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1,

Are there enough lecture-halls, seminar rooms, laboratories, reading rooms, and
computer rooms available? Do they meet the needs of students and staff?

Is the library sufficiently equipped for education and research?

Is the library accessible and within easy reach (location, opening hours)?

Are there sufficient laboratory facilities including support staff?

Do the laboratories meet the relevant requirements?

Are sufficient teaching aids and tools available to students and staff?

What hardware and software are made available to meet the needs of education
and research?

To what extent do the facilities and infrastructure promote or obstruct the delivery
of the programme?

Is the total budget for teaching aids and tools sufficient?

10. How are the facilities and infrastructure being maintained?
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2.7 Support Staff Quality
AUN-QA Criterion 7

Both short-term and long-term planning of support staff establishment or needs of the
library, laboratory, IT facility and student services are carried out to ensure that the quality
and quantity of support staff fulfil the needs for education, research and service.
Recruitment and selection criteria for appointment, deployment and promotion of support
staff are determined and communicated. Roles of support staff are well defined and duties
are allocated based on merits, qualifications and experiences.

Competences of support staff are identified and evaluated to ensure that their
competencies remain relevant and the services provided by them satisfy the stakeholders’
needs.

Training and development needs for support staff are systematically identified, and
appropriate training and development activities are implemented to fulfil the identified
needs.

Performance management including rewards and recognition is implemented to motivate

and support education, research and service.

AUN-QA Criterion 7 — Checklist

7 | Support Staff Quality 1123|4516

7.1 | Support staff planning (at the library, laboratory, IT facility
and student services) is carried out to fulfil the needs for
education, research and service [1]

7.2 | Recruitment and selection criteria for appointment,
deployment and promotion are determined and
communicated [2]

7.3 | Competences of support staff are identified and evaluated
[3]

7.4 | Training and developmental needs of support staff are
identified and activities are implemented to fulfil them [4]

7.5 | Performance management including rewards and
recognition is implemented to motivate and support
education, research and service [5]

Overall opinion




Explanation

Programme quality depends mostly on interaction between staff and students. However, academic
staff cannot perform their roles well without the quality of services provided by the support staff.
These are the support staff members who manage the libraries, laboratories, computer facilities

and student services.

Use Figure 2.6 to specify the number of support staff available in the last 5 academic years.

Support Staff Highest Educational Attainment Total

High School | Bachelor’s | Master’s | Doctoral

Library Personnel

Laboratory Personnel

IT Personnel

Administrative Personnel

Student Services Personnel

(enumerate the services)

Total

Figure 2.6 - Number of Support Staff (specify reference date)

Diagnostic Questions
Support Staff:
- Are the support staff members competent and qualified for their jobs?
- Are the competencies and expertise of the support staff adequate?
- What difficulties are there in attracting qualified support staff?
- What policy is pursued with regard to the employment of support staff?

- Are support staff members satisfied with their roles?

Staff Management:
- How manpower planning of support staff is carried out?
- Are recruitment and promotion criteria of support staff established?
- Is there a performance management system?

- What is the career development plan for support staff?



Training and Development:

- Who is responsible for support staff training and development activities?

- What are the training and development process and plan? How are training needs
identified?

— Is there a system to develop technical competencies of support staff?

- What are the training hours and number of training places for support staff per year?

- What percentage of payroll or budget is allocated for training of support staff?

Sources of Evidence
e Manpower plan
e Career plans
e Recruitment criteria
e Staff qualifications
e Training needs analysis
e Training and development plan and budget
e Performance appraisal system
e Student feedback
e Award and recognition schemes
e Organisation chart
e HR policies
e Staff handbook
e Job description

e Employment contract



2.9 Facilities and Infrastructure

AUN-QA Criterion 9

1.

The physical resources to deliver the curriculum, including equipment, materials and
information technology are sufficient.

Equipment is up-to-date, readily available and effectively deployed.

Learning resources are selected, filtered, and synchronised with the objectives of the study
programme.

A digital library is set up in keeping with progress in information and communication
technology.

Information technology systems are set up to meet the needs of staff and students.

The institution provides a highly accessible computer and network infrastructure that
enables the campus community to fully exploit information technology for teaching,
research, services and administration.

Environmental, health and safety standards and access for people with special needs are

defined and implemented.

AUN-QA Criterion 9 — Checklist

9

Facilities and Infrastructure 1 213|456 |7

9.1

The teaching and learning facilities and equipment (lecture
halls, classrooms, project rooms, etc.) are adequate and

updated to support education and research [1]

9.2

The library and its resources are adequate and updated to

support education and research [3, 4]

9.3

The laboratories and equipment are adequate and

updated to support education and research [1, 2]

9.4

The IT facilities including e-learning infrastructure are
adequate and updated to support education and research

[1, 5, 6]

9.5

The standards for environment, health and safety; and
access for people with special needs are defined and

implemented [7]

Overall opinion




Explanation

The provision of facilities and infrastructure should be in line with the objectives of the
programme. Facilities are also connected to the teaching and learning approach. For example, if
the approach is to teach in small working groups, then flexible classroom arrangement should be
made available. Learning resources such as computers, e-learning portals, library resources, etc.

should be adequately provided to meet the needs of students and staff.

Diagnostic Questions

— Are there enough lecture-halls, seminar rooms, laboratories, reading rooms, and
computer rooms available? Do they meet the needs of students and staff?

— Is the library sufficiently equipped for education and research?

— Is the library accessible and within easy reach (location, opening hours)?

- Are there sufficient laboratory facilities including support staff?

- Do the laboratories meet the relevant requirements?

- Are sufficient teaching aids and tools available to students and staff?

- What hardware and software are made available to meet the needs of education and
research?

- To what extent do the facilities and infrastructure promote or obstruct the delivery of
the programme?

- Is the total budget for teaching aids and tools sufficient?

- How are the facilities and infrastructure being maintained?

Sources of Evidence

List of facilities, equipment, computer hardware and software, etc.

Facilities booking, utilisation rates, downtime/uptime, operating hours
e Maintenance plan

e New facilities and upgrading plans

e Safety, health and environmental policy

e Emergency plan

e Student and staff feedback

e Budgets for facilities and infrastructure



2.10 Quality Enhancement

AUN-

QA Criterion 10

The curriculum is developed with inputs and feedback from academic staff, students,
alumni and stakeholders from industry, government and professional organisations.

The curriculum design and development process is established and it is periodically
reviewed and evaluated. Enhancements are made to improve its efficiency and
effectiveness.

The teaching and learning processes and student assessment are continuously reviewed and
evaluated to ensure their relevance and alignment to the expected learning outcomes.
Research output is used to enhance teaching and learning.

Quality of support services and facilities (at the library, laboratory, IT facility and student
services) is subject to evaluation and enhancement.

Feedback mechanisms to gather inputs and feedback from staff, students, alumni and

employers are systematic and subjected to evaluation and enhancement.

AUN-QA Criterion 10 - Checklist

10 | Quality Enhancement 1123|4567

10.1 | Stakeholders’ needs and feedback serve as input to
curriculum design and development [1]

10.2 | The curriculum design and development process is
established and subjected to evaluation and
enhancement [2]

10.3 | The teaching and learning processes and student
assessment are continuously reviewed and evaluated to
ensure their relevance and alisnment [3]

10.4 | Research output is used to enhance teaching and learning
[4]

10.5 | Quality of support services and facilities (at the library,
laboratory, IT facility and student services) is subjected to
evaluation and enhancement [5]

10.6 | The stakeholder’s feedback mechanisms are systematic

and subjected to evaluation and enhancement [6]

Overall opinion




Explanation

Quality enhancement in higher education refers to the improvement of:
e students’ knowledge, skills and attitudes or competencies;
e students’ learning environment and opportunities; and

e quality of an institution or a programme.

Quality enhancement is a planned initiative that is implemented for the purpose of quality

assurance and improvement. It is the continuous search for improvement and best practices.

The confidence and trust of students and other stakeholders in higher education are established
and maintained through effective and efficient quality assurance and enhancement activities which
ensure that programmes are well-designed, regularly monitored and periodically reviewed, thereby

securing their continuing relevance and currency.

The quality assurance and enhancement of programmes are expected to include:
e formulation of expected learning outcomes;
e curriculum design and development process;
e teaching and learning approach and student assessment;
e support resources, facilities and services;
e research application; and

stakeholders’ feedback mechanisms

Diagnostic Questions
Curriculum Design and Evaluation:
- Who is responsible for designing the curriculum?
- How are academic staff and students involved in the curriculum design?
- What are the roles of the stakeholders in the design and review of the curriculum?
- How do curriculum innovations come about? Who takes the initiative? On the basis of
what signals?
- Who is responsible for implementing the curriculum?
- When designing curriculum, is benchmarking with other institutions done?
- In which international networks does the department participate?
- With which institutions abroad do student exchanges take place?

- Has the programme been recognised abroad?



— Is a structured quality assurance in place?

- Who are involved in internal and external quality assurance?

— Is there a curriculum committee? What is its role?

- Is there an examination committee? What is its role?

- How are the programme and its courses evaluated?

- Is the evaluation done systematically?

- How is research output applied to teaching and learning?

- How are students involved in evaluating the curriculum and courses?
- How and to whom are the evaluation results made known?

- What actions are taken to improve the curriculum and its design process?

Feedback Mechanisms:
Mechanisms such as surveys, questionnaires, tracer study, focus group discussions, dialogues, etc.
are often used to gather inputs and feedback from stakeholders.

- What feedback mechanisms are used to gather inputs and feedback from staff, students,
alumni and employers?

- Is the way to gather feedback from stakeholders structured and formal?

- How is the quality of support services and facilities evaluated?

- How is feedback analysed and used for improvement?

Sources of Evidence
e Curriculum design, review and approval process and minutes
e Stakeholders input
e QA of assessment and examination
e External examiners
e [ocal and international benchmarking
e Programme and course feedback
e Uses of feedback for improvement
e Sample of feedback questionnaire

e Reports from surveys, focus group, dialogue, tracer study, etc.



2.11 Output
AUN-QA Criterion 11

1. The quality of the graduates (such as pass rates, dropout rates, average time to graduate,
employability, etc.) is established, monitored and benchmarked; and the programme should
achieve the expected learning outcomes and satisfy the needs of the stakeholders.

2. Research activities carried out by students are established, monitored and benchmarked;
and they should meet the needs of the stakeholders.

3. Satisfaction levels of staff, students, alumni, employers, etc. are established, monitored and
benchmarked; and that they are satisfied with the quality of the programme and its

graduates.

AUN-QA Criterion 11 - Checklist

11 | Output 112 (3|4 |5 |67

11.1 | The pass rates and dropout rates are established,

monitored and benchmarked for improvement [1]

11.2 | The average time to graduate is established, monitored

and benchmarked for improvement [1]

11.3 | Employability of graduates is established, monitored and

benchmarked for improvement [1]

11.4 | The types and quantity of research activities by students
are established, monitored and benchmarked for

improvement [2]

11.5 | The satisfaction levels of stakeholders are established,

monitored and benchmarked for improvement [3]

Overall opinion

Explanation

In assessing the quality assurance system, institutions not only have to evaluate the quality of the
process, but also the quality of output and its graduates. In evaluating the quality of the graduates,
institutions have to monitor the achievement of the expected learning outcomes, pass rates and
dropout rates, the average time to graduation and the employability of graduates. Research is
another important output from the process. The types of research activities carried by students

should meet the requirements of the stakeholders.



After analysing the input, process and output, institutions have to analyse the satisfaction of its
stakeholders. There should be a system to collect and measure stakeholders’ satisfaction. The
information collected should be analysed and benchmarked for making improvements to the

programme, quality practices and quality assurance system.

Pass Rate and Dropout Rate

Provide information on the pass rates and dropout rates of the last 5 cohorts in Figure 2.9.

Academic | Cohort | % completed first degree in % dropout during
Year Size 3 4 >4 15t 2nd 39 | 4™ Years &
Years | Years Years Year | Year | Year Beyond

Figure 2.9 - Pass Rates and Dropout Rates (last 5 cohorts)

Diagnostic Questions
Pass Rates and Dropout Rates:
— Does the institution have an efficient system to monitor pass rates and dropout rates of
students?
- What does the department think of the pass rates? If not satisfactory, what measures
have been taken to improve the pass rates?
- How high is the dropout rate? Are there explanations for the dropout rate?

- Does the department know where the dropout students are going?

Average Time to Graduation:
- What does the department think of the average time to graduate?

- What measures have been taken to promote graduation and to shorten the average time

to graduate?

- What effect do these measures have?



Quality of Graduates:
- Is the quality of the graduate satisfactory?
- Do the achieved standards match the expected standards?
- Do graduates get jobs easily? What are the career prospects of graduates over the last

few years?

Employability of Graduates:
- What percentage of graduates found a job within six months of graduation over the past
five years? What percentage of graduates found a job within a year?

- What percentage of graduates is still unemployed 1 year after graduation?
Research:
- What types of research activities are carried out by students? Are these activities aligned

to the expected learning outcomes and the vision and mission of the university and faculty?

Stakeholders’ Satisfaction:

Staff:
- What mechanisms are available to staff to express their satisfaction or dissatisfaction
about the programme, resources, facilities, processes, policies, etc.?
- What indicators are used to measure and monitor the satisfaction level of staff?
- What initiatives are carried out to raise the satisfaction level of staff? Are they effective?
Students:

- Does the department know what students think about the courses, programme, teaching,
examinations, etc.?

- How does the department cope with the feedback and complaints from students?

Alumni (Graduates):
- What is the opinion and feedback of the graduates about the competencies that they
acquired?

— How is the feedback from the alumni used to improve the programme?

Labour market:

- Are employers satisfied with the quality of the graduates?



— Are there any specific complaints about the graduates?

- Are specific strengths of the graduates appreciated by the employers?

Sources of Evidence

Process and indicators for measuring stakeholders’ satisfaction
Stakeholders’ satisfaction trends

Graduates, alumni and employers surveys

Press reports

Employment surveys

Employment statistics

Employers feedback
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