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The ESG 2015 quality management principles have a great influence on the 
quality policy of the higher education institutions in various countries in 
Europe. These guidelines provide necessary framework for the quality 
management of higher education in the European Union. 

The analysis of the quality policies of Hungarian and foreign universities 
is crucial for the determination of level of the Hungarian higher education. 
We carried out a content analysis of 120 higher education institutions from 
four countries (Great-Britain, Germany, Austria, Hungary). Our research is 
based on QS World University Rankings 2018 (QS Top Universities, 2018), 
however we completed our research only in European countries because we 
concentrated on the European ESG guidelines. 

The content of the quality policies were compared with each other. The 
comparison is based on previously determined criteria and we integrated it 
into a uniform structure which was also created by us. The main aim of the 
research was finding best practices based on the international quality 
approach and analyze other quality management policies. 

With content analysis we specified the best practices that are based on 
the quality management methodologies. We defined seven basic pillars that 
are essential for the high quality services in the higher education sector. 
The results of the research can be used to create up-to-date quality policies 
fulfilling the ESG guidelines. 

 
Introduction 
 
It is important for all quality-oriented organizations to define their overall 
goals, quality guidelines and quality development plans. This definition 
positively influences product quality (Dézsán, 2007). Quality policy is such 
a statement of the management that briefly describes the medium-term 
and long-term goals of the organization. According to Topár (2006), these 
goals are typically for 3-5 years time period. Quality policy is based on the 
vision, mission, and corporate policy of the company and must be consistent 
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with corporate values as shown in figure 1. When defining quality policy, 
attention must be paid to the current and future needs and expectations of 
stakeholders (Topár, 2006). 

Quality policy helps management to reveal the overall goals of the 
organization. For the employees, quality policy provides a guidance on 
better understand the goals of the organization and understand how their 
work can contribute to them successfully and effectively. 
 

Figure 1. Origin of the quality policy 
 
 
 
 
 
 
 
 
 
 
 

Source: Schmuck, 2010 

 
Quality policies in various quality management systems 
 
Quality policy appears in various quality management systems. A common 
feature of quality management systems is that they expect a written quality 
policy. The quality policy name is different for each quality management 
system, in some cases the name is not even predefined. The common goal 
of the various quality management systems is to provide the conditions and 
framework for the organization to achieve the overall goals of the quality 
policy (Erdei-Tóth, 2006). 

Generally the quality policy is public, it has to be published within the 
organization, the staff must be aware of it, and they should also know its 
content. It is the responsibility of the management to introduce and operate 
an appropriate communication system to achieve this (Topár, 2006). A 
generally accepted way of publishing quality policy is to hang it on the wall, 
but publishing it in the internal network of a company is also widely used. 

The most widespread and well-known ISO 9001:2015 quality 
management standard explicitly defines that the there has been a quality 
policy of the organization. This document is unique for each organization. 
According to this quality management standard, quality policy must meet 
the goals of the organization, reflect the commitment to fulfillment and 
improvement (Petőcz-Szabó, 2003; ISO 9001, 2015), which in some cases 
is known as continuous development (Schmuck, 2010). It must include a 
commitment to maintain and continuously improve the quality management 
system (Schmuck, 2010; Rosa et al., 2012). It should provide a framework 

Mission Vision 

Corporate values Company policy 

Quality policy 
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for setting and reviewing annual quality goals that should help to achieve 
the quality policy objectives (Topár, 200a). In addition, the standard 
requires that the management should define responsibilities for achieving 
the annual quality goals (Petőcz-Szabó, 2003), while the top management 
is responsible for achieving the objectives of the quality policy due to the 
general nature and long-term time frame of it. According to the ISO 9001: 
2015 quality management standard, the organization must establish and 
operate processes to raise the awareness of the quality policy objectives at 
all levels and business units of the organization (Topár, 2006). The 
adequacy of the quality policy should be ensured by regular reviewing, if 
necessary, the quality policy should be updated. In general, as quality policy 
includes long-term goals, a quality policy can be valid for several years 
without modification. However, if management does not consider the 
overall goals of quality policy to be acceptable any more, changing the 
quality policy is required. This can be caused by changes in the 
environment, the decision of the management or a new strategy of the 
organization. 

The ISO 9004 quality management standard, which is part of the ISO 
9000 system of standards, broadens ISO 9001 with more information that 
can help the practical implementation process. In terms of quality policy the 
ISO 9004 standard in addition to the above requirements, recommends 
taking into account stakeholder aspects, with particular emphasis on 
customers, partners and suppliers (Petőcz-Szabó 2003). 

According to the Total Quality Management (TQM) quality management 
system that is mostly used in the United States of America, the top 
management of an organization has to declare its commitment to quality. 
Middle management has a great role in communicating it to the employees. 
All managers must accept their responsibility for the implementation of the 
quality policy objectives which basically includes customer satisfaction, 
organizational capabilities, reviewing of processes in manufacturing, 
services and management processes, training employees and helping 
continuous development (Oakland, 2011). 

The EFQM model which serves as the basis for the Hungarian National 
Quality Award (and mostly other national quality awards as well) 
implements the mission and vision based on the strategy of the 
organization. The organization should develop policies to implement the 
strategy. Such a policy can be the quality policy (Topár, 2006). 

The criteria for the Hungarian Quality Award for Higher Education includes 
the strategic cycle which consists of strategy development, definition and 
breakdown of strategic goals, the assessment of strategy implementation 
and feedback. Strategic plan areas may include for example education and 
training strategy, R&D strategy, development of the product/service 
portfolio, developing the management, contribution to sustainable 
development, and achieving equal opportunities (Molnárné et al., 2011). 
Although the quality policy document is not named in this system, the areas 
of the strategic plan belong to the areas of quality policy, so in this case, 
this document can correspond to the quality policy. 
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The European Standards and Guidelines for Quality Assurance (ESG) are 
aimed at developing the European Higher Education Area (EHEA). The ESG 
guidelines provide guidance to higher education institutions to improve their 
quality. As these institutions vary greatly in the EHEA countries including 
size, organizational structure, function, and geographic location, ESG sets 
general guidelines for use in this diverse system. Although the ESG tells you 
what to do, it does not describe exactly how to do it. With this generalization 
the ESG accepts the autonomy of higher education institutions and the 
specificities of education areas (Kerekes et al., 2012). ESG (2015) requires 
organizations to have a quality policy that they must publish and deal with 
as part of their strategic management system. Quality policy should be 
developed by stakeholders within the organization through appropriate 
structures and processes, taking into account the interests of external 
stakeholders. According to ESG, quality policy is most effective if it reflects 
the relationship between research-learning and education, has a strategic 
perspective and takes that special national context into account in which 
the higher education institution operates. Such quality policy helps the 
quality management system of the organization, assume responsibilities for 
quality management, helps academic freedom, non-discrimination and the 
involvement of external stakeholders (ESG, 2015). 

 
The empirical research 
 
The ESG 2015 quality management principles have a major impact on the 
quality policy of higher education institutions in different European 
countries. The analysis of the quality policies of foreign and Hungarian 
higher education institutions is essential to determine where Hungarian 
higher education stands today. From the QS World University Rankings 
2018 list, we focused exclusively on European countries due to ESG: the 
best universities in the British, German and Hungarian languages (QS Top 
Universities, 2018). In four different countries (UK, Germany, Austria, 
Hungary) we carried out a manual content analysis of the quality policy of 
the best higher education institutions. The sample consisted of 120 
universities, where 75 were from the UK, 32 from Germany, 8 from Austria 
and 5 from Hungary. We compared the contents of quality policies and 
structured this content on the basis of a predefined criteria framework. The 
main goal of the study was to find best practices based on quality policies 
in international examples. 

We outline the best practices found in content analysis and use 
management methodology to identify seven core pillars that are essential 
for quality service in the higher education sector. The pillars include student 
(1) satisfaction and motivation, (2) research excellence, (3) financial and 
environmental sustainability, (4) employee recognition, loyalty, motivation, 
(5) cooperation with partners, (6) use of modern technologies and (7) 
marketing activity. Here we present the pillars identified and the 
possibilities for using best practices. 
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In the research 20 of the 120 institutions in the sample had a transparent 
quality policy accessible to anyone online, including 11 British, 2 German, 
3 Austrian and 4 Hungarian higher education institutions. 26 quality criteria 
could be distinguished in these quality policies examined. Figure 1 shows 
the frequency of occurrence of the criteria (Annex 1). 

Mostly the staff development, university partnerships and company 
collaborations were mentioned in the quality policies in the sample. Over 
50% of the sample also mentioned knowledge sharing, innovation, 
influencing policy and practice, international students and widening student 
participation. 

The most common 26 criteria can be divided into seven categories which 
we defined as pillars. These seven pillars are: 

1. Student satisfaction 
2. Research excellence framework 
3. Financial health 
4. Human resource development 
5. Cooperation development 
6. Technological development 
7. Marketing activity 
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Figure 1. The frequencies of the criteria based on the quality policies of 20 
institutions 

 
Source: own research 

Student satisfaction was mostly reported through extensive participation 
in university activities, the presence of international students, the 
employability of graduates, the learning experience and the use of new 
teaching (learning) methods. Being the first choice in university applications 
and small group education were mentioned only in few cases although we 
consider them to be significant. 

Research excellence was primarily a driving force for universities in terms 
of innovation and research. Creativity, inspiring enterprises and earning 
money from researches were also mentioned but less frequently. The 
financial situation has been identified as financial sustainability which is 
mentioned at nearly half of the institutions in the sample. 

In case of human resource development the staff development and 
knowledge sharing were particularly important but psychological wellbeing, 
international staff, professionalism, carrier development and staff 
satisfaction were mentioned in many cases. 

In the case of collaboration development, university partnerships and 
company collaborations usually appear. In about one third of the 
institutional quality policies, the importance of government partnership was 
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mentioned as well. Developing technology means infrastructure 
development and using modern technologies. 

The marketing activity is surprisingly low in the sample. We define 
university marketing and corporate social responsibility as part of marketing 
activity. The above mentioned can be seen in table 1. 
 

Table 1. The mentioning frequencies of the 7 pillars and their criteria in quality 
policies 

Main pillars and their criteria Frequency of mentioning in quality 
policies 

Student satisfaction 1st pillar - Σ48 mentioned criteria 
First choice students 2 
Graduate employability 10 
Widening participation 11 
International students 11 
Learning experience 7 
Using new learning methods 6 
Small group education 1 

Research excellence framework 2nd pillar - Σ31 mentioned criteria 
Research income 4 
Influencing policy and practice 11 
Innovation 11 
Creativity and enterprise 5 

Financial health 3rd pillar - Σ8 mentioned criteria 
Sustainability 8 

Human resource development 4th pillar - Σ68 mentioned criteria 
Staff satisfaction 5 
Staff development 17 
Carrier development 8 
International staff 9 
Professionalism 9 
Knowledge sharing 11 
Psychological wellbeing 9 

Cooperation development 5th pillar - Σ34 mentioned criteria 
University partnerships 15 
Company collaborations 12 
Government partnerships 7 

Technological development 6th pillar - Σ14 mentioned criteria 
Infrastructure development 6 
Using modern technology 8 

Marketing activity 7th pillar - Σ6 mentioned criteria 
University marketing 2 
Corporate social responsibility 4 
Total mentioned: 209 

Source: own research 
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Conclusions 
 
Quality policy defines the general goals of the organizations. Each quality 
management standard requires the existence of such document or 
equivalent. Although there are several recommendations for the content of 
quality policy. Organizations should create their own quality policy with 
content that meets their needs. Our research examined the content of the 
quality policies of higher education institutions with manual content analysis 
methodology based on the European Standards and Guidelines for Quality 
Assurance (ESG) used in the European Higher Education Area. As a result 
of our study, it can be stated that out of 120 of the highest rated UK, 
German, Austrian and Hungarian institutions in QS World University 
Rankings 2018, there are 20 transparent, clear quality policy available 
online. By the manual content analysis of the quality policies, 26 criteria 
were identified and grouped into seven pillars. Mentioning of the pillars 68 
were related to human resource development, followed by student 
satisfaction with 48, cooperation development with 34, research excellence 
with 31, technological development with 14, financial health with 8 and 
marketing activity with 6 references. As a result of the research, it became 
clear which criteria higher education institutions of the examined countries 
should be taken seriously. The research can provide directions for higher 
education institutions which constituents are relevant in their quality 
policies and helping them to develop new directions in their quality policies. 
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