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Abstract 

Higher education in Indonesia is under pressure from various parties. Apart from the government, strong 

pressure came from stakeholders. In the midst of this situation, higher education increasingly resembles a 

business operation, where competition is a key factor. With the increasing cost of higher education, various 

parties demand the need for accountability for higher education. The higher education accounting system is a 

consequence of the marketization of the university. Higher education accountability aims to ensure the quality 

of education in fulfilling all Quality Assurance standards required in the National Quality Assurance Framework 

for Higher Education. From the results of the evaluation by the Ministry of Research, Technology and Higher 

Education in 2018, it shows that 46% of universities in Indonesia do not have data / output evidence of the 

implementation of internal quality assurance and this has always been a problem from year to year. This article 

aims to conduct a reflective review of the internal quality assurance system applied in higher education in 

Indonesia. This study used the Soft Systems Methodology approach by conducting case studies, that is by 

comparing two internal quality assurance systems in two different universities. College A is a university that has 

the accreditation status of institution A (Very Good), while college B is a university that has received the 

accreditation status of institution C (Sufficient). This study shows how the SSM method can be used by 

universities for comprehensive evaluation and improvement of the university's internal quality assurance 

system. The results of this study are a conceptual model of internal quality assurance and recommendations for 

improvement of the existing system. 

Keywords: Accountability; University; Higher Education Institutions (HEIs); Internal Quality Assurance; Soft 

Systems Methodology. 
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1. Introduction 

Higher education is under pressure from various parties. Apart from the government, strong pressure comes 

from other stakeholders, such as the Accreditation Institute which requires higher education to full certain 

standards, national and global higher education rating organizations, and even parents and students themselves. 

In the midst of this situation, higher education increasingly resembles a business operation, where competition is 

a key factor [1]. In addition, the increasing cost of higher education, the various questions about academic 

quality, skepticism about the value of a four-year bachelor's degree are growing in society. This has led to 

demand from both government and society for the need for accountability for higher education [2,3]. 

Accountability in higher education is determined by implementing certain accounting and reporting system. The 

higher education accounting system is a consequence of the marketization of universities [1]. Higher education 

accountability aims to ensure the quality of education in fulfilling all Quality Assurance (QA) standards required 

in the National Quality Assurance Framework for Higher Education. For example, the official commitment to 

higher education in Europe is contained in an Internal Quality Assurance (IQA) document or policy [4], the 

same commitment to higher education in Africa is contained in the African Standards and Guidelines for 

Quality Assurance in Higher Education (ASG-QA) [5]. Quality assurance in higher education in Europe is one 

of the cornerstones of the Bologna agenda and the Lisbon strategy, which aims to build the world's most 

competitive knowledge economy [6]. For Indonesia, realizing that higher education has an important role in 

producing quality human resources, the external and internal quality assurance of higher education is stipulated 

in a law on the National Education System [7].  However, this law cannot guarantee that the implementation of 

the procedures contained therein for internal improvement and the success of universities in Indonesia can be 

carried out smoothly and well. Evaluation of research conducted by Probowo and his colleagues [8] on the 

implementation of the Quality Assurance System in Indonesian Higher Education shows that 60% of the 105 

higher education questionnaires processed, 54% have applied the National Higher Education Standards (NHES) 

although not yet fully. Only about 10% have fully adopted this standard. The number of tertiary institutions 

throughout Indonesia reaches 4670 higher education [9]. So, if the 10% figure is used as a benchmark for the 

national scale, then there are only around 467 tertiary educational institutions that actually have good internal 

quality assurance. This situation shows that there is a big problem in the internal quality assurance of higher 

education in Indonesia. This article aims to conduct a reflective review of internal quality assurance applied in 

higher education in Indonesia. To summarize all the problems related to internal quality assurance, this study 

used a Soft Systems Methodology (SSM) approach. This research is a case study, comparing internal quality 

assurance at two different tertiary institutions. College A gets institutional accreditation status A (Very Good), 

while college B gets institutional accreditation status C (Sufficient). The results of this study are in the form of a 

conceptual model and proposals for improving the internal quality assurance system, especially for college B. 

The using of the SSM method in evaluating and improving the internal quality assurance system of higher 

education has not been done before. This study shows how the SSM method can be used by higher education for 

comprehensive evaluation and improvement of the internal quality assurance system in higher education. 

2. Literature Review 

2.1. Related Works 
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Several researchers have conducted research related to internal quality assurance. Mursidi and his colleagues 

[10] conducted a study to explain the factual model and identify the main factors that influence the 

implementation and development of the quality assurance system for private higher education institutions in 

West Kalimantan Province, Indonesia. The method used is Research and Development (R&D) to develop 

models. The factual model obtained consists of three stages, that is planning, implementing, and evaluating the 

internal quality assurance. From this factual model, it is revealed that the implementation of the internal quality 

assurance system for private higher education institutions in West Kalimantan Province is not yet fully part of 

higher education accountability which is oriented towards higher education quality assurance, but rather is a 

temporary goal, such as the goal of accreditation of higher education institutions. Noda and his colleagues [11] 

investigated the implementation of internal quality assessment of learning outcomes in Japanese and Taiwanese 

universities, applying Elken and Stensaker's theoretical framework for 'quality of work'. Both nations offer 

shared perspectives on the correlations between internal quality assurance and learning outcome assessments. 

These findings initiate discourse about the purpose of internal quality assurance and warnings against its 

construction solely in response to external requirements. Vykydal and his colleagues [12] has also conducted 

research related to the development of quality management systems and assessments in universities. Some of the 

lessons learned from this research area include the possibility of applying the ISO 9001 standard, as well as the 

application of an excellence model in response to community demands. Le and his colleagues [13] emphasized 

the importance of studying the determinants of student satisfaction with the quality of services. This study was 

conducted using a questionnaire to survey students of the FPT University Da Nang campus. The findings of this 

study identify the factors and the impact degree of these factors on student satisfaction of facility service quality 

in private universities.  Andleeb and Jusoh [14] disclose all higher education institutions (HEIs) in Pakistan, are 

accredited by the higher education commission and have formed a directorate of quality assurance to accomplish 

the quality goal and enforce internal quality assurance (IQA) policies through the quality enhancement cells 

(QECs). Self-assessment of an academic program is a part of the IQA policy. It includes teaching-learning 

processes, institutional facilities, process control, computer labs, program mission, objectives, and outcomes. 

The findings showed based on the top manager’s perception, IIQAAPs in HEIs are at a moderate level. 

Furthermore, based on the student representative’s perception, the student satisfaction level was also at a 

moderate level. The study also found a positive relationship between IIQAAPs and student satisfaction. The 

same thing was done by [15] who reflected on program self-assessment exercises as part of internal quality 

assurance procedures. The aim of the reflection is to present a general picture of Bangladeshi higher education 

through the contextualization of quality assurance initiatives. By analyzing the scope and limitation of quality 

improvement, this article also proposes how a strong internal quality assurance framework is needed to 

accelerate the program accreditation process. This article concludes with some recommendations for future 

revisions to Bangladesh's quality assurance system. Reference [16] reports on the design, development and 

evaluation of a novel process for quality assurance of assessments for entire educational programmes. The 

process was developed and tested by multidisciplinary teaching staff and consists of five phases: inventory, 

analyses, evaluation, planning change and realising change. The process for quality assurance was evaluated in 

three diverse programmes. The results show that the process forms a solid base for decisions on short-term as 

well as long-term quality improvements.  Reference [17] offers a mixed-method perspective on the investigation 

of determinants of effectiveness in quality assurance at higher education institutions. Survey data collected from 
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German higher education institutions to analyse the degree to which quality managers perceive their approaches 

to quality assurance as effective. The results show that support by higher education institutions’ higher 

management and cooperation with other education institutions are relevant preconditions for larger perceived 

degrees of quality assurance effectiveness. Quality managers’ role as promoters of quality assurance exhibits 

significant correlations with perceived effectiveness. Sanctions and the perception of quality assurance as 

another administrative burden reveal negative correlations. Khurma and his colleagues [18] identify aspects of 

the quality assurance model for developing quality professional development content. The research reviewed 

relevant literature to collect major processes and procedures quality assurers used and followed to enhance the 

quality of the training content. The results introduce a comprehensive model that includes the overall quality 

assurance cycle, interaction with other content experts, the characteristics of high-quality content, procedures 

quality assurers and involved professionals should follow. While Elviwani and his colleagues [19] higher 

education has difficulty and is very burdened with the accreditation process because the entire process is done 

manually and problems in quantitative forms, the concept of an artificial intelligence-based internal quality 

assurance system is proposed. The results of digital data recordings from the internal quality assurance system 

and the information system center are carried out by a clustering process using the KMeans algorithm and 

calculating the weight of each criterion using template matching for the process of matching the weighting 

results to the target. With this system, all academic and non-academic elements in higher education can be 

improved, evaluated periodically. On the other hand, Reference [20] conducted an exploratory study, a 

diversionary perspective from organizational studies that was taken to analyze how national accreditation 

agencies interpret the so-called European Standards and Guidelines (ESG) and adapt them to the domestic 

context. Data comes from 17 higher education institutions in Croatia, Estonia, Finland and Portugal. Their 

findings indicate that national quality assurance frameworks often diverge from ESG.  Studies related to the 

using of SSM in the evaluation of higher education have also been conducted by several researchers with 

different perspectives. Reference [21] conducted a study to explore empirically the factors enabling 

organizational proficiency in the public sector. This study is a qualitative based on interviews with managers in 

two public organizations in Sweden. The analysis was performed using SSM. Kashyap and his colleagues [22] 

conducted a study to explain the role of structured innovation in higher education and provide recommendations 

to stakeholders. The process consists of comparing reports available in the public domain from several key 

institutions on factors such as innovation factors, spin-off activities, programs running at Higher Education 

Institutions (HEIs) and pooling entities such as education and entrepreneurial relation, commercialization and 

fundraising, intellectual property support to create the relevant framework in the present. SSM is used to 

implement this parameter in Indian HEIs. This study analyzes the gap between the concerned area of real world 

systems and conceptual systems. Prowse and his colleagues [23] conducted a study of higher education 

institutions in the United Kingdom that have tutor-supported learning systems. Private tutors are members of the 

academic staff who support students to integrate into the university academic community. Prowse and his 

colleagues [23] used SSM for a thematic analysis of students' perceptions of personalized support for university 

learning, to explain improvement of design and contribution in the theory of personalized student support 

mechanisms effectively. Heathcote and his colleagues [24] discussed the using of SSM to explain how systems 

thinking, policy development, and related supporting techniques can be applied in the field to provide a deeper 

understanding of student behavior and by extension, an appropriate focus for data provision, enabling 
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comparative business performance assessments of Higher Education Administrators.  

2.2. Soft Systems Methodology (SSM)  

Several researchers have conducted research related to internal quality assurance. Mursidi and his colleagues 

[10] conducted a study to explain the factual model and identify the main factors that influence the 

implementation and development of the quality assurance system for private higher SSM is a structured and 

systematic approach to analyze human activity systems such as educational institutions. This approach is very 

good for studying any organized human activity that is related to each other to achieve certain goals. SSM has 

been widely applied evaluation in various fields, such as education [25], energy [26], health [27], supply chain 

[28]. The main objective of SSM is to overcome all kinds of problematic and irregular situations, including 

social, political and humanitarian problems [26]. SSM consists of seven steps, as shown in Figure 1. 

 

Figure 1: Seven steps of SSM adapted from [29] 

Step 1 is a problem situation that starts in the real world. This stage tries to explore and define the problem 

situation in a certain way. This stage does not define the problem, but tries to assess general areas of potential 

interest, such as the internal quality assurance system. Step 2 is to express the problem in the form of a rich 

picture to get a better and deeper understanding of the problem situation. Step 3 is to define the roots of the 

relevant system. This step moves the real world to the system world. This step seeks to explore multiple 

perspectives on the same problem, known as 'holons'. Holons depicts real-world activities using rich images. 

Each of these holons can potentially provide a basis for evaluating any problem situation. From various 

perspectives, only a few perspectives that are considered important are selected, and place them through a more 

structured and rigorous model development process through CATWOE. Table 1 shows the form of CATWOE. 

According to [30], the model development process starts with a 'T' for 'transformation' in CATWOE. The 
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transform for the selected perspective determines what is actually transformed from input to output. After 

identifying the transformations that have occurred, the next process is CATWOE (in Table 1). 

Table 1: Elements and Description of CATWOE, adapted from [30] 

Element of CATWOE Description 

Customer/Client (C ) Who would benefit from transformation? 

Actors (A) Who facilitates the transformation to these customers? 

Transformation (T) From start to finish. 

Worldview (W) What gives the transformation some meaning? 

Owner (O) To who is the system answerable  and/or could cause the system to not exist? 

Environment (E ) That influence but does not control the system. 

Step 4 is to develop a conceptual model. A conceptual model contains the activities that need to be done to 

define what actors need to do to achieve transformation. Step 5 is to compare the resulting conceptual model 

with the real world. Step 6 is to create an intervention. Step 7 is action to remedy the situation. Based on the 

analysis and insights developed from Stages 4-6, it is time to act, make changes to find solutions to problem 

situations. 

3. Research Methods  

This research is a case study research which benchmarking the business processes of two universities: College B 

(accredited C, Sufficient) as a Case Study College, and College A (accredited A, Very Good), as a 

Benchmarking College. Data were obtained through interviews with leadership elements, that is: deans of 

faculties, heads of study programs, heads of quality assurance institutions, and heads of research and community 

service institutions. In addition, observation and document study were conducted to complement the interview 

data. The study began to identify problems by observing and interviewing leaders who played a role in 

overcoming IQA problems. Fishbone diagram was used to describe the root cause of each problem domain. The 

SSM approach combined with benchmarking was used to analyze the conceptual model of IQA [25]. The first 

stage of SSM, identifies problematic situations by conducting interviews with problematic people, processes and 

systems, including leaders of the Quality Assurance Institute (QAI), Research and Community Service Institute 

(RCSI), Study Program (SP), Information and Communication Technology (ICT) in Case Study Colleges and 

Benchmarking Colleges. The second stage of SSM is a problematic situation statement to produce a rich picture 

by adopting a two-strand model [26], that is by adding a second strand, that is cultural analysis to strengthen 

logical analysis in the first strand. The first strand yields best practices, which are generated by a benchmarking 

analysis approach [25]. The result of the rich picture will show all stakeholders along with their roles and main 

concerns. The third stage of SSM, formulating the root definition by performing PQR analysis and CATWOE 

analysis to produce a root definition of the problematic situation which is poured into the deliverable root 

definition statement. Followed by the fourth stage of building a conceptual model of the root definition results, 

CATWOE analysis was perfected. The resulting conceptual model is the IQA higher education business process 

model. The first step is to create a list of IQA activities, mapped by reference to the activity occurrences in a 
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conceptual model. The next step is to map all system activities to the IQA process, subprocess and mechanism. 

This mapping produces an IQA business process model according to system activity. The final stage of SSM, 

comparing the conceptual model with the real word.  

4. Results and Discussion  

4.1. IQA Business Processes 

HEIs are formal education units that provide higher education. The organizing organization is a work unit 

implementing the 'tridharma' activities and the function of resource management (Figure 2). 

 

Figure 2: HEIs Work Unit 

From observations and interviews at the Case Study College, several problems were found in implementing 

IQA. These problems are depicted in the fish bone diagram in Figure 3. 

 

Figure 3: Fish Bone Diagram 
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From the results of interviews, observations and document studies related to the IQA business process in both 

colleges (Case Study and Benchmarking), some differences were found, as shown in Table 2. 

Table 2: Comparison Results of IQA Business Processes 

No Interview IQA Business Process Case Study 

College 

Benchmarking 

College 

1. QA Available IQA documents: 

(Policy, Manual, Standard, Form) 

Available  

< 70% 

Available  

> 95% 

2. QA, AE, 

NAE 

Coordination in self-evaluation and related inventories: 

 implementation of work programs 

 achievement of quality objectives 

 

Yes 

No 

 

Yes 

Yes 

3. QA, AE, 

NAE 

Coordination in formulating: 

 work program planning (1 year) 

 achievement of quality objectives (5 years) 

 reference for self-evaluation, strategic plan, 

operational plan 

 reference to assessment instruments from 

NAB-HE 

 

Yes 

No 

No 

 

No 

 

Yes 

Yes 

Yes 

 

Yes 

4. QA, AE, 

NAE 

Carry out a work program (1 year) Yes Yes 

5. QA Conducting an Internal Quality Audit: 

 monitoring program implementation 

 evaluation of program implementation results 

 

Yes, 1 year 

Yes, 5 year 

 

Yes, 6 month 

Yes, 1 year 

6. QA Make recommendations for the implementation of IQA 

findings and report them to the HE Leader, AE and 

NAE 

Yes Yes 

7. QA, AE, 

NAE 

Report on recommendations for the implementation of 

IQA implementation findings is followed up, by: 

 HE Leader 

 AE 

 NAE 

 

 

No 

Yes 

No 

 

 

Yes 

Yes 

Yes 

8. QA, AE, 

NAE 

Documenting the implementation of IQA: 

 work program planning 

 work program process 

 results of work programs 

 

No 

No 

Yes 

 

Yes 

Yes 

Yes 

9. QA Control the implementation of IQA to achieve quality 

objectives 

No Yes 

10. HE, QA Make improvements: 

 IQA quality standards 

 achievement of quality objectives 

 

No 

No 

 

Yes 

Yes 

4.2. Soft Systems Methodology Analysis 

 Rich Picture 

The formulation of IQA implementation conditions in a rich picture based on the results of interviews and 

observations that was shown in Figure 4. There are four roles in the IQA business process which are indicated 

by a blue box. The green box shows the goals the wants to be achieved by the role.  
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Figure 4: Rich Picture 

The yellow box describes the problems experienced by roles related to IQA business processes, while the red 
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box is a solution related to the problem to be fixed. For example, in the AE and NAE boxes, their goal is to 

implement IQA according to the program and it must be fully documented. However, because this field does not 

have clear and measurable quality objectives, the implementation of IQA is not well planned, so that the 

achievement of quality objectives is not clear and measurable. The results of the IQA implementation document 

are also incomplete and even non-existent, or scattered and disorganized. Achievement of quality objectives is 

the result of self-evaluation of current quality objectives, used as the basis for formulating the achievement of 

the next quality target, and based on the assessment instrument from the National Accreditation Board for 

Higher Education (NAB-HE). 

 IQA Business Process Conditions 

In the QA box, the objective of this field is the implementation of IQA according to the Establishment, 

Implementation, Evaluation, Control, Improvement (EIECI). In fact, this field only carries out monitoring and 

evaluating of IQA when it comes to propose external accreditation. This causes the control of the 

implementation of IQA to not function properly. The situation is still exacerbated by the absence of computer 

applications that can support the implementation of IQA in a controlled and transparent manner. In the HE 

Leader box, the goal to be achieved is a sustainable IQA and supports accreditation. In fact, this section never 

follows up on the reports of findings from the IQA monitoring and evaluation results. As a result, field findings 

regarding existing problems and constraints were never discussed and solutions sought. Likewise, in the control 

and improvement of quality objectives, discussions have never been carried out to formulate the achievement of 

quality targets that need to be maintained or improved, so that QA, AE and NAE can compile work programs in 

accordance with the formulation of quality goal achievements. 

 Compilation of Root Definition 

 Preparation of root definition uses PQR and CATWOE analysis. PQR analysis is also called XYZ analysis, 

with the formula: PQR = "A system to do (X) by mean of (Y) in order to (Z)" [26]. Based on the rich picture in 

Figure 4, the variables in the PQR analysis (Table 3) and CATWOE analysis (Table 4) are obtained. 

Table 3: PQR Analysis 

Variable Description Source  

X Implementing IQA starts from the stage of establishment, 

implementation, evaluation, control, and improvement, the results 

of which are well documented 

HE Leader, 

AE, NAE 

Y Using IQA business process support applications QA 

Z Produce documented output from the results of the 

implementation of IQA for proposing external Re / Accreditation 

QA 
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Table 4: CATWOE Analysis 

Variable CATWOE Analysis Source  

Customer QA QA 

Actors AE, NAE AE, NAE 

Transformation IQA starts from the stages of establishment, implementation, 

evaluation, control, and improvement, the results are well 

documented  IQA business process support applications 

QA 

Worldview There is an output document for the implementation of IQA for 

proposing external Re / Accreditation 

AE, NAE 

Owners Higher Education HE Leader 

Environmental 

Constraints 

IQA Budget, Internal Quality Audit Team QA 

PQR and CATWOE analysis are then combined into one formula as follows: "A system owned by O and 

operated by A, to do X by Y to customers C in order to achieve Z within the constraints E" [27]. Thus, the root 

definition statement becomes:  

‘The IQA business process support application system is owned by Higher Education (O) and is operated by QA 

and NAE (A) to implement IQA starting from the stages of establishment, implementation, evaluation, control, 

and improvement, the results are well documented (X) using the application. business process support for IQA 

(Y) in QA (C) resulting in documented outcomes from the results of the implementation of IQA for proposing 

external Re / Accreditation (Z) despite some organizational constraints such as a small IQA budget and lack of 

an Internal Quality Audit Team (E)’. 

 Conceptual Modeling Development 

The conceptual model is compiled using CATWOE analysis, starting with the T (Transformation) and W 

(Worldview) variables, followed by adding the C (Customer) variable, then the A variable (Actors), then the E 

(Environmental Constraints) variable and ending by adding O analysis (Owners). The conceptual model 

development stage is as follows: 

1. Model T and W; Transformation and Wordview variables in root definition, as well as the results of 

interviews with QA, that: 

A  QA compiles an IQA document that refers to the Vision, Mission, Goals, Targets of Higher Education 

and is set by the HE Leaders. 

B  QA, AE, NAE conduct self-evaluation and formulate work programs and achievement of HE / SP 

quality targets for 1 or 5 years, based on the NAB-HE accreditation instrument. 

The transformation process aims to implement IQA, so the following activities are proposed: 

C  QA, AE, NAE determine and compile taxonomies and permissions for storage folders for planning, 

processes, outputs from work programs and quality objectives. 
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D  Implementation of the IQA business process application. 

2. Models T, W and C; Customer variable using IQA implementation is QA, and the results of interviews with 

QA, AE and NAE, it is suggested the following activities: 

E  To socialize the importance of IQA. 

F  Increase HE Leadership support through reward and punishment. 

3. Models T, W, C and A; Actor variable is AE, and NAE acts as a driving force on IQA. The results of 

the interview with QA then proposed activities: 

G  Determine and designate the role of the PIC which is responsible for the work program and the 

achievement of quality objectives. 

H  Documenting planning, processes, outputs from work programs and the achievement of quality 

objectives. 

4. Models T, W, C, A and E; Environment Constraint analysis, based on the results of interview with QA, 

the following activities are proposed: 

I  Strengthening the competence of Internal Quality Audit through training and workshops. 

J  Network expansion with other IQA-HE organizations. 

5. Models T, W, C, A, E and O; The owner of the IQA application is Higher Education, based on the 

results of the interview with QA, the following activities are proposed: 

K  System integration to all work units in the ICT network. 

The results of compiling the conceptual models T, W, C, A, E and O, after being assembled, can be seen in 

Figure 5 as follows: 

 

Figure 5: Conceptual Model: T, W, C, A, E and O 
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 Comparison of Conceptual Models and the Real World 

The next step, comparing the conceptual model (human activity system) with the real world.  

Table 5: Comparison of Conceptual Models and the Real World 

No Activities Real Conditions Recommendation 

1. Basic 

documents for 

implementing 

IQA 

The basic documents for 

implementing IQA (Policies, 

Manuals, Standards, Forms) are 

incomplete, compiled only in 

moderation, and are not relevant to 

actual needs. 

QA needs to prepare a complete IQA 

implementation basic document (Policy, 

Manual, Standard, Form). In addition, in 

compiling the IQA document it is necessary to 

refer to the vision, mission, objectives, targets 

of HE and needs to be determined by the HE 

leadership. 

2 Self-evaluation, 

work program 

plan, 

determination of 

achievement of 

quality 

objectives 

Self-evaluation activities are not 

carried out continuously, in 

formulating work programs that are 

not structured, and it is unclear what 

measurement of achievement is. 

QA, AE, NAE need to carry out self-evaluation 

continuously (every year), in preparing work 

programs and the achievement of quality 

objectives it is necessary to formulate a 

structured 1-5 years in accordance with the 

strategic plan, operational plan, and refer to the 

NAB-HE accreditation instrument. 

3. System 

integration 

Divisions / work units have utilized 

SI but are not yet integrated, often 

problems with reporting, 

calculations, and availability of 

documentary evidence of activities 

when needed. 

System integration from all divisions / work 

units to the ICT work unit network needs to be 

carried out, so that management, supervision 

and documentation of activities can be well 

organized. 

4. PIC / person in 

charge 

Between divisions / work units there 

is often a shifting of responsibility 

because there is no clarity on who 

should be responsible. 

Determine and designate the role of the PIC 

which is responsible for the work program and 

the achievement of quality objectives 

5. Strengthening 

Internal Quality 

Audit 

Human resources who carry out 

internal quality audits are limited, 

lack experience and have an impact 

on the quality of audit results. 

It is necessary to strengthen the competence of 

Internal Quality Audit to the human resources 

who will be appointed as the Internal Quality 

Audit team through training and workshops. 

6. Comparative 

study 

Divisions / work units and human 

resources are still weak in managing 

the implementation of IQA. 

It is necessary to provide an opportunity for the 

division / work unit to expand the network with 

other IQA-HE organizations, with comparative 

studies and other collaborations. 

7. Documentation 

of plans, 

processes, 

results 

Divisions / work units often ignore 

documentation at the planning and 

process stages, only focusing on 

documenting the results. 

It is necessary to carry out comprehensive 

documentation starting from the planning stage, 

the process, the results of the work program and 

the achievement of quality objectives, both 

successful and unsuccessful. 

8. Document 

storage folder 

The document storage area is still in 

hardcopy and is stored in each 

division / work unit. 

QA, AE, NAE compile hardcopy storage folders 

for planning, implementation, outputs of work 

programs and achievement of quality objectives, 

ICT work units keep softcopies. 

9. IQA 

socialization 

Understanding of IQA is still limited 

to certain leaders or human resources 

It is necessary to socialize the importance of 

IQA to the entire academic community and 

make a culture that must be agreed upon. 

10. Reward and 

punishment 

HE leaders have not given awards / 

sanctions to the academic 

community regarding IQA 

HE leadership gave rewards and punishments to 

increase support for the work unit / unit and its 

human resources. 

11. Implementation 

of the IQA 

application 

The implementation of IQA has not 

been implemented in all parts / work 

units 

IQA implementation needs to be implemented 

in all parts / work units and existing human 

resources. 
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The comparison results in the form of recommendations: what should be maintained, improved, made new. The 

resulting recommendations cover eleven points, shown in Table 5. 

 Change Planning 

The main objective of IQA is to control and improve the implementation of higher education in a planned and 

sustainable manner. This is done through five main steps, that is the establishment, implementation, evaluation, 

control and improvement of Higher Education Standards. From the results of the comparison of conceptual 

models and the real world above, the proposed change planning includes the following eleven activities: 

 Prepare internal quality assurance regulatory documents; 

 Self-evaluation, planning work programs and determining the achievement of quality objectives; 

 Integrating information systems; 

 Assigning a coordinator as the person in charge; 

 Strengthening the internal quality audit team; 

 Conduct a comparative study; 

 Documenting the planning, implementation and results of internal quality assurance; 

 Prepare document storage space; 

 Internal quality assurance socialization; 

 Give rewards and punishments; 

 Implementation of the internal quality assurance application. 

 Actions for Correction 

It is at this stage that the methodology has reached a complete cycle and it is possible that it is the beginning of a 

new cycle. Based on the analysis and discussion group forums at universities A and B, the model developed 

from stages 4–6, now is the time to act on implementing the eleven recommendations for improvement proposed 

in the previous step, creating changes to find solutions to problem situations. 

IQA Improvement Recommendations 

 Making basic documents for the implementation of IQA completely and referring to the vision, 

mission, objectives, and goals of the institution; 

 The work unit in HE conducts continuous self-evaluation and compiles a structured work program and 

achievement of quality objectives for 1-5 years according to the strategic and operational plan, with 

reference to the NAB-HE accreditation instrument; 

 Integrate information systems from all work units so that the management, supervision and 

documentation of IQA activities can be well organized; 

 Appoint Person in Charge (PIC) who is responsible for planning, implementating, and output stages of 

work programs and the achievement of quality objectives; 

 Strengthening the competence of the Internal Quality Audit team through training and workshop; 
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 Provide opportunities for work units to expand networks with other IQA-HE organizations, with 

comparative studies and other collaborations; 

 Carry out comprehensive documentation starts from the planning stage, implementation, and the results 

of the work program and the achievement of quality objectives, which are successful and unsuccessful; 

 Requesting the work unit to determine the storage folder for planning, implementating, and output of 

the work program and the achievement of quality objectives in the form of hardcopy, while the ICT 

work unit keeps in the form of softcopy and dissertation of information on hardcopy storage location; 

 Promote IQA to the entire academic community and create a culture that must be agreed upon; 

 Increasing support from HE leadership to work units and human resources who are directly involved in 

the implementation of IQA through reward and punishment; 

 Implementing IQA in all work units and supported by existing human resources. 

5. Conclusion  

This research has provided a holistic and comprehensive approach to the implementation of IQA in controlling 

and improving the implementation of higher education in a planned and sustainable manner, through the 

establishment, implementation, evaluation, control and improvement of Higher Education Standards. Different 

from previous studies which attempted to find the factors causing the lack of success in implementing IQA, this 

study provides a conceptual model of internal quality assurance and recommendations for correcting undesirable 

situations. From the results of the discussion that has been carried out above, it can be concluded that several 

important things that must receive attention in the application of the internal quality assurance system in higher 

education include: 

 SSM method can be used by universities for comprehensive evaluation and improvement of the 

university's internal quality assurance system.  

 The results of this study are in the form of a conceptual model of internal quality assurance and some 

recommendations for improvement of the existing system. 

 Implementing recommendations such as those proposed above requires a PIC who is responsible for 

managing the entire IQA process. 

The limitation of this research is the limited data sample so that further research can be expanded to higher 

education institutions regionally and nationally and provide a larger portion related to the non-technical design 

of internal quality assurance, namely the standard procedures and rules of the organization regarding the 

implementation of internal quality assurance. 
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