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Outline

With the mushrooming of management institutes on the Indian horizon during the past few years the question of quality of education has been raised very often. It is a question that perturbs the student, the parent, the faculty and the industry alike. Looking at the statistics in this the numbers have gone up both for the number of schools offering the programs and also the number of students enrolled for the programs.

There have been significant developments in the direction of quality of management education. In 1994 the UGC established the National Assessment & Accreditation Council with its headquarters at Bangalore. The objectives were to: grade institutions of higher education; help institutes realize their academic objectives; promote necessary changes to achieve the above: Encourage innovations. 

In the same year the AICTE has also established the National Board of Accreditation. (NBA) for the process of quality assurance in technical education. The goal of NBA is to develop a quality conscious system of Technical Education where excellence, relevance to market needs and participation by all stakeholders is prime and major determinants. NBA is dedicated to building a technical education system, as vendors of human resources, that will match the national goals of growth by competence, contributions to economy through competitiveness and compatibility to societal development. NBA aims at providing the quality bench marks targeted at global and national stockpile of human capital in all fields of technical education.

The concept of quality for management institutes needs to be looked in a broader framework where it can be seen as the guiding principal for excellence in management education. The aim is to have excellence and not ‘pockets of excellence’. The number of institutes accredited by both the bodies is still very small as compared to the total number of management institutes in India. NAAC has 61 accredited universities 200 colleges (all) and NBA on its list of accredited institutes has only eight names in the list of accredited Post-graduate management programs. The total number of schools offering management programs is much more than 700. Quality needs to go beyond paper quality; the schools of management need to see the perusal of quality as a means of achieving excellence for themselves both in terms of the market and the business.

	The International Organisation for Standardisation (ISO) in its document on Quality Management Principles introduces the eight quality management principles on which the quality management system standards of the revised ISO 9000:2000 series are based. Senior management as a framework to guide their organisations towards improved performance uses these principles. The first principle discussed in the document is on customer focus. It states that “

	Organisations depend on their customers and therefore should understand current and future customer needs, should meet customer requirements and strive to exceed customer expectations.” The key benefits that will be derived are




· Increased revenue and market share obtained through flexible and fast responses to market opportunities. 

· Increased effectiveness in the use of the organisation's resources to enhance customer satisfaction. 

· Improved customer loyalty leading to repeat business. 

Applying the principle of customer focus typically leads to: 

· Researching and understanding customer needs and expectations. 

· Ensuring that the objectives of the organisation are linked to customer needs and expectations. 

· Communicating customer needs and expectations throughout the organisation. 

· Measuring customer satisfaction and acting on the results. 

· Systematically managing customer relationships. 

· Ensuring a balanced approach between satisfying customers and other interested parties (such as owners, employees, suppliers, financiers, local communities and society as a whole). 

The same principle can be applied to institutes engaged in professional education .The route to excellence can be by means of measuring and exceeding student expectations. Institutional excellence has a very strong correlation with the number of delighted students and recruiters a management school has. The use of the word  ‘delight’ has been deliberate as the word implies more- than the word ‘satisfaction’. The cultural change needed to promote customer satisfaction commences therefore with the fairly mechanistic systems activities of defining requirements and incorporating these refinements into all procedures. The procedures in a management school include those of student selection, induction, teaching and learning and placement.  The second stage involves the measurement of the customer service performance and the implementation of team based improvement activities to enable the organisation to exceed the customers’ basic requirements.  During the final stage the emphasis is upon behavior and the relationships developed with customers, which promote increased loyalty

A customer can recognise a professional institute almost immediately from the manner in which the customer is dealt with. The institute makes the customer (read student) feel ‘special’ and deal with the customer as a matter of priority rather than a secondary issue, less important than the undertaking of other activities.

The customers of management institutes need to feel this delight for them to develop an ongoing relationship with the institute. The other set of customers-the recruiters also needs to be delighted to come back to the institutes year after year. This delight will ensure continuity in management schools. 

Customer can be delighted, only if organisations know what the customer expectations are? Delight is nothing but exceeding customer expectation. The process used by institutes’ world over if the student satisfaction surveys for measuring the levels in various parameters. This paper will be based on a study among students of management in the national capital region of India. The study is adapting the student feedback form developed by the Center for research in quality to measure the level of customer satisfaction in a cross- section of students. The paper also aims at recommending the areas that need an improvement to cater to student needs in a better manner. The feedback from the industry would be based on in-depth interviews with select industry personnel.

