityoftheirproduct”[4].Mostimportantly,TQMhasbecomeacriticalcomponent
ofhighereducationreforms;andplaysavitalroleinimprovingtheperformanceofhigher
education.AsPratasavitskayaandStensaker[5] point out, “historically, one could argue that 

qualitymanagementinhighereducationhadalreadybeenintroducedduringthe1980s,and
inthebeginningofthe1990stheideaofapplyingthepopularindustrialqualitymodels—
suchasTQM,aimingatcustomers’satisfaction—tothehighereducationareawasalsoquite
widespread”.

TheQMShasturnedintoamanagementthoughtforthegovernment,fundingbodies,and
highereducationinstitutions.Thenotion‘management’ inthisinstanceiscompatiblewith
Michel Foucault’s frameworkofGovernmentality. Itdenotes ‘authoritative control over the
affairsofothers’,or‘anactorinstanceofguiding’.FromaFoucauldianperspective,govern-
mentalityimpliesthewayinwhichthestateexercisescontroloverthebodyofitspopulace.It
allowsforthecreationofdocile bodiestobeusedinmoderneconomicandpoliticalinstitutions.
InDiscipline and Punish: The Birth of the Prison,FrenchphilosopherMichelFoucault[6] com-
mentsasfollowsregardingtheprisonasasystemthatrendersbodies‘docile’:“…bylocking
up,retrainingandrenderingdocile,itmerelyreproduces,withalittlemoreemphasis,allthe
mechanismsthataretobefoundinthesocialbody?Theprisonislikearatherdisciplined
barracks,astrictschool,adarkworkshop,butnotqualitativelydifferent”(p.233).Hefur-
therarguesthat“Thelaborbywhichtheconvictcontributestohisownneedsturnsthethief
intoa‘docile’worker”(p.243).Inthischapter,QMSisregardedasatoolfor(a)improving
professional standards; and (b) helping organizations run effectively. It is appropriate for
instructioninpost-secondaryeducationalinstitutions.InFaganelandDolinšek’s[7]words,
“beingqualitymindedinhighereducationmeanscaringabouttheexpectationsofstudents
andothercustomersaswellasallinvolvedparties,andensuringtheyaremet”.Theyfurther
argue that “quality systems in higher educationhave been important for decades to help
highereducationinstitutionsimproveprofessionalstandardsbycomparingthemwithinter-
nationaleducationalqualifications.

Withthis inmind, itcouldbearguedthatfactorssuchas“competition,cost,andaccount-
abilityhaveencouragedhighereducation'sinterestinquality”[8].Inherdoctoralthesistitled
Applying Deming’s philosophy and principles to the instructional process in higher education, Jane 

Andrews[8]notes,“thereareseveralmajorreasonswhyhighereducationinstitutionsshould
adopt thequalityphilosophy,principles,andpractices”.First,survival is thefirstorderof
businessforanyorganization.Second,collegesanduniversitiesareinacompetitiveenviron-
ment.Andthird,students,likebusinesscustomers,willsimplytaketheirbusinesselsewhere
iftheyarenotsatisfied(p.3).Andrewsfurthermorearguesthat“besidescompetition,thecost
isaprimeconsiderationforstudentsenrollinginhighereducation”.Forher,“whenthereare
pressuresfortuitionincreases,studentsaregoingtocomedownwithavengeanceabout[the
qualityof]whattheyaregetting[fortheirmoney”.Hence,QMShelpsco-ordinateanddirect
anorganization’sactivitiestomeetcustomerandregulatoryrequirementsandimproveits
effectivenessandefficiencyonacontinuousbasis.WhileimplementingaQMSaffectsevery
aspectofanorganization’sperformance,itisworthwhilementioningthattheQMSiscom-
plex, diverse and servesmany purposes (including improving processes; reducingwaste,
loweringcosts;facilitatingandidentifyingtrainingopportunities;engagingstaff).
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Withtheseconsiderationsinmind,onemaysupposethatteachingandlearningarethenuclei
of an educational institution. In recent years, higher education institutions have begun to
followWilliamEdwardsDeming’smanagement philosophy.AlthoughDeming originally
appliedhisphilosophyandprinciples to Japanesebusinesses afterWorldWar II, it could
be argued that the philosophy and principles are applicable for the twenty-first century
changingeducationalparadigmsofcollegesanduniversitiesandcanbeappliedtocollege
anduniversityclassroominstruction.Deming’smanagementphilosophyisfoundationalto
TQManditssuccessor,QMS.MostscholarsseeDemingas“theFatheroftheThirdWaveof
the IndustrialRevolution”.His theoriesarepremisedon theassumption that“mostprod-
uctdefectsresultedfrommanagementshortcomingsratherthancarelessworkers,andthat
inspectionafterthefactwasinferiortodesigningprocessesthatwouldproducebetterqual-
ity”[9].Mostimportantly,hisemphasisisonmeetingandexceedingcustomerexpectations.

ItshouldbementionedthatDeming’stheoryofmanagementphilosophyisgroundedinsys-
temstheory.Deming[10]believedthat“eachorganizationiscomposedofasystemofinter-
relatedprocessesandpeoplewhichmakeupsystem’scomponents”.Forhim,“94%ofquality
issuesarecausedbymanagementproblems”.Hewrites,“Management’sfailuretoplanfor
thefuture,heclaims,bringsaboutthelossofmarket,whichbringsaboutlossofjobs”.Thus,
“managementmustbejudgednotonlybythequarterlydividend,butbyinnovativeplansto
stayinbusiness,protectinvestment,ensurefuturedividends,andprovidemorejobsthrough
improvedproductandservice”.Mostimportantly,Demingrecognizedthat“improvingqual-
itywillreduceexpenseswhileincreasingproductivityandmarketshare”.

InhisworkOut of the Crisis,Demingoffers14keyprinciplesthatserveasQMSguidelines.
Theseare:

1. Createconstancyofpurposeforimprovingproductsandservices

2. Adoptthenewphilosophy

3. Ceasedependenceoninspectiontoachievequality

4. End the practice of awarding business on price alone; instead,minimize total cost by
workingwithasinglesupplier

5. Improveconstantlyandforevereveryprocessofplanning,production,andservice

6. Institutetrainingonthejob

7. Adoptandinstituteleadership

8. Driveoutfear

9. Breakdownbarriersbetweenstaffareas

10. Eliminateslogans,exhortations,andtargetsfortheworkforce

11. Eliminatenumericalquotasfortheworkforceandnumericalgoalsformanagement

12. Removebarriersthatrobpeopleofprideofworkmanshipandeliminatetheannualrating
or merit system
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13. Instituteavigorousprogramofeducationandself-improvementforeveryone

14. Puteverybodyinthecompanytoworkaccomplishingthetransformation

Whilehis teachingsonqualityandproductivityhaveelevatedhimaherostatus in Japan,
Demingbelieved that“qualitynarrows thewidegapbetweencustomerrequirementsand
processperformance”.Asheaptlyputsit,“itisnotenoughtojustdoyourbestorworkhard.
Youmustknowwhattoworkon”.Itistheauthors’viewthatDeming’s14pointsarealso
applicabletohighereducation.Theyhavethepotentialtoimprovequality,production,and
serviceinODL.Hence,implementingQMScanbenefitODLin“(1)meetingthecustomer’s
requirements,whichhelpstoinstillconfidenceintheorganization,andinturnleadtomore
customers,moresales,andmorerepeatbusiness.Andmeeting theorganization's require-
ments,whichensurescompliancewithregulationsandprovisionofproductsandservices
in themostcost-andresource-efficientmanner,creatingroomforexpansion,growth,and
profit”http://asq.org/learn-about-quality/quality-management-system/

3. Heidegger views on Being and Becoming

GermanphilosopherMartinHeidegger(1998–1976)wasmainlyinterestedinanontologyor
the study of being.Inhismagnumopus,Being and Time, he outlines the notion of being (Sein) 

bymeansofphenomenologicalanalysisofhumanexistence(Dasein)withrespecttoitstem-
poralandhistoricalcharacter.Hepostulatesthat“itstemporalcharacterisderivedfromthe
tripartiteontologicalstructure:existence, thrownness, and fallennessbywhichDasein’s being is 

described”.Here-iterateshisthesis,“thischaracteristicofDasein’sBeing–this‘thatitis’–is
veiledinits‘whence’and‘whither’,yetdisclosedinitselfallthemoreunveiled;wecallitthe
‘thrownness’ofthisentityintoits‘there’;indeed,itisthrowninsuchawaythat,asBeing-in-

the-world, it is the there”.Heemphasizesthatthe“expression‘thrownness’ismeanttosuggest
thefacticityofitsbeingdeliveredover.”

Perhaps, it is necessary to mention that Being and Becomingarebothphilosophicalproblems
andpolicyimperativesinQMS.Heidegger[1]confirmsthat“Being and becoming” is neither 

simplenorstaticprocess—itisbothanontologicalandonticalinquiryandinquiryintoBeing”.
He suggests that Beingis“madevisibleinitstemporal character in the sense that time is part 

oftheidentityandcharacterofthings”.ForHeidegger,temporalitydependentsonexistential
spatiality,andnottheotherwayround.Hence,Heideggercallsthebeingor‘essence’ofDasein 

‘existence’.Heidegger’works,Introduction to Metaphysics [11], The Essence of Reasons [12] and 

Being and Time [1]arerelevantindiscussingQMSinthischapter.ForHeidegger“Being goes 

beyondparticularthings,itisratherthegroundofallbeingsandthesourcefromwhichall
beingsderive theirbeing”. Inhisbook, Introduction to Metaphysics, Heidegger [11]asks the
question Why are there beings at all, instead of Nothing?Hemaintains,“thehumanbeingisnot
the lord of Beings,buttheshepherdofBeing”[1].CentraltoHeidegger’s[1, 11, 12] thought is 

the assumption that the understanding of Being is itself a determination of the Being of Dasein.

ForHeidegger[1],“…Daseinitself–andthismeansalsoBeing-in-the-world–getsitsonto-
logicalunderstandingofitselfinthefirstinstancefromthoseentitieswhichinitselfisnot
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butwhich it encounters 'within' itsworld, and from theBeingwhich theypossess”.He
theorized, “being therationalanimal,manmustbecapableofthinkingifhereallywants
to”. Still, he argues, “itmaybe thatmanwants to think, but cannot” [1].Heidegger [1] 

declaresthat:

“What is meant by “Being-in”? Our proximal reaction is to round out this expression to “Being-in” ‘in 

the world”, and we are inclined to understand this Being-in as ‘Being in something’ ….as the water is 

‘in’ the glass, or the garment is ‘in’ the cupboard. By this ‘in’ we mean the relationship of Being which 

two entities extended ‘in’ space have to each other with regard to their location in that space…Being 

present-at-hand-along-with in the sense of a definite location-relationship with something else which 
has the same kind of Being, are ontological characteristics which we call ‘categorical.’

InformedbyHeidegger’s[1]work,thenotionsofQMSandtemporality(Zeitlichkeit)havea
symbioticrelationship.Closertopresenttime,QMSfitstobeseenasthequestionoftempo-
rality– it carries thesubstanceandattributesofexistence, thrownness, and fallenness.While
thenotionoftemporalityisfirsthintedatinAristotle’sPhysics,Heidegger[1] maintains the 

Dasein’sbeingisfoundedontemporalityandTemporality.AsHeideggerwrites,“theterm
Temporalitydoesnotwhollycoincidewiththetermtemporality[Zeitlichkeit],despitethefact
that,TemporalityismerelythetranslationofZeitlichkeit”.Heidentifiesthethree ecstasies of 

temporality as thepast,present,andfuture(retaining,representing,andexpecting).Among
others,hestressesthat“inexpressingitself,temporalitytemporalizestheonlytimethatthe
commonunderstandingoftimeisawareof”.Hence,theecstaticnatureoftemporalitycanbe
understoodifwedelveslightlydeeperintothefuture,past,andpresent.Heideggeraccepts
that“timeneedstobeexplicatedprimordiallyasthehorizonfortheunderstandingofBeing,
andintermsoftemporalityastheBeingofDasein”[1].Heconcludesthat(a)“theworldis
neitherpresent-athandnorready-to-hand,butrathertemporalizesitselfintemporality”and
(b)“Temporalityistemporalityasfundamentalontology”[1].

Insummarythen,fromaHeideggerianperspective,itcouldbearguedthatODLpractitioners
arealwaysinthestateofBeing and Becoming–theyareinatemporalmodeofbeing.Itisalso
worthnotingthatwithinthefieldofQMSODLpractitionersare‘thrown’intotheworldand
thattheirBeing-in-the-worldalignswithHeidegger’s[1]lensof‘thrownness’.Forthisreason,
Heidegger’s notion of Being and Becoming is hidden ontical and ontological dimensions of 

QMS.Inthenextsection,QMSisdiscussedwithinthecontextofdominantclassideology.

4. QMS as a carrier of dominant class ideology

ThehistoryofQMScanbetracedbacktothe1920s.ItisrootedinFrederickWinslowTaylor’s
(1865–1915) classicalmanagement theory. The QMS also derives from Foucault’s [13, 14] 
notion of governmentality.Chenetal.[15] note that “regulating academic quality assumes state 

sovereigntyindefiningandenforcingacademicstandardsthroughpolicysteering”.Thissec-
tiondrawsontheworkofFrenchMarxistphilosopher,LouisPierreAlthusser(1918–1990).
Althusser’sworkprovidesconceptualtoolsforunpackingQMSasacarrierofthedominant
classideology.ItisimportanttostateattheoutsetthatthenotionofQMS,asasiteofclass
struggleandaproductofrulingideology,perfectlyfitsthelensofIdeological State Apparatus 
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(ISA).Itistheauthors’viewthat,likeothersocialpracticesofeverydaylife,thenotionofQMS
isfueledandimbuedbyideologies.

TheauthorspostulatethatQMSisnot“abstractionsthatmerelyrepresentsomeformofspiri-
tualornon-materialisticreality,butareratheradirectresultofthestructuresofthemateri-
alisticreality itself” [16]. It is important tostate that ideologyisavagueandcontroversial
notion.Asasubjectivedimensionofsociallife,theconceptof‘ideology’hasaveryrichhis-
tory and carriesdiverse connotations.AsSchmid [17] aptly puts it, “ideology is a human 

condition,amediuminwhichandbymeansofwhichweliveourlives”(p.57).Schmid[17] 
emphasizes, “the term ideologyusually refers to ideologyasa systematic, elaboratedand
delimitedsystemsofthought,likepoliticalideologiesorreligious”(p.57).Schmid’sconten-
tionconcurswiththatofvanDijk.AccordingtoVanDijk[18],“ideologieshavesomethingto
dowithsystemsofideas,andespeciallywiththesocial,politicalorreligiousideassharedby
asocialgroupormovement”.

Eagleton[19] states that “all ideology is teleological, totalitarian, metaphysically grounded 

(p.xii);passionateandrhetorical(p.4)andhastodowithlegitimatingthepowerofadomi-
nant social groupor class (p. 5).He argues that “adominantpowermay legitimate itself
bypromotingbeliefsandvaluescongenialtoit;naturalizinganduniversalizingsuchbeliefs
soastorenderthemself-evidentandapparentlyinevitable;denigratingideaswhichmight
challenge it; excluding rival forms of thought, perhaps by someunspoken but systematic
logic;andobscuringsocialrealityinwaysconvenienttoitself”(p.5).Withthisinmind,the
authors depart on Shils’s [20]assumptionthat“ideologiesarecharacterizedbyahighdegree
ofexplicitnessofformulationoveraverywiderangeoftheobjectswithwhichtheydeal;for
theiradherents,thereisanauthoritativeandexplicitpromulgation”.

LookingcloselyatAlthusser’s[21]workIdeology and Ideological State Apparatuses, conceptu-
allytheQMS,bothasasocialrepresentationandthebasis of social practices, is a carrier of 

ideology.Althusserfurthermorearguesthat“ideologyhasamaterialexistencebecausean
ideologyalwaysexistsinanapparatus,anditspractice,orpractices;andalwaysmanifests
itself throughactions,whichare inserted into practices”.He remarks, “all ideologyhails or
interpellatesconcreteindividualsasconcretesubjects,andideologyrepresentstheimaginary
relationshipofindividualstotheirrealconditionsofexistence”.Althusserconcludesbysay-
ingthatideology,“asamaterialpractice,dependsonthenotionofthesubject.”Hisproposi-
tionsarethat“thereisnopracticeexceptbyandinanideology”and“thereisnoideology
exceptbythesubjectandforsubjects”.

FromaHeideggerianview,aninterpellationisatemporalform.AsAlthusser[21] aptly puts 

it, “becoming-subjecthappensevenbeforeweareborn”.Hefurtherdeclares,“anindividualis
always-alreadyasubject,evenbeforeheisborn,is[…]theplainreality,accessibletoeveryone
andnotaparadoxatall”.Withthisinmind,themainpurposeofQMSasacarrierofideology
is inconstitutingconcreteODLpractitionersassubjects–“individualsarealways-already
subjects”.Althusserconcludesthat,“theindividualisinterpellatedasa(free)subjectinorder
thathe shall submit freely to thecommandmentsof theSubject, i.e. inorder thathe shall
(freely)accepthissubjection,i.e.inorderthatheshallmakethegesturesandactionsofhis
subjection'allbyhimself”.
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ForvanDijk[18], “ideologiesformthebasicsocialrepresentationsofthebeliefssharedbya
group,andpreciselyfunctionastheframeworkthatdefinestheoverallcoherenceofthese
beliefs”.Thus,“ideologiesallownewsocialopinionstobeeasilyinferred,acquiredanddis-
tributedinagroupwhenthegroupanditsmembersareconfrontedwithneweventsand
situations”(p.15).NotwithstandingthefactthatQMSideologicallyisbiased,itiscriticalto
mentionthatQMSservesasatoolforsocialreproduction,ideologicalcontrol,andregulation.

Insummary,fromanAlthusserianperspective,QMSasacarrierofideologyhasthefunction
ofconstitutingconcreteindividualsassubjects,thatis,ofenlistingtheminanybeliefsystem.
Italsohasafunctionof interpellatingODLpractitionersassubjects.Itcould,therefore,be
concludedthattheindividualisinterpellatedasa(free)subjectinorderthatheshallsubmit
freelytothecommandmentsoftheSubject.Inthesectionthatfollows,itwillbearguedthat
highereducationindustryisdrivenbyconsumeristtendencies.

5. QMS as a key pillar of the higher education industry

NotwithstandingthefactthatThe Universal Declaration of Human Rightsof1948,declares(in
Article26)that“everyonehastherighttoeducation”andfurtherdeclaresthathighereduca-
tion“shallbeequallyaccessibletoallonthebasisofmerit”,itcanbereasonablyarguedthat
inthe21stcenturyhighereducationhasbecomedefinitelyacommoditythatisupforsale.It
is critical to mention that higher education is market-drivenandunderpinnedbywhatSlavoj
Žižek,ErnestoLaclau,andChantalMouffecallaconsumeristideology.Forinstance,Žižek[22] 

arguesthat“theveryactofegotistconsumptionalreadyincludesthepriceofitsopposite”.
Nonetheless,callsforqualityinthehighereducationindustrytodayareloudandclear.Itis
correctthathighereducationindustryasa“business”,mustembracethenotionsofquality, 

TQMandbestbusinesspracticesinordertoremaincompetitiveandfinanciallysustainable.
Whilethecostofprovidinghighereducationcontinuestorise,highereducationinstitutions
faceoverwhelmingchallengestolong-establishedbusinessmodels.Furtherworseningthis
challengingclimate,thepublicisbeginningtoquestionthequalityofhighereducation.

Thenotionofqualityinhighereducationisasoldasmedievalagesandistraceabletothe13th
century [23].Hitherto,thedefinitionofqualitythat“prevailsinindustrial/businessenviron-
ments,basedontheideaofsatisfyingcustomers’needsandexpectations,isproblematicin
highereducation”[23].Itisworthmentioningthatinrecentyears,highereducationinstitu-
tionshaveencounteredgrowingpressuretooperatelikebusinesses.Nonetheless,higheredu-
cationinstitutionsmustchangetomeettheneedsofits21stcenturystudents;andembrace
the notions of efficiency, productivity, and innovation.Itistheauthors’viewthatthestudents
arecustomersofhighereducationinstitutions.Theauthorsequallyassumethatif thecus-
tomerissatisfied,theproducthasgoodquality.Notwithstandingthattheterm‘customer’is
centraltoTotalQualityManagement(TQM),ourthesisisthatinordertobeeffectivehigher
educationorganizationsmustbecustomer-driven.TheTQMispotentiallythesolutionasto
howto improve thequalityof theservicesprovidedbyhighereducation institutions– its
centralthemeistheimportanceofmeetingcustomerneeds.
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ForTaiwo[24],“customer-orientedorganizationsaresuccessfulbecausetheyhaveaunified
focusonwhattheydoandwhotheyserve.Taiwocontinuesbynotingthat“customershave
wants,opinions,perceptions,anddesireswhichareoftenreferredtoasthevoiceofthecus-
tomer”.Hearguesthat“thevoiceofthecustomercanalsobedefinedintechnicaltermsasthe
“standardized,disciplined,andcyclicapproachtoobtainingandprioritizingcustomerpref-
erencesforuseindesigningproductsandservices”.Despitethefactthatqualityisdefined
asmeetingorexceedingcustomerexpectations,itiscriticaltoaskthequestion,to what extent 

are higher education sectors are meeting or exceeding customers’ needs and expectations?AsDeming
rightlyputsit,“thecustomeris“onewhogetsyourwork.”

WillisandTaylor[4]observethat“qualityconcernshavespreadfrommanufacturingand
servicebusinessestothepublicsectorincludingpublicandprivateeducationalsystems”.
Theyfurtherarguethat“anincreasingnumberofhighereducationinstitutionsareadopt-
ingaTQMapproachtoenhancetheschool’sabilitytoattractandretainstudentsbyimple-
mentingprocessestocontinuallyimprovequality.Inlinewiththis,theauthorsarguethat
thefundamentalpurposeofQMSmodelsistoservethecustomerbetter.EventhoughQMS
modelswere establishedmainly formanufacturingand industrial sectors,withinhigher
educationsectorstheycancontributetotheprocessofstandardizationofacademicdegrees.
Inspiteofthefactthat“TQMmodelsdevelopedforhighereducationareconsistentwith
modelsfrequentlyusedinthemanufacturing,business,andservicesectors”[25], it is the 

authors’viewthattheQMSandODLhaveasymbioticrelationship.Likecontactuniver-
sities,theODLinstitutionsarethe“keydriversintheknowledgeeconomyandthus,are
encouragedtodeveloplinkswithindustryandbusinessinaseriesofnewventurepartner-
ships”[25].

AsChenetal.[25]observe,“universitiesaregenerallyfacingfiscalconstraintsandincreased
competition, increased calls for accountability, growing demand through growing enrol-
mentandstudentdiversity,andchallengesfromdevelopingtechnologies”.Theyarguethat
“universitiesandhighereducationsystems,ingeneral,areexpectedtohaveasophisticated
approachtodocumentingperformanceexcellencethatisaccountable,evidence-based,out-
comes-focused and geared towards continuous improvement in spite of contextual chal-
lenges”.WhileQMprinciplesaremorewidelyacceptedwithintheuniversitytoday,Chen
etal.[25]postulatethat“thedifficultyintranslatingTQMintoaneducationalsettingstems
fromthedifficultyinmeasuringlearningbecausethecoreprocessesoflearningaretoosubtle
tobemeasuredmeaningfully”.Theyemphasizethat“someofthenotionsofqualitymanage-
ment(QM)donothavesimpleequivalentsinhighereducationsuchasmanagerialresponsi-
bilityforquality,empoweringstaffforqualityimprovementpurposes,settingstandardsto
reflectcustomerrequirements,andavoidingerror/minimizingvariation”.

In summary,manywould believe that QMS in higher education has been important for
decades.NotwithstandingthatthereexistmanymodelsofQMS,differentqualitytoolsand
standards,theriseofQMSinhighereducationremains“aproductofmarketideologiesofthe
1980sandthemanagerialismthataccompaniedit”[26].AsFaganelandDolinšek[7]write,
“qualitymanagement systems in higher education have been developed for a number of
yearstoimproveprofessionalstandards”.Theyconclude,“severalattemptshavebeenmade
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todevelopmethodsthatwouldbemodeledonISO9000andTQM,butsomeofthesemodels
weredevelopedtoevaluateabusinessprocessinthequalityfield”.

6. (Re) thinking QMS through the Heideggerian lens of temporality

DespitethefactthatHeideggerwasoverwhelminglycaptivatedbytheconceptofbeing, his 

commentariesarefundamentaltore-imaginingQMS(asatemporalphenomenon)inhigher
education.Inhisseminalwork,The Science of Being and Art of Living,MaharishiMaheshYogi
[27]providesanaccountoftheconceptBeing.Hewrites,“astheomnipresent,essentialcon-
stituent of creation, Beingliesatthebasisofeverything,beyondallrelativeexistence,beyond
allformsandphenomena”.Hefurtherarguesthat“Beingisthemostglorified,mostprecious,
andmostlaudablebasisofallliving.Beingisthebasisofcosmiclaw,thebasisofallthelaws
ofnature,whichliesattherootofallcreationandevolution”.His thesis is that “the conscious 

basisofBeingislikeashipwithoutarudder,everatthemercyofthetossingsea”.

Againstthisbackdrop,thebeing-nessofQMSisaphilosophicalproblemdeeplyembedded
inexistentialtemporality.Standera[28] contends that “temporality, as a fundamental condi-
tionofthepossibilityofourexperience,unifiesallthestructuresthatcompriseourparticular
wayofBeing,whichincludesBeing-in-the-world”.Forhimitisthecrucialgluebindingallthe
elementsandprocessesthatHeideggerascribestoourexistenceintoacoherentwhole,pro-
viding“theunitarybasisforitsexistentialpossibility”;it“regulatesthepossibleunityofall
Dasein’sexistentialstructures”.ThiscorrespondswithOrr’s(2014)view.Heconjures,“what-
everexistsinthemodeoftemporalitydoesnotpossessitsbeingbutreceivesiteveranewas
agift”.FromtheHeideggerianview,temporalityshouldbeconceivednotas“clock-time”,
but“ecstatically”.AsHeidegger[1]notes,“ecstatictemporalityisaprocesswiththreedimen-
sionswhichformaunity;andconfersunityonone’sentireexistence,andnotsimplyepisodes
inone’sconsciousawareness”.Histemporalityprovidesaspectrumorfactorforclassifying
cognitivecomplexitythatestablishesaradicalcontinuitythroughthesharedparticipation.
Hence,temporalityprovides“akindofframeworkormediuminwhichDasein,whichliter-
allymeans‘Being-there’,pursuesitsexistence”(Orr’s2014).

FromaHeideggerianperspective,thenotionsofbeingandQMShavemutualconnectionsand
aretightlyintermingled.Thebeing-nessofQMS,asaphenomenonoflifeinhighereducation
space,takesitsmeaningintemporality and historicity.Heidegger’sthesisisthattemporalityis
notanentity,notasequenceofself-containedmomentsthatmovefromfuturetopresentto
past,andnotapropertyorfeatureofsomething,butis,rather,akintoaself-generatingand
self-transcendingprocess.Heobserves,“temporalizingdoesnotsignifythatecstasiescome
ina‘succession’.Thefutureisnotlaterthanhaving-been,andhaving-beenisnotearlierthan
thePresent.Temporalitytemporalizesitselfasafuturewhichmakespresentinaprocessof
havingbeen”.

ItisprudenttobelievethatQMS,asasocialconstruct,isneitherasimplenorastaticprocess.
Onthecontrary, it isafluidandchangingtheconceptthat is inaperpetualstateofBeing 

and Becoming.Fromaphilosophicalperspective,theQMScarriescategoricalontologicaland

Quality Management Systems - a Selective Presentation of Case-studies Showcasing Its Evolution56



epistemologicalattributes/appealsoftemporality,spatiality,being-in-the-world,worldliness,
nearness,disclosedness,andthrownness).Itistheauthors’viewthatthenotionsoftemporal-
ity,spatiality,andthrownnessinfluencethebeing-nessofQMS.Itisworthmentioningthat
the ontology of the being-nessofQMSisrootedinthephenomenonoftime.

Giventhefactthatthe21stcenturyODListrappedintemporal flux, among others, it calls for 

Heidegger’smodeloftemporality,whichunifiesandenablespracticeandpurposiveness.It
iscriticaltomentionthattheHeideggerianmodeloftemporalitystronglyresonateswiththe
temporaldimensionofmeaning-enactingcognition[28].Standeraassuch,emphasizesthat
theHeideggermodeloftemporality.

“invites us to understand purposiveness as inherently temporal and temporality as shaped by purpo-

siveness; to view the futural dimension as having a special significance, one that can be cashed out in 
terms of a radical indeterminacy that transcends mere predictive or anticipatory models of futurity; 

and, finally, to take temporality as being structured by and structuring the self-concern that defines 
Dasein”.

AsStendera[29] points out, the Heideggerian model of temporality“isthickenoughtoaccom-
modateandaccountforthevalanceandcanconnectself-concernwithfuture-directednessin
awaythatmakessenseofprecariousness”.Itistheauthors’viewthatHeidegger’smodelof
temporalityrequiresaregimentofcriticallyreflexiveODLpractitionersandleadershipwith
temporalanddisclosednessattributes.Gordon&Howell[30] recount that “the need for com-
petent,imaginative,andresponsibleleadershipisgreaterthaneverbefore;theneedbecomes
moreurgentasthebusinessgrowsevermorecomplexandastheenvironmentwithwhichit
hastocopecontinuestochangeatanacceleratingtempo.”

In summary, Heidegger’s model of temporality presents an alternative view of how the
temporalitymakesmeaningful experience possible. It has a critical role to play in the re-
imaginationofQMSinthe21stcentury;andcapturestheoriginary,andoverarchingsense
oftemporality.Itsattributesarecomplex,inextricableentanglementwithpurposiveness;an
emphasisuponradicalfuturity;andafundamentalconnectiontoself-concern.Mostimpor-
tantly, the model of temporality has the prospects of guiding and informing the interpretation 

ofODLpractitioners’experienceoftheworld,changingfrompragmatictemporalitytowhat
Heidegger calls existential temporality.

7. Conclusion

This chapter has argued that QMS is a set of intricate and interacting elements that are fun-
damental tohighereducation. It is theauthors’view thatwhileQMSplaysavital role in
improvingtheperformanceofhighereducationitcanalsoserveasamanagementtoolbythe
government,fundingbodies,andhighereducationinstitutions,toengenderacontrolled,and
anunquestioningenvironment.Thispaperattemptedtoshow,usingFoucault’sperspective,
thatasaformofcontrol,QMScanberegardedasatoolgearedtowardsthecreationofdocile 

bodies,thatis,liketheprisonsystem,QMSrequiresunquestioningcompliance,whichcanbe
attributedtodocility.ThebuildingplatformofthisstudydrewontheworkofHeideggerto
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arguethatODLpractitionersarealwaysinthestateofBeing and Becoming.Thatis,theyare
in a temporalmodeofbeing.Thiswork showed thatODLpractitioners are ‘thrown’ into
theworldandthattheirBeing-in-the-worldalignswithHeidegger’slensof‘thrownness’.In
this regard, Heidegger’s notion of Being and Becoming projects hidden ontical and ontological 

dimensionsofQMS.

DrawingonAlthusser’sIdeology and Ideological State Apparatuses the authors suggested that 

QMScanberegardedasacarrierofideologyinthatitfunctionstoconstitutetheindividu-
alsassubjects,andofinterpellatingODLpractitioners.ItwasnotedthattheriseofQMSin
higher education is theproductofmarket ideologiesof the 1980s and themanagerialism
thataccompaniedit.However,theauthorssuggestedthatHeidegger’smodeloftemporal-
itycanberegardedasanalternativeviewofhowthetemporalitymakesmeaningfulexpe-
riencepossible.Thispapercalled fora re-imaginationofQMSusingbothHeideggerand
Foucault,giventhatQMS’attributesarecomplex,inextricableentanglement.Finally,itwas
argued that the model of temporality has the potential to guide and inform the interpretation 

ofODLpractitioners’experienceoftheworld,drawingonwhatHeideggercallsexistential 

temporality.
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