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Abstract

The public sector in many countries has been experiencing reforms in an attempt to
change the structure, management and even the culture of the public administration. In
most countries and in government, organizations are pursuing 1SO 9000 certification,
not only to enhance their long-term ability to compete ar;d be recognized globally, but
also for the beneficial side effects of pursuing and attaining ISO 9000 certification
(Marash and Marquardt, 1994). [n some situations, certification to 1SO 9000 for public
institutions has become mandatory as a result of government policy in improving

quality and reforming public institutions (Mallak, Bringelson and Lyth, 2007).

In Macau, since the Handover, the public services have been undergoing work
adjustment and continuous improvement through tntroducing various kinds of people-
oriented arrangements. The Macau SAR government introduced ISO quality
management certification since 2001. It has promoted the application of ISO
certification and other methods of advanced technology, encouraged departments to
obtain ISO certification and, through organizing training courses and practices,
increased the audit skills of the internal auditors. Until now, there are 10 government
departments and 63 subsidiary units that have successfully obtained the 1SO 9001

certification (Government Work Report, 2009).

The purpose of this exploratory study is, by identifying the major critical success factors,
to find out how well ISO 9000 enables the public entities to provide quality services and
to study the effect of certification to the implementation of Total Quality Management
(TQM). Here, the University of Macau, a higher education institution and also a public

entity, will be examined as a case study. In so doing, it is hoped that the findings in this



study can serve as references for government departments during their ISO and quality

management implementation process.

[

In this thesis, literature review has been conducted in areas of quality management in
the public sector and its trend in higher education, the experiences of governments in
some countries and the reasons for implementing ISO 9000 in the Macau SAR
government. The case study methodology and triangulation have been employed where
data is also collected by observation and from written documents of the university.
With the common critical success factors of quality management taken into
consideration, questions are then designed for the personal interviews with the staff and

the focus groups discussions among the students conducted.

In conclusion, it was found that the university is able to capture the benefits of
implementing ISO 9000 through various strategies and approaches. The benefits being
captured are provisions of a foundation in the pursuit of TQM. Likewise, the university
is also aware of the numerous barriers that are faced by ISO 9000 certified companies,
and tries its best to cope well with all circumstances to lessen the adverse effects which
may be brought about. Nonetheless, there are still areas for further improvement and
the university should pay close attention to the problems and suggestions mentioned by

the staff interviewees and the student focus groups.

This study can serve as references for other Macao SAR government departments
during their ISO and quality management implementation process. It is important for
the government to promote the application of ISO certification which is a well-
organized tool for paving way towards TQM. This study can help departments to

visualize the benefits of ISO and TQM, and know what should be done better to achieve



TQM. The government should continue to encourage the departments to obtain 1SO
certification and organize more advanced training courses and practices to increase the
audit skills of the internal auditors. It should also conduct more studies on quality

management.
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