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ABSTRACT

The education industry traditionally uses the Face-to-Face classroom while most
students in Malaysia who desires academic excellence are accustomed to attending
after-school tuition class. The unprecedented Covid-19 pandemic forced educators to
shift into online classrooms, tuition centre alike. This new home-based education
caused a nearly 52% reduction of total enrolled students in Pusat Tuisyen Seri Minda
Muda. The exit interview disclosed that 67% of the parent were doubtful of online
class effectiveness. This mixed-method action research aims to improve online
teaching and learning quality in Pusat Tuisyen Seri Minda Muda through the
implementation of flipped classrooms as the two-cycle intervention. In cycle one
intervention, the effectiveness of teaching quality and student satisfaction is evaluated
through interview sessions and survey questionnaires, respectively. Flipped classroom
implemented within a total quality management framework enables repetitive learning,
active participation, and timely feedback; these criteria are a better form of pedagogy
in improving tutors’ teaching quality. The tutors are keen and eager to continually
implement the flipped classroom as their future pedagogy. An increment of 27%
secondary students is more satisfied with flipped classrooms over the online
classrooms. The student’s satisfaction is in a linear function of learning quality, service
quality, and student engagement. The cross-sectional study conducted in cycle two
intervention proved that the students that learned through the flipped classrooms were
performed 23% excellent than those who learned through the online classroom. With
that, trusted that the student’s parents feel worthy of every single cent they paid.
Therefore, the total enrolled student was increased from 107 to 140 students while the
increment has bigger weightage on the secondary students where intervention was
implemented. Generally, the intervention successfully improved teaching and learning
quality, as well as increased student satisfaction and academic performance in the

secondary school segment in Pusat Tuisyen Seri Minda Muda.



ABSTRAK

Industri pendidikan secara tradisinya menggunakan bilik darjah bersemuka manakala
kebanyakan pelajar Malaysia yang inginkan kecemerlangan akademik menghadiri
kelas tuisyen selepas waktu persekolahan. Pandemik Covid-19 yang pertama kali telah
memaksa para pendidik beralih ke bilik darjah dalam talian, samanya pusat tuisyen.
Pendidikan cara baharu ini mengurankan 52% jumlah pendaftaran pelajar di Pusat
Tuisyen Seri Minda Muda. Temu bual keluar mendedahkan bahawa 67% ibu bapa
meragui keberkesanan kelas dalam talian. Kajian tindakan kaedah campuran ini
bertujuan meningkatkan kualiti pengajaran dan pembelajaran dalam talian di Pusat
Tuisyen Seri Minda Muda melalui pelaksanaan bilik darjah terbalik sebagai intervensi
dua kitaran. Dalam intervensi Kitaran satu, keberkesanan kualiti pengajaran dan
kepuasan pelajar dinilai melalui sesi temu bual dan soal selidik tinjauan. Bilik darjah
terbalik melalui rangka kerja pengurusan kualiti menyeluruh membolehkan
pembelajaran berulang, penyertaan aktif dan maklum balas yang cepat; kriteria ini
merupakan bentuk pedagogi yang lebih berkesan dalam meningkatkan kualiti
pengajaran. Tutor berminat untuk meneruskan pelaksanaan sebagai pedagogi masa
depan. Terdapat peningkatan sebanyak 27% pelajar sekolah menengah lebih berpuas
hati dengan bilik darjah terbalik berbanding dalam talian. Kepuasan pelajar adalah
fungsi linear kualiti pembelajaran, kualiti perkhidmatan, dan penglibatan pelajar.
Kajian keratan rentas dalam intervensi kitaran dua membuktikan bahawa prestasi
pelajar yang belajar di bilik darjah terbalik adalah 23% lebih baik daripada yang dalam
talian. Oleh itu, dipercayai bahawa ibu bapa pelajar berasa puas dengan setiap sen yang
mereka bayar. Dengan itu, jumlah pelajar yang mendaftar telah meningkat daripada
107 kepada 140 manakala kenaikan itu lebih ketara ddi pelajar sekolah menengah di
mana intervensi dilaksanakan. Secara umumnya, intervensi berjaya meningkatkan
kualiti pengajaran dan pembelajaran, serta meningkatkan kepuasan pelajar dan prestasi

akademik dalam segmen sekolah menengah di Pusat Tuisyen Seri Minda Muda.
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CHAPTER 1

INTRODUCTION

1.0 Introduction

Chapter 1, the introduction includes the company background and research
rationale of this action research. The chapter starts with the introduction of the
cooperated tuition centre, follows by the problem statement resulting from the
interview session with their operation manager. From there, the research questions
were formulated. The research objective, scope of work, researcher’s role, and ethics
were explained thereafter to summarise the overall research direction. Lastly, the

significance of the research was described.

1.1  Company Background

This action research aims to assist one cooperated company to improve their
operational quality. The cooperated company in this action research is Pusat Tuisyen
Seri Minda Muda, the letter of intent was attached in Appendix A. Pusat Tuisyen Seri
Minda Muda is a registered private tuition centre (SSM Registration No: JIM0629515-
D) established in November 2011 at Gelang Patah, Johor. The company’s goal is to
assist students in achieving academic excellence through the guidance of their
professional and experienced tutors. The tuition centre provides small group tuition

classes and after-school homework tutoring services that cater to the Gelang Patah



neighbourhood. Pusat Tuisyen Seri Minda Muda has altogether 8 tutors and 107
students; the ratio of the tutor to the student is 1:14 as of November 2020. Their
demographic structure is summarised in Figure 1.1. In fact, the total student number is
originally 224 students in March 2020. About 52% of parents decided to unsubscribe
from the tuition service as they were doubtful about online class effectiveness, giving
severe impact on their business operation.

Education Teaching Education Standard

Tl Gender Level Experience e Level / Form Gender

Standard
Postgraduate <5 years (1) 1to03(23
@ > 5 years (1) s Phri”}a%’l
Bachelor ' 10
Male (4) Degree (1) >5 years (1) Stadard 4
t0 6 (38
Diploma (1) <5 years (1) Students

Tutor (8) (107)

Postgraduate > 5 years (1)
[©)
Female (4) Diploma (1) ]—l > 5 years (1) I

Secondary
School (7) [0 Years ()

School (46

Figure 1.1  Demographic structure of Pusat Tuisyen Seri Minda Muda

1.2 Problem Statement

Compulsory education (primary and secondary education) in Malaysia has
traditionally been based on face-to-face classroom learning while most students are
accustomed to attending after school tuition classes or receiving private tutoring at
home, a commonplace for the parent who desires to improve their children academic
excellence (Nair, 2012). The unprecedented occurrence of the deadly COVID-19
pandemic has reformed the educational industry nature. The unprecedentedly
pandemic forced educators to have no choice but mandated to adapt to online teaching
immediately, the same goes for the tuition centre nationwide. Since the declaration of
Movement Control Operation in Malaysia in March 2020, Pusat Tuisyen Seri Minda

Muda faces a major problem that is huge student withdrawal within a short timeframe.



About 52% reduction of the enrolled student until November 2020 which gives severe
impact to the business operation. The feedback of the exit interview indicated that 67%
of parents are sceptical about online tuition class effectiveness. This leads to a
devastating impact on business operation, the profit and revenue reduced while
original operation costing maintained. At this junctural, the utmost action needed for
Pusat Tuisyen Seri Minda Muda is to redesign the current pedagogy to adapt to the
business environment change. It is believed that innovating the teaching pedagogy
could improve the overall online teaching quality and thus the students could perceive
better learning quality. The utmost challenge, for now, is to improve the level of

customer satisfaction to retain students' enrolment and engage parent trust.

1.2.1 Problem Formulation

COVID-19 is a pandemic first identified in December 2019 and continually
spreading currently. In the year 2020, 60,816,653 infected patients while 1,429,791
were dead worldwide (World Health Organisation, 2020). As a health disease, it
influences our daily lifestyle; as an economic crisis catalyst, it triggers rapid business
and financial changes. To cater the social distancing, the long promoting remote
working concept was forced to implement. Education is now conducted inside the
virtual classroom, while the whole process is digitalised. All the relevant stakeholders

shifted into “home-based” learning to conform to the trend (Teo, 2020).

Nonetheless, all stakeholders were unprepared and panicky for this emergency
policy. The teacher is unfamiliar with new technologies, the student gets distracted due
to low self-discipline, the parent is preoccupied with their remote working task, and
other objective factors such as outdated devices and unstable internet connection
would definitely reduce the learning quality. Owing to that, the total student number
in Pusat Tuisyen Seri Minda Muda reduced by 52% since March 2020, which is from
224 students to 107 students as of December 2020. About 67% of the unsubscribe
parent stated in the exit interview that they are uncertain about the online class

effectiveness while minorities due to financially unstable.



1.2.2 Problem Diagnosis

The main obstacle for Pusat Tuisyen Seri Minda Muda is the vast student
reduction since the declaration of Movement Control Operation. Many parents are
uncertain and reckon about online class effectiveness. Hence, this action research is
mainly to retain student enrolment by improving overall quality in Pusat Tuisyen Seri
Minda Muda. Using SWOT analysis as the diagnosis model as shown in Figure 1.2,

four strategy options were proposed in tackling the student withdrawal issue that is:

1. S-O Attacking Strategy: To implement an innovative teaching strategy to
improve student learning effectiveness;

2. S-T Defensive Strategy: To improve online teaching quality to stay
competitive advantage;

3. W-O Supplementary Attacking Strategy: To expand the online market reach
by utilising free online resources to match the EdTech trend,;

4. W-T Supplementary Defensive Strategy: To encourage tutors to improve

service quality to engage parent trust.

O

OPPORTUNITIES

. Covid-19 transform
lifestyle;

. No clear SOP
announced;

. Economic crisis
eliminate demand;

. Ineffective teaching and
inexperience tutor;

. More online competitor.

. Professional and . Inadequate marketing . Inevitable Online
qualified tutors; exposure; learning;

. Well established . Instable financial and . New EduTech business;
teaching resources; capital; . Expandable market

. Subject matter experts; . Improper IT equipment reach;

. Long establishment and and facility; . Replicable teaching
brand recognition; . Weak talent retention; strategy;

. Excellent service . Uncleartutor role to . Improvable organisation
records. engage parent. quality.

S-O Strategy: To implement innovative teaching strategy to improve student learning effectiveness
S-T Strategy: To improve online teaching quality to stay competitive advantage

W-O Strategy: To utilise free online resources to expand online market reach and match EdTech trend
W-T Strategy: To encourage tutor improve service quality to engage parent trust

PN

Figurel.2 SWOT analysis of Pusat Tuisyen Seri Minda Muda



Since online learning is inevitable, educational technology (EdTech) through
digitalisation is a business opportunity worth exploring (Lee, 2020). The education
market remains to exist, but a transformed spending need. The institutions shall stay
agile and responsive for instant change to earn customer trust and engagement. The
classroom is the most critical component in a formal education system where the
student and teacher come in contact, the teacher formally instructs about the course of
knowledge, and the student response to the delivered message. Wasriep & Lajium
(2019) mentioned that 21st-century learning focuses on 4C that comprises creativity,
critical thinking, collaboration, and communication. Proper support of digital literacy
and technology use is essential to nourish the overall teaching-learning process. With
the current advancement in technology, various borderless classrooms and innovative
teaching-learning activities are available. Therefore, strongly believe that the quality
improvement on online education in Pusat Tuisyen Seri Minda Muda would gain better
customer satisfaction in retaining student enrolment. The implementation of flipped
classroom as an innovative teaching strategy is a techno-structural intervention that
aims to improve overall quality of online learning in Pusat Tuisyen Seri Minda Muda.
The review work of Siti Fatimah et al.(2019a) demonstrated that flipped classroom is
a popular model of innovative teaching strategy in Malaysia. They concluded with the
positive practicability of the flipped classrooms in various disciplinary and different

class settings at both higher education and school level in Malaysia.

1.3 Research Questions

There are three research questions identified in this action research, that are:

1. How do I improve the online teaching quality in the tuition centre?

2. How do I increase the student satisfaction of secondary students over
online learning in the tuition centre?

3. How do I increase the student performance of secondary students over

online learning in the tuition centre?



1.4 Research Objective

The research objectives set in fulfilling the aims of this action research are:

1. Toimprove online teaching quality by implementing the flipped classroom;

2. To improve the secondary school students’ satisfaction through flipped
classroom intervention;

3. To improve the secondary school students’ academic performance through

flipped classroom intervention.

1.5  Scope and Limitation

In order to answer the problem statement aforementioned, the researcher would
conduct action research through the two-cycle of the intervention implementation
process. The study subject of this action research is Pusat Tuisyen Seri Minda Muda

while the scopes and boundary limits are:

1. The total duration of this action research is 18 months that is from October
2020 until March 2022;

2. The intervention was conducted on the selected secondary school student
because Zakaria & Md Yunus (2020) noted that the success of flipped
classrooms is largely dependent on student’s self-disciplinary while
younger students tend to have lesser independence and required more
guidance;

3. This action research applies a quasi-experimental research design whereby
subjects were assigned to groups in accordance to non-random criteria.
Gopalan et al. (2020) stated this research design could effectively reflect
on how the implemented intervention causes a significant change in the
observed outcome;

4. This action research is mixed-method research where together the
qualitative and quantitative methodology adopted in cycle one to measure

the teaching quality and student satisfaction while cycle two focuses on

6



quantitative methodology in measuring the learning quality. By replicating
the four steps proposal of Chun & Sathappan (2020), the researcher
conduct the data collection after the implementation of flipped classroom
intervention whereby the respondent could give greater reflection with
accuracy;

5. The qualitative measuring variable is teaching quality whereas quantitative
measuring variables are the student satisfaction, learning quality, service
quality, student engagement, academic performance over the flipped

classroom.

1.6 Researchers Role

The researcher serves as an independent consultant to the client in solving the
problem that arises in the time of COVID-19. This action research aims to introduce
flipped classroom implementation as a techno-structural intervention to retain student
enrolment in Pusat Tuisyen Seri Minda Muda during and post-pandemic. The ultimate
goal of action research aims to introduce the total quality management framework as
the underpinning theory in improving the operational quality to retain students through
higher customer satisfaction attainment and improve the company's overall operational
performance as a long-term goal.

1.7 Research Ethics

The following research ethic adhered throughout the research period:

1. Data in any form collected in this study shall remain confidential, and
shall not be disclosed or published without granted permission;

2. There is no conflict of interest in this research.



1.8  Significance of Research

The implementation of the flipped classroom within the total quality
management framework would assist Pusat Tuisyen Seri Minda Muda to retain
students through an improved level of student satisfaction. The implemented
intervention, the flipped classroom implementation, could make positive changes in
the business environment to the cooperated company. The online teaching and learning
quality of flipped classrooms is better than the conventional method, owing to better
service quality and enhanced student engagement. In addition to the industry
implication that is assisting Pusat Tuisyen Seri Minda Muda in improving student
satisfaction, equally importantly, this research output also delivers theoretical and

practical contributions that are:

1. An effective innovative teaching strategy that suits the private education
industry in Malaysia was recommended,;

2. A new research direction where no former research conducted pertaining
the flipped classroom implementation in private tutoring services was
formulated;

3. A conceptual framework improves understanding of total quality
management in educational industry was proposed;

4. A new equation that demonstrates the association of student satisfaction
over learning quality, service quality, and student engagement was
developed,;

5. A few publications that could act as documentation in supporting ongoing
knowledge generation in respect to flipped classroom implementation in
Malaysia setting;

6. A little effort in tackling UN Sustainable Goals 4: Quality Education was

contributed.



REFERENCES

Abimbola, B. O., Oyatoye, E. O., & Oyenuga, O. G. (2020). Total quality management,
employee commitment and competitive advantage in nigerian tertiary institutions.
A study of the University of Lagos. International Journal of Production
Management and Engineering, 8(2), 87-98.
https://doi.org/10.4995/ijpme.2020.12961

Ah-Teck, J. C., & Starr, K. E. (2014). Total quality management in mauritian
education and principals’ decision-making for school improvement “driven” or
“informed” by data? Journal of Educational Administration, 52(6), 833-849.
https://doi.org/10.1108/JEA-06-2012-0075

American Society for Quality. (2000). The certified quality manager handbook. ASQ
Quiality Press.

Amin, N. s. M., Zakuan, N., Md Ariff, M. S., Saman, M., Mardani, A., & Hassim, M.
H. (2017). Seven critical success factors of total quality management (TQM)
practices in Halal industry: A review. Journal of Engineering and Applied
Sciences, 12(10), 2613-2617.

Apaydin, C., & Kaya, F. (2020). An analysis of the preschool teacher’s view on alpha
generation. European Journal of Education Studies, 6(11), 123-141.
https://doi.org/10.5281/zenodo.3627158

Bouranta, N., Psomas, E. L., & Pantouvakis, A. (2017). Identifying the critical
determinants of TQM and their impact on company performance: Evidence from
the hotel industry of Greece. TQM Journal, 29(1), 147-166.
https://doi.org/10.1108/TQM-11-2015-0142

Bouranta, N., Psomas, E., Su&ez-Barraza, M. F., & Jaca, C. (2019). The key factors
of total quality management in the service sector: A cross-cultural study.
Benchmarking, 26(3), 893-921. https://doi.org/10.1108/B1J-09-2017-0240

Chen, F.-S., Ke, H.-S., & Chen, Y.-C. (2020). Online learning as a panacea? An
empirical study to discuss problem-based cooperative learning in Taiwan.
International Journal of Emerging Technologies in Learning (IJET), 15(18), 251.
https://doi.org/10.3991/ijet.v15i18.15079

Chen, T., Peng, L., Jing, B., Wu, C., Yang, J., & Cong, G. (2020). Analysis of user
satisfaction with online education platforms in China during the COVID-19
pandemic. Healthcare, 8(200), 1-26. https://doi.org/10.3390/SU12187329

Chiarini, A. (2020). Industry 4.0, quality management and TQM world. A systematic
literature review and a proposed agenda for further research. TQM Journal, 32(4),
603-616. https://doi.org/10.1108/TQM-04-2020-0082

Chin, Y. F. (2019). Malaysia: From hub to exporter of higher education and
implications. International Journal of Business and Social Science, 10(2), 48-54.
https://doi.org/10.30845/ijbss.v10n2p6

Chun, T. W., & Sathappan, R. (2020). Using flipped classroom approach to teach
adjectives for Malaysian Year 4 Chinese ESL learners 41. The English Teacher,
49(1), 41-54.

Coghlan, D., & Brannick, T. (2014). 4th edition; Doing action research in your own
organization. In Doing Action Research in Your Own Organization.

Cole, A. W., Lennon, L., & Weber, N. L. (2019). Student perceptions of online active
learning practices and online learning climate predict online course engagement.
Interactive Learning Environments, 0(0), 1-15.
https://doi.org/10.1080/10494820.2019.1619593

Corlatean, T. (2020). Risks, discrimination and opportunities for education during the
times of COVID-19 pandemic. Rais, June, 1-10.

106



https://doi.org/10.5281/zen0d0.3909867

Crawford, J., Henderson, K. B., Rudolph, J., Malkawi, B., Glowatz, M., Burton, R.,
Magni, P. A., & Lam, S. (2020). Journal of Applied Learning & Teaching
COVID-19: 20 countries ’ higher education intra-period digital pedagogy
responses. Journal of Applied Learning & Teaching, 3(1), 1-20.

Crosby, P. B. (1979). Quality is free. New American Library.
https://doi.org/10.1145/143164.143234

Dedy, A. N., Zakuan, N., Bahari, A. Z., Ariff, M. S. M., Chin, T. A., & Saman, M. Z.
M. (2016). Identifying critical success factors for TQM and employee
performance in Malaysian automotive industry: A literature review. IOP
Conference Series: Materials Science and Engineering, 131(1), 1-7.
https://doi.org/10.1088/1757-899X/131/1/012016

Dhawan, S. (2020). Online learning: A panacea in the time of COVID-19 crisis.
Journal of  Educational Technology  Systems, 49(1), 5-22.
https://doi.org/10.1177/0047239520934018

Dobbins, M., & Knill, C. (2017). Higher education governance in France, Germany,
and Italy: Change and variation in the impact of transnational soft governance.
Policy and Society, 36(1), 67-88.
https://doi.org/10.1080/14494035.2017.1278868

Dyakonov, M. Y., Novikov, A. V., Slabkaya, D. N., Balova, S. L., Sekerin, V. D., &
Gorokhova, A. E. (2019). Customer service quality management system.
International Journal of Innovative Technology and Exploring Engineering,
8(10), 2474-2478. https://doi.org/10.35940/ijitee.J9540.0881019

Eryilmaz, M. E., Kara, E., Aydogan, E., Bektas, O., & Erdur, D. A. (2016). Quality
management in the Turkish higher education institutions: Preliminary findings.
Procedia - Social and Behavioral Sciences, 229, 60-69.
https://doi.org/10.1016/j.sbspro.2016.07.114

Escrig-Tena, A. B. (2004). TQM as a competitive factor: A theoretical and empirical
analysis. International Journal of Quality and Reliability Management, 21(6),
612-637. https://doi.org/10.1108/02656710410542034

Fern&dez-Martm, F. D., Romero-Rodr guez, J. M., GAnez-Garc g, G., & Navas-
Parejo, M. R. (2020). Impact of the flipped classroom method in the mathematical
area: A systematic review. Mathematics, 8(12), 1-11.
https://doi.org/10.3390/math8122162

Frawley, T., Goh, E., & Law, R. (2019). Quality assurance at hotel management
tertiary institutions in Australia: An insight into factors behind domestic and
international student satisfaction. Journal of Hospitality and Tourism Education,
31(1), 1-9. https://doi.org/10.1080/10963758.2018.1480961

Gholami, H., Saman, M. Z. M., Sharif, S., Zakuan, N., Abu, F., & Awang, S. R. (2018).
Critical success factors of student relationship management. Sustainability
(Switzerland), 10(12), 4-7. https://doi.org/10.3390/su10124527

Goetsch, D. L., & Davis, S. (2014). The total quality approach to quality managment:
Achieving organizational excellence. In Quality Management for Organizational
Excellence:Introduction to Total Quality.

Goh, C. F., & Ong, E. T. (2019). Flipped classroom as an effective approach in
enhancing student learning of a pharmacy course with a historically low student
pass rate. Currents in Pharmacy Teaching and Learning, 11(6), 621-629.
https://doi.org/10.1016/j.cptl.2019.02.025

Gopalan, M., Rosinger, K., & Ahn, J. Bin. (2020). Use of Quasi-Experimental research
designs in education research: Growth, promise, and challenges. Review of

107



Research in Education, 44(1), 218-243.
https://doi.org/10.3102/0091732X20903302

Hasan, K., Islam, M. S., Shams, A. T., & Gupta, H. (2018). Total quality management
(TQM): Implementation in primary education system of Bangladesh.
International Journal of Research in Industrial Engineering, 7(3), 370-380.
https://doi.org/10.22105/riej.2018.128170.1041

Hashim, N. A., & Shaari, N. D. (2020). Malaysian teachers’ perception and challenges
toward the implementation of flipped learning approach. Asian People Journal,
3(2), 62—76.

Hassan, I., Abdul Rahman, A. M., & Latiff Azmi, M. N. (2021). Development of
english writing skills through blended learning among ESL learners in Malaysia.
Arab World English Journal (AWEJ), 7, 377-3809.

Johns, C., & Mills, M. (2020). Online mathematics tutoring during the COVID-19
pandemic: Recommendations for best practices. Primus, 0(0), 1-19.
https://doi.org/10.1080/10511970.2020.1818336

Kasim, N. N. M., & Khalid, F. (2016). Choosing the right learning management system
(LMS) for the higher education institution context: A systematic review.
International Journal of Emerging Technologies in Learning, 11(6), 55-61.
https://doi.org/10.3991/ijet.v11i06.5644

Khoo, S., Ha, H., & McGregor, S. L. T. (2017). Service quality and student/customer
satisfaction in the private tertiary education sector in Singapore. International
Journal of Educational Management, 31(4), 430-444.
https://doi.org/10.1108/1JEM-09-2015-0121

Kistiani, D. P., & Permana, J. (2020). The importance of application total quality
management at higher education. Advances in Social Science, Education and
Humanities Research, 400(Icream 2019), 177-180.
https://doi.org/10.2991/assehr.k.200130.165

Kotter, J. P. (2012). Leading change. Harvard Business Review, 1-17.

Kumar, V., Choisne, F., De Groshois, D., & Kumar, U. (2009). Impact of TQM on
company’s performance. International Journal of Quality and Reliability
Management, 26(1), 23-37. https://doi.org/10.1108/02656710910924152

Lagrosen, S. O. (2017). Quality through accreditation. International Journal of Quality
and Service Sciences, 9(3-4), 469-483. https://doi.org/10.1108/1JQSS-02-2017-
0010

Lee, J. (2020, November 21). A time for Edtech to shine. The Star.
https://www.thestar.com.my/business/business-news/2020/11/21/a-time-for-
edtech-to-shine

Lee, M. C., & Hwan, S. (2005). Relationships among service quality, customer
satisfaction and profitability in the Taiwanese banking industry. International
Journal of Management, 22(4), 635.

Lee, S. Y. (2019). Promoting active learning and independent learning among primary
school students using flipped classroom. International Journal of Education,
Psychology and Counseling, 4(30), 324-341. www.ijepc.com

Leong, T. K., Zakuan, N., Mat Saman, M. Z., Ariff, M. S. M., & Tan, C. S. (2014).
Using project performance to measure effectiveness of quality management
system maintenance and practices in construction industry. The Scientific World
Journal, 2014. https://doi.org/10.1155/2014/591361

Luburic, R. (2014). Total quality management as a paradigm of business success.
Journal of Central Banking Theory and Practice, 3(1), 59-80.
https://doi.org/10.2478/jcbtp-2014-0005

108



Lytras, M., Sarirete, A., & Damiani, E. (2020). Technology-enhanced learning
research in higher education: A transformative education primer. Computers in
Human Behavior, 109(March), 1-3. https://doi.org/10.1016/j.chb.2020.106350

Mahbub, R. (2017). Quality assurance for higher education: Challenges in sustaining
continuous quality improvement for Malaysian universities. INTED2017
Proceedings, 1(April), 5204-5210. https://doi.org/10.21125/inted.2017.1214

Mohamad Zuber, A. M., Muhammad, H., Muhammad Helmi, N., & Saraswathy, K.
(2020). The employability skills among students of Public Higher Education
Institution in Malaysia. Malaysian Journal of Society and Space, 16(1), 36-45.
https://doi.org/10.17576/ge0-2020-1601-04

Mohd Zain, N., Aspah, V., Abdullah, N., & Ebrahimi, M. (2017). Challenges and
evolution of higher education in Malaysia. UMRAN - International Journal of
Islamic and Civilizational Studies, 4(1-1), 78-87.
https://doi.org/10.11113/umran2017.4n1-1.207

Nair, N. (2012, November 5). Increase in demand for tuition in Malaysia. The Star.
https://www.thestar.com.my/news/community/2012/11/05/increase-in-demand-
for-tuition-in-malaysia

Nasim, K., Sikander, A., & Tian, X. (2020). Twenty years of research on total quality
management in Higher Education: A systematic literature review. Higher
Education Quarterly, 74(1), 75-97. https://doi.org/10.1111/hequ.12227

Naz, F., & Murad, H. S. (2017). Innovative teaching has a positive impact on the
performance  of  diverse  students. SAGE Open, 7(4), 1-8.
https://doi.org/10.1177/2158244017734022

Ng, P. K., Toh, Z. Y., Lim, S. T., & Jee, K. S. (2016). Effects of TQM on engineering
education in Malaysia: A conceptual study. International Conference on
Information Science, Technology, Management, Humanities & Business
ITMAHub, October.

Nguyen, Q. L. H. T. T., Nguyen, D. Van, Chu, N. N. M., & Tran, V. H. (2020).
Application of total quality management in developing quality assessment model:
The case of Vietnamese higher education. The Journal of Asian Finance,
Economics and Business, 7(11), 1049-1057.
https://doi.org/10.13106/jafeb.2020.vol7.n011.1049

Nguyen, T. H., & Nagase, K. (2019). The influence of total quality management on
customer satisfaction. International Journal of Healthcare Management, 12(4),
277-285. https://doi.org/10.1080/20479700.2019.1647378

Pambreni, Y., Khatibi, A., Ferdous Azam, S. M., & Tham, J. (2019). The influence of
total quality management toward organization performance. Management
Science Letters, 9(9), 1397-1406. https://doi.org/10.5267/j.msl.2019.5.011

Ravindran, N., & Kamaravel, R. K. (2016). Total quality management in education:
Prospects, issues and challenges. Shanlax International Journal of Education,
4(2), 58-65. https://doi.org/10.4324/9780203423660 chapter 5

Sabet, H. S., Saleki, Z. S., Roumi, B., & Dezfoulian, A. (2012). A study on total quality
management in higher education industry in Malaysia. International Journal of
Business and Social Science, 3(17), 208-215.

Salleh, N. M., Zakuan, N., & Ariff, M. S. (2018). Critical success factors of total
quality management implementation in Higher education institution : UTM case
study. AIP Conference Proceedings, 020007. https://doi.org/10.1063/1.5080060

Sanaa, M., & Rania, A. Z. (2021). The effect of total quality management on the
financial performance by moderating organizational culture. Accounting, 7(2),
441-450. https://doi.org/10.5267/j.ac.2020.11.007

109



Sarita, P. (2017). The use of innovative strategies to enhance quality of classroom
interaction. International Journal of Advanced Research and Development, 2(4),
137-141.

Schalock, R. L., Verdugo, M., & Lee, T. (2016). A systematic approach to an
organization’s sustainability. Evaluation and Program Planning, 56, 56-63.
https://doi.org/10.1016/j.evalprogplan.2016.03.005

Schonberger, R. J. (1994). Total quality: Teamsmanship over leadership.
Benchmarking for Quality Management & Technology, 1(1), 38-47.
https://doi.org/10.1108/14635779410056877

Sekaran, U., & Bougie, R. (2016). Research Method for Business Textbook: A Skill
Building Approach. John Wiley & Sons Ltd.

Seno, J. P., Pimenta, M. L., Hilletofth, P., & Eriksson, D. (2019). Cross-functional
interconnectedness as an enabler of customer value. Journal of Business and
Industrial Marketing, 34(4), 821-835. https://doi.org/10.1108/JBIM-04-2017-
0101

Shah, S. A., Razzak, T., Aleem, M. U., & Aziz, A. (2020). Employee commitment to
service quality and leadership style, a case of private higher education institutes
of Pakistan. Journal of Talent Development and Excellence, 12(1), 5703-5722.

Siti Fatimah, A. R., Md Yunus, M., & Hashim, H. (2019a). An overview of flipped
learning studies in Malaysia. Arab World English Journal, 10(4), 194-203.
https://doi.org/10.24093/awej/vol10no4.15

Siti Fatimah, A. R., Md Yunus, M., & Hashim, H. (2019b). Flipped learning in
Malaysia. International Journal of Innovation, Creativity and Change, 5(6), 1-
13.

Sohel-Uz-Zaman, A. S. M., & Anjalin, U. (2016). Implementing total quality
management in education: Compatibility and challenges. Open Journal of Social
Sciences, 04(11), 207-217. https://doi.org/10.4236/jss.2016.411017

Stanciu, A., Condrea, E., & Zamfir, C. (2016). The Importance of Communication in
Quality Management. Ovidius University Annals, Economic Sciences Series,
XVI(2), 393-396.

Stensaker, B., Hovdhaugen, E., & Maassen, P. (2019). The practices of quality
management in Norwegian higher education: Collaboration and control in study
programme design and delivery. International Journal of Educational
Management, 33(4), 698-708. https://doi.org/10.1108/1JEM-11-2017-0327

Su Ping, R. L., Verezub, E., Adi Badiozaman, 1. F. bt, & Chen, W. S. (2020). Tracing
EFL students’ flipped classroom journey in a writing class: Lessons from
Malaysia. Innovations in Education and Teaching International, 57(3), 305-316.
https://doi.org/10.1080/14703297.2019.1574597

Sun, J., Zhang, Y., Zuo, Z., Chang, Z., & Guo, J. (2017). Research on the effectiveness
improvement strategy of quality management system of chemical enterprises.
Chemical Engineering Transactions, 62(2016), 1603-1608.
https://doi.org/10.3303/CET1762268

Tausif, M. R., & Haque, M. 1. (2021). Managing quality in university framework:
Students’ perspective. Management Science Letters, 11(2), 627-636.
https://doi.org/10.5267/j.msl.2020.9.004

Taylor, N., Clay-Williams, R., Ting, H. P., Arnolda, G., Winata, T., Hogden, E., &
Braithwaite, J. (2020). Do organization-level quality management systems
influence department-level quality? A cross-sectional study across 32 large
hospitals in Australia. International Journal for Quality in Health Care, 32, 35—
42. https://doi.org/10.1093/intghc/mzz104

110



Techanamurthy, U., Alias, N., & Dewitt, D. (2020). A problem-solving flipped
classroom module: Developing problem-solving skills among culinary arts
students. Journal of Technical Education and Training, 12(4), 39-47.
https://doi.org/10.30880/jtet.2020.12.04.004

Teo, N. C. (2020, April 13). Malaysia must be prepared for home-based learning due
to prolonged MCO. Malay Mail. https://www.malaymail.com/news/what-you-
think/2020/04/13/malaysia-must-be-prepared-for-home-based-learning-due-to-
prolonged-mco-teo/1856235

Wani, 1., & Mehraj, H. (2014). Total quality management in education : An analysis.
International Journal of Humanities and Social Science Invention, 3(6), 71-78.

Wasriep, M. F., & Lajium, D. (2019). 21st century learning in primary science subject
via flipped classroom method: A teacher’s perspective. International Journal of
Recent Technology and Engineering, 8(2 Special Issue 9), 952-959.
https://doi.org/10.35940/ijrte.B1088.0982S5919

Wilkins, S., Butt, M. M., & Annabi, C. A. (2017). The effects of employee
commitment in transnational higher education: The case of international branch
campuses. Journal of Studies in International Education, 21(4), 295-314.
https://doi.org/10.1177/1028315316687013

World Health Organisation, T. (2020). WHO Coronavirus (COVID-19) dashboard.
https://covid19.who.int/?gclid=CjwKCAjwtpGGBhBJEIWAYRZX2gBg0Q6zac
9KE1Q2sXinzflgAU16EOKRCYIDF-23uJONw5cdbxubFRoCiP8QAVD_BwE

Yaseen, M. M., Sweis, R. J., Abdallah, A. B., Obeidat, B. Y., & Sweis, N. J. (2018).
Benchmarking of TQM practices in the Jordanian pharmaceutical industry (a
comparative study). Benchmarking, 25(9), 4058-4083.
https://doi.org/10.1108/B1J-04-2017-0076

Yunus, A., Abubakar, S., & Abudu, Z. A. (2020). Covid-19 pandemic lockdown:
Online platforms as panacea for effective teaching and learning in Nigerian
secondary schools. E-Bangi, 17(6), 93-102.

Yusof, S. M., & Aspinwall, E. (2000). TQM implementation issues: Review and case
study. International Journal of Operations and Production Management, 20(6),
634-655. https://doi.org/10.1108/01443570010321595

Zainuddin, Z., & Attaran, M. (2016). Malaysian students’ perceptions of flipped
classroom: A case study. Innovations in Education and Teaching International,
53(6), 660—670. https://doi.org/10.1080/14703297.2015.1102079

Zakaria, S., & Md Yunus, M. (2020). Flipped classroom in improving esl primary
students’ tenses learning. International Journal of English Language and
Literature Studies, 9(3), 151-160.
https://doi.org/10.18488/journal.23.2020.93.151.160

Zakuan, N., Muniandy, S., Mat Saman, M. Z., Md Ariff, M. S., Sulaiman, S., & Abd
Jalil, R. (2012). Critical success factors of total quality management
implementation in higher education institution: A review. International Journal
of Academic Research in Business & Social Sciences, 2(12), 19-32.

111



APPENDIX H LIST OF PUBLICATION

A. Indexed Journal paper
1. C.S. Tan, N. Zakuan, M.I. Abd Aziz. Trends of Blended Learning and Flipped

Classroom in Malaysia. Arabian World English Journal, 2" Special Issue on

Covid19 Challenges (2), 290-301 (Indexed by WOS)

B. Non-indexed Journal paper
2. C. S. Tan, N. Zakuan, M.l. Abd Aziz. (2021). Improving Quality Pedagogy in
Malaysian Tuition Centre through Flipped Classroom: Action Research.

Innovative Teaching and Learning Journal, 5(2), 40-48.

C. Non-indexed Conference Proceeding

3. C.S. Tan, N. Zakuan, M.I. Abd Aziz, S.Z. Omain (2021). Tutor’s Viewpoint on
Implementing Flipped Classroom in Tuition Centre. 15th International Malaysian
Educational Technology Convention, Perak, Malaysia, 9-10 October.

4. C. S. Tan, N. Zakuan, M.l. Abd Aziz, (2021). Flipped Classroom Changes
Pedagogy in Tuition Centre. The Second International Professional Doctorate

and Postgraduate Symposium 2021, Johor Malaysia, 25 September.

127



