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IntroductionIntroduction

Seek to identify the impact EQAs have Seek to identify the impact EQAs have 
had on one institution over 10 yearshad on one institution over 10 yearsyy
Use of a variety of performance indicators Use of a variety of performance indicators 
to determine quality trends and theto determine quality trends and theto determine quality trends and the to determine quality trends and the 
influences for those trendsinfluences for those trends
Is there value in the use of researchIs there value in the use of research--led led 
evidenceevidence--based approach?based approach?evidenceevidence based approach?based approach?



Education Criteria for Performance ExcellenceEducation Criteria for Performance Excellence
(Ad t d f B ld i N ti l Q lit P 2004)(Ad t d f B ld i N ti l Q lit P 2004)(Adapted from Baldrige National Quality Programme 2004) (Adapted from Baldrige National Quality Programme 2004) 

LeadershipLeadership
St t i Pl iSt t i Pl iStrategic PlanningStrategic Planning
Student, Stakeholder and Market FocusStudent, Stakeholder and Market Focus
Measurement, Analysis and Knowledge ManagementMeasurement, Analysis and Knowledge Management
Academic and General Staff Focus:Academic and General Staff Focus:

Education, training and developmentEducation, training and development
Wellbeing and satisfactionWellbeing and satisfaction
Communication and consultationCommunication and consultation

Quality of Process, Product and Service:Quality of Process, Product and Service:
Quality SystemsQuality Systems
Teaching, learning and assessmentTeaching, learning and assessment
Research and postgraduate studyResearch and postgraduate study
Community ServiceCommunity Service
S tS tSupport processesSupport processes

Higher Education Institution Performance SuccessHigher Education Institution Performance Success



Determining the Influences on University 
P f
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A Frequency Count of Reference to Characteristics
of Quality Processes in Quality Audit Recommendationsof Quality Processes in Quality Audit Recommendations

Quality Processes: Characteristics Otago Queensland Massey

Leadership 27 15 22Leadership 27 15 22
Strategic Planning 6 1 1
Student, Stakeholder & Market Focus 14 1 3
Measurement, Analysis, & Knowledge 
Management

1 0 2

Academic & General Staff Focus 18 4 7Academic & General Staff Focus 18 4 7
Quality of Process, Product & Service:
•Quality Systems
T hi l i & t

7
2

6
5

4
12•Teaching, learning & assessment

•Research & postgraduate study
•Community Service
•Support processes

2
3
0
5

5
2
0
1

12
1
0
1•Support processes 5 1 1

HEI Performance Success 0 0 1
TOTAL 83 35 54



Application of the Model to the University of OtagoApplication of the Model to the University of Otago
External 
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University PerformanceInternal 
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•Improved quality of 
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Processes
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quality 

•AAU
•PBRF

•Local Community
Ideal
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processes 
throughout the 
University

Internal University 
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Reality

•Council
•Senate

•Vice-Chancellor
•Academic Staff
•General Staff•General Staff
•Students



Application of the Model to the Application of the Model to the 
University of OtagoUniversity of Otago

Performance Indicators Performance Indicators 
Otago in 1994 & 2004Otago in 1994 & 2004gg
Changes in Internal Processes and University Changes in Internal Processes and University 
Performance and their relationship to ExternalPerformance and their relationship to ExternalPerformance and their relationship to External Performance and their relationship to External 
and Internal Influencesand Internal Influences



The Development of a Personnel Infrastructure Supporting The Development of a Personnel Infrastructure Supporting 
Academic Management and Quality Processes 1Academic Management and Quality Processes 1

PositionsPositions 19941994 20042004
LeadershipLeadership

ViceVice--ChancellorChancellor
4 Assistant Vice4 Assistant Vice--ChancellorsChancellors
Deputy ViceDeputy Vice--Chancellor (Academic)Chancellor (Academic)
Deputy ViceDeputy Vice--Chancellor (Research & International)Chancellor (Research & International)Deputy ViceDeputy Vice Chancellor (Research & International)Chancellor (Research & International)
MMāori Affairs Adviserāori Affairs Adviser

Strategic PlanningStrategic Planning
Head Planning Support and FundingHead Planning Support and FundingHead, Planning, Support and FundingHead, Planning, Support and Funding
Student, Stakeholder and Market FocusStudent, Stakeholder and Market Focus
Director, External RelationsDirector, External Relations
Di t M k ti & C i tiDi t M k ti & C i tiDirector, Marketing & CommunicationsDirector, Marketing & Communications
Director, Employer RelationsDirector, Employer Relations
Measurement, Analysis and Knowledge ManagementMeasurement, Analysis and Knowledge Management
Surveys CoSurveys Co--ordinatorordinator
Academic and General Staff FocusAcademic and General Staff Focus
Equal Employment Opportunities CoEqual Employment Opportunities Co--ordinatorordinatorq p y ppq p y pp
MediatorMediator
Health and Safety ManagerHealth and Safety Manager



The Development of a Personnel Infrastructure Supporting The Development of a Personnel Infrastructure Supporting 
Academic Management and Quality Processes 2Academic Management and Quality Processes 2

PositionsPositions 19941994 20042004
Quality Process, Product and ServiceQuality Process, Product and Service
Quality SystemsQuality SystemsQuality SystemsQuality Systems

Manager, Quality AdvancementManager, Quality Advancement
Teaching Learning and AssessmentTeaching Learning and Assessment
Director Summer School & Continuing EducationDirector Summer School & Continuing EducationDirector, Summer School & Continuing EducationDirector, Summer School & Continuing Education
Research and Postgraduate StudyResearch and Postgraduate Study

Director, Research, Higher Degrees and ScholarshipsDirector, Research, Higher Degrees and Scholarships
Comm nit Ser iceComm nit Ser iceCommunity ServiceCommunity Service

Director, Employer RelationsDirector, Employer Relations
Support ServicesSupport Services
A d ti OffiA d ti OffiAccommodation OfficerAccommodation Officer
Director, Accommodation ServicesDirector, Accommodation Services
Director, Student ServicesDirector, Student Services
ProctorProctor
Manager, MManager, Māori Centreāori Centre
Manager, Pacific Islands CentreManager, Pacific Islands Centre
Manager, Disability Information and SupportManager, Disability Information and Support
MMāori Counsellorāori Counsellor



The Development of a Committee Infrastructure SupportingThe Development of a Committee Infrastructure Supporting
Academic Management and Quality Processes 1Academic Management and Quality Processes 1

COMMITTEES 1994 2004

Leadership
Deputy Vice-Chancellor/

Assistant Vice-Chancellors Group
Māori and Pacific Island Special 

Supplementary Grants Funding Advisory Committee

Strategic Planning
Risk Management Committeeg

Student, Stakeholder and Market Focus
Employer Relations Board

M t A l i d K l d M tMeasurement, Analysis and Knowledge Management
IT Policy Committee 

Corporate Systems Steering Group
Academic and General Staff Focus
Staffing Advisory Committee Targeted 
Research Development Advisory Committee
Health and Safety Committee



The Development of a Committee Infrastructure SupportingThe Development of a Committee Infrastructure Supporting
Academic Management and Quality Processes 2Academic Management and Quality Processes 2

COMMITTEES 1994 2004
Quality Process, Product and Service
Q lit S tQuality Systems

Quality Advancement Committee
Teaching Learning and Assessment

Committee for the Advancement
of Learning and Teaching

Internationalisation Committee
R h d P t d t St dResearch and Postgraduate Study

Research Committee
Ethics Committee

Community ServiceCommunity Service
Summer School and 

Continuing Education Board
Divisional BoardsDivisional Boards

Support Services
Student Affairs Committee
Student Support Services CommitteeStudent Support Services Committee



Policy Development Supporting Academic Management Policy Development Supporting Academic Management 
and Quality Processes at the University of Otagoand Quality Processes at the University of Otago

Education Criteria for Performance Excellence Number of 
Policies (1994)

Number of Policies 
(2004)

Leadership 0 2

Strategic Planning 1 30

Student Stakeholder and Market Focus 2 11Student, Stakeholder and Market Focus 2 11

Measurement, Analysis and Knowledge Management 0 11

Academic and General Staff Focus:
Ed ti t i i d d l t

0
0

12
38•Education, training and development

•Wellbeing and satisfaction
•Communication and consultation

0
0

38
14

Quality Process Produce and Service: 6 33Quality Process, Produce and Service:
•Quality Systems
•Teaching, learning and assessment
•Research and postgraduate study

6
2
1
2

33
19
9
7

•Community Service
•Support Processes

2 3

Organisational Performance Results 0 0

Total 16 189



Completion and Retention RatesCompletion and Retention Rates
(as a percentage of course enrolments in 2002 for NZ HEIs with over (as a percentage of course enrolments in 2002 for NZ HEIs with over 

75000 course enrolments)75000 course enrolments)75000 course enrolments) 75000 course enrolments) 
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University of Otago CEQ Good Teaching Scale 1995University of Otago CEQ Good Teaching Scale 1995 20022002University of Otago CEQ Good Teaching Scale 1995University of Otago CEQ Good Teaching Scale 1995--20022002
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University of Otago CEQ Generic Competencies Scale University of Otago CEQ Generic Competencies Scale 
19951995--20022002
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Comparison of the CEQ overall satisfaction question: Comparison of the CEQ overall satisfaction question: 
Otago mean score and Australian national scoreOtago mean score and Australian national score

Australian 
NationalNational
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University of Otago teaching evaluations 2002: “How University of Otago teaching evaluations 2002: “How 
effective was Dr X in teaching this course?”effective was Dr X in teaching this course?”

%
 of satisfied orr highly satisfied respoonses



External research funding atExternal research funding at
the University of Otago 1994 the University of Otago 1994 –– 20032003
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Number of PhD graduates at Number of PhD graduates at 
the University of Otago 1995 the University of Otago 1995 -- 20032003

Note Note –– change in way data was recorded in 1999 results in an anomaly during change in way data was recorded in 1999 results in an anomaly during 
that yearthat year
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PBRF quality evaluation score for New Zealand PBRF quality evaluation score for New Zealand 
universities 2003universities 2003
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EQA Evaluation OutcomesEQA Evaluation OutcomesEQA Evaluation OutcomesEQA Evaluation Outcomes

Significant recommendations for Significant recommendations for 
improvement can lead to changes in improvement can lead to changes in p gp g
internal processes to improve performanceinternal processes to improve performance

Positive audit report can be seen as Positive audit report can be seen as 
validation for what a university is doingvalidation for what a university is doing



Evaluation of Performance: Evaluation of Performance: 
University of OtagoUniversity of OtagoUniversity of OtagoUniversity of Otago

Credible performance in teaching andCredible performance in teaching and 
learning
Trends in CEQ results in positive directionTrends in CEQ results in positive direction
Satisfactory outcomes in completion and 

iretention rates
Research income and research higher degree 
completions increase
Comparatively modest PBRF performancep y p



What were the main drivers for What were the main drivers for 
h ?h ?change?change?



LessonLesson 11:: TheThe EffectivenessEffectiveness ThemeTheme isis
askingasking thethe wrongwrong questionquestion -- itsits likelike sayingsaying
howhow diddid oneone membermember ofof aa teamteam effecteffect thethehowhow diddid oneone membermember ofof aa teamteam effecteffect thethe

outcomeoutcome..

LessonLesson 22:: OnOn thethe positivepositive sideside wewe werewerepp
forcedforced outout ofof ourour comfortcomfort zonezone toto developdevelop
aa methodologymethodology toto investigateinvestigate QAQA impactimpactaa methodologymethodology toto investigateinvestigate QAQA impactimpact
whichwhich wewe believebelieve isis transferabletransferable toto otherother

settingssettingssettingssettings



LessonLesson 33:: EQAEQA mightmight benefitbenefit fromfrom payingpaying
muchmuch moremore attentionattention toto thethe interactinginteractinggg
influencesinfluences ofof thethe otherother playersplayers -- trytry toto getget
leverageleverage fromfrom themthem -- trytry toto divertdivertleverageleverage fromfrom themthem -- trytry toto divertdivert
countervailingcountervailing influencesinfluences

LessonLesson 44:: PolicyPolicy developmentdevelopment isis aa keykeyLessonLesson 44:: PolicyPolicy developmentdevelopment isis aa keykey
preconditionprecondition (necessary(necessary butbut notnot sufficient)sufficient)
toto QAQA successsuccesstoto QAQA successsuccess



LessonLesson 55:: TheThe changingchanging rolerole ofof EQAEQA ––
initiallyinitially catalyticcatalytic influenceinfluence whichwhich becomesbecomesyy yy
moremore ofof aa validationvalidation processprocess forfor internalinternal
policiespolicies andand processesprocesses withwith maturitymaturitypoliciespolicies andand processesprocesses withwith maturitymaturity



International Application of ModelInternational Application of ModelInternational Application of ModelInternational Application of Model

Influences in other countries:Influences in other countries:
RAE & TQA (UK)RAE & TQA (UK)RAE & TQA (UK)RAE & TQA (UK)
Bologna Process (Europe)Bologna Process (Europe)
Nelson Reforms (Australia)Nelson Reforms (Australia)
Degree Quality Assessment Board (BritishDegree Quality Assessment Board (BritishDegree Quality Assessment Board (British Degree Quality Assessment Board (British 
Columbia, Canada)Columbia, Canada)
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Investigating the Influence of Investigating the Influence of 
External Quality Audit on External Quality Audit on 

University PerformanceUniversity Performance Is itIs itUniversity Performance University Performance -- Is it Is it 
Possible?Possible?


