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ABSTRACT 

The implementation of International Organization for Standardization (ISO) 9001:2008 Quality 
Management System (QMS) in education is a matter highly debated on whether or not the certification is 
appropriate for the education sector. Some scholars consider its adoption as a strategic decision by 
educational institutions to ensure delivery of quality service therein while others do not. Complaints by 
some  academic staff and students in public universities in Kenya on the impact of ISO 9001:2008 QMS 
casts doubt on their level of satisfaction with it based on non conformities. For instance between 2012 and 
2015 one university recorded 5310 non-conformities and another one recorded 5340 non
which were higher than the other 12 Universities that recorded below 3940 non
quality service delivery in public universities. In terms of the impact of ISO 9001:2008 QMS on academic 
staff’s service delivery in provision of quality teaching/learning facilities in public universities, 
conformities recorded in one of the universities were 1100 and the other 1200 being higher than the non 
conformities recorded in the rest of the other universities for the period 2012 to 2015 in Kenya.  The 
objective of the study was to determine the influence of ISO 9001:2008 QMS on provision of quality 
teaching/ learning facilities in public Universities.  The study established that ISO 9001:2008 QMS had 
significant influence on provision of quality teaching /learning facilities such that for ever
increase in ISO 9001:2008 QMS conformities in provision of quality teaching /learning facilities in public 
universities improved academic staff’s service delivery by .617 units. In effect ISO 9001:2008 QMS 
accounted for 10.3% of the improvement in the provision of quality teaching /learning facilities in public 
universities as was signified by the Adjusted R square coefficient .103. The other 89.7% was due to other 
factors that were not subject to this study. This means that when non conformities
improvement in academic staff’s service delivery in public universities. ISO 9001:2008 QMS was a 
significant predictor of academic staff’s service delivery in provision of quality teaching/learning facilities 
(F (1,252) = 24.976, P<.05). The study concluded that ISO 9001:2008 QMS improved service delivery in 
the public universities. The study recommended that public universities should strive to minimize non 
conformities for excellent service delivery. This study provides information to le
Standards and university management on the way forward in improving the provision of quality of 
teaching/learning facilities in public universities.  

ilpah Andiva Kageha and Enose M W Simatwa. This is an open access article distributed under the
reproduction in any medium, provided the original work is properly cited.

The ISO 9001:2008 quality management systems were created 
by the International Organization for Standardization (ISO) 

governmental organization based 
in Geneva Switzerland (Goetsch & Davis, 2002).  

Department of Education policy and management, Tom Mboya 
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International organization for the standardization has 
authorized a technical committee called TC 176, comprising of 
113 members from different countries to be responsible for 
preparing, establishing, documenting and maintaining the ISO 
9001:2008 standard document. The first standard was 
published in 1987.  From 1987 until today the standard has 
been revised three times. The latest one which is being used 
worldwide is the ISO 9001:2008 standard for the quality 
management system and the 2008 reflects the publishing year 
of the standard. An ISO 9000 registration means that an 
organization’s quality management system meets the 
requirements of the standard as issued by the international 
organization for standardization. ISO 9000 introduces users to 
the eight quality management principles as well as the use of 
the process approach to achieve continual improvement. ISO 
9001 is used when you are seeking to establish a quality 
management system that provides confidence in the 
organizations ability to provide products that fulfils customer 
needs and expectations. It is the standard in the ISO 9000 
family against whose requirements the quality management 
system can be certified by an external body. The standard 
recognizes that the term “product” applies to services, 
processed material, hardware and software intended for the 
customer. There are five sections in the standard that specify 
activities that need to be considered when implementing the 
system;  overall requirements for the quality management 
system and documentation; management responsibility, focus, 
policy, planning and objectives; resource management and 
allocation; product realization and process management and 
measurement, monitoring, analysis and improvement (ISO, 
9000). 
 
The objectives of ISO 9000:2000 standards are the systematic 
pursuit of errors and other adverse outcomes, the reduction of 
variation and organization waste such as non -value added 
activities (Adolfas, 2008), provision of a quality framework 
without changing how the organization operates (ISO, 2009), 
improve competitive advantage, promote brand image and  a 
useful tool of marketing (Singels, Ruel &Water, 2001), 
effective quality management that is focused on customer 
satisfaction and continual improvement of the system through 
objective evaluation (Hoyle, 2003). If properly implemented 
certification may be used as a practical step towards 
introduction of total quality management which is strongly 
emphasized by the new ISO 9000:2000 edition of the series 
(Kanji, 1998). One of the emerging philosophies in quality 
management concepts is that Quality Management System is 
applied to organizations, experimented and implemented in 
institutions of higher learning so as to provide high quality 
standards for both industry and education (Ruzevicius, 2005). 
There is a prevailing belief that higher education has entered a 
new environment in which quality plays an increasingly 
important role (Bergman, 1995). Felgenbaum (1994) believed 
that quality of education is the key factor in invisible 
competition between countries since the quality of products 
and services is determined by the way that managers, teachers, 
workers, engineers and economists think, act and make 
decisions about quality. The increasing International 
recognition of economic, environmental and social importance 
of International standards are being reflected by the inclusion 
of standardization as a subject in higher education 
programmes. The late 1980’s saw the introduction of industrial 
quality concepts such as total quality management in a few 
education and training institutes. In the early 1990s, some 
pioneers embraced ISO 9000 and since then there has been 

increasing evidence that the adoption of total quality 
management principles and methods including those embedded 
in the ISO 9000 requirements could be relevant and useful for 
education and training organizations (Berg, 1996). Education 
and training organizations seek ISO 9000 certification to 
improve or maintain the quality of their education or training 
provision, promotion of a high quality image with high 
visibility and credibility, a way of responding to external 
factors such as customers, governments or funding bodies, a 
method for developing a full quality assurance system which 
covers the whole organization and the need to improve a 
number of specific activities of the organization. Freeman 
(1993) and Chesterton (1944) believed that the ISO 9000 series 
of quality standards is one way to upgrade the quality of the 
schools. Healy (1994) believed that the ISO 9000 series of 
quality standards clearly defines the scope, goal, responsibility, 
process system, implementation, supervision and evaluation to 
effectively establish the quality of the school systems. Sallis 
and Hingley (1991) as cited in Chan, Lee and Chang (2007) 
pointed out that the implementation of ISO can improve 
tedious administration procedures at Universities. 
 
According to a study by Sampaio (2009) China was the 
country with the largest number of ISO 9000 issued certificates 
in 2004. The first ISO award was won in 2007 by the China 
Jiliang University Peoples Republic of China (ISO, 2009). In 
most of the countries in developing Asia the primary 
motivation for implementing the ISO 9001:2008 standards has 
been to facilitate exports, especially to the European Union.  
The reasons for certification among Egyptian companies is to 
improve efficiency of the quality systems, pressures from 
competitors and foreign partners, maintain and increase market 
share, meet government demands and to comply with 
customers' requirement (Magd & Curry, 2003). Tunisian 
Companies are driven to seek ISO 9001:2008 Certification by 
external circumstances such as the suppliers relationships, 
improvement and market shares increase. In South Africa, 
Ham (2000) study indicated that the main constraints to 
certification were costs and the excessive administration 
involved in the certification process. In Kenya, one hundred 
and forty two (142) firms are ISO 9001:2008 quality 
management system certified by Kenya Bureau of Standards 
(Kenya Bureau of Standards, 2012) and all universities are 
pursuing the international organization of standardization 
certification (Fuchaka & Swaleh, 2012). The study by 
Anyango (2012) indicated that the University of Nairobi 
adopted the ISO 9001:2008 quality management system in 
their academics, management and administration which had 
improved the quality of education, management and service. 
The study concluded that management should develop the 
potential of each employee in such a manner that a feeling of 
belonging to the institution is established through offering 
maximum opportunity for self development and the top 
managements’ commitment to empower the employees by 
delegating sufficient authority for them to make both 
individual and collective decision. Magutu, et al (2010) studied 
quality managerial practices and academic services at the 
University of Nairobi and concluded that the University of 
Nairobi had applied quality management and to a very great 
extent had ensured that the quality management policy is 
appropriate to its purpose. The study by Baraza (2013) 
revealed that there is an effect of ISO 9001:2008 quality 
management systems certification to the competitive advantage 
of Kenya’s universities. Universities should embrace quality 
management systems like ISO 9001:2008 Quality Management 
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System in an endeavor to give quality and relevant higher 
education. However, the implementation of the standard 
should be in reference to other quality standards such as 
Kaizen. Vande Berghe (1997) study of ISO 9000:2008 in 
Education and training institutions states that ISO 9000:2008 is 
not an appropriate goal for any organization in any 
circumstance while Corbelt and  Kirsch (2001) noted that the 
standard has not been the subject of sustained scholarly 
analysis. A healthy university environment will not only 
increase the job satisfaction of academic staff but it will at the 
same time improve the learning environment and increase the 
productivity of the university (Khalid, 2012). When academic 
staff perceives lack of support for their work, they are not well 
motivated to perform their job best in the classroom, and that 
when lecturers are not satisfied with their working conditions, 
they prefer to change institutions or leave the profession at 
once (Smith, 2007). According to Berg (1995) many 
practitioners in the education and training world over wonder 
whether this development is the best way to improve quality 
within education and training institutions while Gudo, Ongachi 
and Olel  (2011) concluded that ISO is fairly technical, formal 
and proved that things do not change because of new 
procedures, regulations and documentation. Fuchaka and 
Swaleh (2012) study indicated that employees did not have a 
sense of belonging and ownership to the university systems in 
Kenya and would not go extra mile to add value to them. They 
also stated that though universities use certification as a proof 
of their quality management system, ISO 9001:2008 merely 
look at the adequacy of procedural and management processes 
and not the actual practice on the ground with respect to job 
satisfaction of teaching staff.  
 
In Kenya ISO 9001:2008 Quality Management System is 
generally appreciated despite the contradictions advanced by 
Fuchaka and Swaleh (2012) and Vusa (2016). Whereas 
Fuchaka and Swaleh (2012) argue that ISO 9001:2008 QMS 
has little influence on quality management of universities, 
Vusa (2016) contends that ISO 9001:2008 QMS has improved 
quality services in universities. Vusa’s (2016) findings are 
supported by Ruzevicius (2005) whose aim of the study was to 
highlight peculiarities, problems and inconsistencies  of quality 
assurance in university and university  college  education 
established that, the quality of final product  of university 
activities is the result of achievements of all stages of 
educational process, and that the implementation of Total 
Quality Management and ISO 9001 system in universities and 
colleges resulted in optimum involvement by personnel into 
the process of quality improvement, better usage of personnel 
competency; more precisely measurement and assessment of 
work results; better identification and control of processes, rise 
of satisfaction of clients, social partners and society with 
universities work results. These discrepancies or contradictions 
constituted the gap in knowledge this study sought to fill by 
determining the influence of ISO 9001:2008 Quality 
Management System on academic staffs’ service delivery in 
public universities in Kenya. In universities in Kenya, the 
Directorate of Quality Assurance is charged with the 
responsibility of ensuring that quality and standards in 
universities are improved and maintained as per the ISO 
certification. Thus Directorate of Quality Assurance is the 
secretariat of ISO 9001:2008 QMS. All public universities that 
are ISO 9001:2008 QMS certified have “Quality Manuals” in 
which universities have pledged to comply with the ISO 
9001:2008 QMS requirements. For instance in the manual of 
university “F,” the Vice Chancellor in his forward remarks:  

The university is committed to providing quality higher 
education through quality teaching and learning, research, 
consultancy and community outreaches services, good 
governance and management. To achieve these, the university 
management has endeavored to streamline its Quality 
Management System in order to deliver services that can be 
benchmarked against international standards. Mechanisms for 
effective systems have been put in place, including 
documented procedures for various activities in the university. 
The staff have been trained on QMS and are expected to learn 
to become responsive and plan for continual improvement. 
ISO 9001:2008 is our guiding QMS standard. The university 
will put more emphasis on implementation of plans, review 
changes and focus on quality service provision to our 
customers and stakeholders. Quality starts with every one of us 
and it is our collective responsibility to achieve it. Let us 
together strive for excellence by creating an environment 
where processes are effective and efficient in achieving our 
goals. And the Vice Chancellor of university “E” remarks “The 
university is committed  to quality through teaching, research 
and development; providing on time services to foster and 
develop academic  excellence  in basic and applied research at 
all levels of study by training practice oriented  manpower, 
who can contribute effectively to social, intellectual and 
academic  development in the community, the nation and the 
community of nations. The university is committed to 
communicating exhaustively with its customers, and internally 
with its employees, to continually improve its services, 
products, processes, methods, and the work environment to 
ensure each customer is receiving the highest quality service in 
compliance with statutory and other regulatory requirements at 
the committed cost and on time.  In order to realize this 
commitment the university management will monitor and 
review established quality objectives and the quality policy 
once every two years. It shall ensure provision of resources for 
implementation of an effective Quality Management System 
based on ISO 9001:2008.”  
  
 
The Quality Manuals are evidently guided by ISO 
9001:2008 QMS requirements / principles. These 
requirements /principles are; 
 
 Customer focus: Organizations depend on their 

customers, and therefore need to shape activities around 
the fulfillment of market need.  

 Leadership: Is needed to provide unity of purpose and 
direction.  

 Involvement of people: Creates an environment where 
people become fully involved in achieving the 
organization’s objectives.  

 Process approach: To achieve organizational objectives, 
resources and activities need to be managed as processes 
with an understanding of how the outputs of one process 
affects the inputs of another.  

 System approach to management: The effectiveness and 
efficiency of the organization depends on a systematized 
approach to work activities.  

 Continuous improvement: Adopting this as a part of 
everyday culture is a key objective for an organization.  

 Fact based decision- making: Effective decisions are 
based on the logical and intuitive analysis of data and 
factual information.  
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 Mutually beneficial supplier relationships: Such 
relationship enhance the ability to create value.  

 
In a nutshell, in the quality manuals, objectives, quality policy, 
normative reference, QMS, management responsibilities, 
resource management, realization of education service /product 
realization; and measurements, analysis and improvement 
constitute the QMS of the university. All of which are tailored 
to ISO 9001:2008 QMS and The Management Representative 
(MR) who is one of the top officers in the university 
management, normally a Deputy Vice Chancellor or Registrar 
is the accounting officer of ISO 9001:2008 QMS and also the 
implementers of the same through the Directorate  of Quality 
Assurance. This means that he/she oversees the 
implementation of quality service /product in the university. It 
is also important to note that all the requirements of ISO 
9001:2008 QMS are generic and are intended to be applicable 
to all organizations regardless of the size and products 
produced. It is also worth noting the benefits of ISO 9001:2008 
QMS. First it involves Top Management in the improvement 
of quality management system; facilitates the organization to 
become a customer-focused organization; ensures sustained  
customer satisfaction by producing, delivering and providing 
support functions that meet the customer’s needs and 
expectations; and increases the effectiveness and efficiency of 
the organization through continued improvements in systems  
and product /service quality. The site of the study was 
universities “E” and “F” (Table 1).  
 

From Table 1, it can be noted that universities “E” and “F” for 
the period 2012 to 2015 experienced more non conformities 
than other universities. Thus university “E” reported 5,340 non 
conformities and university “F” 5,310 compared with the other 
12 universities that reported 3,940 and less individually for the 
same period. The non conformities, deviations or non 
fulfillment of ISO 9001:2008 QMS requirements in the areas 
of examination management, teaching process, teaching 
/learning facilities and curriculum review.  The non 
conformities noted raised the issues of influence of ISO 
9001:2008 quality management system on the specified 
variables that were focused on when certification was done. 
Thus, it was necessary to investigate the variance accounted 
for by ISO 9001:2008 quality management systems so that 
improvement would be earmarked. This is because some 
studies posit that ISO 9001:2008 quality management system 
is not a real valuable tool for improvement on quality 
education while others assert that ISO 9001:2008 quality 
management system model is the driver of quality in 
educational organizations (Fuchaka & Swaleh, 2012; Vusa, 
2016 & Ruevicius, 2016). 
 
Research Objective: The research objective was to determine 
the influence of ISO 9001:2008 quality management system on 
academic staffs service delivery in provision of quality 
teaching/learning facilities. 
 

Synthesis of literature on influence of ISO 9001:2008 
quality Management system on provision of quality 
teaching /learning facilities in public universities  

 
Most African universities do not have adequate physical 
facilities such as lecture rooms, office and library and 
laboratory spaces to provide a suitable learning and teaching 
environment.  The existing buildings are often too old, poorly 
maintained and too small to meet all space requirements.  

Some universities such as Makerere have reached or even 
surpassed their optimal capacity in physical facilities and 
further increases in student enrolment are likely to yield 
diminishing returns (Okwakol, 2008). There are serious 
challenges in Africa with the rapid expansion of universities, 
inadequate infrastructure, lack of facilities and up to date 
instructional materials, obsolete and often non-existent 
equipment, outdated curricula and limited financial resources 
and administrative support. Library facilities and information 
systems in almost all universities are antiquated, books and 
scholarly journals are not only few but very old, some dating to 
1950’s and are therefore irrelevant to current institutional 
needs and priorities. In many universities library services are 
not yet computerized. The problem of scarcity of relevant and 
current journals continues to be the concern of most 
universities.  This means inability of staff to do research, 
publish and meaningfully contribute to knowledge (Okwakol, 
2011).  
 
Research finding by Abend et al (2006) reveal a link between 
student achievement and the quality of learning facilities 
provided to support educational programmes. While quality of 
learning facilities is an important concern to educators, there is 
no consensus what a quality facility is or how to effectively 
measure it. However, several writers have suggested a number 
of criteria that may be used to measure quality of facilities. 
Such questions  as whether the facility adequately supports the 
desired  educational programme or enables the development of 
learning environment that support  students and teachers  in 
achieving their goals  are critical  measures of quality learning 
facility. According to Yurko (2005) space quality is a function 
of an education facility. Examples of space qualities are a 
learning facility having adequately sized classrooms, 
availability of natural lighting and a welcoming atmosphere. 
Other aspects such as level of comfort, cleanliness, and 
maintenance are also important measures of quality facility. 
 
Research by Garwe (2015) indicated that students complained 
that some lecturers especially those employed on.  A part time 
basis gave students just one assignment per course. In addition 
the assignments would be marked and returned just before they 
sit for exam or at times even after the examination. This 
unsatisfactory situation of inadequate and infrequent 
assignments coupled with the poor quantity and quality and 
timelines of this feedback caused  a serious  dent in the quality 
of learning. Many studies have underscored the importance of 
formative assessment in that they help students to assess 
themselves for purposes of learning and directing their future 
studies. Most private universities in Zimbabwe just like in 
Kenya rely on part time lecturers and have relatively less 
academic staff members who work on fulltime basis. Ten 
percent of the students blamed poor teaching on part time 
lecturers who abscond themselves from lectures. The lecturers 
will therefore either fail to complete the syllabus or if they do 
they will make it a crush programme and it is usually very 
difficult for the student to understand and internalize the 
information. In addition, they do not have time to consult and 
mentor students outside the lecture times. Part-time lecturers 
also tended to be less committed to the institution since they 
did not participate in university service activities like meetings 
and taking up some academic and non -academic roles (Garwe, 
2015). These practices are what is being referred to as non 
conformities in ISO 9001:2008 Quality Management System 
because they work against the requirements for ISO 
certification.  
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It is for this reason that the study was envisaged to determine 
the actual influence on academic staff service delivery in 
teaching in public universities.  Although no regional 
infrastructure audit has been conducted, it is reported that there 
are severe infrastructure constraints in most institutions in 
Africa. These constraints are affecting the capacity for both 
teaching and research. Teaching effectiveness is being limited 
by inadequate facilities, laboratory equipment and computing 
infrastructure, while student access is limited due to 
insufficient classrooms or accommodation. Resources for 
research are of critical importance as the lack of them could be 
a primary contribution to the brain drain of scientists to 
industrialized countries (Nyaigoti, 2001 &  SARUA, 2009).  
 
It is clear that there are several challenges facing higher 
education in Kenya and many developing countries. The 
specific quality issues faced by the public higher education 
institutions in Kenya are also connected to a number of issues 
that include: deteriorating physical facilities, rigid programmes 
that are not responsive to the market, student unrest which 
leads to long closures and the political appointments of higher 
education leadership. It is well documented that among other 
infrastructure and academic problems, windows and doors are 
falling apart in public universities, residential halls are 
stinking, there are no subscriptions to journals and no tutorials 
and that large lecture halls lack efficient microphones. In many 
universities, academic infrastructure can no longer cope with 
the number of learners, so the learners have to attend lectures 
in overcrowded conditions that are not conducive to effective 
communication and learning (Odhiambo, 2011). Ngome 
(2003) indicated that in Kenya, as in other African countries, 
higher education is in deep crisis, preview of pertinent data 
shows declining public expenditures on higher education, 
deteriorating teaching conditions, gross over-employment in 
universities, decaying educational infrastructure and facilities, 
on increasing rate of unemployment among university 
graduates, a mass exodus of experienced lecturers; shortage of 
adequate  opportunities for thousands of young people seeking 
higher education, the absence of academic freedom and a 
decline in the quality of university graduates. Some of these 
problems could be partly solved by an effective quality 
assurance mechanism (Odhiambo, 2011) such as ISO 
9001:2008 Quality Management System. 
 
The Commission for University Education in Kenya (2014) 
guidelines states that a specialized degree awarding institution 
should have adequate academic resources to ensure quality 
delivery of programmes. The institution  should i) have  a 
critical mass of qualified staff in a specific  discipline  of 
national importance, ii) specialized facilities  and equipment 
that meet the standards of the discipline and iii) a specialized 
library that meets the needs of the discipline. Furthermore, 
every University should provide appropriate and adequate 
facilities to cater for the number of programmes on offer and 
students enrolment. As a minimum, a university should 
provide the following facilities: a) Lecture theatres or lecture 
rooms, departmental areas, staff offices and seminar rooms, 
central administration offices, library, auditorium or lecture 
theatre, staff common rooms, student common rooms with 
indoor recreation facilities, outdoor recreation facilities  inform 
of games or sports facilities  and drainage system with proper  
sanitation and water supply, health unit, CT infrastructure and 
spaces for workshop. At the award of Charter a university 
should have facilities that can accommodate students in four 
academic programmes.  

The University should provide lecture rooms  which are  
adequate in number and size and are well lit  and ventilated. 
Research by Mbirithi (2013) indicated that Kenyatta and 
Egerton Universities had inadequate textbooks as it was 
reported by Heads of Department. Libraries had most 
inadequate facilities in terms of space and books in Public 
Universities, both self- sponsored and regular students’ 
complain  that the Universities have  not invested  much in the 
acquisition  of textbooks  to cope  with the increased student 
intakes (Mwiria Ngome & Odero, 2007). Many students in 
public universities conduct their studies in their rooms where 
they do not make any references due to lack of enough 
textbooks and sitting space in the libraries. These have 
implications on the Universities effectiveness in transmitting 
knowledge and skills by making them possible to avail content, 
influence the scope and depth of coverage of that content to 
student and the faculty (Republic of Kenya, 2008). Ahemba 
(2006) observed that most libraries in African Universities are 
depleted. Available literature indicates a shortage of funding 
and investment in many sub-Saharan African universities 
resulting into deficiencies in key learning resources such as 
books and other physical infrastructure. Mbirithi’s (2013)  and 
Ahemba’s  (2006) findings concurs with ISO 9001:2008 
Quality Management System findings on the fact that 
provision of quality facilities in universities  are necessary for 
provision of quality  service delivery. Therefore it was 
desirable to establish the influence of ISO 9001:2008 Quality 
Management System on provision of these facilities in public 
universities.   
 
The taskforce on Higher Education and Society (World Bank, 
2000) observed that most of the teaching practices in African 
Universities major on rote memorization of factual information 
and called for learning methods that emphasized greater 
intellectual engagement, participation and discovery during the 
learning  process, rather than rote learning. Rote learning is 
most likely to proliferate in resource deficient environments. A 
Kenyan taskforce for the development of the National Strategy 
for Higher Education argues that Kenyan University students 
rely on lecturers notes because library books are insufficient 
(Republic of Kenya, 2008). In Knowledge economies libraries 
and computers are critical indicators of quality. The biggest 
challenge faced by public universities in Kenya is lack of 
enough teaching and learning resources like textbooks, 
computers and in general, teaching and learning infrastructure 
(Chacha, 2005). Research by Mwangi et al (2011) showed that 
the quality of the library, online resources and lecture facilities 
did not meet quality measures of adequacy. The facilities were 
the antithesis of healthy and secure facilities that can provide 
stimulating setting for the users. Therefore, insufficient 
resources has a negative impact on the quality of education.  
 
Research by Waswa and Katana (2008) showed that academic 
staff in Public Universities in Kenya viewed promotion 
criterion as being unnecessarily inflexible with an 
overemphasis on chronological teaching duration and refereed 
publications in international journals. Combined these 
problems appear to undermine the quality of service delivery  
as do various  counter reactions  from staff  such  as 
moonlighting, the use of old teaching  notes, zero research 
based teaching  and learning, a lack of  commitment  in 
mentoring  of students  and examination oriented  teaching 
rather than education for sustainable development. The 
reviewed literature indicate that academic staff require 
provision of quality learning materials to provide quality 
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teaching which is envisaged by ISO 9001:2008 Quality 
Management System requirements. According to study by 
Owino (2011) that there is shortage of learning physical 
facilities in public universities and effective teaching and 
learning in public universities was hampered by lack of enough 
essential facilities. Furthermore, the study found that 
management of quality assurance in private and public 
universities in Kenya was significantly different. Private 
universities were doing better in quality assurance than public 
universities.  This was mainly because private universities had 
better physical facilities and effectively engaged their 
stakeholders in management of the institutions.  Lack of 
sufficient physical facilities also impacted negatively on the 
leadership of universities. This was mainly because funding, 
purchase and maintenance of facilities in public universities 
was controlled by the relevant government ministry and 
budgeted funds were hardly received in full by the universities.  
A consequence public universities suffered repercussions of 
demoralized staff and an agitating student body. 
 
According to Okibo et al (2013) in many institutions, students 
face difficult conditions for study. Severely overcrowded 
classes, inadequate library and laboratory facilities, distracting 
living conditions and few if any student services are the norm. 
The financial strain currently faced by most universities are 
making conditions even worse. The developing world is 
littered with deteriorating buildings, inadequate libraries, 
computer laboratories that are rarely open and scientific 
equipment that cannot be used for want of supplies and parts. 
A study by Munene (2008) indicated that in Kenyatta 
University threat to academic quality emanated from the rapid 
involvement of privately sponsored students which did not 
commensurate with an equal increase in the number of 
teaching staff, library and laboratory facilities as well as staff 
development opportunities. There have also been problems 
with infrastructure (lack of staff accommodation, land for 
expansion and research and poor roads).  
 
Abagi (1999) observes that the increasing student numbers 
over the years has not been matched by a corresponding 
expansion in teaching and /learning facilities and class sizes of 
above 300 are not uncommon in public Universities especially 
in humanities and education courses. Libraries, laboratories, 
lecture theatres and halls of residence are all overstretched. 
The increase in student population has not resulted in more 
recruitment of teaching staff, resulting in those who have 
remained being manifestly overloaded. According to Eshiwani 
(2009), Kenyan universities are forced to work under adverse 
conditions, poor services, and lack of resources for non-salary 
academic expenditure such as textbooks, journals, teaching and 
research equipment and maintenance of such equipment. He 
asserted that the situation had resulted in lowering of academic 
standards and of quality of graduates. Graduates are deficient 
in written communication and technical proficiency which 
make them unfit for the market.  Analysis by Gudo et al (2011) 
on adequacy of trained staff for library staff in private and 
public universities showed that 87.50% and 73.33% of 
librarians in private and public universities respectively were 
satisfied with the number of trained library staff available. The 
interpretation was that both private and public universities had 
enough trained library staff to support effective library services 
for teaching and learning. The researchers wanted to find out 
the adequacy of library facilities such as space, print, journals, 
e-journals, internet and current books. It was found that 100% 
and 66.66% of librarians in private and public universities 

respectively were satisfied with library space. It meant that the 
library staff were of the opinion that private and public 
universities had enough reading space in the libraries to 
accommodate the students. Investigations was done on the 
perceived adequacy of print journals in university libraries. It 
was found that 100% and 46.6% of librarians in private and 
public universities were satisfied with available print journals. 
It meant that print journals were not adequate in public 
universities. It was interpreted that public universities did not 
have a satisfactory number of print journals for effective 
teaching and learning. Results on the perceived adequacy of 
internet facilities in university libraries indicated that 100% 
and 40% of librarians in private and public universities 
respectively were satisfied with internet facilities. It meant that 
public universities did not have adequate internet facilities for 
effective teaching and learning. Analysis was done on the 
perceived satisfaction with availability of current books (2005-
2010). Responses showed that 100% and 60% of librarians in 
private and public universities were satisfied with the available 
current books and journals. It meant that quality teaching and 
learning in private and public universities was not negatively 
affected by shortage of current books and journals. The rapid 
expansion of university education since the 1990’s, both in 
terms of increase in student enrolment and the mushrooming of 
new universities has stretched physical, academic and financial 
resources to their limits. It has also posed challenges on how to 
manage, organize, finance, regulate and integrate university 
education to ensure sustainable quality and relevance to current 
and future national human resource requirements. Almost 
without exception resources fail to match the rate of increase in 
enrolment, and universities are expected to do more with less 
in terms of infrastructure, teaching and research facilities 
(Okwakol, 2008). 
 
Developing Countries are able to attract highly skilled workers 
from developing countries especially in the critical fields of 
science and Information Communication Technology. There is 
a growing mobility of academics, professionals’ and skilled 
workers, especially given the usually less attractive terms and 
conditions of service, salary structures and work environments 
in developing countries (Magagula, 2005). Mulryan-Kyne 
(2010) has found out that large classes of between 300 and 
1,000 and even more at the undergraduate level are common at 
institutions of higher learning in a number of countries. This 
occurrence according to research poses challenges to both 
experienced and inexperienced educators who are assigned to 
teach larger classes. According to Macgregor et al (2001) 
introductory courses or classes that fulfill general education 
requirements often carry enrolment of hundreds of students. 
These large-class settings have historically been heavily 
lecture-centered, requiring minimal student engagement and 
expecting little more than memorization of terms and concepts 
as evidence of student learning. Exley and Demnick (2004) 
and Bligh (2000) established that when educators are 
confronted with large  classes, they tend to present their 
lessons using  lecture based format rather than engaging 
themselves  in other teaching  strategies that promote  
discussions, critical thinking, change attitudes or behavioral 
skills. Laurillard (2002) concludes that higher education is 
made up of students with different academic abilities and as 
such most students will have to struggle to learn materials 
presented to them through lectures. The reviewed studies did 
not address provision of quality teaching /learning facilities 
and therefore this study attempted to fill the gap. 
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Conceptual Framework  
 
While many businesses have benefited, many others have 
failed to achieve quality and competitive benefits through ISO 
9001:2008 implementation which means that not all companies 
are able to take advantage of the certification. For this reason it 
was important to take a closer look at the issues surrounding 
the implementation of ISO 9001:2008 and construct 
conceptual framework for its successful implementation. 
Therefore, this study adopted the following conceptual 
framework.  
 

 
 

Figure 1. Conceptual framework showing the influence of ISO 
9001:2008 Quality Management Systems on Academic Staff’s 

Service Delivery in provision of Teaching / learning facilities in 
Public Universities 

 
As perceived in the review of the literature, the independent 
variable for the study is the influence of ISO 9001:2008 quality 
management system. The dependent variable is academic 
staff’s service delivery in relation to provision of teaching 
/learning facilities. The intervening variable is the academic 
staff’s attitude. These factors directly or indirectly intervene on 
the dependent variable and the independent variables as 
illustrated in Figure 1. 
 

RESEARCH METHODOLOGY  
 
Descriptive and correlational research designs were adopted. 
Study population was 759 academic staff consisting of 420 
from one university and 333 from the other. Fisher’s formula 
was used to determine sample size of 254 teaching staff. 
Proportionate and purposive sampling was used to select 254 
teaching staff, that is, 142 from one university and 112 from 
another; and saturated sampling was used to select 4 students’ 
leader and 2 management representatives. Questionnaire, 
interview schedule and document analysis guide were used to 
collect data.  
 
Face and content validity of the instruments was determined by 
experts in educational administration. The content validity 
indices for the four instruments were academic staff 
questionnaire .89, interview schedule for academic staff .78, 
observation guide .89 and document analysis guide .89.  This 
means that all the instruments were valid. Cronbach’s alpha 
was used to determine reliability of the instruments using 
75(10%) of study population whereby a coefficient of .7 and 
above at a p-value of 0.05 was considered reliable. The 
instruments were reliable as their coefficients exceeded .7 at p-
value of .05. Quantitative data was analyzed using frequency 
counts, means, percentages and regression analysis. Qualitative 
data was transcribed and analyzed in emergent themes and 
sub-themes. 
 

RESULTS  
 
From Table 2, it can be noted that the return rate of 
questionnaire was 100%. This means that they were adequate 
for analysis of data. Thus according to Mugenda and Mugenda 
(2003) a response rate of 50% is adequate for analysis and 
reporting. A response rate of 60% is good and a response rate 
of 70% and over is very good. In essence these figures serve as 
guidelines, otherwise a response rate of 100% is the best 
because it is a representative sample for meaningful 
generalizations. Since the response rate was 100%, it means 
the results of this study are generalizable.  
 
Institution Data  

 
The institution data for the universities that were used as the 
site of the study were as shown in Table 3. From Table 3, it 
can be noted that universities had schools and departments. It 
is important to note that an “institution” is defined as an 
organization founded for purpose of university education and 
research. “Public university” means a university established 
and maintained or assisted out of public funds. “Academic 
staff” means any person who has been appointed to teach, train 
or to do research at a university. “Department” means an 
academic division into which a faculty or school is divided for 
purposes of teaching, examinations and administration. 
“Curriculum” means any documented programme of study. 
“Faculty /school” means an academic division so designed or 
established under the instruments constituting a university 
(Ministry of Education, Science and Technology, 2014).  
Examination on the other hand means an official test that 
reveals a student knowledge or ability in a particular subject. 
There are two types of examinations formative and summative 
evaluations. Formative evaluation are examinations or tests 
administered in the course of study while summative 
evaluation are examinations administered at the end of the 
course /semester. The purpose of examination is fourfold; one, 
examinations are used to diagnose the strengths  and 
weaknesses of students; two, to inform students of progress in 
the curriculum; three, help in grading or classifying students, 
and four, to help in selecting  students  into correct  career and  
programmes for further studies. Thus without good 
examinations, an education system can collapse and put the 
country’s development scorecard into disarray.  
 
ISO 9001:2008 Quality Management System Status Based 
on Departmental Audit Report in sampled Public 
Universities in Kenya (n=91) 2014/2015: In order to establish 
the influence of ISO 9001:2008 Quality Management System 
on academic staff’s service delivery in public universities in 
Kenya data on ISO 9001:2008 Quality Management System 
status was first established from the departmental audit report 
using document analysis guide. The results were as shown in 
Table 4. The research hypothesis responded to was: ISO 
9001:2008 Quality Management System certification does not 
influence provision of quality teaching/learning facilities in 
public universities. In order to establish the influence of ISO 
9001:2008 Quality Management System on academic staff’s 
service delivery in provision of quality teaching /learning 
facilities the null hypothesis, “ISO 9001:2008 Quality 
Management System has no significant influence on academic 
staff’s service delivery in provision of quality teaching 
/learning facilities in public universities” was generated. Data 
on status ISO 9001:2008 Quality Management System after 
certification (Table 5) and status of quality teaching /learning  
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Table 1. Public Universities in Kenya:  Non –conformities 2012 to 2015 

 
SN University Year of ISO certification Areas of Focus and Non –Conformities  

Examination 
processing 
procedures 

Curriculum 
review 
process 

Teaching 
process 

Teaching/lear
ning  facilities 

Processing of 
University 
Continuous 

assessment Tests 

Total 

1 A 20th June 2012 1650 180 230 870 850 3780 
2 B 29th July 2009 1520 130 210 850 660 3370 
3 C 30th Oct 2014 1630 100 240 820 750 3540 
4 C 8th May 2012 1720 170 270 920 780 3860 
5 E 1st   January 2011 2300 280 360 1100 1300 5340 
6 F 26th Sep 2013 2100 270 340 1200 1400 5310 
7 G 20th June 2012 1620 210 180 940 880 3830 
8 H 4th Dec 2009 1670 180 210 830 860 3750 
9 I 5th March 2012  1640 160 240 830 780 3650 
10 J 25th Nov 2014 1540 170 220 860 830 3620 
11 K 15th August 2012 1820 210 240 820 850 3940 
12 L 6th April 2009 1450 140 170 860 740 3360 
13 M 16th June 2010 1550 180 210 840 860 3640 
14 N 2nd Dec 2014 1730 220 230 870 870 3920 

Source: KEBS (2015) Standards, Training, Testing and Certification of (14) ISO 9001:2008 Certified Public Universities in Kenya. 

 
Table 2.  Return Rate of Questionnaires 

 
Respondents  Number  Issued  Number Returned  Percentage  

University E Lecturers 142 142 100 
University F Lecturers  112 112 100 

               Source: Field Data 2016 

Table 3. Institution Data 

 
Institution  Number  of Schools   Number of Academic Departments   

University E  11 55 
University F  11 36 

                       Source: Field Data 2016 

 
Table 4. Data on ISO 9001:2008 Quality Management System Status on Non Conformities in provision of Teaching /Learning 

facilities in Public Universities Based on Departmental Audit Reports (n=91) 2014/2015 

 
S/N Non Conformities-  Teaching 

/learning Facilities  
S/N Non Conformities-  Teaching 

/learning Facilities  
S/N Non Conformities- Teaching 

/learning Facilities  

1 1.78 31 1.56 61 1.67 
2 1.61 32 2.4 62 1.72 
3 1.33 33 1.67 63 2.15 
4 2.2 34 1.56 64 2.43 
5 1.67 35 2.44 65 2.89 
6 1.56 36 1.67 66 1.56 
7 1.78 37 2.89 67 1.57 
8 2.42 38 1.56 68 1.56 
9 1.88 39 1.66 69 2.44 

10 2.44 40 1.56 70 1.78 
11 1.67 41 1.56 71 1.33 
12 2.1 42 1.56 72 1.56 
13 1.77 43 1.74 73 1.67 
14 1.56 44 1.67 74 1.68 
15 1.33 45 1.7 75 1.33 
16 2.89 46 1.56 76 1.78 
17 2.44 47 1.33 77 1.68 
18 1.33 48 2.42 78 1.72 
19 1.67 49 2.89 79 1.81 
20 1.67 50 2.1 80 1.57 
21 1.33 51 2.43 81 2.42 
22 1.56 52 1.62 81 1.79 
23 1.67 53 1.81 82 1.68 
24 2.3 54 2.43 83 2.43 
25 2.45 55 1.78 84 2.42 
26 2.44 56 1.56 85 1.78 
27 2.44 57 2.85 86 1.69 
28 1.78 58 1.58 88 1.56 
29 2.2 59 2.33 90 1.56 
30 1.66 60 1.65 91 1.78 
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Table 5. Status of ISO 9001:2008 Quality Management System in relation to Teaching /Learning Facilities in  
Public Universities 2014 /2015 Academic Year 

 

Level of Non conformity in Provision of  Quality Teaching /learning   Facilities (Ratings) Frequency    Percentage    

1.00 -1.44 7 7.7 
1.45 -2.44 78 85.7 
2.45 -3.44 06 6.6 
3.45 -4.44 00 00 
4.45 -5.00 00 00 
Total  91 100.00 

Source: Field Data 2016 
 

Interpretation of Mean Rating  
 

Numeric strength  Practical strength  
 

1.00 -1.44 Very Low non conformity  
1.45 -2.44 Low non conformity  
2.45 - 3.44 Moderate non conformity  
3.45 - 4.44 High non conformity  
4.45 -5.00 Very High non conformity  

 

Table 6. Status of Provision of Quality Teaching /Learning Facilities after ISO 9001:2008 Quality Management System  
Certification in Public Universities 2015 /2016 Academic year 

 

Provision of Quality Teaching /Learning Facilities    (Ratings) Frequency    Percentage    

1.00 -1.44 00 00 
1.45 -2.44 10 10.99 
2.45 -3.44 36 39.56 
3.45 -4.44 30 32.97 
4.45 -5.00 15 16.48 
Total  91 100.00 

Source: Field Data 2016 

 
Interpretation of Mean Rating  
 

Numeric strength Practical strength  
 

1.00 -1.44 Poor  
1.45 -2.44 Below Average  
2.45 - 3.44 Average   
3.45 - 4.44 Good  
4.45 -5.00    Very good  

 
Table 7. Regression analysis of the influence of ISO 9001:2008 Quality Management System in Provision of  

Quality Teaching/ Learning Facilities in Public Universities 

 
Model R R Square Adjusted R 

Square 
Std. Error of the 

Estimate 
Change Statistics 

R Square Change F Change df1 df2 Sig. F Change 
1 .336a .113 .103 .72255 .113 11.347 1 89 .001 

a.Predictors: (Constant), ISO 9001:2008 Quality Management Systems  

 
Table 9. ANOVA of ISO 9001:2008 Quality Management System and the Provision of  

quality teaching /learning facilities in public universities 
 

Model Sum of Squares Df Mean Square F Sig. 

1 Regression 5.924 1 5.924 11.347 .001b 
Residual 46.465 89 .522   
Total 52.389 90    

a.Dependent Variable: Teaching  learning Facilities 
b.Predictors: (Constant), ISO 9001:2008 Quality Management Systems 

 

Table 10. Linear Regression Analysis of the influence of ISO 9001:2008 Quality Management System on the Provision of Quality 
Teaching /Learning Facilities in Public Universities 

 
Model Unstandardized 

Coefficients 
Standardized 
Coefficients 

t Sig. 95.0% Confidence Interval for B 

 B Std. Error Beta   Lower Bound Upper Bound 
1 (Constant) 4.680 .353  13.246 .000 3.978 5.382 

ISO 9001:2008 Quality 
Management System  in 
Teaching/learning Facilities 

-.617 .183 -.336 -3.369 .001 -.981 -.253 

a. Dependent Variable: Teaching learning Facilities     Regression Equation Y = B0 + B1X1……… 

9484                                         International Journal of Current Research, Vol. 12, Issue, 01, pp.9476-9491, January, 2020 



facilities (Table 6) were used in the computation. From Table 
5, it can be observed that the non conformities in provision of 
quality teaching /learning facilities were majorly low as 
majority 78(85.7%) rated them as low, 6(6.6%) as moderate 
while 7(7.7%) as very low. The areas of focus or indicators 
were furniture in the lecture halls, office space, office 
computers, office furniture, library space, library books and 
library furniture.  From Table 6, it can be noted that provision 
of quality teaching /learning resources was rated good by 30 
(32.97%), as average, by 36(39.56%) as below average, by 
10(10.99%) and as very good by 15(16.48%). The areas of 
focus were provision of library space, book/ student ratio, 
toilets and washrooms, copies of textbooks per title, lighting in 
lecture rooms, lighting in offices, computers in offices, 
conditions of lecture rooms and office spaces, office space, 
furniture in lecture room and offices. Regression analysis was 
computed to establish the influence of ISO 9001:2008 Quality 
Management System on academic staff’s service delivery in 
provision of quality teaching /learning facilities in public 
universities. The results were as shown in Table 7. From Table 
8, it can be noted that ISO 9001:2008 quality management 
system had significant influence on Academic Staff’s Service 
Delivery in Provision of Quality Teaching/ Learning Facilities 
in Public Universities  as the p value was less than .05. The 
null hypothesis “ISO 9001:2008 Quality Management System 
has no significant influence on academic staff’s service 
delivery in  provision of quality teaching/learning facilities in 
public universities was rejected and therefore the alternative 
hypothesis Ha1 ISO 9001:2008 quality management system 
has significant influence on academic staff’s service delivery 
in provision of quality teaching/learning facilities  in public 
universities was accepted. It can also be observed that ISO 
9001:2008 Quality Management System accounted for 10.3% 
of the variation in the provision of quality teaching /learning 
facilities in public universities. This was signified by the 
Adjusted R Square coefficient .103. The other 89.7% was due 
to other factors that were not the subject of this study. 
 

To determine whether ISO 9001:2008 Quality Management 
System was a significant predictor of  academic staff’s service 
delivery in provision of quality teaching /learning facilities in 
public universities, Analysis of  Variance  was computed and 
the results were as shown in Table 9. From Table 9, it can be 
noted that ISO 9001:2008 Quality Management System  was a 
significant predictor of provision of quality teaching /learning 
facilities in public universities (F (1, 89) = 11.347, P<0.05). 
This means that  ISO 9001:2008 Quality Management System 
can be relied upon to predict the provision of quality teaching 
/learning facilities in public universities.  To determine the 
actual influence of ISO 9001:2008 Quality Management 
System on the provision of quality teaching /learning facilities 
in public universities, linear regression analysis was computed. 
The results were as shown in Table 10. From Table 10, it can 
be observed that for every one unit increase in non 
conformities in the provision of quality teaching /learning 
facilities, provision of quality teaching /learning facilities 
declined by .617 units as signified by the coefficient -.617. 
Conversely for every one unit reduction in non conformities in 
the provision of quality teaching /learning facilities, the 
provision of quality teaching /learning facilities improved by 
.617 units. The regression equation is Y = 4.680 + -.617X1. 
 

DISCUSSION  
 

Observation revealed that the quality of teaching /learning 
facilities provided was generally good.  

However, there were few cases of decaying conditions of 
building such as peeling paint, crumbling plaster, and non 
functioning toilet, poor lighting, inadequate ventilation and in 
operating temperature control systems that affected the 
learning as well as the morale of some staffs and students to 
some extent. During interviews the interviewees stated ISO 
9001:2008 Quality Management System had improved the 
provision of quality teaching /learning facilities. Thus “In 
response to ISO 9001:2008 Quality Management System and 
Quality Assurance requirements, the university has put in place 
maintenance policy and asset inventory to alleviate the 
insufficient or shortage of chairs, tables, computers, library 
books and  space, lecture  rooms and their  accessories  due to 
the large  enrolment. In fact during this financial year the 
university has budgeted for purchase of additional facilities to 
cater for the deficit.” These results support the fact that quality 
teaching /learning facilities are a basic requirement for 
establishing a university just like any other institution of 
learning. This means that value addition to quality teaching 
/learning facilities translate to better learning outcomes. It is 
for this reason that teaching /learning facilities are a 
requirement in ISO 9001:2008 Quality Management System 
certification in universities. Good teaching /learning facilities 
are important preconditions for better student learning 
provided that other conditions are present that support a strong 
academic programme. A growing body of research has 
established a positive link between student achievement and 
behaviour; and teaching /learning facilities (Ahawo, Simatwa 
& Yalo, 2015; Ahawo, Simatwa & Gidudu 2017). 
 
These results indicate that ISO 9001:2008 Quality 
Management System certification of public universities has 
really enhanced provision of quality teaching learning 
facilities. These findings  concur with those of Vusa (2016) in 
a study entitled ISO 9001:2008 quality management system 
certification and service delivery in Kenyan  public  
universities: A  case study of the university of Nairobi, who 
established  that ISO 9001:2008 Quality Management System 
enhanced  quality service delivery in many dimensions  such as 
customer  focus, leadership involvement of people process 
approach, systems  approach and decision  making. These 
dimensions have a link to provision of quality teaching 
/learning resources. That is  ISO 9001:2008 Quality 
Management System guide or form a basis  for good decision 
making systems approach, customer focus  and involvement of 
people  in providing the desired quality teaching /learning  
facilities. In fact during the interviews, interviewees  were 
unanimous on the fact that ISO 9001:2008 had guided  
university managements in making good decisions in 
providing the desired quality  teaching /learning facilities in all 
departments and schools. In this respect the management 
representatives and student leaders stated “ISO 9001:2008 
Quality Management System was awake up call upon 
university leadership /management to equip universities with 
the right teaching learning facilities. Having been ISO certified 
universities are struggling to improve standards  by complying 
with the set requirements. All professional courses, be they 
medicine, Architecture, teaching engineering, nursing among 
others have the responsibility of providing quality training as 
this  can only be achieved  by use of quality teaching /learning 
facilities supported by other factors such as highly qualified  
academic  staff, and support staff.” These findings also agree 
with those of Ali and Ensar (2014) who established that ISO 
9001:2008 Quality Management Systems enhanced the 
establishment and accreditation of Star University.  
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This is majorly because ISO 9001:2008 Quality Management 
System was used in meeting the requirements that led to 
accreditation. In this research quality was dealt with as a part 
of standards that was important in fulfilling the requirements. 
The indicator used by Ali and Ensar (2014) are directly the 
product of provision of quality teaching /learning facilities 
studied by Vusa (2016)  who attests to these findings. Indeed 
with quality teaching /learning facilities passing rates, average 
grade, evaluation of staff by students, students’ satisfaction and 
number of publications cannot be realized. To this end 
interviewees both management representatives and student 
leaders stated: “Provision of quality teaching /learning 
facilities in accordance with ISO 9001:2008 are requisites to 
pass rates. This is because they immensely enhances teaching 
/learning processes. This in turn, positively influence student 
grades. Students use the teaching /learning facilities to evaluate 
their teaching by assessing how the teacher selects and uses 
these facilities. It is also commonplace to hear students 
praising or condemning the quality of teaching /learning 
facilities which is an indicator of their level of satisfaction. 
Similarly without provision of quality teaching /learning 
facilities lecturers at universities cannot effectively conduct 
research and publish research articles.” The new knowledge 
generated is the empirical evidence that ISO 9001:2008 
improved provision of quality teaching /learning facilities 
which in turn enhanced pass rates, average grades, student 
satisfaction and increased publications by staff.  
 
Conclusion  
 
The ISO 9001:2008 Quality Management System significantly 
influenced academic staff’s service delivery in the provision of 
quality teaching/ learning facilities namely; provision of 
library space, book student ratio, toilets and washrooms, copies 
of textbooks per title, lighting in lecture rooms, lighting in 
offices,  computers in offices, conditions of lecture rooms and 
office spaces, office space, furniture in lecture room and 
offices. This helped universities to improve in public image 
and performance in teaching and research. 
 
Recommendation 
 
Public universities should endeavour to reduce the non 
conformities in the provision of quality teaching /learning 
facilities so as to enhance quality of education offered. This is 
because achievement in teaching research and curriculum 
development would be of high standards. 
 

REFERENCES 
 
Abagi, O. 1999. Revitalizing financing of Higher Education in 

Kenya. Resource utilization in public universities in Kenya. 
Research report, Association of African Universities. 
Accra, Ghana.  

Abend, A., Ornstein, S.W., & Battas, E. 2006. Evaluating 
Quality Educational Facilities PEB Exchange  programme 
on Educational Building, Paris: OECD Publishers. 

Achavya, U.H. & Ray, S. 2000. ISO 9000 Certification in 
Indian Industries: A Survey, Total Quality Management, 
113: 261 -266. 

Adeyemo, A. 2012. Sixty percent of Lecturers in Nigerian 
Universities do not have Doctorate degrees. Retrieved from 
http/www.bellanaisa.com/202/08/22. 

Adolfas, K. 2008. Problems of Auditing using Quality 
Management Systems for Sustainable Development of 

Organizations, Technological and Economic Development 
of Economy, 141: 64-75. 

Ahawo, A.H., Simatwa, E.M.W., & Gidudu, H.L. 2017. 
Education Stakeholders’ Contribution to Management of 
Girl Student Discipline in Enhancement of Quality 
Education for Girls in Kenya: A Case Study of Siaya 
County. International Journal of Current Research. Vol. 9, 
Issue 08: 56190-56207.  

Ahawo, A.H., Simatwa, E.M.W., & Yalo, A.J. 2015. 
Stakeholders Contribution to Infrastructure Development in 
Enhancement of Girls Academic Achievement in Kenya: A 
Case Study of Siaya County. Greener Journal of 
Educational Research.  Vol. 5 3: 098-119. 

Ahemba,T. 2006. “Decay dim’s Africa’s once proud 
Universities” Reuters 15 November, Ibadan. 

Al Khadra, H., Barqawi, B. & Alramahi, W. 2012. Governance 
using ISO 9001:2000 challenges and Barriers: Empirical 
Study applied on the Jordanian Private Mobile Companies. 
International Journal of Project Organizations and 
Management Vol. 4. 

Ali, G., & Ensar, M. 2014. Implementation of ISO 9001:2008 
and standards for accreditation at private university in 
Boshia and Herzegovina. Journal: University Researcher 
published by Academic publishing House Researcher 
Russia ISSN 2219-8229 Vol. 75 No. 5-2: 947-961.  

Allistair, J. 2012. CPS top 100 East African Universities 
Surve2012:www.cpsresearch.com. 

Amin 2004. Foundation of Statistical Inference for Social 
Science Research. Makerere University, Kampala Uganda.  

Anton Sase Miguel Rodriguez  & Alonso – Almelda Maria 
Del, Andrada Luis Rubio 2011. Motivations and Impacts in 
the Firm and Stakeholders of Quality Certification: 
Evidence from small and medium-sized service enterprises, 
Total Quality Management  and Business Excellence, 22: 8, 
855 – 852. 

Aristazabal, G.R., Cardenas, P.R., Buitrago, V.M. & Martin, 
G. 2009. “Impacto de la certificacion ISO 9001:2000 en la 
visio’n mission de una institucion educativa de educacion 
preescolar, basica Y media certificada” Tesis de Grado. 
Pontificia Universidad Javierana, Bogota’ Contributions of 
the Quality Management Systems ISO 9001 in schools 
organizations and its results.  

Baraza, K.D. 2013. The Influence of ISO 9001 Quality 
Management Systems Certification on the Competitive 
Advantage of Kenya’s Universities. A Survey of selected 
ISO 9001: Quality Management System Certified 
Universities in Nairobi, Kenya. Unpublished MBA thesis 
Kenyatta University. 

Beirao Gabriela Sarsfield, Cabral, J.A. 2002. The Reaction of 
the Portuguese Stock market to ISO 9000 Certification, 
Total quality Management, 13, 4: 465 – 474. 

Berg, M. 1996. Vocationalization in Norwegian Higher 
Education. Rhetoric or Reality. European Journal of 
Education. Vol. 27: 231-245. 

Bergman, R.L.1995. Evaluating Quality and Effectiveness: 
Regionalaccreditation principles. Total Quality 
Management 281:3-7. 

Best, J.W. 1977. Research in Education. New Jersey: Prentice 
Hall Inc.  

Bhuiyan, N. & Alam, N. 2005. An investigation into issues 
related to the latest version of ISO 9000, Total Quality 
Management and Business Excellence, 16, 2:199 –213. 

Biazzo, S. 2005.  The new ISO 9001 and the problem of 
ceremonial conformity:  How  have audit methods 

9486                                        International Journal of Current Research, Vol. 12, Issue, 01, pp.9476-9491, January, 2020 



evolved?  Total Management and Business Excellence, 
16:3 381-399. 

Bichanga, W.O. & Kimani, A.W. 2013. Effectiveness of ISO 
9001: 2008 certification on service delivery of Public 
Universities in Kenya. European Journal of Business and 
Management Vol.5, No.13:1-11. 

Blyn, C.D. 2000. The case for ISO 9000. The Total Quality 
Management Magazine. 155:215-221. 

Borg, W., & Gall, M. 2003. Educational Research: An 
introduction. New York: Longman.  

Brace, N., Kemp, R. & Snelgar, R. 2006. Statistical Package 
for Social Sciences for Psychologist; New York.  Pulgrave, 
Macmillan.  

Brian, M. H. 2007. Examination and stress; Blood pressure 
assessments in college students I.  Journal Educational 
Review Vol. 57: 2005 1: 21-36. 

Briscoe, J.A., Fawcett, S. E.  & Todd, R. H. 2005. The 
Implementation and Impact of ISO 9000 among Small 
Manufacturing Enterprises, Journal of Small Business 
Management Vol.43 3. 

Calingo, L.M.R., Leong,Y.M.,  Chia, M. P. & Mohammed 
1995. Achieving Total Quality Management through ISO 
9000: A research Note, Accounting and business review 
Vol. 2 1: 173-186. 

Casadesus, M. & Karapetrovic, S. 2005.  An empirical Study 
of the benefits and costs of ISO 9001: 2000 compared to 
ISO 9001/2/3:1994, Total Quality Management and 
Business Excellence, 16:1, 105-120. 

Catalina Martinez –Mediano, Jorge, A. & Arribas, D. 2014. 
Contributions of the Quality Management System ISO 
9001 in schools organization and its Results. UNED, Spain.  

Chacha, N.C. 2004. Reforming higher Education in Kenya, 
Challenges, Lessons and Opportunities. 

Chacha, N.C. 2005. The University Mandate in re-invigorating 
the University mandate in a globalizing environment. 
Challenges, Obstacles and way forward. DAAD 
Conference proceedings 26th-27th May 2005. Kenyatta 
University, Nairobi. 

Chan, H.S., Chang, F.C.I. & Lee, J.I.C. 2007. A Study of 
Implementation of ISO Quality Assurance System for 
Administrative Staff in University. Retrieved on 13/3/2018 
from bm.nsysu.edu.tw at 11.00pm. 

Chan, K.W. & Chan, H.C. 2000. Factors affecting quality of 
building projects: International journal of quality and 
reliability management 17, 423-441.  

Chow-Chua, C., Goh, M., & Wan, T.B. 2003. “Does ISO 9000 
Certification improve business performance?” 
International journal of Quality and Reliability 
Management, 208: 936-53. 

Cianfrani, A., Charles &  West, J.E.  2009. Cracking the case 
of ISO 9001: 2000 for service. ASQ Press, Milwaukee, 
Wisconsin. US. 

Cohen, L. & Manion, L. 1998. Research Methods in 
Education, 4th  Edition, London:  Routeledge Ltd. 

Corbelt, C.J., Montes –Sancho, M.J. & Kirsch, D.A. 2001. The 
financial impact of ISO 9000 certification in the U.S: An 
Empirical analysis. Management Science 51: 046-59. 

Davis, S.F., Drinan, P.F. & Gallant, T.P. 2009. Cheating in 
School. Wiley-Blackwell Publishing. P 11. 

Diaz, J.A. & Martinez –Mediano, C. 2014. International 
Standard ISO 9001 as a catalyst element in school 
improvement: Application in a Spanish Educational centre. 
Retrieved from www.eera.de>contribution on 5 May 2017 
at 4am.  

Diaz, J.A. & Martinez –Mediano, C. 2016. Quality 
Management systems ISO 9001 and its impact on school 
organization and its Results Retrieved from 
www.eera.de>contribution. on 5 May 2017  at 4am. 

Dick, G., Gallmore, K., & Brown, J.Z. 2000. Does 
accreditation make a profound difference to the way 
service quality is perceived and measured. Managing 
service quality: 23-45 

Dissanayaka, S.M., Kumar, Swamy, M.M. K. & Karim, M.  
2001. Evaluating Outcome from ISO 9000 Certified 
Quality Systems of Hong Kong Constructors, Total Quality 
Management, 121: 29 – 40. 

Earthman, S. 2004. Prioritization of 31 Criteria for School 
building Adequacy. American Civil Liberties Union 
foundation of Maryland, Baltimore.M.D. 

ElgGreemy, J. & Melao, N. F. 2012. The Impacts and success 
factors of ISO 9001 in education: Experiences from 
Portuguese vocational schools. International journal of 
quality 24:380-400.  

Escanciano, C., Fernandez, E. & Vazqurz, C. 2001. Influence 
of ISO 900 Certification the progress of Spanish industry 
towards TQM. International Journal of Quality and 
Reliability Management 18 5: 481-494. 

Eshiwani, G. 2009. University Expansion in Eastern Africa: 
Challenges and Options in Higher Education. Inter-
University Council for East Africa. Newsletter Vol. 39: 17-
22 

Fernandez, -chung, R.M. 2009. Poor observation as a 
mechanism to identify and promote quality teaching in 
higher education. In proceedings of what works conference 
in quality teaching of higher education held in Istanbul, 
Turkey, 12-13 October 2007, Istanbul, Turkey. Istanbul 
Technical University.  

Flyn, B. 1995. The impact of quality management practices on 
performance and competitive Advantage. Academy of 
Management Journal 265: 659-691. 

Font, X., Sanabria, R. & Skinner, E. 2003. Sustainable 
Tourism and Eco Tourism Certification: Raising Standards 
and Benefits. Journal of Ecotourism, 2:3, 213 – 218. 

Fuchaka, W. & Swaleh, S. 2012. Faculty opinions on emerging 
corporatization in public universities in Kenya; Education 
and general studies. 11:009-0015. 

Garwe, C.E. 2015. The Impact of involving students in 
managing the Quality of Higher Education provision. 
Journal of Education and Training Studies Vol. 32: 1-6. 

Gay, L.R. 1987. Educational Research: Competencies for 
Analysis and Application. Columbus, Ohio: Merrill 
Publishing Company.  

Gelders, L., Proost, A. & Van Der Heyde 1995. ISO 9001 
Certification in an Academic Unit, European Journal of 
Engineering Education 20, 4 467 – 471. 

Ghasemi, A.  & Zahediasl, S. 2012. Normality Tests for 
Statistical Analysis: A guide for Non-statisticians 
International Journal of Endo criminology and Metabolism 
Vol. 103: 486-489. Kowsar medical institute 
https://www.ncbi.nih.gov>articles.  

Goetsch, D. & Davis, S. 2002. Understanding and 
implementing ISO 9000:2000. New Jersey. Prentice Hall. 

Gotzamani, K.D. 2005. The Implications of the new ISO 
9000:2000 Standards for certified organizations- A review 
of anticipated benefits and Implementation pitfalls. 
International Journal of Productivity and Performance 
Management, 54 8: 645-657. 

Grimes, R., & Kevin 2002. ISO 9001:2000 A Practical Quality 
Guide Manual Explained. ASQ Quality Press U.S. 

9487               Zilpah Andiva Kageha and Enose M  W  Simatwa,Influence of iso 9001:2008 quality management system on academic staffs’ service delivery in 
provision of quality teaching/learning facilities in public universities in Kenya 



Gudo, C.O., Ogachi, O.I., & Olel, M.A. 2011. Role of 
Institutional Managers in Quality Assurance: Reflections 
on Kenya’s University Education. Australian Journal of 
Business and Management Research Vol.1 2:113-124. 

Ham, S. 2000. An Empirical study on Quality Management 
Practices in Shanghai manufacturing industries. Total 
Quality Management, 118: 100-120. 

Heires, M. 2008.  The International Organization for 
Standardization; New Political Economy, 13, 3: 357 – 367. 

Hesham, A., & Magd, E. 2007. ISO 9001:2000 Certification, 
Experiences in Egyptian Manufacturing sector. Perceptions 
and perceptive. International Journal of Quality and 
Reliability Management 252:173-200. 

Hilling, B., Hull, C.F., & Lio, B.H. 1994. Innovation in non-
profit and for profit organizations: Visionary, Strategies 
and Financial considerations. Journal of Change 
Management. 61:53-65.  

Hoyle, D. 2009. ISO 9000: Quality Systems Handbook – 
Updated for the ISO 9001:2008 Standards. Using the 
standards as a framework for business improvement. 
Elsevier Ltd.     

Inak,I. H.,  Mariomo, F., & Casadesus, M.S. 2011. The impact 
of ISO 9001 Standard and the EFQM model; The view of 
the assessors, Total Quality Management and Business 
Excellence, 22, 2: 197-218. 

ISO 9001 2009. “The ISO Survey” International Organization 
for Standardization.  Geneva.  

ISO survey of Certification 1996. ISO  News retrieved from 
http://www.iso.org on January 23rd 1996 at 10pm.  

Israel, G.D. n.d. Determining sample size. 
http://edis.ifas.ufl.edu/pdfiles/pd/pd00600. pdf26/6/2011 

Johansten, Gustav Cerl 1995. Application of the ISO 9000 
Standards of Quality Management in Professional Services. 
An Information Sector Case, Total Quality Management, 6, 
3: 21 – 242. 

Joppe, M. 2000. The Research process. The Quantitative 
Report. Understanding Reliability and Validity in 
qualitative Research Journal Vol. 84: 597-607. 

K’Okul, F. 2010. “Perception of Students on the Status of 
Guidance and Counseling in Selected Universities in 
Kenya for minimizing students student notes, Unpublished 
PhD thesis Kenyatta University. 

Kabiru, K. 2007. The Management of Higher Education in 
Kenya: Challenges and Opportunities. Paper presented at 
the Mijadala on Social Policy Governance and 
Development in Kenya. Sponsored by Development Policy 
Management Forum on 9th July, 2007 at Nairobi Safari 
Club. 

Kagwiria, C.R. 2013. Factors Affecting Adoption of ISO 
9001:2008 Quality Management Systems in Selected 
Public Sectors Organizations in Nairobi. Unpublished 
MBA project. Kenyatta University, Nairobi, Kenya. 

Kammoun, R. & Auoni, B. 2012. ISO 9000 adoption in 
Tunisia; experiences of Certified Companies, Total Quality 
Management and Business Excellence, Doc: 10. 
1080/4783363.2012.669548. 

Kang Lo Liang & Dong, S.C. 2007. The difference in the 
perceived benefits between firms that maintain ISO 
Certification and those that do not, International Journal of 
Production Research, 45 8: 1881 – 1897. 

Kanji, G.K. 1998.  An innovative approach to make ISO 9001 
Standards’ more effective. Total Quality Management, 9 1: 
67-78. 

Karapetrovic, S., Rajamani, D. & Wilborn, W.C. 1998. ISO 
9001 Quality system: An interpretation for the university. 

International Journal of Engineering Education 142:105-
118.  

Kaziliunas, A. Dolfas 2008. Problems of Auditing using 
Quality Management Systems for Sustainable 
Development of Organizations, Technological and 
Economic Development of Economy, 141: 64-75. 

Kenya Bureau of Standards 2007. Implementation of ISO 
9001:2008 Standards Handbook. Kenya Bureau of 
Standards Training and advisory services. 2007, Nairobi, 
Kenya.  

Kenya Bureau of Standards. 2012. Implementation of ISO 
9001 Standards Hand book. Nairobi. Kenya Bureau of 
Standards Training Services. 

Kenya Bureau of Standards. 2015. Implementation of ISO 
9001 Standards Hand book. Nairobi. Kenya Bureau of 
Standards Training Services. 

Khalid, S. 2012. Job Satisfaction among academic staff. A 
comparative analysis between Public and Private sector 
universities of Punjab Pakistan. International journal of 
Business and Management Vol. 5:110-115. 

Khan, M.K. 1999.  Development of an Expert System for 
Implementation of ISO 9000 quality systems, Total Quality 
Management 10 1: 47 – 59. 

Kiiru, G.T. 2006. Employee perception of the implementation 
of ISO 9001 certification and process improvement 
initiations, the case of Kongen. Unpublished MBA thesis. 
University of Nairobi. Nairobi.  

Kimani, A.W., & Okibo, B.W. 2013. Effectiveness of ISO 
900:2008 Certification on Service delivery of Public 
Universities in Kenya. European Journal of Business and 
Management Vol.13: 232-242. 

Kinyanjui, K. 2007. The transformation of higher education in 
Kenya: challenges and opportunities paper presented at the 
Mijadala on social policy, governance and development in 
Kenya forum, Nairobi Safari Club, 9th July, 2010. 

Koech Report 1999. Commission of Inquiry on the education 
system in Kenya, Nairobi.  

Kosgey, I. S. & Lagat, A.C. 2014. Role of Senior Management 
Support and Leadership in the Strategic Positioning of 
Newly Chartered Public Universities in Kenya. The case of 
Laikipia University European Journal of Business and 
Management Vol.6 No.23: 1-13. 

Kumar, R. 2011. Research Methodology – A step by –step 
Guide for Beginners. Thousand Oaks. Sage publications 
Inc. 

Kyalo, M. J. 2003. The effect of ISO 9001:2008 Certification 
on process quality: A case study of Kenya Power and 
Lightning Company. Unpublished MBA project. 
University of Nairobi. 

Lagodimos, A.G., Dervitsiotis, K.W. & Kirkagaslis, S.E.C. 
2005. The penetration of ISO 9000 Certification in Greek 
Industries, Total Quality Management and Business 
Excellence, 16,4: 505 – 527. 

Landmark, E. & Westelius, A. 2006. Effects of Quality 
Management According to ISO 9000: A Swedish Study of 
the Transit to ISO 9000: 2000, Total Quality Management 
and Business Excellence, 17:6:  1021 – 1042. 

Lankford, W. M. 2000. ISO 9000: Understanding the Basics. 
Review of Business 203.  

Larson, P.D. & Kerr, S.A. 2007. Integration of Process 
Management Tools to Support TQM Implementation:  ISO 
9000 and Activity – based costing. Total Quality 
Management and Business Excellence, 18: -2: 201 – 207. 

9488                                         International Journal of Current Research, Vol. 12, Issue, 01, pp.9476-9491, January, 2020 



Laszlo, G. 1998. ISO 9000 or TQM: Which to adopt – A 
Canadian Case Study. The Total Quality Management  
Magazine, 105: 362-366. 

Laurillard, H.K., & Cheng, C.C.T. 2002. The state of quality 
management implementation: A cross section study of 
quality –oriented companies in Hong Kong. Total Quality 
Management, 131:29-38. 

Leedy, P.D. & Ormrod, J.E. 2005. Practical Research: 
Planning and design. New Jersey: Pearson Merrill Prentice 
Hall. 

Levett, J.M. 2005. Implementing an ISO 9001 Quality 
Management System in a Multispecialty Clinic. Physician 
Executives 31 6:46-51. 

Lipovatz, D., Stenos, F. & Vaka, A. 1999. Implementation of 
ISO 9000 Quality Systems in Greek enterprises. 
International journal of quality and reliability management 
16: 534-551. 

Locke, E. &  Lathem, G.P. 2000. A theory of Goal Setting and 
Task Performance.  New Jersey. Prentice Hall. 

Londora, C. 2003. Management Effects on Quality-Policy 
Implementation. The Total Quality Management  Magazine 
173: 267-278. 

Magutu, P.O., Mbeche, M.I., Nyaoga, B.R., Nyamwage, O., 
Onger, R.N. & Ombati, T.O.  2010. Quality Management 
Practices in Kenyan Educational Institutions. The Case of 
University of Nairobi, African Journal of Business and 
Management Vol. I:  1-17. 

Mangula, M.S. 2013. Effect of Quality Management Systems 
ISO 9001 Certification on Organizational Performance in 
Tanzania: A case study of manufacturing industries in 
Morogoro. International Journal of Technology 
enhancements and Emerging engineering Research 11:15. 

Mar Alonso- Almeida & Jose Miguel Rodviquez – Anton 
2011. Quality Certification Systems and their impact on 
employee satisfaction in services with high levels of 
Customer Contact, Total Quality Management of Business 
Excellence, 22:2, 145-157. 

Mariomo, F., Casadesus, M.S. & Hevas, I. 2011. The Impact 
of ISO 9001 Standard and the EFQM model; The view of 
the assessors, Total Quality Management and Business 
Excellence, 22, 2: 197 – 218. 

Marson, T. & Blodget, M. 2008. Can Middle African 
Countries fulfill the Eastern Promise? 
http/www.isida.gov.org.  

Martinez-mediano, C. & Diaz, J.A. 2014. Contributions of the 
Quality Management systems ISO 9001 in schools 
organization and its Results. www.eera.de>contribution. 

Mason, M. 2010. Sample size and saturation in PhD studies 
using Qualitative social research for schooling /forum: 
Qualitative social research, 113fqs100387.  

Mbirithi, D.M. 2013. Management Challenges facing Kenya’s  
Public Universities  and implications  for the quality of 
Education. Unpublished PhD Thesis .Kenyatta University. 
Nairobi. 

Ministry of Education Science and Technology 2014. 
Commission for University Education, Universities 
Standards and Guidelines. Nairobi. Commission for 
University Education.  

Mohamedbhai, G.T.G. 2008. The Effects of Massification on 
Higher Education in Africa. Association of African 
Universities, 2008. ISBN 9988589417, 9789988589417.  

Mola, B.N. 2007. The use of ISO 9001 quality standards in 
higher education institutions libraries Ph.D dissertation 
university of Barcelona. 

Moreland, Neil & Clark, M. 1997. Sense – making and ISO 
9000 in Educational organizations, Research in Post – 
Compulsory Education, 2, 1: 29-45. 

Mugenda, M.O. & Mugenda, G.A. 2003. Research Methods, 
Quantitative and Qualitative Approaches. Nairobi, ACTS 
Press. 

Munene, I. 2008. University is ISO 9000:2008 certified: 
Neoliberal Echoes, knowledge production and quality 
Assurance in Kenya state Universities. Journal of Higher 
Education in Africa Vol. 1:161-182. 

Mungara, M.W. 2010. Management perception on 
implementation and maintenance of ISO 9001 Certification 
among insurance companies in Kenya. Unpublished Master 
thesis. University of Nairobi, Kenya. 

Mwangi, N. & Maurice, O.U. 2011. Challenges for learning in 
Kenya’s public universities. Journal of Quality Assurance 
in Education 193: 208-223. Finland Group publishing 
Limited. ISNN. 0963-4883. 

Mwiria, K., Ngathe, N., Ngome & Odero, C.  2007. Public and 
Private Universities in Kenya, Nairobi. East Africa 
Educational publishers  

Nair, A. & Prajogo, D. 2009. Internalization of ISO 9000 
Standards that antecedent role of functionalist and 
institutionalist drivers and performance implications, 
International Journal of Production Research, 47:16, 4545 
– 4568. 

Ngome, C. 2003. ‘Kenya’ in Teferra, Dr. Altbach, P.G. Eds 
African higher education an inherence reference hand book 
Bloomington in Indiana Press. 

Novack, L.N, & Bosheers, K.C. 1997. The QS 9000 
Documentation Toolkit, Prentice Hall PTR. N. J. 

Nwankwo, S., Aiyeku, J. & Ogbuehi 1998. Quality 
Management in small business contexts in bibberman, J. 
and Alikhfaji A Eds, Business Research year Book, Vol. 5. 
International Academy of Business Disciplines pp 153-7 

Nyaigoti-Chacha 2001. Issues of Leadership and Management 
of Institutions’, a presentation during the Ford Foundation 
Conference on ‘Innovations on African Higher Education’ 
Nairobi; Kenya. 

Oluoch, K. J. 2010. Benefits and Challenges of 
Implementation of ISO 9001:2008 Certification at Kenya 
Medical Training College, unpublished MBA Thesis 
University of Nairobi. 

Okibo, B.W., & Kimani, A.W. 2013. Effectiveness of ISO 
900:2008 Certification on Service delivery of Public 
Universities in Kenya. European Journal of Business and 
Management Vol.13: 232-242. 

Okwakol, M. J. 2008. Challenges and prospects for quality 
Assurance in science and Technology Education in African 
Countries. The Ugandan Higher Education Review. 
Journal of the National Council for Higher Education 
Vol.5 2: 17-26. 

Okwankol, M.J. 2011. Challenges and prospects for Quality 
Assurance in Science and Technology. Education in 
African universities. Journal of national council for Higher 
Education Vol. 52:1-15. 

Owino, G.O. 2011. Higher Education Quality in Kenya: a 
critical reflection of Kenya challenges, quality in higher 
education, 17 3: 299-315.  

Pantouvakis, A. & Dimas, A. 2010.  Does ISO 9000 series 
certification matter for the financial performance of ports, 
some preliminary findings from Europe maritime policy 
and management.  The flagship journal of International 
Shipping and Port Research, 37:5: 505-522. 

9489             Zilpah Andiva Kageha and Enose M  W  Simatwa,Influence of iso 9001:2008 quality management system on academic staffs’ service delivery in 
provision of quality teaching/learning facilities in public universities in Kenya 



Phen Sui Low & Fong, Edwi, T.W. 2002.  Preparations for 
ISO 9001: 2000 – A Study of ISO 9000: 1994 Certified 
Construction Firms, Construction Management and 
Economics, 205:405 – 413. 

Pheng Low Sui & Wee Hou Chia 2008. Middle Management 
Influence on the Effectiveness of ISO 9000 Quality 
Management Systems in Architectural Firms, Architectural 
Engineering and Design Management, 4: 3-4: 189 – 205. 

Philips, W.A. 2009. ISO 9001:2008 Internal Audits made 
Easy: Tools, Techniques and Step-by-Step guidelines for 
successful internal audits. ASQ Quality Press, Milwaukee. 
Winsconsin. U. S. 

Pina, Trigueros A., Jose & Selles Sansalvador, Manuel, E.  
2008. Management and Measurement of Quality in ISO 
9000 organizations: An empirical study in Spain. Total 
Quality Management and Business Excellence, 195: 281 – 
492. 

Prajogo, D. 2008. The Sustainability of ISO 9001 in a Legal 
Organization, the Service  Industries Journal 285: 603 – 
614. 

Poksinska, B., Eklund, J., & Dahlgard J. 2006. ISO 9001: 2000 
in small organizations, lost opportunities, benefits and 
influencing factors, International Journal of Quality and 
Reliability Management. Vol. 235:490-512.  

Poksinska, B., Kahgaard, J.J. & Antoni, M.C. 2002. The State 
of ISO 9000 certification. A study of Swedish 
Organization. The TQM Magazine 145: 297-306. 

Psomas, E. L., Fotopoulous, C. & Kafetzopolous, V.D. 2010. 
Critical Factors for Effective Implementation of ISO 9001 
in SME Service Companies. Managing Service quality, 
205:440-457. 

Quazi, A., Hesan, Hong wung Cheng & Meng Tuck Chan 
2002. Impact of ISO 9000 Certification on Quality 
Management Practices:  A Comparative Study, Total 
Quality Management 131: 53 – 67. 

Quazi, H.A. & Padibjo, S.R. 1998. A Journey Towards Total 
Quality Management Through ISO 9000 certification- A 
study on small and Medium-sized enterprises in Singapore 
International Journal of Quality and Reliability 
management Vol. 15  5: 489-508. 

Republic of Kenya, 2006. Transformation of Higher Education 
in Kenya to secure Kenya’s Development in the knowledge 
economy. Report of the Public Universities Inspection 
Board, Nairobi. 

Republic of Kenya 2008. Republic of Kenya investing in the 
future of University  Education, The National Strategy  for 
University  Education , 2007-2015. Ministry of Higher 
Education, Science and Technology, Nairobi. 

Ruto, D.K. 2011. Student factors Influencing Cheating in 
Undergraduate Examination in Universities in Kenya. 
Problems of Management in the 21st Century. Vol. 2: 1-9. 

Ruzevicius, J. 2005. Peculiarities of Quality Assurance in 
Higher Education: A study of Lithuanian Institutions. 
Retrieved from etalpykla.lituanistikadb.it>fedora>g… 
ISSN 1392-1142 ORGANIZACIJUVADYBA: 
SISTEMINIAI TYRIMAI: 2007.44: 107-122.  

Sakhivel, P.B.  & Rajendran, G. 2005. Total Quality 
Management Implementation and Students Satisfaction of 
Academic Performance. The Total Quality Management 
Magazine, 193:259-273. 

Salah, A. 2014. An Assessment of Quality Management 
Systems Indicators for the ISO 9001:2008 Certified work 
Organizations in Kuwait, Unpublished PhD thesis Dublin 
City University.  

Salman, K., Irshad, M.Z. & Babak, M. 2012. Job Satisfaction 
among Academic Staff Comparative Analysis between 
Public and Private Universities of Punjab, Pakistan.  
International Journal of Business and Management Vol. 7 
No. 1 

Sampaio, P., Saraiva, P. & Antonio Gumanaes Rodriques 
2009.  An analysis of ISO  9000 date in the world and the 
European Union, Total Quality Management and Business 
Excellence, 20 12: 1303 – 1320. 

Sampaio, P., Saraiva, P. & Rodriques Gumanaes Antonio 
2010. A Classification Model  for Prediction of 
Certification Motivations from the contents of ISO 9001 
audit reports, Total Quality Management and Business 
Excellence, 21 12: 1279 – 1298. 

Sang, H.B. 2007. The relationship between ISO 9000 
participation and educational outcomes of schools. Quality 
Assurance in Education, Vol. 153: 251-270. 

Santos, L., & Escanciano, C. 2002. Benefits of the ISO 
9000:1994 System: Some Considerations to Reinforce 
Competitive Advantage. International Journal of Quality 
& Reliability Management 193: 321-44. 

Saraiva, P.M. & Duarte, B. 2003. ISO 9001 Some Statistical 
Results for a Worldwide Phenomenon, Total Quality 
Management and Business Excellence, 14:10, 1169 -1178. 

Sare, T. & Shifted, J.R. 2014. Investing in people, Berkeley, 
University of California Press.  

SARUA 2009. Leadership Challenges for Higher Education in 
Southern Africa. Leadership Dialogue, Vol.1 1, Southern 
Africa Regional Universities Association.  

Serdar, K. & David, A. 2006. Diffusion of ISO 9000 
Certification in the Precast Concrete Industry, Construction 
Management and Economics, 24, 5: 485 – 495. 

Shad, D. 2011. An Empirical Study of the ISO 9000 
Certification in Global Supply Chain of Maquiladuras, 
International Journal of Production Research 491: 215 – 
234. 

Sifuna, D.N. 2003. Leadership in Kenya Public Universities 
and the Challenges of Autonomy and Academic Freedom: 
An Overview of Trends since Independence. Council for 
the Development of Social Science Research in Africa; 
JHEA/RESA Vol.10 1: 121-137. 

Sifuna, D. N. 2010. Some Reflections on the Expansion and 
Quality of Higher Education in  Public Universities in 
Kenya, Research in post-compulsory Education Vol.15, 
No.4. 

Silverman, D. 2008. Qualitative Research. Olivers yard. New 
Delhi: Sage publications.  

Silvestro, R. & Cross, S. 2000. Applying the Service profit 
Chain in retail environment: Challenging the “Satisfaction 
mirror.” International Journal of service industry 
management. Vol. 113:244-268. 

Singles, J., Ruel, G., & Van de Water, H. 2001. ISO 9000 
Series Certification and performance. International Journal 
of Quality and Reliability Management. 181: 62-74. 

Sohail, M., Rajadurai, J. & Rahman, N. 2003. Managing 
quality in Higher Education a Malaysian case study. 
International journal of Educational Management, 
174:141-146. 

Souza-Poza, A., Altinkilinic, M. & Searcy 2009. Implementing 
a Functional ISO 9001 Quality Management System in 
Small and Medium-Sized Enterprises. International 
Journal of Engineering, 33:220-228. 

Shwu – ing Wu & Jui-hon Chan 2011.  Comparison between 
Manufacturing Companies that are ISO Certified and those 
that are not certified using Performance Measurement 

9490                                         International Journal of Current Research, Vol. 12, Issue, 01, pp.9476-9491, January, 2020 



Model, Total Quality Management and Business 
Excellence, 2218: 869 – 890. 

Shwu-ing, W. & Jiun-yi, D. 2011. The Performance of ISO 
Certification based on Consumer Perspective:  A Case 
Study travel agency, Total Quality Management and 
Business Excellence, Doi: 10.1080/14783363.2011. 

Smith, W.T. 2007. Job Satisfaction in the United States, 
Embargoed for Release NORC/University of Chicago 
Online. 

Stamatis, D.H. 1995. Understanding ISO 9000 and 
implementing the Basics to quality. New York: Marcel 
Dekker. 

Standa, E. 2000. Institutional Autonomy and Academic 
Freedom. The Uganda Higher Education Review. Journal 
of Higher Council for Education Vol.  4: 17-20. 

Supradith Na Ayudhya, C. 2001. ISO 9000 in Thai Private 
schools: Case studies. Retrieved from 
www.moe.go.th/english/article/iso9000-schools.htm on 
16/3/2018.  

Thonhauser, T. 2008.  Factors that relate to the time to ISO 
9000 registration in Education Institutions, School 
Effectiveness and School Improvements: An International 
Journal of Research, Policy and Practice, 193: 333-349. 

Tricker, R. 2002. ISO 9001:2000 Audit Procedures. Elsevier 
Ltd. 

Trigwell, K. & Prosser, M. 2004. Development and use of 
approaches to teaching inventory. Educational Psychology 
Review, 164, 409-424. 

Vander, W., T. & Brown, A. 1997. ISO 9000 Series 
Experiences in Small and Medium  

Vande, B. D. 1997. Total Quality Management in higher 
education; The centre for quality management Journal. 
Vol. 21:75-79.   

Vusa, H.K. 2016. ISO 9001:2008 Quality Management System 
Certification and Service Quality in Kenyan Public 
Universities. A Case of the University of Nairobi. A 
Research Project submitted in partial fulfillment of the 
requirements for the award of the degree of master of 
Business Administration. University of Nairobi.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Vouzas, F.K., & Gotzamani, K.D. 2005. Best practices of 
Greek companies on their road to  business excellence: The 
contribution of the  ISO 9000:2000 Series of standards. The 
TQM Magazine, 173, 259-266. 

 Sized Enterprises. Total Quality Management 82-3:300-
3004. 

Walker, A. 1997. Impact of an ISO 9001 Compliant Quality 
Management System on a University Research Enterprise. 
The Total Quality Management  Magazine 96:397-402. 

Wang ye-Ming 2008: Determinants affecting the adoption time 
of ISO 9000 Standards across countries, Journal of the 
Chinese Institute of Industrial Engineers, 25 6:497-509. 

Waswa, F. & Katana, G. 2008. Academic Staff Perceptions on 
Operating Beyond Industrial Actions for Sustainable 
Quality Assurance in Public Universities in Kenya, 
International Journal of Environment, Workplace and 
Employment, Vol.4 No.I. 

West, T. Cianfrani, & C.A. & Tsiakalo, J. J. 2000. Standards 
Outlook Quality Management Principles: Foundation of 
ISO 9000:2000 family. Quality progress 113-116. 

West, J.E. 2007. Standards Column: Using the Whole ISO 
9000 Family of Quality Management System Standards, 
Quality Engineering 194: 385 – 392. 

Wiele, T., Warden, J., Williams, R. & Dale, B. 2005. 
Perceptions about the ISO 9000 2000. Quality System 
Standard Revision and its Value: The Dutch Experience 
International Journal of quality and Reliability 
management, 22 2:101-119. 

Williams, J.A. 2004. The impact of motivating factors in 
Implementation of ISO 9001:2008 registration processes. 
Management research News, 271: 74-84. 

Witell, L., Hesstrom, A., Ida, G. & Elg, M. 2011. The Role of 
Quality Managers in Contemporary Organizations, Total 
Quality Management and Business Excellence.  22 8: 795- 
806. 

World Bank 2000. Revitalizing Universities in Africa strategy 
and guidelines World Bank: Washington DC. 

Yahya,  S.  & Goh, W. 2001. Implementation of an ISO 9000 
Quality System. International Journal of Quality and 
Reliability management 18: 941-966. 

Yaseen, A. 2015. Performance management practices and its 
impact on Bank’s performance in Pakistan. International 
journal of Human Resource Studies Vol. 54: 110-128.  

 

 
 

9491                 Zilpah Andiva Kageha and Enose M  W  Simatwa,Influence of iso 9001:2008 quality management system on academic staffs’ service delivery in 
provision of quality teaching/learning facilities in public universities in Kenya 

******* 


