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Abstract 

Quality management in university organizations is the primary principle for institutional 

competitiveness, currently the optimal development of the market has allowed improvement. 

The design was based on the bibliographic review on the subject, for which the descriptors of 

the Unesco Thesaurus (SKOS) were used. The strategy was to search for different keywords 

and logical operators. Considering articles with 5 years old, in certified databases. In the 

conceptual and practical review according to the point of view of educational entities, the 

most important aspect is clearly to remain competitive. Finally, the application of a QMS 

based on the ISO 9001: 2015 standard will allow them to achieve multiple positive results in 

the university entities that execute it. 
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1. Introduction 

Talk quality is to mention a continuous improvement to reach perfection, these precepts 

have existed since ancient times throughout the world in its history and are always the 

concern of human beings to do things well. Quality management in organizations is the 

primary principle for competitiveness, currently the optimal development of the market has 

allowed improving good work practices and meeting the needs of users or customers. 

“Quality assurance has several possible purposes: to establish minimum criteria or 

standards, which define a threshold under which no institution or program should be 

authorized to operate in the country; certify training standards in the different professional 

fields and graduate programs, together with principles and practices of good management 

of the institutions; to stimulate the continuous improvement of the institutions and their 

performance ”. (Lozano Cortijo, 1998) 
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The institutions establish models or systems for quality assurance, and motivate Higher 

Education Institutions (IES) to carry out self-evaluation processes, continuous improvement 

plans that constitute a quality assurance system. These efforts are sometimes reflected (if the 

institution so wishes) in quality certifications or accreditations, which lead to greater 

competitiveness and visibility towards society. This document contains the results of the 

literature review found in digital databases referring to quality assurance models and systems 

applicable to higher education institutions in Peru. 

 

1.1. System Quality Management Second-order headings 

A quality management system is the systematic way in which an institution establishes its 

processes, documents, implements, manages, develops, directs, controls and improves them to 

achieve the institutional objectives that are established. they establish to achieve the mission 

and vision. 

According to (Moreno, 2001), it defines that quality and quality management have 

improved throughout evolution for many years. Currently there are a series of concepts 

proposed by renowned authors that refer to quality, among them we have W. Edwards 

Deming (Deming, 1982), Joseph M. Juran (Juran, 1990), Kaosuro Ishikawa (Ishikawa, 1997), 

Philip B. Crosby (Crosby, 1987), Armand V. Feigenbaum (Feigenbaum, 1999), which are still 

valid as part of the theory of management of organizations. (Figueroa & José, 2021) 

Edwards Deming, cited by Westgard JO and Migliarino GA, considered the father of 

quality management, described a functional system and activities within an institution that go 

hand in hand to achieve the goal of the institution. Likewise, the components of the system 

are interdependent and through management maintain equity. He poses the system as the 

components of an orchestra and the conductor has the responsibility of optimizing quality and 

performance. (León-Ramentol et al., 2018). This system is defined as the set of parts that 

make up the academic program or the organization, these are interrelated and interact 

establishing policies, objectives and processes that allow achieving the institutional goals 

related to quality. In the ideas of Urbina & David, (2021), A Quality Management System 

(QMS) is "a set of policies, objectives, processes, documents and resources that ensure 

quality, in product integration and the organization as one alone, seeking the highest customer 

or user satisfaction ”. 

The ISO 9001 standard is a standard used to certify the quality system of an organization 

according to the requirements of its regulations. These standards establish each procedure to 

be carried out in the development of the organization's productive activity, defining its 

organizational structure, processes and resources to be used. The structure of the organization: 

they do it through the organization chart, where they specify functions, activities and tasks. 

- Plan strategies: Set of activities to guarantee the achievement of objectives and goals of 

the organization. 

- Resources: They are human, logistical, financial, technological resources that guarantee 

the functionality of an organization. 

- Procedures: Logical sequence to execute an activity or task (Urbina & David, 2021) 
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The management of educational organizations, in Latin America, has been concentrated in 

the administrative field and oriented in the analysis, understanding and development from the 

epistemological point of view, to the construct of academic and social knowledge to 

transform reality into organizations with quality educational, which means that the goals have 

to be organized, planned, executed and evaluated in accordance with the sustainable 

objectives of the 2030 Agenda.  

The processes in an institution, according to Alonso (2014), are viable when the context 

and the fundamental principles of management are identified, pointing out that the process 

approach has many benefits when it is articulated with the organization's objectives and thus 

allows decision-making facing the challenges and challenges of society. Therefore, to design 

management, there is a diversity of methodologies such as process maps that allow 

contextualizing, based on the consensus of related activities, the four Deming stages to 

achieve the objectives more effectively. (Carrasco et al., 2021) 

 

1.2. Focus in processes 

The Quality Management System is structured from the determination of the processes, 

which we call the Process Map, and in turn the distinctive features of each process and the 

sequence and interaction of these are demonstrated through characterizations. (Galvis & 

León, 2020). The process approach allows establishing the process map. This is a graph that 

covers the processes of an organization, in such a way as to observe their operation and 

performance, providing clarity for the development of the strategic plan. For this reason, the 

process approach identifies: The strategic processes (linked to the vision, global planning, the 

vital functions of management); main (missionary or corresponding to the vital objective that 

is to train competent professionals); support (or support such as psycho-pedagogical services 

and others). 

1.2.1. Process characterization: It is the deep analysis of each process, in the 

characterization the input and output elements are established, in addition the objective of the 

process is identified, those responsible, interested parties, control records, management 

indicators and description of activities (Agudelo & Escobar, 2010). Developing it allows to 

study if this process can be streamlined or automated, detect risks, observe steps that are not 

being fully developed and include new indicators, if necessary. 

1.2.2. Risk analysis: It is the procedure for identifying obstacles resulting from uncertainty, 

which allow establishing opportunities, so that decisions can be made to deal with them 

properly (ISO 9001: 2015). 

 

1.3. Educational quality 

One of the purposes of the university, according to University Law 30220, is "To train 

high-quality professionals in a comprehensive manner and with a full sense of social 

responsibility according to the needs of the country." (Congress of the Republic, 2014) 

The educational quality in University Higher Education from the point of view of the 

SINEACE (Accreditation Model) (National Evaluation System, 2016) refers that it is: The 

optimal level of training that must be achieved in the educational institution, this implies 
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being efficient and effective in providing this service; in such a way, that it meets all the 

expectations of the student and the social demand that a competent professional expects. 

To guarantee quality in an educational organization, the application of the process-based 

approach is important, this implies having a vision that allows observing the set of activities 

linked to each other, analyzing their interactions to achieve organizational results. As a 

reference for this study, the ISO 9001: 2015 standard has been considered, this document is 

vital to identify the processes in the university, be clear about them and not necessarily to 

certify the university with an ISO. (León et al., 2020) 

The International Labor Organization (ILO, 2016), refers “a quality education translates 

into better jobs and better wages and, when it is accessible to broad sectors of the population, 

increases opportunities in the labor market and reduces social inequality ”. 

According Economic Cooperation and Development (OECD, 2016), “one of the essential 

functions of an educational system must be to train citizens in skills that allow them a greater 

and better job placement, favoring their access to formal and professional jobs. quality". Then 

the educational system acts as one of the main mechanisms for the formation of competences 

(or abilities), which are defined as “a group of knowledge, attributes and capacities that can 

be learned and that enable individuals to carry out an activity or task in a successful and 

consistent, and can be built and extended through learning ”(OECD, 2013). 

From this same perspective, with the intention of providing a quality educational service 

that guarantees the achievement of skills in the professional training of students at different 

levels, and responding to demands, it is essential to implement a more comprehensive 

management through different strategies that guarantee a more effective and efficient quality 

of educational service, in that sense (MINEDU, 2016) raises the process map that constitutes 

a tool that aims to achieve efficiency and autonomy in the management of the educational 

institution. In this way, it offers possibilities for improvement in the organization, 

distinguishing functions, activities, responsibilities and establishing clear objectives that 

ensure the quality of learning. 

At the end 2015 began with the Institutional Licensing, which "is a mandatory procedure 

for all universities in the country, through which each house of studies must demonstrate to 

SUNEDU that it complies with the Basic Quality Conditions (CBC) in order to provide 

educational service. The first phase of this procedure began at the end of 2015 and allowed 

the evaluation in 92 private universities and 49 public universities. As a result of this process, 

there is now a more orderly university system, and universities with a greater orientation 

towards continuous improvement ”. (SUNEDU, 2015) 

It is important to highlight that the institutional licensing has influenced the quality of 

processes that Peruvian universities currently have, even favoring a better educational offer at 

the national level, it was recently published that eight Peruvian universities appear in the 2021 

ranking of the best universities in Latin America and the Caribbean published in the British 

magazine Times Higher Education (THE), two more than the previous year's edition. 

Despite having fallen five positions compared to 2020, the Pontificia Universidad Católica 

del Perú (PUCP) is the best-placed Peruvian university in the ranking, occupying position 36. 

In this way, the PUCP displaced the Cayetano Heredia University ( UPCH) from the first 

place among Peruvian universities, these being in the private sector, the latter fell 25 positions 

to position 51. Among public universities, the third Peruvian university in the regional 
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ranking of THE is the National Agrarian University La Molina, which fell three places 

compared to last year up to position 76 in 2021, in fourth place, is the Universidad Nacional 

Mayor de San Marcos, which is located for the first time among the 100 best in the general 

list, in position 81. (MANAGEMENT, 2021) 

 

1.4. ISO 9001 Standards 

ISO 9001 considered as the foundation of the quality and improvement management 

system. In this regard, various studies show that the ISO 9001: 2015 standard is being 

implemented in universities to optimize the quality of service. It is necessary to emphasize 

that quality is only a means to optimize the service, the purpose of the university must be the 

integral formation of the personality of future professionals. (León et al., 2020) 

Certification is the procedure that helps verify compliance with certain requirements. 

Certifications are usually time-limited and are awarded through independent certification 

bodies. Certifications serve as credibility reinforcement through the assurance of serious 

consideration and implementation of specific actions to meet specific expectations and 

requirements. (Morán Álvarez, 2021). 

 

Table 1.  

Structure of the ISO 9001 standard 

 

N° Description 

1 Scope, objective and field of application. 

2 Legal aspects (normativity). 
3 Terminology definitions. 

4 Quality management system-documentation (4.1, 4.2). 

5 Management responsibility (5. 1; 5.2, 5.3, 5.4, 5.5, 5.6). 

6 Resource management (6.1, 6.2, 6.3, 6.4). 

7 Realization of the product (7. 1, 7.2, 7.3, 7.4, 7.5, 7.6). 

8 Measurement, analysis and improvement (8. 1, 8.2, 8.3, 8.4, 8.5). 

 

Source: Technical Committee ISO / TC 176 (2008) 

The Technical Committee ISO / TC 176 (2008) refers that this International Standard shows 

the requirements that every quality management system must consider in its implementation, 

considering that its capacity must satisfy the needs of the client. The Technical Committee 

states that "all the requirements of this International Standard are generic and are intended to 

be applicable to all organizations regardless of their type, size and product supplied" (p. 1) 

The application of the principles and quality management requirements of the NC-ISO 9001: 

2015 standard provides organizations with an important tool that manages processes, 

improves performance, achieves the satisfaction of its internal and external customers, 

complying with the applicable legislation. (León-Ramentol et al., 2018) 

 

1.5. Importance of the implementation of a QMS 
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The use of Information Technologies makes business more agile, giving answers in real 

time, due to the efficiency of its operational processes, and meeting an increasingly large 

demand at the national and international level. (Acuña, 2012; Topete Barrera et al., 2012) 

Several reasons suggest the implementation of a quality management system in 

organizations. They range from competitive reasons, pressure from globalization, price wars, 

legal regulations, customer requirements to environmental issues, such as waste reduction and 

others. In global considerations, mutual trust between customers and suppliers is essential and 

can be supported by verification of a quality management system. In addition, 

competitiveness against national and international competitors can be advantageously 

managed with it. From an organizations point of view, the most important aspect is clearly to 

remain competitive. (Cavero & Violeta, 2021) 

 

1.6. Quality at the University 

In education, public administration has undergone major changes and transformations as a 

response to deficiencies and how obsolete it turned out to be. The public administration in 

general was recognized, for the most part, as bureaucratic and inoperative and it was 

considered that it did not take into account at all the provision of a good service to the citizen 

or public user. In this regard, García (2007) maintains “that the loss of the credibility of the 

administration in the state was imminent and already required a new position of efficiency, 

effectiveness and economy vis-à-vis society” (p.38). 

 

1.7. Impact of the Quality Management System (QMS) at the Peruvian University 

It is important to highlight the benefits that process management (GP) provides, 

considering that the fundamental thing in an organization is user satisfaction thanks to the 

quality of the service, thus ensuring that expectations are met, based on the recognition of 

demands. of the user. (Bravo Carrasco, 2019) 

The indicated situation allows to articulate the management of the processes, the 

integration of the information flows and the knowledge between the actors, the experiences, 

the learning and the competences, from a thought with continuous improvement in a process 

approach, adding value to your products for organizational innovation. (Carrasco et al., 2021) 

In general, the execution of a QMS is an objective that can be complicated and expensive 

at first, however, achieving the implementation leaves a beneficial mark on the educational 

institutions that develop it; so much so that establishing a QMS forces the entity to be 

efficient in its decision-making, reorganize its human resources, especially those that do not 

meet the requirements, or resistance to change is complex which must be agile and must have 

resources to be able to carry out this activity. 

Indeed, quality management has to be combined with relevance and impact, since a quality 

university institution cannot be conceived that is not relevant to its social environment. In this 

sense, the speed with which the financial concepts and techniques of marketing, logistics, 

production and human talent management are changing is relevant. History shows that 

external and innovative factors often generate larger consequences on the results of 

institutional management 
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2. Conclusions 

The financial benefits that the application of ISO 9001 provides to university institutions 

are tangible due to its impact on the performance of their strategic, missionary and support 

processes. A correct application of the norm guarantees the visible improvement of the 

institutional indicators, achieving institutional competitiveness. 

The operational management processes are linked to university quality, aimed at increasing 

the capacity to achieve the purposes of the policies and operational objectives of an 

institution, whether educational or otherwise, will allow the continuous improvement process, 

by observing the processes and perfecting them, the QMS will have a special impact on 

decision-making based on real and current events. This intelligent decision-making represents 

an important element in business and demonstrates the reliability of the University to those 

interested and to the National University Community, making its educational offer based on 

quality standards competitive. 

As can be seen, the application of a QMS based on the ISO standard allows achieving 

multiple positive results in the entities that execute it, but it is also true that it is a costly and 

exhausting process for the educational entity, since they have to be carried out innumerable 

changes at a structural level, from the way they define the client and finally how they will 

execute their training activities that achieve customer satisfaction with the offer provided by 

the educational entity. 
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