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Q as concept of Q QM concept

“Exceptional”  externally recognised Q control with standards

as high class                       & benchmarking                              

excellence

“perfect or focus on process with TQM: process control & 

consistent”        everybody involved assessment          

training & culture       

“fit for Q is functional service satisfaction

purpose” customer requirements frameworks & PDCA    

provider’s needs(mission) strategic TQM

“value for accountability & change & Q competition

money” effectiveness against performance indicators 

cost = efficiency                audits

“transforming” qualitative change enhancement by em-

powered participant    

Harvey & Green (1993),  Harvey (1999), Newton (2007)  quality culture
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Standard I.2 : Design and Approval of Programmes

Guidelines:

“Study programmes are at the core of the higher education institutions’ 
teaching mission. They provide students with both academic knowledge
and skills including those that are transferable, which may influence their
personal development and may be applied in their future careers.

Programmes

- are designed with overall programme objectives that are in line with the
institutional strategy and have explicit intended learning outcomes;

- are designed by involving students and other stakeholders in the work;

- benefit from external expertise and reference points;

- reflect the four purposes of higher education of the Council of Europe; 

- define the expected student workload, e.g. in ECTS; (…)”

[preparation for sustainable employment;

preparation for life as active citizens in democratic societies;

Personal development;

The development and maintenance, through teaching, learning and
research, of a broad, advanced knowledge base.

https://www.coe.int/t/dg4/highereducation/PublicResponsibility/Explanatory
%20Memorandum%20public%20responsibility_EN.asp ]

www.enqa.eu
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Standard I.2 : Design and Approval of Programmes

“(…) The programmes should be designed so

that they meet the objectives set for them, 

including the intended learning outcomes. The 

qualification resulting from a programme

should be clearly specified and

communicated, and refer to the correct level 

of the national qualifications framework for

higher education and, consequently to the

Framework for Qualifications of the European 

Higher Education Area.”

www.enqa.eu

LOs & QA                                                                                                                         recapitulation



LOs & QA                                                                                                                         recapitulation

g

MACRO                                                                                     e

n

e

r

MESO                                                                                              i

awards c               s

MICRO                                                                                                            p

e

c

i

f

i

c

EQF (LLL)

QF EHEA

disc 

spec

LO

disc 

spec

LO

disc 

spec

LO

disc 

spec

LO

HEI LO

Prog

LO

Prog

LO

Prog

LO

Prog

LO

Prog

LO

Key LO

c

L

O

c

L

O

c

L

O

c

L

O

c

L

O

NQF

i 

n 

t 

(i

) 

n 

t 

H 

E 

I 

P

R

O

G 

T 

global dimension

LEARNING 

OUTCOMES

=

MEETING POINTS

at

HEART OF THE MATTER

QA

QA



(SCL)

in relation to

Learning Outcomes (LO) 

&

Quality Assurance (QA)

Lucien Bollaert

International QA expert

BFUG

7 March 2016

Amsterdam

LOs & QA

NEW CONCEPTS OF QUALITY & QA
Lucien Bollaert

Independent international QA expert

Seminar: LO: tools & approaches for improving

qualifications frameworks in (Uzbek) HE

15 November 2017

Tashkent



Q as concept of Q QM concept

“Exceptional”  externally recognised Q control with standards

as high class                       & benchmarking                              

excellence

“perfect or focus on process with TQM: process control & 

consistent”        everybody involved assessment          

training & culture       

“fit for Q is functional service satisfaction

purpose” customer requirements frameworks & PDCA    
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Paradigm shift in concept of Q & QA(M)

early opinions new views 

Quality is absolute and fixed Q is relative & multi-

layered

One standard is dominant…        QA has many aspects

& determined by the producer    Starting point =                       

customers’ needs

The final product is central… Service is vital

and should be inspected Q = result of processes

Quality requirements are fixed Q requirements

change & raise

Quality control by quality unit Q = everybody’s

LOs & QA                                                                                                                         new concepts of Q & QA



New definition of quality :

• Quality, as defined by its stakeholders (= 

international (minima) standards and needs), 

is the added value between input and 

output.
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Dirk Van Damme (OECD)

Q

U

A

L

I

T

Y

EDUCATIONAL  STRATEGIC CHOICE and REALITY

secondary

secondary

QF minimum standard/LO

excellence

HE a

HE b

secondary

HE c

Secondary minimum leaving

standards/LO
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New definition of quality :

• Quality, as defined by its stakeholders (= 

international (minima) standards and needs), 

is the added value between input and 

output.

• Quality is the added value

• On institutional level between the mission of 

the HEI and the results

• On programme level between the LOs of the 

incoming student and those achieved by

the outgoing student (again in relation to 

what all stakeholders want and need).

LOs & QA                                                                                                                         new concepts of Q & QA



intended LO

LO new students study programme achieved LO

mission                       strategy & policies results

use standards

& indicators                                  

influenced by

development phase

input outputprocesses

Internal Quality Assurance (QA)

transformation = value added

methodology

tool tool tool tool tool

“QA is a management approach to focus on the quality of the

organisation and is based on participation of all stakeholders in order to

satisfy their expectations and aims as long as possible” (ISO)
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Q(A) development phases

#  management & processes results

1. Q is result of individual commitment         Q is variable

2. Beginning or thinking in processes Q is result of start of     

systematic approach

3. Organisation is managed Q is guaranteed

professionally taking into consideration

the existing and wanted quality culture

4. Organisation & management are             Q is continuously

systematically renewed improved with

innovation

5. Organisation is outward-oriented &          Q is recognized by

strives towards excellence externals as excellent 

international example

Bollaert, L. (2014)
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Improving through measuring (IQA & EQA)

By setting goals 

measurable

through KPIs

By measuring

the realisation

using KPIs

By setting new 

measurable goals 

having learnt from

the previous

measurement

By setting 

intended LOs

By assessing the

achievement of 

the intended LOs

By setting new 

intended LOs better

to all stakeholders



EQA: external review with recommendations on 

external standards up to official recognition by

accreditation

IQA: SMART goals from mission & strategy through action 

plans and monitoring by measuring realisation via indicators
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intended LO

LO new students study programme achieved LO

mission                          strategy & policies results

use standards

& indicators                                  

influenced by

development phase

input outputprocesses

Internal Quality Assurance (QA)

transformation = value added

methodology

tool tool tool tool tool

“QA is a management approach to focus on the quality of the

organisation and is based on participation of all stakeholders in order to

satisfy their expectations and aims as long as possible” (ISO)

underlying principles

underlying (hidden) values

influence on

development

phases
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IQA                                                 employers EQA

(parents)

alumni

experts &

peers =

members of EQA panel

professionalism HRM policy                                       resources & design

HEI leaders & management

subject & educational experts                                     educational experts

QUALITY

learning

environment
teacher

learner
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IQA                                                 employers EQA

(parents)

alumni

experts &

peers =

members of EQA panel

professionalism HRM policy                                       resources & design

HEI leaders & management

subject & educational experts                                     educational experts

QUALITY

learning

environment
teacher

learner

commitment                             talent

learning activity

didactic atmosphere

practice

inquisitiveness drive

commitment/team                                         SCL innovation
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dimensions of quality & QA

GLOBAL SOCIETY

21st c competences

research & innovation

services to society

input processes output

QA (management) system

mission/input 

LO

ach.LO/results

methodology

instruments &       tools

underlying principles
underlying values

Q U A L I T Y
  
  

 

C U L T U R E

QUALITY

learner

teacher
L 

environment

IQF

NQF
input 

LO

NQF

IQF

ach.L

O
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dimensions of quality & QA

GLOBAL SOCIETY

21st c competences

research & innovation

services to society

input processes output

QA (management) system

mission/input 

LO

ach.LO/results

methodology

instruments &       tools

underlying principles
underlying values

Q U A L I T Y
  
  

 

C U L T U R E

QUALITY

learner

teacher
L 

environment

IQF

NQF
input 

LO

NQF

IQF

ach.L

O

employers & alumni

peers &

teaching experts

QA experts

HEI leaders
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Learning outcomes : need of common language

on the basis of a common understanding

STRATEGIC CHOICE!

on NATIONAL level

on INSTITUTIONAL level

on PROGRAMME level 24

LO = statement of what a learner knows, 

understands and is able to do on successful

completion of a learning process

competence = proven ability to integrate

knowledge, skills & attitude to be successful in 

a certain context

LOs & QA                                                                                                                       which LOs or competences?



Learning outcomes : need of common language

on the basis of a common understanding

STRATEGIC CHOICE!

on NATIONAL level

on INSTITUTIONAL level

on PROGRAMME level 25

LO = statement of what a learner knows, 

understands and is able to do on successful

completion of a learning process

competence = proven ability to integrate

knowledge, skills & attitude to be successful in 

a certain context

Make of the LO LIVING things that are formulated by the stake-

holders concerned, passionately shared by the whole team and

shaping the teaching, learning and assessment practices & formats 

accordingly LEAVING ROOM FOR EXPERIMENTAL LEARNING!

LOs & QA                                                                                                                       which LOs or competences?



course design & QA

Duclan Kennedy (2007)

Identify aims & objectives

Write LOs using guidelines

Develop a teaching & learning

strategy

to enable students to achieve the 

LOs

Design assessment method to test

If LOs have been achieved

If necessary modify module 

content & 

Assessment in light of feedback

P

D

C

Make of the LO living things

that are formulated by the 

stakeholders, shared by the 

whole team and shape the 

teaching, learning and

assessment forms !

A
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New competences needed

➢ Communication, problem-solving, creativity, team-work

➢ Research skills, both academic as well as ‘mode 2’ (applied) and mixtures

➢ Inter-disciplinary but with skill and attitude to go deep into a particular

discipline

➢ Meta-cognition

➢ Willingness to change, risk-taking, entrepreneurial

➢ ‘Global competences’ (e.g. computer skills)

➢ Visionary & inspirational leadership

➢ HOW YOU ENGAGE IN THE WORLD 

➢ = ATTITUDES! CHARACTER! PERSONALITY

(see HRM in industry and business)

CERTAINLY ON TEAM LEVEL

LOs & QA                                                                                                                       which LOs or competences?



Trends of employment in relation to levels of 

competencies (OECD)
Percent

25

20

15

10

5

0

-5

-10

-15

-20

Occupations with 
highest average 
scores

Occupations with 
next to highest 
average scores

Occupations with 
next to lowest 
average scores

Occupations with 
lowest average 
scores
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1

Changed needs of competences (OECD)

Mean task input in percentiles of 1960 task distribution

70

65

60

55

50

45

40

35
1960 1970

Routine manual

Nonroutine analytic

1980 1990 2000 2006

Routine cognitive

2009

Nonroutine manual 

Nonroutine interpersonal
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OECD Assessment of HE LOs (AHELO) 2010-13

feasibility study

17 countries x 10 HEIs = 20,000 students

www.oecd.org/edu/educationtoday

Deeper (methodological) questions:

➢ Who or what is really being assessed – the students or their HEIs?

➢ Is the purpose to measure the level of competency achieved or to

measure the value added from attending a specific HEIs?

➢ What can an international assessment provide that national or 
institutional level instruments cannot – and vice versa?

➢ Is the main purpose of an assessment instrument for measuring LOs

to underpin accountability, provide data for improvement or 

enhance transparency – or all of these?

➢ What are the desired LOs of HE – and what can/should be

measured?

➢ How might international measures of LOs be mis-used?

http://www.oecd.org/edu/educationtoday


New competences needed

➢ Communication, problem-solving, creativity, team-work

➢ Research skills, both academic as well as ‘mode 2’ (applied) and mixtures

➢ Inter-disciplinary but with skill and attitude to go deep into a particular

discipline

➢ Meta-cognition

➢ Willingness to change, risk-taking, entrepreneurial

➢ ‘Global competences’ (e.g. computer skills)

➢ Visionary & inspirational leadership

➢ HOW YOU ENGAGE IN THE WORLD 

➢ = ATTITUDES! CHARACTER! PERSONALITY

(see HRM in industry and business)

CERTAINLY ON TEAM LEVEL
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More or other knowledge & skills are not enough!

3

2
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Technology is not the only motor of innovation

http://www.iftf.org/fileadmin/user_upload/images/whatwedo/IFTF_FutureWorkSkillsSummary.gif
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34

Competences that make the difference

between innovative professionals & others

1,56

1,76

1,76

1,81

1,94

1,95

1,97

1,98

1,99

2,00

2,02

2,05

2,11

2,15

2,18

2,24

2,34

2,44

2,97

1,00 2,00 4,00

assert your authority

negociate

knowledge of other fields

perform under pressure

write reports or documents

work productively with others

mobilize capacities of others

use time efficiently

make your meaning clear

use computers and internet

write and speak a foreign language

coordinate activities

master of your own field

analytical thinking

present ideas in audience

alertness to opportunities

willingness to question ideas

acquire new knowledge

come with news ideas/solutions

OECD
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Top 10 skills
In 2015

____________________
1. Complex Problem Solving

2. Coordinating with Others

3. People Management

4. Critical Thinking

5. Negotiation

6. Quality Control

7. Service Orientation

8. Judgment & Decision

Making

9. Active Listening

10. Creativity

In 2020

____________________
1. Complex Problem Solving

2. Critical Thinking

3. Creativity

4. People Management

5. Coordinating with Others

6. Emotional Intelligence

7. Judgment & Decision

Making

8. Service Orientation

9. Negotiation

10. Cognitive Flexibility

Source:

Future of 

Jobs 

Report 

(2017)
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Top 10 skills
In 2015

____________________
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“In a world with a surfeit of AI and

machine learning, human values such

as common sense and empathy will be

scarce.”
Satya Nadella, CEO Microsoft, Davos 2017

“American College students showed a 

48% decrease in emphatic concern 

and a 34% drop in their ability to see

other people’s perspectives.”
Sara Konrath (2017), Michigan University
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Satya Nadella, CEO Microsoft, Davos 2017

“American College students showed a 

48% decrease in emphatic concern 

and a 34% drop in their ability to see

other people’s perspectives.”
Sara Konrath (2017), Michigan University

7. Higher education

Member states should promote, with due

respect for the principle of academic

freedom, the inclusion of education for

democratic citizenship and human rights

education in HEIs, in particular for future

education professionals.

12. Research
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7. Higher education

Member states should promote, with due

respect for the principle of academic

freedom, the inclusion of education for

democratic citizenship and human rights

education in HEIs, in particular for future

education professionals.

12. Research

✓Understanding Yourself & 

Understanding People

✓Meeting the Right People

✓Reading People (by

listening with your ears and

eyes!)

✓Connecting with People 

(online & off-line)

✓ Influencing People

✓Changing People’s Minds

✓ Teaching People (by

coaching as a 

model and learning

yourself)

✓ Leading People (by

serving them)

✓Resolving Conflict 

with People

✓ Inspiring People

✓Keeping People 

Happy
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Innovative teaching & learning processes

OECD
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ESG Standard I.3 :

Student-centred Learning, Teaching and 

Assessment

“Institutions should ensure that the programmes 

are delivered in a way that encourages students

to take an active role in creating the learning

process, and that the assessment of students

reflects this approach.”

agreed & proposed by

E4+ (incl. EUA, EURASHE 

& EI)

+ eventually all ministers 

LOs & QA                                                                                                                       which LOs or competences?
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LOs & QA                                                                                                          conclusions & recommendations (4)

Why do we need quality (assurance) 

management?

Why do we want quality?

Why are we in (higher) education?

Why do we want a better society?

Why do we need a better world?

Why do we want a better life?

Why do we exist? What is the added

value we provide to life on the world?46



In a changing world characterized by …

 Globalization of economy & society;

 Climate change;

 Informatics turning into ‘internet in internet’ automatization 

& robots …

 … making use of big data;

 Technological innovation;

 Demographic changes turning the population older;

 A widening gap between rich & poor;

 The need of transferable competences for future jobs we 

don’t know yet;

 International tensions causing massive immigration;

 Changing (social) communication, values and beliefs.

LOs & QA                                                                                                          conclusions & recommendations (4)



How does the world look like in 2030?

(Between 3 disasters & 2 utopia)

▪ Automation (computers & robots) & ageing : no 

new jobs

▪ Climate change & hunger : new conflicts

▪ Financial (bank) crisis (bis) : local economy vs

protectionism

▪ Sustainability, ecological engineering, 

cybersecurity : new high-education jobs

▪ Creative society : new, local, ecological balance

between (part-time) work & life

OECD (2015),  Securing livelihoods for all
48
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Challenges of HE in EHEA
✓ DIVERSITY in (historical & national) context, in vision & mission, in strategy, 

in teaching & research, in practice & culture vs globalisation of 
knowledge society;

✓ In majority PUBLIC, but with fixed 3 means of income: state/region + 
tuition + contracts (in competition) vs prolonged crisis & lump sum;

✓ Academic AUTONOMY vs NATIONAL policy;

✓ National external quality (EQA) system inspired by revised ESG and
swinging to institutional level;

✓ STAKEHOLDER MODEL, internal (students & staff), external (society, 
employers, parents, …) vs world of work;

✓ Teaching & research & social impact vs learning & co-creation;

✓ Democratically elected leadership with “blended” new public 
management vs CEO directives;

✓ In need of new “transversal” competences vs immediate employment;

✓ With student-centred learning strategies & processes vs massification of 
HE and exponential growth of knowledge;

✓ Equal opportunities based on talents vs selection for excellence;

✓ Underpinned by a culture of shared values & beliefs vs rankings: 

➢ individual development to citizenship, 

➢ key role in human, social and economic development via innovation;

➢ knowledge co-creation & sharing;
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Towards a qualitative HE system: ARE WE READY?

 Become part of the European Higher Education Area (EHEA) by…

Gathering information on HE (implementation report)

 Implementing 3-cycle structure (Ba – Ma – PhD)

 Developing a national QF linked to the international ones

 Implementing ECTS in the HEIs

 Based on challenging Learning Outcomes linked to the national 

QF

Combining discipline and transversal competences of the 21st

century

 And teaching, learning and assessing them in and by a co-

creative community                     

 fit for the global dimension and international education
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The future QA: ARE WE READY?

 to focus on the contextual quality of learning, teaching, and assessing, and 
not (only) on the QA system, which is only just a tool

 Use the difference between the LOs of the incoming students and those 

graduating (= achieved LOs) as qualitative indicators of quality in your QA

 from study programme to institutional level becoming owner of your own 

IQA & EQA on programme level

 with a vision of global co-creative community with all stakeholders:   

education – (applied) research – impact to society (from local to global)

 starting from a new mission translated in (strategic) policy

 student-centred learning = co-creation of learning (revised ESG)

 learning outcomes: 21st century competences really achieved | LLL | social 

relevance – employability

 fit for the global dimension and international education
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