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Abstract 

Purpose of the study was to compare the Total Quality Management (TQM) of public and 
private universities and to know the perceptions of students about the aspects of TQM. The 
problem of the study was to determine the status of Total Quality Management of Public and 
Private sector Universities in District Peshawar, Khyber Pakhtunkhwa. The study was 
quantitative in nature.  The sample of the study remained six Universities in which three were 
selected from Public while three others were selected from private sector Universities. Sample 
size of the study was taken as 150 both male and female students from public and private 
sector Universities on even basis. Data was collected through five-point Likert scale 
Questionnaire from the sampled students. The regression analysis was applied to check out the 
influence of product characteristics and animated spokesperson characteristics. The correlation 
was used for the calculation of checking the relation between variables. The results of the study 
showed that the private sector follows the TQM pizza in all aspects and work on it and that is 
the reason of their success. In light of the findings and conclusion, it was recommended to HEC 
to strengthen Higher Education system to implement TQM in public Universities so that to 
attain all-round, multifaceted personality; to acquire leadership qualities, to sharpen 
communication and interpersonal skills, to acquire knowledge of the latest trends in 
technology& Research, to have exposure to industrial climate and to gain confidence to face 
changes in the highly competitive and ever changing world. 

Keywords: Total Quality Management, TQM Pizza, Public & Private Universities, Students,  
District Peshawar, Higher Education, HEC  

 
Total Quality Management (TQM) is important to ensure the quality of educational 

program (Shahmohammadi, 2018). The benefits of TQM valued by number of firms in their 
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production process. It has been valued as it helps to reach the target. Number of organizations 
succeeded in reaching their target by putting Total quality management policy in practice (Sudha, 
2013). Quality is a versatile phenomenon.  Quality in general linked with value attached with that 
thing (Largosen et al, 2014). Quality is also termed as level of customer satisfaction. Education is 
considered the tool for country’s development. Development through education requires quality 
education and depends on the varying aspects of education (Youzbashi, 2010). In the global 
competition and economic liberalization world, quality has much significance to achieve the 
competitive advantage. Quality considered a key strategic factor in achieving firm success. Quality 
means the “degree of excellence”. Quality in education is the learning system that produces the 
well-educated individuals who have the capabilities to deal with the matters of concerns with in 
their area of proficiency (Oakland, 1989). 
 
Quality seeks and achieves customer needs, and acknowledge how we can meet their expectations, 

demands and needs, and implement activities to improve our products and services. With quality 

enhancement and improvement, we can gratify our customers and improve their allegiance and 

loyalty to keep our sales and profits.  The future of the country depends on its educated 

population, therefore all of us are focused in the quality of education and university should deliver 

and provide the best education. (Omer, 2011). Total Quality Management known as TQM is a set of 

practices that focus on continuously improvement and meet the needs of customers, and reduce 

rework. Oakland, (1989) states that TQM is an attempt to improve the whole organization’s 

competitiveness, effectiveness, and structure (Pineda, 2013). The philosophy of Total quality 

management is to link the material and non-material resources under organization for ensuring the 

effectiveness of its functioning. For this reason’s organization holds different kinds of employees’ 

engagement to bring awareness regarding quality assuring practices including Total quality 

Management. These activities are seminars, conferences and workshops. Recently the trend also 

started by educational administrators. They recognized the potentials of quality management in 

educational purposes. Total quality Management takes every single person activity in quality 

assuring process. 

TQM is a popular management approach developed by Deming in U.S. industry during and before 

World War II. Although it was started in the United States but has been cleared and refined by 

Japanese industry. At this time complete quality management was only important for the industrial 

sector. So many businesses have grasped that total quality management can also be valuable in 

services but now it can also be a vital element for the education sector. So many universities use 

total quality management and its shows that holistic quality management is one of the concepts 

that are related to innovation management. (Purrajab, 2011). First decade of the new millennium 

has detected the emergence, prominent and notable increase in higher education institutions in 

private sector of Pakistan. To increase the acceptability of Pakistani institutes of higher education, 

in Pakistan HEC has started intensive care of the higher educational institutions to implement the 

standards and norms of quality control such as Total Quality Management (TQM) practices to 

gauge the quality of higher education and HEC rates the institutions of higher education every year 

on the basis of these quality standards (Rizwan, 2012). 

The exponential growth of knowledge, exploding instructional technologies, enhanced access to 

practices of premier institutions, accessibility to knowledge, globalization of education etc  require 

educators and faculty members to continuously evaluate themselves and improve Education 

(Sudha, 2013). TQM is certainly common aspect that will refine and shape the approaches of 

educational institutions in their attempt to gratify various stakeholders including society as a 

whole, community parents and students. TQM Concepts Identified in Quality Management 

Literature comprise of the Total Employee Involvement, Continuous Improvement, Continuous 

Training, Teamwork, Empowerment, Top management Commitment and Support, Democratic 
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Management Style, Customer/Citizen Satisfaction, and Culture Change (Sallis, 2002). There are very 

few studies on the execution of TQM in universities. This article identifies the factors that 

contribute to implementation of TQM in higher education institutions and clarifies the relationship 

between these factors. Organizations development largely depends on the beneficial knowledge, 

skills and understanding power of the employees. Education as a tool for development, meets the 

needs of the community and organizations (Youzbashi, 2010). One of the studies found that 

educational outcomes largely depends on teacher’s effectiveness and efficiency. This effectiveness 

should be evaluated on regular basis as directly linked with students learning. The education 

system itself is one of the hurdles in the efficiency and effectiveness of the whole structure of 

education (Manafi, 2013). Many other studies found  similar findings and  suggest  that quality 

education is indefensible for national economic development ( see Khan and Haseeb ( 2017), 

Ahmad and Khan ( 2018), Karim and Khan ( 2018), Shah et al. (2018), Khan and Irshad ( 2018), Khan 

et al. ( 2018), Azam et al. (2019), Khan et al. (2019abcd), and  Muhammad et al. (2020).  

 
The main objectives of this study are (a) to compare the TQM of public and private 

universities, and (b) to o know the perceptions of students about the aspects of TQM. 
The study was delimited to the following public and private universities; 

University of Peshawar, Agriculture University Peshawar and Shaheed Benazir Bhutto women 
university Peshawar while from private, City university of science and information technology, 
Abasyn university Peshawar and Preston university Peshawar. 

 
Literature Review 

Quality Management 
The concept of quality emerged in twentieth century. Initially it has been taken place in 

industry and management. Industrialization and scientific approaches raised the question of 
quality. In organizations quality takes in terms of materials and nonmaterial dimensions.  In other 
way, each single aspect that directly or indirectly affects the objectives of the organizations comes 
under the scope of the quality and its assuring. According to (Lethy, Boraei, & Hussein, 2017), Total 
quality Management is not implemented in educational institutions with its full principal 
implementation. It is necessary to use the quality ensuring technique in educational processes for 
making objectives possible. Proper utilization may enhance education and its outcomes. When 
break down structure and work organized in smaller and repetitive tasks. With mass-production 
and breaking down of work into smaller and repetitive tasks handled by machines. In this situation 
self-checking for quality on the part of worker was reduced (Sallis, 1996) 

In this 21st century, quality is considered priority in every sector. In recent time quality 
becomes more diversified as number of variables enters in the process of organizational structure. 
The students’ migration shift in the globalized world remained concern for educationists. It’s largely 
emphasized to know their worth in the society and where they shift. One study conducted on the 
effectiveness of Total quality Management in Nepal, reported that Total quality Management is 
important tool for successful running of the organizations. As this approach closely emphasize on 
the customer and employee relationship. TQM with all its dimensions works in different 
management organizations (Biswakarma, 2017). Total Quality Management is concerned with all 
the aspects of the organization, its principles and procedures. Besides this it also responses to the 
elements that effected by the quality of organizational structure (Stanciu, 2003). The fundamental 
aim of the TQM is to provide an environment where all the resources are used effectively and 
efficiently (Vinni, 2011).  TQM initiated in manufacturing companies. But after passing rime it has 
been encouraged in other sectors of society where quality considered important for reaching their 
objectives. Banking, nonprofit organizations, Health care, insurance and educational institutions 
are the noted ones. TQM paired the prime factors of the organization like cooperation among the 
top management, employees and customers, application of advancement tools and training 
(Murad & Rajesh, 2010). Handling all the components of the organizations, rule and procedures are 
the working areas of TQM. All concerns that effected by the quality of organization in one way or 
the other are focused with Total quality Management philosophy (Stanciu, 2003).  
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The relation among the administration, faculty, students and working industries are the 
elements of the quality assessment process. Ensuring quality is the process having number of 
elements responsible for. The combination of these elements and organizational values work 
together in the process (Gharakhani et al., 2013). Total Quality management run in the organization 
with the aim to provide more efficient and superior services. Cooperation among the members of 
the organization is also considered important for completion quality assessment under Total 
Quality Management (Lakhal et al., 2006). The concept of quality was emerged in Japan in 1930s. It 
started after World War II. After that many manufacturing firms started to focus on their quality 
management. The aim of these struggle was to control the quality issues (Demirbag et al., 2006; 
Talib, 2013). USA and UK were the second to adopt the quality management discipline. From here it 
emerged and spread widely throughout the world. At classroom level Total quality management 
aims to continue progressing students’ skills, make them self -directed learning and enhance their 
all-round learning ability at all levels. Basically, Total quality management efforts included to make 
students, teachers and parents, all stake holders active, effective and rational thinker to meet the 
society demands and needs (Nejad, 2014) 

Quality in higher education linked with the dilution of academic freedom (Largosen, et 
el, 2004). Secondly the universities are the autonomous bodies and this is why the team work for 
quality assessment is difficult task (Colling and Harvey, 1995). Thus, it is usually difficult to apply the 
features of quality to higher education considering the fact that quality requires team work 
(Boaden and Dale, 1992). Besides this, ensuring quality in higher education considered important 
for its stake holders. Fund providers, students and employers are important to inform on quality 
matter (Srikanthan and Dalrymple, 2003). Three aspects; product, service and programming are 
considered parameters for quality assessment (Owlia and Aspinwall, 1996). It was also supported 
by (Shah Mohammadi, 2018) that Total quality Management and its different elements linked with 
the effectiveness of the school education like higher level of studies. According to (Lethy, Boraei, & 
Hussein, 2017), Total quality Management is not implemented in educational institution with its full 
principal implementation.  

In the Context of Pakistan research studies have been done on Total Quality 
Management in the fields of services organization and education. In education the higher 
education and secondary education are the major areas of interest conducting Total quality 
management. In Pakistan the Total Quality Management (TQM) is observed in various 
organizations. Methods applied to Total quality Management varied depend on the organizational 
objectives. In terms of implementation Total quality management practices, Pakistan is one of the 
countries that utilize quality assurance in education with other organizational structures (Raja et 
al., 2011). For the purpose special training services should hired to equip educational personnel 
with Total quality Management skills.  
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Research Methodology 
The study is descriptive in nature while quantitative research design was followed.  
 
Population 

The target population of the study remained all the public and private Universities of 
District Peshawar. 
 
Sample size  

After applying non-probability sampling techniques, the researcher randomly selected 
six Universities in which three were selected from Public while three others were selected from 
private sector Universities. Sample size of the study was taken as 150 both male and female 
students from public and private Universities on even basis. 
 
Data collection 

After reliability of the Questionnaire by applying alpha Cronbach with 0.7, the data was 
collected through five-point Likert scale Questionnaire from the sampled students of public and 
private Universities of Peshawar. Secondary data was collected from journal articles, conference 
meetings and books which greatly helped the researcher about the study and in designing the 
conceptual frame work. Out of 150 total 141 Questionnaires were returned. So, the results are 
based on 141 responses. 
 
Data Analysis 

For analysis of the data, SPSS (Version 20.0) was applied. Frequencies, descriptive 
statistics, reliability test, regression and correlation were applied. The regression analysis was 
applied to check out the influence of product characteristic and animated spokesperson 
characteristics. The correlation was used for the calculation of checking the relation between 
variables. 
 

FINDINGS AND ANALYSIS 
Table1. Providing Quality 

The results are in 
percentages 

City University  Abasyn 
university  

Preston 
University  

University of 
Peshawar 

Agriculture 
Peshawar 

Benazir 
Women 
University 

Variables A DA A DA A DA A DA A DA A DA 

Building 
13.47 

1.7
7 

13.82 0.35 11.70 3.19 15.07 0 6.02 
8.2
9 

7.80 
4.4
3 

Class rooms 
14.60 

1.4
1 

13.47 0.46 10.85 3.78 12.48 3.30 4.25 
7.0
9 

2.12 
9.2
1 

Faculty room 
12.76 

2.3
6 

11.10 2.12 8.93 4.01 16.54 0.46 5.43 
3.5
4 

9.45 
3.7
8 

Laboratories 
10.63 

3.3
0 

12.97 1.41 7.09 5.43 8.723 4.72 9.92 
3.0
7 

9.43 
2.8
3 

Library 
7.51 

4.9
6 

13.47 0 10.14 5.19 16.31 0.46 8.93 
4.4
8 

5.67 
5.4
3 

Examination hall 
10.63 

8.7
2 

11.56 2.83 6.141 6.85 6.61 6.61 2.36 
12.
0 

2.12 
10.
6 

Cafeteria 
6.61 

8.0
1 

4.25 8.01 4.48 9.92 5.67 
12.0
5 

3.78 
11.
0 

5.19 
7.3
0 

Game room 
6.141 

8.0
1 

0.70 
13.9
0 

5.43 8.93 2.59 
13.6
8 

4.25 
8.5
1 

0.23 
9.4
3 

Environment 
11.81 

3.0
7 

12.52 2.12 10.16 3.54 13.70 3.07 9.45 
5.6
7 

10.3
9 

1.8
8 

Education 
10.63 

3.5
4 

12.76 1.41 10.87 2.59 13.23 2.83 
11.1
0 

5.4
3 

12.0
5 

1.4
1 

 
Table 1 includes the variable of providing quality aspect of TQM pizza. The interpretation includes 
highest satisfaction values of students. 15 percent of respondents are satisfied from the building of 
University of Peshawar. 15% is the highest value of satisfaction of students from the building. 
13.82% of respondents are satisfied from the Abasyn University and 13.47% satisfied from city 
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university building. City University carries highest value of agree-ness at 14.60%. University of 
Peshawar carries the highest value of student’s agree-ness of 16.54%.  12.97% of Abasyn 
university’s students satisfied from its laboratories.  16.31 % students are satisfied from the 
University of Peshawar’s library. 11.56 % of the students satisfied from the Abasyn university 
examination hall. 6.51% the students of City University satisfied from its cafeteria. 6.14% of 
students satisfied from the Game room of City University. 13.70% of students satisfied from the 
environment of university of Peshawar. 13.23% of students are satisfied from the education of the 
University of Peshawar. 
 
Table 2. Quality Assurance 

The results are in 
percentages 

City 
University  

Abasyn 
university  

Preston 
University  

University 
of Peshawar 

Agriculture 
Peshawar 

Benazir 
Women 
University  

Variables A DA A DA A DA A DA A DA A DA 

Faculty 10.3
5 

4.6
8 

13.9
0 

0.14
1 

12.9
0 

2.26 8.79 5.81 
10.3
5 

6.9
5 

13.0
4 

0.9
9 

Admin. Staff 
9.04 

4.4
3 

10.9
9 

1.59 
10.6
3 

3.19 7.62 3.90 9.92 
3.0
1 

7.09 
1.9
5 

Security & safety 
6.66 

8.2
2 

12.6
2 

1.13 7.37 3.68 9.07 6.52 8.51 
4.8
2 

6.66 
3.2
6 

Benchmark 10.1
6 

3.7
8 

9.92 1.41 
13.9
4 

0.23 
12.2
9 

2.59 8.03 
5.1
9 

7.09 
1.6
5 

Corporate linkage 
6.61 

6.8
5 

10.6
3 

2.36 
11.3
4 

1.41 9.45 4.25 4.25 
12.
0 

4.72 
6.3
8 

Good governance 
9.45 

4.0
1 

11.3
4 

2.59 6.61 4.96 7.56 6.61 6.14 
5.4
3 

6.38 
2.3
6 

Ranking 12.5
2 

1.4
1 

10.6
3 

0 9.92 3.07 
13.4
7 

3.07 7.80 
3.3
0 

5.90 
2.1
2 

R&D 
8.15 

5.1
4 

12.4
1 

0.70 7.44 4.25 
10.1
0 

3.72 
12.4
1 

3.0
1 

8.86 
3.0
1 

Total quality 
department 

4.48 
6.8
5 

10.8
7 

3.30 
6.85
1 

4.25 8.51 2.59 7.09 
7.3
0 

5.90 
2.8
3 

Continuous 
improvement 

9.21 
5.1
9 

11.3
4 

3.07 
10.8
7 

0.94 
10.3
9 

4.48 7.56 
5.9
0 

7.56 
4.4
8 

Events 11.5
8 

4.4
8 

12.5
2 

2.36 
11.3
4 

3.78 
12.7
6 

3.30 5.90 
7.8
0 

7.80 
4.2
5 

 
The Table 2 includes the second aspect of TQM pizza such as Quality assurance. The highest value 
of satisfaction is 13.90% of the Abasyn University for Faculty Factor. 10.99% of students satisfied 
from the admin. Staff of Abasyn University. 12.62% of the students satisfied from the security and 
safety of Abasyn University. 13.94 % of students satisfied from the benchmarking of Preston 
University. 11.34 % of students satisfied from the Preston University’s corporate linkages. 11.345 of 
students satisfied from the good governance of Abasyn University. 13.47% students satisfied from 
the ranking of university of Peshawar. 12.415 of students satisfied from the R & D of Abasyn 
University and Peshawar University.10.87% of students satisfied from the Abasyn university.11.34% 
of students are satisfied from the continuous improvement of Abasyn University. 12.76% of 
students are satisfied from the events, seminars and Exhibitions of university of Peshawar. 
 
Table 3.  Quality control 

The results are in 
percentages 

City 
University  

Abasyn 
university  

Preston 
University  

University 
of Peshawar 

Agriculture 
Peshawar 

Benazir 
Women 
University  

Variables A DA A DA A DA A DA A DA A DA 

Database & Website 11.7
7 

2.6
9 

13.0
4 

1.41 
10.9
2 

3.68 9.50 
1.1
3 

9.36 
3.1
2 

5.39 
5.6
7 
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Camera security 
system 

11.3
4 

2.3
6 

7.32 4.72 
10.1
6 

5.67 6.61 
5.9
0 

6.61 
8.5
1 

5.90 
3.0
7 

HR practices 
5.19 

6.6
1 

7.32 3.30 
14.8
9 

0.94 6.85 
3.5
4 

7.09 
5.9
0 

7.09
2 

3.3
0 

Admission procedure 10.1
0 

4.6
0 

12.9
4 

0 
11.5
2 

2.65
9 

10.6
3 

4.9
6 

8.15 
5.4
9 

8.86 
4.6
0 

Rules and regulation 14.1
8 

1.8
8 

11.3
4 

2.83 
13.4
7 

2.36 
11.5
8 

5.4
3 

7.56 
6.1
4 

13.7
0 

1.1
7 

 
The third aspect of TQM pizza is Quality Control. 13.04% of the students satisfied from the 
database and Website of Abasyn University. 11.34% of students are satisfied from the camera 
security system from the city university. 14.89% of students are satisfied from the HR practices of   
Preston University. 12.945 of students are satisfied from the Admission procedure of Abasyn 
University. 14.18% of students are satisfied from the rules and regulation of City University. 
 
Table 4. Quality Evaluation 

The results are in 
percentages 

City 
University  

Abasyn 
university  

Preston 
University  

University 
of Peshawar 

Agriculture 
Peshawar 

Benazir 
Women 
University 

Variables A DA A DA A DA A DA A DA A DA 

Alumni up gradation 
9.92 

1.8
8 

7.56 1.41 
11.1
0 

3.07 9.45 
4.2
5 

8.97 
5.4
3 

2.83
6 

3.5
4 

Faculty& admin 
evaluation 

9.21 
4.6
0 

12.0
5 

1.24
1 

12.4
1 

2.30
4 

7.44
6 

4.2
55 

10.1
0 

5.1
4 

7.44 
2.4
8 

 
The Table 4 includes the 4th factor of TQM pizza such as Quality evaluation. 11.10 % of 

students are satisfied from the Alumni up gradation of Preston University. 12.41% of students are 
satisfied from the faculty and administration of Preston University. 
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Table 5. Quality result  

The results are in 
percentages 

City 
University  

Abasyn 
university  

Preston 
University  

University 
of 
Peshawar 

Agriculture 
Peshawar 

Benazir 
Women 
University.  

Variables A DA A DA A DA A DA A DA A DA 

HEC policies 12.5
2 

1.8
8 

11.5
8 

1.88 
15.6
0 

0 
13.2
3 

0.4
7 

10.3
9 

2.3
6 

8.51 
0.7
0 

Scholarships 14.4
1 

1.4
1 

14.4
1 

0.46 
13.9
4 

1.17
7 

12.2
9 

0.2
3 

12.7
6 

3.5
4 

12.5
2 

1.6
5 

Customer satisfaction 12.0
5 

3.0
7 

11.9
3 

1.88 8.86 3.78 
13.2
3 

1.2
9 

11.0
6 

2.8
3 

9.29 
2.8
3 

 
The table 5shows that 15.06% of students are satisfied from the HEC policies followed 

by the Preston University. 14.41% of students satisfied from the scholarships provided to the 
students by the City University and Abasyn University. 13.23% of students satisfied from the overall 
performance of university of Peshawar.  
 

Table 6. comparative analysis of Public and Private Universities 
 

Table 6 includes the comparative analysis of Public and Private Universities in Peshawar. 
13% of students satisfied from the building and class rooms of private universities. 10.95% of 

Variables Private Universities Public Universities 

 Agree Disagree Agree Disagree 

Building 13 1.77 9.63 4.25 
Class rooms 13 1.88 10.87 3.78 
Faculty room 10.95 2.83 10.47 2.59 
Laboratories 10.24 3.38 9.37 3.54 
Library 10.39 3.38 10.31 3.46 
Examination hall 9.45 6.14 3.70 9.71 
Cafeteria 5.12 8.65 4.87 10.16 
Game room 4.09 10.31 2.36 10.55 
Environment 11.50 2.91 11.18 3.54 
Education 11.42 2.51 12.13 3.22 
Faculty 12.38 2.36 10.73 4.58 
Admin. Staff 10.21 3.07 8.21 2.95 
Security & safety 8.88 4.34 8.08 4.86 
Benchmark 11.34 1.80 9.13 3.14 
Corporate linkage 9.53 3.54 6.14 7.56 
Good governance 9.13 3.85 6.69 4.80 
Ranking 11.02 1.49 9.05 2.83 
R&D 9.33 3.36 10.46 3.24 
TQD (Total quality department) 7.40 4.80 7.17 4.25 
Continuous improvement 10.39 2.36 8.74 4.96 
Events 11.81 3.54 8.79 5.12 
Database & Website 11.81 2.12 8.03 3.07 
Camera security system 9.60 4.25 6.38 5.82 
HR practices 9.13 3.62 7.00 4.25 
Admission procedure 11.52 2.41 9.21 5.02 
Rules and regulation 13 2.36 10.95 4.25 
Alumni up gradation 9.53 2.12 7.09 4.41 
Faculty& admin evaluation 11.22 2.71 8.33 3.95 
HEC policies 13.23 1.25 10.71 1.17 
Scholarships 14.26 1.02 12.52 1.80 
Customer satisfaction 10.95 2.91 7.326 6.26 
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students satisfied from the faculty rooms of private universities. 10.24% of students satisfied from 
the Laboratories of private universities. 10.39% of students are satisfied from the libraries of 
private universities. 9.45% of students are satisfied from the examination hall of private 
universities. 5.12% of students are satisfied from the cafeteria of private universities. 4.09% of 
students are satisfied from the game room of private universities. 11.50% of students are satisfied 
from the environment. 12.13% of students are satisfied from the overall education provided in the 
public universities. 12.38% of students are satisfied from the faculty of private universities. 10.21% 
of students are satisfied from the administration staff. 8.88% of students are satisfied from the 
security and safety of private universities. 11.34% of students are satisfied from the benchmarking 
of private universities. 9.53% of students are satisfied from the corporate linkages of private 
universities. 9.13% of students are satisfied from the good governance of the private universities. 
11.02 % of students are satisfied from the ranking of private universities. 10.46% of students are 
satisfied from the research and development of the public universities. 7.40% of students are 
satisfied from the TQD of private universities. 10.39% of students are satisfied from the continuous 
improvement of private universities. 11.81% of students are satisfied from the events, seminars 
and exhibition and database and website of private universities. 9.60% of students are satisfied 
from the camera security system of private universities. 9.13% of students are satisfied from the HR 
practice of private universities. 11.52% of students are satisfied from the admission procedure of 
private universities.13% of students are satisfied from the rules and regulation of private 
universities. 9.53% of students are satisfied from the alumni up gradation of private universities. 
11.22% of students are satisfied from the faculty and administration staff evaluation. 13.23% of 
students are satisfied from the are satisfied from the HEC policies followed by the private 
universities. 14.26% of students are satisfied from the satisfied from the scholarships provided to 
students from the private universities. 10.95% of students are satisfied from the overall 
performance of private universities. 
 

Discussion 
Public universities should work on the total quality management aspects to achieve 

customer consummation and satisfaction. The foremost source and means of total quality 
management is individual in higher education and individuals are an integral part of many service 
activities. In judging value and quality, the vies of participants, including employers, parents and 
students play a vigorous role in evaluating the education system as a whole of each of these 
parameters. It is essential that all individuals and groups connected with the higher education 
system, must have a good understanding of their obligations and responsibilities. Training students 
is the main goal of the education system to make it easier for them to be the best personnel of 
tomorrow. Parents need to be constantly informed about the progress of their imports to clarify 
their ideas for system development. The role of employees vital in providing internal and external 
stimulus factors. They need to take into account changes and observe the external environment  for 
the improvement of institutions.  

Thus, we see that the participation of all the constituencies of higher educational system 
will result in continuous improvement in the process. This will facilitate more customer friendly 
practices, which will result in Excellency’s of performance in terms of quality outputs. This cycle if 
repeated continuously will improve quality at each stage. The need for higher education is primarily 
based from what the customers wants in terms of output and satisfaction. 

 
Summary and Conclusion 

The conclusion is based on the findings and results of the research. The private sector 
follows the TQM pizza in all aspects and work on it. That is the reason of their success. The public 
sector got the highest value of agree-ness from the students for two factors such as education and 
R&D. The complete TQM pizza is very much important. The moderating variables also have the 
impact on the relationship of dependent and independent variables. The moderating variables are 
HEC policies and scholarships.  

So, in light of the identified gap, the University of Peshawar is recommended to follow 
TQM pizza in aspects to gain competitive edge.  
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On the other hand, Private sector universities must focus on R&D and educational 
aspects of TQM pizza. Suitable models are needed to be adapted to measure quality in higher 
education. 
The higher Education system needs to be strengthened which will be capable of holding the system 
to attain all-round, multifaceted personality; to acquire leadership qualities, to sharpen 
communication and interpersonal skills, to acquire knowledge of the latest trends in technology, to 
have exposure to industrial climate and to gain confidence to face changes in the highly 
competitive and ever changing world. 
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