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Quality assurance and continuous improvement of the University’s educational programs are 

fundamental to the mission of the University of Tourism, Technology and Business Studies.  

This policy establishes the framework for evaluating the quality and viability of all programs 

and for the systematic monitoring and review of programs and courses. It is based on the 

following principles:  

1. The University is committed to a cycle of evaluation and improvement as part of 

academic planning. Within this cycle, academic staff and teaching teams are required 

to: review the content and focus of their courses; evaluate and reflect on student 

learning resulting from their teaching practice, curriculum design and approaches to 

assessment; and make appropriate revisions as required.  

2. The University recognises that the resources available to develop and sustain 

programs may affect their quality. The University will evaluate the value, relevance 

and viability of its programs to ensure available resources are used to maximum 

effect.  

3. The University will use multiple sources of qualitative and quantitative data in the 

evaluation of its courses, programs and teaching, including feedback from students 

and stakeholders.  

The evaluations and reviews conducted under this policy and their outcomes form part of the 

University’s program approval and review procedural framework. This policy applies to all 

programs offered by the University.  

 

 

Procedures  

Course evaluation  

Every course must be evaluated using the University’s course and teacher evaluation survey 

each time it is offered, or if offered more than once in an academic year, at least annually. 

Other evaluative mechanisms may be used to complement the course and teacher evaluation 

survey, for example, learning trends, focus groups, peer review and benchmarking.  

 

Program monitoring and review  

 A review of performance for all programs will be undertaken every trimester and 

complied at the end of every academic year as specified.  
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 The academic director will meet with each head of department to review the 

performance of each program associated with that department.  

 Programs that have not undergone program evaluation and review processes in 

accordance with this policy are considered non-compliant offerings.  

 The evaluation processes and reporting are managed by the director quality assurance 

with the support of heads of departments. gather and analyse responses from relevant 

external stakeholders, for example, professional associations, employer groups, and 

accrediting bodies; and ensure staff who teach different modules in the program 

participate in the analysis and interpretation of program performance data, including 

reporting on program outcomes against national benchmarks.  

 Student evaluation of a program will be achieved by aggregating data from the results 

of the University’s module and teacher evaluation survey for the core courses that 

comprise the major streams of the program, as listed in the program schedule. 

 The ongoing relevance and viability of the module and program, how it will continue 

to contribute to the strategic goals of the University  

 The aims and objectives of the module and program, how the program structure and 

teaching arrangements support those objectives  

 The effectiveness of the program design and approaches to curriculum innovation 

including, for example, blended delivery and practice-based learning  

 The effectiveness of the teaching and learning and assessment arrangements and how 

those arrangements contribute to student learning, and align with and develop core 

capabilities and graduate qualities. 

 Processes for effective program management and coordination, particularly processes 

to ensure that service teaching providers, make effective contribution to the program. 
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PART : 1. 

1.1 INTRODUCTION. 

Universities perform three primary functions namely : teaching, research and community 

service. The university’s image of quality is reflected through a series of planned activities. In 

order to achieve its core objectives, University of Tourism, Technology and Business Studies 

(UTB) has developed this quality policy that will guide the directorate of quality assurance in 

controlling, enhancing and assuring quality. This policy has been designed in line with the 

National Council of Higher Education (NCHE) requirements of Rwanda and the Inter-

University Council for East African (IUCEA) guidelines. 

 

1.1.1 Tertiary education in Africa 

 

The university must become a primary tool for Africa’s development in the new 

century. Universities can help develop African expertise; they can enhance the 

analysis of African problems; strengthen domestic institutions; serve as a model 

environment for the practice of good governance, conflict resolution and respect for 

human rights, and enable African academics to play an active part in the global 

community of scholars.( Kofi Annan, Quoted in Bloom et al, 2005) 

 

Until the mid-1990s the role of higher education in Africa’s development was something of 

an anomaly, with the majority of education development projects focused on the level of 

primary or secondary schooling. International donors and partners regarded universities, for 

the most part, as institutional enclaves without deep penetration into the development needs 

of African communities. Amongst other things, this view was promoted by the World Bank 

for many years.  

 

This one-dimensional strategy led to development policies that had negative consequences 

for African societies and the potential for the sustainable development of their economies. 

Neglect of higher education led to the disestablishment of research centres, medical schools, 

agricultural centres, telecommunication and technological development, business training 

centres, vocational and skills schools, and other areas in the tertiary education sector, which 

are critical to the development of African societies and their economies.  
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Higher education is a sector that every country should have but it is seen as a ‘luxury sector’ 

compared to primary education or infrastructure development (World Bank 2004). 

 

This approach is not only supported by international policy agencies, but also by many 

governments in Africa. They increase the share devoted to primary education in their overall 

education budget while the concomitant share for higher education decreases. This is done in 

line with the Millennium Development Goals. 

 

The second view conceptualizes the role for higher education in national development as ‘ a 

producer of appropriately skilled professionals and applied knowledge’’. 

 

Sachs, J (2005) in “The End of Poverty” posits financial commitment and the strengthening 

of vocational and technical training as the key educational drivers for development. 

Higher education is also seen as the “engine of development in the new knowledge economy” 

(Castells, 1991). According to this view, the new modes of economic production are 

increasingly dependent on knowledge and information technology. Knowledge and 

information have become central to development in the global economy. The availability and 

use of information and communication technology is a pre-requisite for economic and social 

development.  

Knowledge sector adds more value to a product than the business process (Serageldin, 2000). 

So, “if knowledge is the electricity of the new informational international economy, then 

institutions of higher education are the power sources on which a new development process 

must rely” (Castells, 2001).  

There is increasing evidence that high levels of education in general, and of tertiary education 

in particular, are essential for the design and productive use of new technologies, while they 

also provide the foundations for any nation’s innovative capacity (Carnoy & Castells, 1991; 

Serageldin 2000).  

Recent data show that higher education participation in Sub-Saharan Africa remains under 

5%, while for many high income countries it is well over 60% (Bloom, 2005).  

 

Research is the basis for developing higher education as a field of study; for teaching 

programs that have relevant content and for informing decision makers – from government 

policy makers to institutional leaders to funders.  
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Professional training in relation to Millennium Development Goals (MDG) ; one of the MDG 

is to achieve universal primary education. 

Looking at Rwanda’s vision 2020, the focus is on human resource development and 

knowledge based economy. In Rwanda, education is seen as the vehicle to economic 

development. Higher education is supported by various policies that emphasise advancement 

in scientific research and technology towards a knowledge based economy.  

 

1.1.2 UTB preparing graduates for work place. 

 

Tourism is now the leading income generating service sector in Rwanda. In order to sustain 

this position and for continuous development there is need for more skills and innovation 

among the participants. UTB aims to contribute positively towards the achievement of this 

goal. UTB is making a difference having benchmarked itself  and competing with leading 

institutions in Rwanda, East Africa, Africa and the world.  Quality in academics means 

imparting or inculcating in students the needed skills, knowledge and right attitudes which 

are relevant to the work place. The world is changing fast with changes in technology. 

Customer needs and wants are also changing every minute. Higher institutions must make 

progress in all activities they purport to perform. 

1.2 UNIVERSITY OF TOURISM TECHNOLOGY AND BUSINESS STUDIES  

1.2.1 Vision 

 

To be a leading out-come driven academic institution in the region by translating our 

competencies into a major contribution to hospitality and tourism, environment and business 

training and economic well-being.  

1.2.2 Mission 

 

To provide all round quality education, to develop a highly qualified human resource, to 

enhance professionalism and to improve standards in the field of hospitality and tourism, 

culture, environment and business through training, reseach and services to the community. 

Objective. 

 Qualified students who meet employer’s requirements. 

 Quality service to students, community and industry  

 Fewer mistakes and delays 

 Better use of resources 

 Decreased costs 
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1.2.3 Values 

 

Excellence in teaching, learning and research ; ethical practice ; personalized attention to 

trainees ; service to the community ; continuous improvement. 

 

UTB is an established degree awarding institution of higher education that teaches and carries 

out research in a range of subjects including technology. It offers undergraduate degrees in 

Travel and Tourism Management, Hotel and Restaurant Management and Business 

Information Systems. 

Given the current global changes, no university will survive the present competition with 

other universities in the country, region and the world over without paying attention to 

quality assurance and enhancement. Currently, discourses and commentaries on higher 

education have focused on four critical issues namely, equity, relevance, access and quality. 

The confidence of our stakeholders will be established and maintained through effective 

quality assurance activities which ensure that programmes are well designed, regularly 

monitored and periodically reviewed.   

 

In order to promote public confidence that  the quality of UTB academic provision and the 

standards of awards are being safeguarded and enhanced, the quality assurance office has 

determined that all provision in UTB will be fit for purpose, and that awards will be 

benchmarked to international standards. The university is part of the East African University 

Council. This will ensure that qualifications gained in UTB are recognised as credible, both 

nationally and internationally. To this end the Government of Rwanda has established the 

National Council for Higher Education. The university senate has put in place procedures for 

enabling the recognition of UTB and enabling it to gain higher education qualifications 

awarding powers, as well as procedures for the periodic audit and subject review of all 

programmes.  

 

UTB is responsible for managing its academic standards, quality of its awards, research, 

consultancy and community service. This means that the NCHE will judge UTB based on 

how well it fulfils this responsibilities and the effectiveness of its processes. One of the main 

responsibilities of the National Council for Higher Education is to promote public confidence 

that the quality of higher education provision and the standards of awards offered are being 

safeguarded and enhanced. It also encourages higher education institutions to keep improving 
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their management of quality. UTB audit reports on the management of its standards and 

quality and provides confidence that the UTB has in place policies, procedures and practices 

to assure and promote the quality of its provision and maintain the standards of its awards.  

UTB through the directorate of quality assurance will tirelessly forge for this understanding 

in order to assure, control and enhance quality of education. 

This handbook describes the method and procedures used by the quality office in furtherance 

of this responsibility guided by the National Qualifications Framework and Code of Practice 

for the Assurance of Academic Quality and Standards in Higher Education. The Code 

provides institutions with a framework for, and guidance on, the ways in which they can 

demonstrate that its provision meets the required quality and standards.  

 

Public confidence in the quality and standards of UTB depends on the availability of public 

information that is objective and independent. Quality office will keep the public informed 

about the UTB standards. The office will achieve this by carrying out institutional audits of 

all services, facilities and equipments and products. Information will be desseminated 

through print and electronic media and website. 

 

Subject review is concerned with the standard of the learning outcomes of programmes of 

learning and the quality of student learning opportunities.  The reports from all audits and 

reviews are made publicly available. The methodology used by the Quality office is one 

based on the verification of individual’s and group self assessments. The specific steps 

include initiate, monitor and evaluate the process. 

 

1.2.4 Higher Education 

 

Any education provision leading to award that is beyond the school leaving certificate in 

level. It includes A2, A1, A0 awards and all postgraduate provision. 

 

1.2.5 Higher Education Institution 

 

UTB is an institution that offers programmes leading to awards beyond the school leaving 

examination as its main activity. UTB has a definitive licence and degree awarding powers. 

UTB adheres to the code of practice for cross-border/transnational provision. It is a higher 

education provider registered with the National Council for Higher Education to provide 

education at a level higher than the school leaving examination.  
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1.2.6 Provisional Operating Licence 

 

UTB operates under a provisional operating licence which permits it to recruit students and 

deliver programmes of higher education. As a requirement it makes an annual report to the 

NCHE. 

 

1.3 DIRECTORATE OF QUALITY ASSURANCE. 

 

1.3.1 Introduction. 

 

The Directorate of Quality Assurance was set up initially as quality office in January 2008 

with the mandate of ensuring quality in the implementation of the curriculum formulated for 

the degree of Hotel and Restaurant Management, Travel and Tourism Management and Short 

Courses programs. In the light of the challenges faced in its first year of operation, there arose 

the need to transform the Quality Office into the Directorate of Quality Assurance with added 

mandate to assure and control the processes for the achievement of the university’s vision.  

It is composed by internal academicians from UTB and External stakeholders who serve as 

link to the industry. 

 

1.3.2 Organization of the quality assurance. 

 

The directorate of quality assurance is fully committed to achieve the vision, mission and 

values of UTB. 

 To deliver services effectively and efficiently, the directorate adopted the following 

organizational structure:  
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The Directorate of Quality Assurance is guided by the following mission and vision in 

carrying out its mandate: 

 

1.3.3 Mission   

 

To promote and maintain quality of academic and allied programs to the highest standards 

through quality assurance and enhancement activities. 

 

1.3.4 Vision  

 

To become a fully established university advisory centre on all matters that affect the 

university’s vision of becoming a leading professional university in the region and beyond. 

 

In line with NCHE requirements the Directorate of Quality Assurance adopted a quality 

policy based on NCHE Handbook  which sets out the requirements in Rwanda for: 

1.  The granting of provisional operating licences  to private providers of higher educating; 

2. The granting of a definitive operating licences to private providers of higher education; 

DIRECTORATE 

OF QUALITY 

ASSURANCE  

ADMISSION AND 

EXAMINATION 

BOARD  

 

DISCIPLINARY 

COMMITTEE 

 

STUDENTS 

SUPPORT 

COMMITTEE 

RESEARCH 

COMMITTEE 

STUDENT 

COUNCIL 

DIRECTOR 

QUALITY 

ASSURANCE 



                                                                 
 

QA Policy: Revised July 2016 
14 

3. The procedures for public and private providers of higher education gaining permission to  

introduce a new subject and/or to offer a subject(s) at a different level; 

4. Periodic institutional audits of all providers of higher education, public and private; 

5. Periodic reviews of subject provision in public and private institutions of higher 

education. 

 

The intention is to assure the quality and maintain the standards of the higher education 

awards offered by UTB, and the research, consultancy, knowledge transfer and community 

engagement undertaken by the UTB.   

 

All quality decisions, approvals to deliver new subjects, institutional audits and subject 

reviews will be conducted using the version of the NCHE Handbook and will be subject to 

the UTB meeting all Rwandan legal requirements at the point at which the provisional and or 

definitive licence is offered. UTB will therefore remain compliant with the law. 

1.4 UNDERSTANDING QUALITY  

 

Quality can be defined as the extent to which the final deliverable conforms to the customer’s 

requirements. Quality can be considered from two different perspectives: the quality of each 

deliverable produced and the quality of the management processes undertaken to produce 

each deliverable. Therefore, this quality policy defines the approach taken to ensure the level 

of quality of each deliverable. It also highlights the management processes required to 

influence deliverable quality. To develop a quality policy the following steps must be 

undertaken: define the term quality in regards to UTB as an institution of higher learning, 

identify the quality targets to be met as far as quality inputs, processes and outputs are 

concerned, describe the quality assurance and control techniques to be undertaken and define 

the processes required to achieve the quality targets specified. 

Quality is a matter of negotiation between UTB and its stakeholders (government, employers, 

students, academic world, parents and society at large). Therefore, UTB will endeavour to 

clearly understand and balance the needs and requirements of the stakeholders in order to 

assure their quality.  

UTB defines quality, as Fit for use; this means that the education provision enables the 

student to achieve the intended learning outcomes which are designed to meet the needs of 

the industry and the leaner in Rwanda, East African Region, and the World. 
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1.5 PRACTICE OF QUALITY ASSURANCE POLICY AT UTB  

 

Quality assurance efforts in UTB are concentrated on six core areas: admission procedures, 

module development, teaching and learning, student support and assessment procedures, staff 

recruitment and development procedures, research and publications and community service. 

 

1.5.1 Policy development. 

Quality assurance process was based on democratic and consultative values that were meant 

to provide a wide spectrum of university stakeholder community as possible. The use of 

external experts in the policy process was also welcome as a process that was meant to enrich 

the outcome of the processes. Key experts from countries like Kenya, Uganda, Democratic 

Republic of Congo, India, together with the local academic staff and management were 

consulted in the development of the quality assurance policies. The result was the 

development of policies that interface with the local contexts and priorities of the 

implementers. 

 

1.5.2 Policy and procedures for quality assurance 

UTB policy and procedures for the assurance of the quality and standards of its programmes 

and awards is based on policy guidelines provided by the Council for Higher Education – 

Rwanda. UTB management is committed explicitly to the development of a culture which 

recognizes the importance of quality and quality assurance in their work. It is the 

responsibility of the quality office to develop a strategy for the continuous enhancement of 

quality.  

 

1.5.3 Public information 

UTB makes use of their website, notice board, print and electronic media to provide up-to-

date, impartial and objective information about the programmes and awards offered.  

 

 

PART: 2. 

2.1 QUALITY ASSURANCE PLANS. 

All the systems, resources and information devoted to the maintaining and improvement of 

standards and quality. It covers admission, teaching and learning opportunities, student 

support services, research and consultancy and community service. These are covered under 
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curriculum review and course outlines, lecture progress reports, moderation of examinations, 

lecture evaluation, examination regulations and invigilation, staff development, research and 

community service. The quality assurance system has the following elements: 

 

2.1.1   Student evaluation 

 Students are the first to judge the quality of teaching and learning. They also have an opinion 

about the facilities. The outcomes are used for improvement. 

2.1.2   Curriculum design 

Involve all stakeholders in the curriculum committee. Evaluate curriculum regularly. 

2.1.3   Staff development activities 

Needs are systematically identified and staffs undertake appropriate development 

programmes related to identified needs. 

2.1.3   Benchmarking 

The departments sets and uses the instrument of benchmarking for analysing the quality of its 

program, curriculum design and its performance. 

The directorate of quality assurance shall define the techniques as preventive steps to be 

undertaken to eliminate any variances in the quality of the deliverable produced from the 

quality targets set for each programme. The directorate will therefore undertake a detailed 

documentation of customer requirements in order for UTB to deliver quality for customer 

satisfaction. The directorate will also define quality criteria and standards, recruit skilled 

staff, undertake quality reviews and implementing change control. 

 

INPUT 

Instructions, rules and regulations 

Students, Staff      

Facilities and equipments   Teaching, Research and   Qualified students 

      Community service.  High profits 

This Policy Framework covers the : 

 Quality of the input. 

 Quality of the process. 

 Quality of the output. 

This will be achieved by checking our goals (are we doing the right thing), checking the 

process (are we doing the right things in the right way), and checking our outcomes (do we 

achieve our goals). 

 

OUTPUT 

PROCESS 
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2.2 QUALITY CONTROL PLAN. 

 

Various curative steps are taken to eliminate any variances in the quality of the deliverable 

produced from the quality targets set. Techniques used are : peer reviews (the staff will 

review each other’s work), deliverable reviews by the staff and students, documentation 

reviews at regular planned intervals and the yearly reviews. 

 

2.2.1 Process quality/ Managing Quality. 

 

The UTB Code of Practice is a guideline on good practice and also provides model policies, 

and procedures and toolkits for managing and enhancing quality. It is designed to support 

UTB in managing the quality and standards of their academic provision. UTB is responsible 

for maintaining the standards of its awards and the quality of education it provides. The 

Senate /Academic Board supported by standing committees has responsibility for this work.  

 

The steps involved in undertaking the processes and the responsibilities of resource 

responsible for managing the process are described in detail under the following documents 

found in their respective offices. 

 Quality management process: the director of quality assurance with the help of the  

quality committee will perform regular and timely quality assurance activities as 

specified under the quality assurance plan.   

 Time management process: the academic calendar is the focal point for time 

management where various activities schedules are given. The timetable provides 

further detail on the implementation of the curriculum. 

 Cost management process: as provided in the finance policy 

 Communications management process : as provided by this policy, the public 

relations and marketing office. 

 Change management process: as provided by this policy in accordance with the needs 

of other stakeholders. The curriculum shall be revied or designed in line with the 

NCHE, the industry and the industry competitors. 

 Acceptance management process through the maintenance of quality standards  

constantly assuring the stakeholders and involving them in the process. 

Academic Standards and Quality Committee considers curriculum, validation, teaching, the 

work of the Quality Office, Registry and all matters pertaining to academic quality. 
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2.2.2 Procedures to ensure quality 

   

The introduction of modular system gives students more time i.e 90 hours out of the total 150 

hours of the module. The lecturer is therefore left with 60 hours to teach. This focus is on the 

student to learn on her/his own and in groups. In the process learning becomes fun, an 

experience and active focusing on the learning outcomes. 

In line with the national qualification framework, the academic year is divided into two equal 

trimesters, examined separately. We have also adopted the East African academic calendar. 

The UTB website plays an important role in assuring quality and enhancing monitoring of 

our activities. The website therefore covers among other things ; the timetable, academic 

calendar, programmes and courses offered, modules on offer for each trimester and staff 

qualifications. 

The quality office shall constantly monitor class attendance, support the establishment of a 

centralized timetable and effective use of university facilities. In addition, the office 

continues to monitor the progress of teaching so as to respect the academic calendar. The 

monitoring of the content being taught is being done through submission of course outline to 

the respective department and quality office at the commencement of trimester. A lecture 

progress monitoring form is provided from the quality office to class representatives to be 

signed by the class leader and the lecturer at the end of every session. 

At the directorate level a formal assessment of the teaching activity is done at the end of the 

academic year in order to make recommendations on lecturer performance appraisal and 

curriculum review. 

 

2.2.3 Quality Enhancement 

 

The policies, procedures and practices designed to improve the quality of provision. UTB is 

committed with promoting the quality culture by empowering all staff and encouraging self-

development and self-initiation. The quality office will also ensure that there is management 

leadership, maintaining an awareness of quality and recognizing the behavours that tend to 

nurture and maintain quality.  

 

2.3 ACADEMIC QUALITY 
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Academic quality describes how well the learning opportunities are made available to 

students and help them to achieve their award. It is about making sure that the appropriate 

and effective teaching, support, assessment and learning opportunities are provided. The 

focus will always be on offering all the stakeholders (government, employers, academicians, 

students, parents and the society at large) with what they want while achieving UTB goals 

and aims efficiently and effectively. It is therefore within the mandate of the directorate of 

quality assurance to sensitise all departments from time to time about the relevant needs and 

requirements of all stakeholders.  

 

2.3.1 Academic Standards 

This is the level of achievement a student has to reach to gain an academic award. This level 

should be comparable to similar programmes across Rwanda, East Africa  and be 

internationally credible for the level of the award. Self and external assessment at program 

level is one way of maintaining these standards within UTB. In line with the Rwandan 

National Qualifications Framework for Higher Education UTB through the office of quality 

assurance provides guidance on the learning outcomes and standards expected at each level 

(i.e. degree, diploma or certificate) across five dimensions – subject knowledge and 

understanding, subject skills, cognitive skills, and generic and graduate skills. 

 

2.3.2 Accreditation 

 Accreditation is the process leading to the granting of a definitive operating licence to UTB 

as an institution of higher education. The directorate of quality assurance shall endevour at all 

times to comply with the requirements for the granting of the definitive operating licence. 

 

2.3.3 Code of Practice 

A set of policies, guides and toolkits designed to support UTB deliver higher education that is 

fit for purpose and internationally credible. Together with the Rwandan National 

Qualifications Framework for Higher Education it provides a set of agreed reference points 

that help describe good practice and academic standards. It addresses all award-bearing 

activity, wherever or however provided. It will be subject to amendment from time to time 

and additional elements may be added to the Code of Practice. 
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2.3.4 Collaborative Provision 

Educational provision leading to an award of an awarding higher education institution 

developed, delivered and assessed through partnership arrangements with a collaborating 

institution.  

 

2.3.5 Credit 

Credit is the quantity and level of learning which has been achieved. UTB adopted the 

Rwandan National Qualification Framework for Higher Education with one credit equivalent 

to 10 hours of notional student learning effort.  

 

2.3.6 Director of Academic Quality 

The senior academic manager will be responsible for the academic quality of all programmes. 

Specific responsibilities including ensuring that all academic programmes are validated 

delivered and assessed in line with the requirements of the UTB standards and the associated 

Code of Practice.  

 

2.3.7 Senate 

UTB the Senate is the supreme academic body responsible for all academic matters. It is 

chaired by the Rector and has in membership all senior academic managers as well as elected 

representatives of academic staff and students in accordance with the Law no 20/2005. 

 

2.3.8 Institutional Audit 

UTB quality assurance review process that focuses on the procedures used to assure its 

academic standards and quality. It evaluates how the institution satisfies itself that its chosen 

standards are being achieved and makes a judgement about threshold standards. 

 

PART 3.   

3.1 ACADEMIC ADMISSIONS AND REGISTRATION 

 

Responsible for admitting students who meet the qualification criteria, keeps record of their 

performance and prepares their awards. The Academic Registrar is responsible for 

maintaining and interpreting the Academic Regulations and overseeing the organisation of 

graduation ceremonies. The Academic Registry should normally have four departments- 

admissions, examinations, awards and graduation and a secretariate.  
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Admission for degree or diploma programs at UTB shall be guided by the National 

qualifications criteria i.e. senior six with 2 Principal pass for direct entry to degree. The 

intake will be determined by the availability of facilities. The newly admitted students will 

undergo a two day orientation to prepare them socially and psychologically. The process of 

student support shall be continued by the career and counselling office with the help of the 

dean of students. 

 

3.2 QUALITY ASSURANCE OF TEACHING STAFF 

 

The recruitment and staff development policy gives guidelines to ensure that staffs involved 

with the teaching of students are qualified and competent to do so. Lecturers are employed to 

teach, carry out research, engage in consultancy and knowledge transfer and provide service 

to the community. All staff are evaluated from time to time, their termination is based on 

accumulation of several warning letters or gross misconduct. (See disciplinary policy). 

 

UTB programmes and awards in the areas of HRM/TTM/BBIT/ short courses including 

AITA undergo formal mechanisms for the approval, periodic review and monitoring from 

time to time.  

3.3 ACADEMIC STAFF  (Assistant Lecturer, Lecturer, Senior Lecturer,    

                                         Associate Professor, Professor) 

 

A member of staff of a higher education institution employed to teach, carry out research, 

engage in consultancy and knowledge transfer and provide service to the community. The 

minimum qualification for appointment as an assistant lecturer is a progression master’s 

degree equivalent to Level 6 in The Rwandan National Qualifications Framework for Higher 

Education. Lecturing staff are expected to become qualified higher education teachers by 

taking a Postgraduate Certificate in Teaching and Learning in Higher Education.  

Academic staffs are expected to engage in research and consultancy as an integral part of 

their contractual duties. 

It is therefore within the UTB policy that all academic staff should be qualified and 

competent for the tasks assigned to them. The academic staff should be sufficient to deliver 

the curriculum adequately.  
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The recruitment and promotion criteria are based on academic merit as clearly set in the 

human resource handbook. All staff shall be evaluated from time to time. Their termination is 

based on accumulation of several warning letters or gross misconduct. They should be 

accountable and rewarded approprietely.  

 

3.3.1 Tutorial Assistant  

 

A tutorial assistant is a member of staff appointed on a two year contract to support learning 

and teaching activities. Tutorial assistants always work under the supervision of a member of 

academic staff. They are normally supported to commence study on an approved master’s 

programme within two years of appointment.  They must have a minimum of a 2.1 

(distinction) degree from a Rwandan institution of higher education or equivalent in the 

subject area they are supporting.  

 

3.3.2 Facilities Learning resources and student support 

 

UTB endeavours to procure adequate and relevant facilities and equipments to support and 

facilitate effective and efficient learning. Competent personnel should be assigned the 

responsibility to maintain and manage them for optimum use. Therefore rules and regulations 

governing the use of computer laboratories, kitchen and the library should be followed to the 

letter. UTB management must ensure that the resources available for the support of student 

learning are adequate and appropriate for each programme offered. Student support activities 

are enhanced by the student leadership with the support of the dean of students and career 

office. Lecturer and the quality office will also be involved in supporting students in all 

matters of academic, social and physical development. 

 

3.3.3 Information systems 

 The directorate of quality assurance is endowed with the responsibility of collecting, 

analyzing and using relevant information for the effective management of their programmes 

of study and other activities. This is done through daily monitoring using forms and 

observations and end trimester evaluation of staff and resources 
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PART 4.  

 

4.1 QUALITY ASSURING TEACHING AND LEARNING  

 

Apart from quality assuring programme development, the rigour of the teaching and learning 

practices of an institution determine quality of delivery. This is considered the cutting edge of 

an educational institution because that is what impacts on students’ learning. UTB place a lot 

of emphasis on this aspect of university activities, as it is quite explicitly stated in its mission 

statements.  

 

Teaching and learning is monitored by academic committee structures at the various levels 

within the university system. These include the human resource, heads of department, 

academic and quality directors and the vice rector academics. The senate of the university 

plays an important monitoring role and makes the final decision. In all cases, responsibility is 

given to departments and faculties to ensure that they implement policy on quality assuring 

teaching. 

The practice of undertaking periodical reviews in order to ensure that these academic entities, 

where the actual teaching takes place, are performing to acceptable standards. The same 

academic units must also benchmark their standards of performance, which in most cases, 

should obviously be in line with broad institutional frameworks. The review exercise is a 

self-evaluation exercise, involving a peer-review component where an outsider is invited to 

review the activities of a department and provide an objective report. It is important to note 

that the process is a critical component of the internal quality assurance arrangements of the 

university, and a heavy premium is placed on the aspect of teaching and learning. Students 

are also involved to provide information at the end of every trimester. Among other things 

relating to teaching and learning, the reviews take into account the staffing conditions in the 

school, academic programmes offered, resources provided to support teaching and learning 

activities, and student dropout rates.  

 

They mainly take the form of departmental self-reviews that are conducted internally on an 

annual basis and are submitted to management and then to the Council for Higher Education. 

Although they are used for planning purposes, academic units also use them for improving 

themselves. 
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The self-review includes the status of staffing in the department over the review period, 

student assessment methods used, teaching loads, assessment of teaching and learning 

environments, and the availability of resources for supporting teaching activities. Assessment 

of quality in teaching and learning shall include but not be limited to: use of well established 

tools such as the Head of Departments Assessment, Student Evaluation of Courses and 

Teaching (SECAT), Senate Evaluation. Individual performance management goals and 

Appointments and Promotions Procedures that pertain to teaching and peer reviews shall be 

included in the assessment of quality in teaching. The standard assessment criteria provided 

by the Council for Higher Education shall be used.  

 

4.2 LANGUAGE POLICY 

 

The language of instruction and learning in UTB is English. All teaching and assessment 

must be in English except when students are learning French or Kiswahili language or any 

other language taught. All students must meet a minimum level of competency in English, 

French and Kiswahili by the end of their programme. UTB recognizes the importance of all 

the three languages in the hospitality and tourism industry. The three languages are taught in 

all levels or year of study and a certificate of proficiency is given at the end of the degree 

programme.  

 

 

4.3 QUALITY ASSURING STUDENT ASSESSMENT PROCESSES 

 

Essentially assessment has to do with establishing the level of academic competency learners 

have achieved as a result of learning. The validity and reliability of such assessment are 

therefore important aspects of the process as they determine the accuracy of student rating. In 

order to ensure the rigour and objectivity of such assessment, UTB employ various checks 

and balances that are both internal and external. 

Internal checks include peer reviewing of examination items set and internal standardization 

of examination answers. External checks include external examination of candidate’s answers 

as well as the examination items used in a module. Common forms of assessment involve 

continuous (formative) as well as terminal (summative) assessment. The former is mainly for 
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enhancing student improvement throughout the duration of a course, although often it 

contributes towards the final grade as well. 

The assessment practices at the institution are guided by the national policy on student 

assessment, which is stated in the CHE policy document on criteria for institutional audits. 

The provisions of this document require institutions to have: an assessment policy and clear 

and effective procedures for its implementation. The policy and its procedures [should] 

ensure academic and professional standards in the design, approval, implementation and 

review of assessment strategies for programmes and modules, and for the qualifications 

awarded by the institution. The need to encourage a greater variety of assessment practices, to 

better link assessment to teaching and learning, to encourage continuous learning and 

methods of enhancing deep learning rather than superficial learning through greater use of 

formative and continuous assessment, and the linking of assessment to objectives and 

outcomes.  

The spirit of assessment is changing. There is a need to emphasize assessment as an integral 

and vital part of teaching and learning. The process of assessment of student performance 

should have educational value, in that assessment should support the achievement of a 

number of goals: it should guide, help and inform the learner by providing appropriate 

feedback, but should also be a way of determining whether a student has acquired the 

necessary competencies. Those competencies should be derived from a process of 

development and agreement within each department, as should the criteria against which they 

will be judged.  

 

Student assessment practices at the university rely on external peer reviews as well as on a 

wide range of internal practices that vary from department to department. Great emphasis is 

placed on the developmental aspect of learning, hence the importance of continuous 

assessment in most of the programmes which account for sixty percent for hotel and 

restaurant management and forty percent for business information technology. As policy, this 

continuous assessment is meant to constantly give feedback to both students and lecturers so 

that areas for improvement can be identified before the student gets to the end of a 

programme. Together with the entire course package, students are given the continuous 

assessment tasks right at the beginning of a course, with due dates for the tasks provided. 

 

The continuous assessment tasks also encourage students to read and prepare themselves for 

the subsequent lecture sessions on an on-going basis, something that maximizes the benefits 
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of learning during contact sessions. As pointed out earlier, such continuous assessment also 

counts towards the final grade and this motivates students to put their best into the papers. 

Thus, there is an apparent shift in the university from summative, judgmental assessment 

towards formative, diagnostic assessment which allows corrective measures to be 

implemented by both the module provider and the student before the latter completes a 

programme of study. 

 

There is a responsibility on the part of the provider to provide criteria that make explicit the 

constructs of the teaching and to make these available and accessible to the students in as 

many different ways as possible. Thus course outlines do state what students should be able 

to achieve after going through a given course and assessment processes measure students 

against such outcomes.   

 

Apart from formative assessment of students, the university has end-of-trimester 

examinations which are quality assured through internal as well as external moderation 

processes, in the form of sit-in examinations. All degree examinations are weighted at 

40%. Internal moderation is done by the senior lecturers of the departments. Students are 

assessed using published criteria, regulations and procedures which are applied consistently. 

These may change only with the approval of the university senate. Continuous assessment 

test (CATs) account for 60% while the final end of trimester examination account for 40% 

for BIT, HRM & TTM. Examination regulations and procedures are published in student 

handbook and notes board. Those who fail or miss examinations are required to sit for 

supplementary or special examinations at the end of the academic year. 

Assessment is academic work done by students and marked by academic staff – both 

formative and summative. It includes course work, practical exercises, dissertations, 

presentation, CATs (assignments, quiz, group discussion, field trip reports, public lectures, 

projects etc)  and end of module examinations. Assessment can be formative – designed 

mainly to provide feedback to students on their performance, and summative- primarily to 

contribute to the award of academic credit. A variety of methods will be used to assess the 

students. The criteria for assessment shall be explicit, consistent and well known. Lecturers 

shall be given examination checklist by head of quality or examination officer. It is against 

this criteria that the moderation will be done. The policy therefore provides the assessment 



                                                                 
 

QA Policy: Revised July 2016 
27 

schemes, methods and the assessment itself shall be subject to internal and external quality 

assurance and scrutiny. 

4.4 ATTENDANCE.  

 

All the students present in class must sign and the class attendance sheet returned to the head 

of department with a copy to the head of quality. The list is received every two weeks for 

analysis and reporting.  

It is the responsibility of every lecturer to ensure that the students who attend class sign 

against their name.  

 

4.5 QUALITY ASSURING ACADEMIC PROGRAMMES  

One of the most crucial elements determining the quality of student learning is the quality of 

the academic programmes that students go through. 

Due emphasis is placed on quality assuring faculty or module development activities. A 

newly developed module goes through various committee structures before it can be 

approved. After developing a module proposal at the department level it is submitted to the 

teaching and learning sub-committee in the department. The department sub-committee 

reviews the proposed module and may recommend that the academic committee amend, 

expand or modify the proposal. The Head of department also plays a part in this review 

process, as the person ultimately accountable for what goes on in the department. 

Once the department sub-committee and the Head of department have approved the proposal, 

it is sent to the academic committee to make comments and recommendations and sends the 

proposal to the senate that incorporates the final comments into the proposal and approves it. 

The final document is sent to the relevant external accreditation. 

 

Depending on the specific requirements of a discipline, there is active involvement of 

external stakeholders in quality assuring programmes. They are also asked to make 

suggestions on the best forms of assessment. External stakeholders make their own 

suggestions based on their experience and expectations as well as on international trends. The 

Academic Quality Assurance Policy at UTB places due emphasis on external examination. 

The review of academic programmes is an important aspect of quality assuring programmes. 
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4.6  EXAMINATIONS  

 

Examinations shall be set by respective lecturers, internally moderated by a moderation 

committee nominated by the departments and externally moderated by professors appointed 

by the senate to ensure quality and relevance. This important exercise shall be conducted by 

senior lecturers and professors in the respective departments before it is administered to 

students.  

 

4.6.1 Internal and external moderation of examination and marking. 

 

Internal moderation of examinations is a very special assignment undertaken by a few subject 

experts who assess the quality of examinations. Both examination questions and making 

should be moderated. The committee is appointed every year by the directorate of quality 

assurance. A member can be dropped from the committee if he or she fails to perform as 

required. The directorate of quality assurance can also add other moderators who join the 

team within the year as need arise.  

 

External examiner helps the higher education institution to maintain academic standards, and 

ensure that assessment procedures are fair and fairly operated.  External examiners are 

independent and impartial advisors and ensure that assessment processes are fair and fairly 

operated. External examiners comment on students’ achievement in relation to national and 

international standards. They help to ensure the comparability of standards. 

 

The setting and moderation forms, developed by the quality office, checked by the directorate 

of quality assurance and approved by the university senate are attached at the appendixes.  

The students will get adequate and timely feedback on their performance. 

CATs are marked and marks returned to the examination office before the final examination 

is done. Examination rules and procedures are given in the examination handbook and 

student handbook which is provided to all students. Any case of examination malpractice 

shall be handled as per university procedures. 

 

4.6.2  CATs and examinations time-table and sitting arrangements. 

 

Time-tabling for CATs and Exams is indeed a very challenging work and it determines the 

quality of our assessment. To be able to reduce cheating and improve the quality, there shall 

be one student sitting per one meter squire in all CATs and Exams. If the policy cannot apply 
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for example the evening group then there should be more than two invigilators per room. All 

affected parties should abide by the following: 

1. CATs should be arranged in such way that they are done during hours of teaching. A 

large class and a small class should be grouped together to ease congestion from large 

class to a small class. In this way three or four CATs can be done in one day by 

different groups starting from 8.30am to 2pm. There shall be interruptions of some 

classes but this should take one week only.  

2. There shall be two groups per day sitting for Exams. First one starts from 8.00am to 

10.00am. The second group starts from 11.00am to 1.00pm. Distribution should be 

random such that no one specific group is compelled to take specific time throughout 

the Exam period. 

3. Exams for evening group require a three week period with two groups per day and the 

policy must apply. 

4. Each room of examination must have at least two invigilators. (20 students per 

invigilator). 

The success of the above depends on the commitment of lecturers to supervise at least two 

groups per day or as the need may be. 

 

4.7 EXTERNAL EXAMINING 

 

A system in which senior academics external to UTB are selected and approved based on 

their curriculum vitae by the academic senate via Director of Academic Affairs to be 

members of the boards of examiners for each degree programme and /or subject taught. 

External examining helps the higher education institution maintain academic standards, and 

ensure that assessment procedures are fair and fairly operated.  External examiners are 

independent and impartial advisors and ensure that assessment processes are fair and fairly 

operated. External examiners comment on students’ achievement in relation to national and 

international standards. They help to ensure the comparability of standards. UTB makes use 

of external examiners in moderation of exams and external marking of exams. 

4.8 LEARNING OUTCOMES 

UTB specifies clearly in its curriculum and examination handbook of what the student is 

expected to know and be able to do on completion of the module or level, or programme. 

They are the end product of the learning process. 
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4.9 NOTIONAL HOURS OF STUDENT LEARNING EFFORT 

 

The learning hours it is conceived an average learner will take to achieve the learning 

outcomes. It includes class contact time, time spent in directed learning, practical activities, 

individual learning, course work, and revising for and taking examinations. One credit is 

awarded for 10 hours of notional student learning effort (the time it would take the average 

learner to achieve the learning outcomes). Each module has 150 hours per trimester. 

 

     4.10 PERFORMANCE REVIEW 

 

Performance review is an appraisal system for academic staff whereby they agree their major 

performance targets for the upcoming year in the context of their post profile with their line 

manager and are evaluated on the achievement of these targets. Academic staffs also agree 

their workload as part of this process. Self performance review is therefore important for all 

members of staff and it shall be conducted each year. 

 

     4.11 LECTURER EVALUATION 

 

Employee performance appraisal is important in all organizations. Evaluation of lecturers is 

aimed at identifying weakness so that corrective measures can be taken and strengths which 

can be tapped for improvement and growth of UTB. It is not sufficient to rely on students to 

evaluate teaching staff. Evaluation should be undertaken at three levels, unless guided 

otherwise by national council for higher education. Lecturer are required to have above 60%. 

 

A. By Students   50% 

B. Supervisor Evaluation  20% 

C. By Management  30% 

 

4.11.2 Criteria: 

1. Lectures – time and availability  

2. Teaching methodology 

3. Course outline with clear objectives explained at beginning of class. 
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4. Assessment – quality of CATs and Exams – student level, content, and structure, pass 

rate and failure rate, marking and feedback. 

5. Marking  Moderation report 

6. Attending meetings – time, availability and contributions. 

7. Invigilation – time and availability (20min early=excellent 20min late= very poor) 

Performance evaluation is an assessment system for academic staff whereby they agree their 

major performance targets for the year in the context of their job outline with their line 

manager and are evaluated on the achievement of these targets.  

 

4.12 PERSONAL PROGRESS FILES 

 

Personal Progress Files are designed to help students learn and to make the results of learning 

more explicit. All students are expected to be supported in personal progress planning and 

must have their file assessed and approved before they take their final examinations. This is 

done at registrar’s office and Career Centre. 

4.13 PROJECT 

 

The report of the research carried out by students for credit on the final year of an 

undergraduate degree with honours and on a master’s programme. Project work is designed 

to enable students to demonstrate that they can work on their own with minimum supervision 

from a member of academic staff. Memoirs and dissertation are alternative terms used. 

Procedures and standards are specified in the UTB research handbook. The handbook 

provides the structure and criteria for assessment. It is the measure of quality dissertations. 

Reports are given after internships reports. Students are required to present their work in an 

open viva in presence of at least two examiners. 

 

4.14 LEARNING/ TEACHING STRATEGY 

 

Activities undertaken by academic staff to ensure that the material they are delivering to 

students is up-to-date and relevant. It can include activities such as personal study, 

professional practice, attending conferences, workshops and short courses, writing text books, 

preparing learning materials. 
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The teaching at UTB will be student centred module learning system which is also a 

recommendation of the national council for higher education. The specific strategies include 

use of case studies and tutorials which enhance quality learning, stimulate active learning and 

facilitate learning to learn. This is made clear to all teaching staff that shall be trained through 

workshops conducted yearly.  

4.15 SELF –EVALUATION. 

 

Organisation of the self assessment at programme level. UTB will form a group responsible 

for the self assessment – 3 people. The assessment will take place after every six months. 

Each member will be made responsible for collecting information, analysing and evaluating. 

Draft results are discussed by the directorate of quality assurance before presented to the 

senate. 

The process of self-evaluation should never be felt as threatening, but aims at improving and 

enhancing the quality where everybody is responsible and involved. Management support and 

team work is very important. The aspects to be considered are: 

 Requirements of stakeholders  

 Curriculum and its implementation 

 Facilities  

 Assessment  

 Staff development  

 

5.16 EXTERNAL REVIEW 

 

External review is an external scrutiny process that examines and judges standards and 

quality in a higher education institution. It is undertaken by people who do not work for the 

institution. In Rwanda there are two external review processes – institutional audit, and 

subject review. External review covers taught programmes, postgraduate research 

programmes, research, consultancy and community service. 

4.17 STAFF STUDENT RATIO 

 

The staff student ratio (SSR) is the ratio of full time equivalent academic staff to full time 

equivalent students.  UTB adopts the staff student ratio (SSR) of 1:20 as per the 

recommendations of the commission of higher education. When calculating SSRs for 
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departments full time equivalent student numbers should be allocated on the basis of teaching 

undertaken. For example if all first year students take a 20 credit module in computing then 

the Computing Department would be  allocated a sixth of each student. Assuming that the 

institution had 400 first year students the Computing Department would be allocated 66.6 full 

time equivalent students  for the first year teaching. 

4.18  WORKLOAD 

 

The agreed distribution of time an academic member of staff spends on teaching and 

managing student leaning, academic administration, scholarship, research, consultancy and 

other agreed activities. Academic staffs agree their workload with their line manager at least 

once a year. Lecturers teach for 480-540 contacts hours’ workload per year or 18–24 hours 

per week. Lecturers with other office responsibilities (Dean, Directors, and HoDs) have 

workload of 8-12 hours per week. 

 

PART: 5.  

 

5.1 QUALITY ASSURANCE IN RESEARCH AND PUBLICATIONS 

The traditional role of a university is to generate knowledge of high quality and to be able to 

disseminate that knowledge in such a way that it yields benefits to the wider society. Thus 

one of the criteria for judging the quality of university performance is the level of research 

output, both in terms of quantity and quality.  

The University Research Committee (URC) that is chaired by the Director of Research and 

whose membership changes every three years. The active involvement of senior management 

in the Research Committee makes it possible for research to attract a significant attention in 

terms of funding and provision of facilities. 

The policy emphasises the need to assess the ability of staff to perform research at the 

individual as well as at the faculty level. Further, the policy privileges the assessment of 

research relevance to UTB and Rwanda and assessment of the dissemination of research 

findings. 

5.2 STUDENT  

 

A higher education student is registered by a provider to study for an award. A student should 

normally only be registered for one award at a time. A full time student is registered on a 
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programme which requires them to devote 10 hours a week per module for a 15 week 

trimester. Normally they will be registered to take courses totalling 60 credits a Trimester. A 

part-time student is normally required to devote 8 hours a week per module over a 18 week 

Trimester. The total hours of module per trimester is 150 out of which 60 hours are covered 

in class and 90 hours for self study. 

5.3 TRIMESTER 

 

A Trimester is 15 week period during which students are taught and examined. The academic 

year is normally divided into thrr Trimesters. Academic staff do all their face –to-face 

teaching in three Trimesters and have time during the rest of the year for research, 

scholarship and ensuring their teaching materials and student resources including module and 

programme handbooks are up- to-date. 

5.4 STANDARDS 

UTB quality standards especially concerning the infrastructure, human and physical, and 

academic provision to support its academic activities will be benchmarked to national and 

international standards. These refer to adequate and up-to-date library, computer facilities, 

kitchen facilities for practical’s, lecture facilities – lecture halls, computer laboratories and 

small course rooms.  Environmental health and safety standards should meet the local 

requirements in all respects. 

Policy: A Commitment to Standards. 

In case of deviation from the said standards on all aspects the department of research and 

quality should determine the cause and propose corrective measures. Key issues of focus 

include: 

a. Admission criteria and time 

b. Teachers and teaching 

c. Assessment – examinations. (Time and Supplementary). 

d. Learning environment 

e. Learning materials 

f. Courses 

g. Fees  

Academic quality describes how well the learning opportunities available to students help 

them to achieve their award. It is about making sure that the appropriate and effective 

teaching, support, assessment and learning opportunities are provided. 
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5.5 SUBJECT REVIEW 

 

UTB complies with all guidelines for internal and external assessment at program level. UTB 

also welcomes an external review that judges the standards and quality of teaching and 

learning, research, consultancy and community service  at the subject level. Normally the 

subject is reviewed across the institution. Subject reviews in Rwanda will normally group 

together all the subjects taught by a faculty. Internally, every department appoints a subject 

review team members who will review all the modules offered at department level at the end 

of every trimester and give a report at the end of the academic year.  

 

5.5.1  Subject Review Team Members  

At external level UTB will participate actively by nominating senior colleagues to participate 

in subject review as provided by the National Council for Higher Education.  

5.5.2 Curriculum review: this is an important exercise and all stakeholders should be 

involved or their relevant needs and requirements taken into consideration. It shall then be 

regularly evaluatedand revised yearly. 

 

5.6 PROGRAMME 

 

A programme provides structured teaching and learning opportunities which lead to an award 

for example e.g. a Diploma in HRM, TTM, BIT, an Honours Degree in HRM, TTM, and 

BIT. 

As specified in the UTB Bible a programme specification provides detailed information 

including the aims of the programme, the learning outcomes, the resources available, and 

detailed information on the modules taught. 

All programmes must have clearly formulated learning outcomes promoting life-long results 

covering generic and specific skills and knowledge which reflect therequirements of the 

stakeholders. 

The program specifications and content should show a good balance between general and 

specific skills and knowledge with clear learning outcomes and contribution reflecting the 

vision and mission of UTB. 

The curriculum is the basic document of all programs. It acts as a guide and reference point 

for all programs. All modules and or subjects are integrated in the curriculum showing the 

breadth and depth of the program as well as making it coherent. The curriculum shows 
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clearly the basic and specialist modules/courses and the final project dissertation activities. It 

is within the UTB policy to make the curriculum up-to-date through yearly review and design 

after three years.   

5.7 VALIDATION 

 

Validation is the rigorous process by which UTB approves its academic programmes for 

delivery. The process involves a consideration of the proposed programme by a validation 

panel which includes at least one external academic member who is an expert in the subject 

area of the proposed programme and normally an employer. The recommendations of the 

panel are confirmed by Senate. Programmes must be validated before being delivered for the 

first time, and periodically monitored, reviewed and revalidated.  

 

5.8. QUALITY MANAGEMENT SYSTEM 

 

The combination of process used to ensure that quality and standards are maintained and 

improved. Monitoring of the processes is to be undertaken by rector, vrac, all directors, all 

head of departments, timetable officer, public relations, research, marketing, career centre 

and self evaluation and external moderation. 

5.8.1 Meetings  

Policy: Common Calendar for all Meetings. 

Meetings are important for all planning. Meetings also require planning. Well scheduled 

meetings save time.  HODs, Directors, and Rectorate plan for meetings by consultation. This 

can follow a top down or a bottom up approach, so that there is specific number of meetings 

in a trimester. The academic calendar specifies the departmental meetings, general meetings 

and senate meetings throughout the academic year. 

 

5.8.2. Quality Transformation 

Quality transformation is the process of transforming UTB so that it is fit for purpose, and 

produces graduates, research and consultancy that is internationally credible. Identify the 

change, put it in writing, develop a plan/strategy and get support. 
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5.9 RESEARCH QUALITY 

The quality of academic research is usually measured by reference to peer review process 

such as the winning of competitive research bids and the publication of articles in peer review 

journals. 

 

5.10 ACADEMIC AWARDS  

 

mark the outcome or successful completion of a course or programme of study that leads to a 

Rwandan qualification such as a degree, diploma or certificate. The UTB Academic 

Qualifications in line with Rwandan Qualifications Framework for Higher Education 

provides details of higher education awards that are being offered. 

 

5.11 GRADUATION 

 

The degree programmes take four academic years while diplomas and certificates take two 

and one year respectively. This is clearly specified in the curriculum and the student 

handbook. Departments and the examination office should propose to the academic senate for 

approval of the satisfactory pass rate and an acceptable dropout rate. This is a matter of 

stakeholders’ perception and UTB goals and objectives. Quality is context bound. 

 

5.12 FEEDBACK FROM STAKEHOLDERS. 

 

UTB is open to receive feedback from all stakeholders and the department of marketing, 

research and consultancy shall conduct surveys to get feedback from employers and the 

alumni. 

 

 

 

 

 

PART 6 
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QUALITY MANAGEMENT SYSTEM TOOLS 

Tools for assessing quality. 

6.1 CLASS ATTENDANCE 

 

UNIVERSITY OF TOURISM TECHNOLOGY AND BUSINESS STUDIES  

DEPARTMENT________________________ Module Code____________________ 

Module Title___________________________ Unit Title_______________________ 

Lecturer Name_________________________ Year _______________ Day/Evening______ 

 

 

 

 

 

 

Trimester __________  Date     Total 

Attendance 

Time       

 Name  Admission 

no. 

     

        

        

        

        

        

        

        

        

        

        

        

Total Number of Students      

Lecturer’s Signature      
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6. 2 LECTURERS EVALUATION FORM  

 

UNIVERSITY OF TOURISM TECHNOLOGY AND BUSINESS STUDIES 

LECTURERS EVALUATION FORM  

Group ………………………….Year…………………Trimester/term………………. 

Module title……………………………………………..Lecturer……………………. 

Kindly evaluate your lecturer on the basis of the following criteria. The evaluation is meant to 

help your lecturer and the management to deliver better services.  

CRITERIA Very 

Poor 

Poor  Good  Very 

Good 

Preparedness of a teacher for lectures     

Communication skills and audibility      

Module content and delivery      

Student mentoring skills      

Lecturer availability to students outside class     

 

What would you like to be improved? 

1. Lecturer………………………………………………………………………………... 

2. Course ………………………………………………………………………………… 

3. Institution ……………………………………………………………………………… 

Evaluate the following educational facilities for 

this course at UTB 

Very 

Poor 

Poor  Good  Very 

Good 

Excellent 

Cleanliness       

Computers       

Library       

General learning environment       

Other: Specify ……………………………      
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UNIVERSITY OF TOURISM TECHNOLOGY AND 

BUSINESS STUDIES 

 

6.3 LECTURER PROGRESS MONITORING FORM 

 

MODULE TITLE…………………………………MODULE CODE ……………………… 

YEAR OF STUDY ………………..TRIMESTER …………..ACADEMIC YEAR ………… 

LECTURER ………………………………………………………………………………….. 

Date  Topic/Sub - topic Time 

in  

Time 

out 

Hours 

taught 

cum. 

hours 

Class 

rep. sign 

Lecturer’s 

sign. 

 

 

 

 

       

 

 

 

 

 

       

 

 

 

 

 

       

 

 

 

 

 

       

 

Remarks from DQA……………………………………………………………………… 

…………………………………………………………………………………………….. 
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6.4 QUALITY ASSURANCE PLAN 

Technique  Description  Frequency  

Defining standards and 

requirements 

 Throughout  

Recruit skilled staff and Staff 

development 

 Yearly  

Undertake quality reviews Quality committee appointed Daily 

 Monthly 

 Termly 

 

   

 

6.5 QUALITY CONTROL PLAN 

Technique  Description  Frequency  

Peer Reviews Team leader to review peer’s 

performance monthly and 

document results. 

The quality manager will 

review the peer review 

process regularly. 

Termly  

Subject reviews  Termly  

Deliverable reviews Quality committee appointed Daily 

 Monthly 

  Termly  

Curriculum reviews  Two years 
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6.6 EXAMINATION COVERAGE CHECKLIST 

 

RWANDA TOURISM UNIVERSITY 

QUALITY OFFICE 

EXAMINATION COVERAGE CHECKLIST 

(To be attached to every examination draft) 

Academic Year_______________________ Year of study ____________________ 

Trimester ____________________________ Department ____________________ 

Course Title __________________________Course Code ____________________ 

Lecturer _____________________________ 

Programme: (tick as appropriately): Degree  Diploma Short Course 

Session: Morning               Evening   

Number of Students: _________________________________________________ 

QUESTION MARKS TOPIC SUB-TOPIC/ 

OBJECTIVES 

1 (Compulsory) 

 

20   

2* 

 

10   

3* 

 

10   

4* 

 

10   

*Students should answer only 2 questions 
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6.7 MODERATION FORM 

 

UNIVERSITY OF TOURISM TECHNOLOGY AND BUSINESS 

STUDIES 

DEPARTMENT ---------------------------------------------- 

Academic Year: _________________________________________________ 

Year of Study ________________________ Trimester __________________ 

Course Title _________________________________Course Code ________ 

Level: (tick as appropriate) 

Programme:  Degree   Short Course    

Session:  Morning   Evening  

Item  Remarks  

Yes /No 

Comments  

Main Examination   

Marking Scheme attached   

Supplementary Examination   

Marking Scheme attached   

Course outline attached   

Course Name and Code indicated   

Exam duration indicated   

Exam instructions indicated   

Number of questions complies with exam format    

Section A (20marks) covering at least 70% of course 

content 

  

Section B (20marks) covering at least 30% of course 

content 

  

Marks for each question indicated   

Grammatical and Spelling mistakes.   

University level of questioning.   

Marking scheme clearly show awarding of marks/points.   

  

Signature of Moderator ___________________________Date _____________________ 
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UNIVERSITY OF TOURISM TECHNOLOGY AND BUSINESS STUDIES  

DEPARTMENT OF LANGUAGES 

Academic Year: ___________ Year of study _________________________ 

Trimester ______________________________________________________ 

Course Title ___________________________Course Code _____________ 

Level: (tick as appropriate) 

Degree   Short Course    

Morning   Evening  

Item  Remarks  

Yes /No 

Comments  

Main Examination   

Marking Scheme attached   

Supplementary Examination   

Marking Scheme attached   

Course outline attached   

Exam Coverage checklist attached   

Course Name and Code indicated   

Exam duration indicated   

Exam instructions indicated   

Number of questions complies with exam format    

Section One: reading comprehension 20%   

Section Two: vocabulary 20%     

Section Three: grammar – language in use 40%   

Section Four: writing (Essay writing) 20%   

Marks for each question indicated   

Grammatical and Spelling mistakes.   

University level of questioning.   

Marking scheme clearly show awarding of 

marks/points. 

  

  

Signature of Moderator _____________________________Date _____________________ 
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6.8 SUPERVISOR LECTURER EVALUATION FORM 

 

UNIVERSITY OF TOURISM TECHNOLOGY AND BUSINESS STUDIES  

LECTURER EVALUATION FORM 

 

Lecturer………………………….Year…………………Trimester/term………… 

Module Title……………………………………………..Lecturer……………… 

Kindly evaluate your lecturer on the basis of the following criteria. The evaluation is meant to 

help colleagues and UTB in general to deliver quality services.  

 

CRITERIA V. 

Poor  

Poor Good  Very 

Good 

Excellent 

Punctuality and attendance to departmental meetings.      

Team spirit and active participation in staff meetings      

Problem solving skills      

Timely submission of course outline, exams and 

results. 

     

Course objectives/learning outcomes have been clearly 

set. 

     

Other assignments/ (specify)………………………..      

Examination Quality. (exam paper, CAT, marking)      

Lecturer student relationship and class 

management. 

     

Punctuality and attendance to assigned classes.      

Research and publication/personal development      

 

What would you like to be improved? 

1. Lecturer………………………………………………………………………………...         

2. Course ………………………………………………………………………………… 

3. Institution……………………………………………………………………………… 
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Appendix 1 

 

QUALIFICATION FRAMEWORK AND CODE OF PRACTICE FOR THE 

ASSURANCE OF ACADEMIC QUALITY AND STANDARDS IN HIGHER 

EDUCATION 

 

This Code is intended to assist UTB in meeting its responsibilities for the assurance and 

enhancement of quality and maintenance of standards within which it considers the 

effectiveness of their individual approaches to a range of activities.  Representatives of the 

directorate prepared the Code. The Code does not cover all the activities of UTB nor does it 

identify all the circumstances when a particular element would be relevant. However there 

are a number of principals under laying the Code and an awareness of these and a 

commitment to them will assist UTB in assuring itself and stakeholders that it has developed 

and is applying good practice in the range of activities it is engaged in. The main principals 

are: 

1. A clear definition of responsibilities – in all departments or within a particular area of 

activity which committee, faculties, departments, staff members, students should be 

clearly defined; 

2. The consistent application of polices, practices and procedures underpinned by 

principles of fairness and equality of opportunity; 

3. The availability of clear and accessible information – information on policies, 

procedures and practices, responsibilities and opportunities should be clear, up-to-date 

and accessible to all potential audiences. Information should help students understand 

what they should expect from their higher education experience and staff members to 

ensure that they are contributing effectively and working, within, the arrangements in 

place to secure quality and standards. 

4. The competence of staff – that all staff be supported to competently fulfil their 

particular roles and responsibilities. In particular academic staff should be 

appropriately qualified. Academic staff must normally have a qualification at least 

one level higher than that at which they are teaching. Academic staff teaching to 

diploma level should have a good honours degree, to honours level, a masters 

qualification and to masters level and supervising doctoral students a PhD.  
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5. The periodic monitoring and review of all policies, procedures and practices to 

identify and remedy any possible ways in which they are undermining the assurance 

of quality and the maintenance of standards at UTB. 

UTB will ensure that it is alert to such changes and that it remains compliant with the 

Code. 

 

HIGHER EDUCATION QUALIFICATIONS FRAMEWORK AND CODE OF 

PRACTICE. 

 

This document must be adopted, and all sections or departments must demonstrate that they 

conform to its requirements:  

 

 RWANDAN NATIONAL QUALIFICATIONS FRAMEWORK FOR HIGHER 

EDUCATION INSTITUTIONS 

 NATIONAL STUDENT ADMISSION POLICY 

 CODE OF PRACTICE ON CROSS-BORDER/TRANSNATIONAL PROVISION 

Departments must demonstrate that they conform to the underlying principles of this 

document and justify any variation of detail. 

 

 GENERAL ACADEMIC REGULATIONS, TEACHING AND ASSESSMENT 

POLICY PROCEDURES FOR THE VALIDATION OF MODULES AND 

PROGRAMMES. 

 NATIONAL  POLICY ON LANGUAGE TEACHING  

 NATIONAL POLICY ON ACADEMIC APPOINTMENT AND PROMOTION 

PROCEDURES 

 NATIONAL EQUALITY AND DIVERSITY POLICY FOR HIGHER EDUCATION 

 CODE OF PRACTICE – EXAMINATIONS 

 CODE OF PRACTICE – DISTANCE LEARNING (IATA) 

 NATIONAL POLICY ON INTERNAL AND EXTERNAL MODERATION  

 STANDARDS FOR STUDENT PROGRAMME AND MODULE HANDBOOKS 

 ACADEMIC WORK LOAD PLANNING: UTB POLICY AND PRACTICE 
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The following papers offer guidance in good practice. Departments  should demonstrate that 

their practice follows the principles embodied in them and should justify any substantial 

departures of practice: 

 STUDENT REGULATIONS AND DISCIPLINARY PROCEDURES IN UTB 

 UTB STUDENT SUPPORT AND GUIDANCE POLICY (CAREER CENTRE) 

 UTB STAFF DEVELOPMENT POLICY  

 RECRUITMENT, SELECTION AND APPOINTMENT POLICY AND 

PROCEDURE 

 RESEARCH HANDBOOK 

 

The following documents are available  as guidance and/or resource: 

 THE NATIONAL QUALIFICATIONS FRAMEWORK AND MODULAR 

PROGRAMMES – A BRIEF OVERVIEW 

 NOTES OF GUIDANCE: PROGRAMME PROPOSAL FORM 

 NOTES OF GUIDANCE: MODULE DESCRIPTION FORM 

 NOTES OF GUIDANCE: PROGRAMME SPECIFICATION FORM 

 PERSONAL DEVELOPMENT PLANNING 

 MODAL RESEARCH PROJECT HANDBOOK 

 MODEL STUDENTS COMPLAINTS PROCEEDURERS 

 RESOURCES FOR PERSONAL DEVELOPMENT PLANNING FOR RESEARCH 

STUDENTS 

 FORMS FOR RESEARCH STUDENT MANAGEMENT 

 

 

This document must be adopted and UTB must demonstrate that it conforms to its 

requirements:  

 

 CODE OF PRACTICE FOR OPERATING PRIVATE HIGHER EDUCATION 

INSTITUTIONS 
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Appendix 2 

 

NOTES. 

 

SELF ASSESSMENT 

1. Requirements of stakeholders: every department must have a clear idea about the 

relevant demands and needs of all stakeholders. It is important to note that each 

stakeholder has his own ideas and expectations. Negotiation is therefore important 

and the department has to reconcile all these different wishes and requirements. The 

requirements are then translated into the expected learning outcomes of the program. 

How we as UTB analyse or recognise and balance the needs and requirements of the 

government, employers, students, parents, society and the academic world is the issue.  

  

2. The curriculum must show clearly formulated expected learning outcomes in terms of 

knowledge, skills and attitudes reflecting the relevant demands and needs of all 

stakeholders. The expected learning outcomes form the starting point for the self-

assessment. What are they? Do they fit into the university mission, labour market, and 

do students and staff know the objectives? 

 

3. Program description: publish a program specification which gives the intended 

learning outcomes of the program in terms of knowledge and understanding that the 

students will have acquired upon completion of the program. Include cognitive skills 

and subject specific skills. Remember, this is the source of information for students, 

employers and professional or regulatory bodies that accredit higher education 

programs. Ensure that the courses in the program are clearly interrelated and the 

content is up-to-date. 

 

4. Didactic concept and teaching/ learning strategy: the didactic concept promotes action 

learning. It is student – oriented. Lecturer need to facilitate learning as for adult 

learning. In promoting learning teachers should :  

a. Create a teaching learning environment that enables individuals to participate 

responsibly in the learning process,  

b. Provide curricula that is flexible and that enable learners to make meaningful 

choices in terms of subject content, duration of study and assessment modes. 
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c. Action learning is a continuous process of learning and reflection, supported 

by peers, with the intention of achieving quality student learning. 

d. Ensure that practical training is satisfactory and given its due weight and 

students are introduced to research right from first year. 

 

5. Student assessment: the assessment is carried out professionally at all times. The 

examination regulations are clearly stipulated in the examinations handbook. The 

criteria and assessment strategy is also explained to the students.  

   

6. Input Variables: the qualified and competent academic and support staff, the quality 

of entering students and the availability of financial resources. Competent staff are 

able to design and deliver a coherent teaching and learning program, apply a range of 

teaching and learning methods, employ a range of techniques to assess students and 

match them to intended learning outcomes, monitor and evaluate their own teaching 

performance and evaluate programs they deliver and reflect upon their own teaching 

practices.  

 

Staff  category/ Numbers and their qualification. 

Category  M F People FTEs* % of PhDs 

      

Professors       

Full-time teachers      

Part-time teachers      

Visiting lecturers      

Support staff      

Total       

 

*FTE stands for Full Time Equivalent. A unit to calculate the investment of time. 1 FTE = 40 

hours per week. A staff member with a weekly appointment of 8 hours is 0.2 FTE. 
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Staff/ student ratio and staff/graduate ratio. 

Total FTE for the 

training 

Number of 

students enrolled  

Number of 

graduates ; 

Year 

Number of 

students per 

PTE -training 

Number of 

graduates per 

FTE – graduates 

     

     

     

     

 

 

Quality support of staff in the libraries, kitchen/laboratories and computer labs help the 

academic staff to perform well. They must be sufficient and competent. 

 

The quality of the output depends a lot on the quality of the input. There must be clearly 

formulated admission criteria.  

 

Academic staff must inform and coach the students. Student’s advice and support service is 

very important. Special attention must be paid to coaching first year students. The career 

centre in collaboration with departments make arrangements to provide opportunity to 

students to familiarize themselves with the labour market by means of practical training. 

 

Benchmarking  

A standard, a reference point, or a criterion against which the quality of something can be 

measured, judged, and evaluated and against which outcomes of a specified activity can be 

measured. It means the best practice performance. It enables comparison of inputs, processes 

and outputs between institutions over time. 

 

Achievements of the graduates. 

 The profile of the graduates 

 Pass rate and dropout rates 

 Average time to graduation 

 Employability of the graduates 

 



                                                                 
 

QA Policy: Revised July 2016 
53 

Satisfaction of the stakeholders: 

 Students opinion 

 Alumni/graduates opinions. 

 Labour market opinion 

 

Appendix 3 

 

Definitions  

ASQC: Academic Standards and Quality Committee  

Benchmarking means the comparison of performance and process against best practice and 

performance in the higher education sector or elsewhere with the aim of improving 

University courses, programs and teaching. Wherever possible, national and international 

reference points will be used.  

Continuous improvement means the ongoing review cycle designed to progressively 

improve courses, programs and teaching outcomes. 

Evaluation of quality means:  

a. The systematic consideration of stakeholder views and benchmarking activities about 

the quality of programs and courses; and,  

b. The aggregation, analysis and interpretation of students’ feedback about their 

perceptions of their courses to inform judgments about the quality of programs.  

Evaluation of viability means the assessment of the viability of programs based on 

`performance against an agreed set of indicators, and referenced against University-based 

targets.  

Quality assurance means the application of monitoring, review and evaluation processes to 

ensure that the University’s teaching and learning processes and outcomes are meeting the 

standards defined by the University, through this policy and its broader strategic goals.  

Re-accreditation Report means a submission prepared by the school for the re-accreditation 

of a program.  

 

Program accreditation  

The accreditation period is aligned with external accreditation requirements approved as part 

of the program approval procedures.  
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Program monitoring and review  

The University will review the performance of its programs based on the University’s 

program performance data and any additional strategic measures as determined by the 

Academic Board.  

The annual review of performance may identify amendments to ensure the ongoing success 

of the program. Programs whose performance is consistently below University targets and 

benchmarks may be required to show cause as to why the program should not be withdrawn.  

 

Course evaluation  

The University will evaluate each course each time it is offered, or if offered more than once 

in an academic year, at least annually, using the approved course and teacher evaluation 

survey.  

 

Responsibility  

Responsibility for implementing the arrangements outlined in this policy rests jointly with the 

Heads of Departments.  

 

Quality is a dynamic state associated with products, services, people, processes, and 

environments that meets or exceeds expectations and helps produce superior value. Quality is 

used as a mechanism to control university activities, keep clients informed, and shape the 

higher education system with reference to the National Council for Higher Education. On the 

other hand, it is primarily used as a way of achieving excellence that keeps the institution 

fairly competitive in the higher education market. 

 

Managing quality at UTB involves three universally agreed upon processes : 

 

Quality Planning : the process of determining who the customers are, their needs, 

developing program features that respond to their needs, developing processes able to 

produce the product features and transferring the plans to the implementing team. 

Rwanda Tourism University (UTB) recognizes five key stakeholders ; the Government, 

Employers/Industry, Employees, Students/parents and the Society at large. Their 

requirements are translated into goals and aims as summarized in the mission of the 

university. These requirements are achieved through educational activities, research and 

community outreach. 



                                                                 
 

QA Policy: Revised July 2016 
55 

 

Quality Control : it involves evaluating actual program performance, comparing actual 

performance with product goals and acting on the difference. The directorate of quality 

assurance was created to assure stakeholders of UTB’s commitment to achieving their 

needs and wants.  

 

Quality Improvement : it involves establishing the infrastructure, identifying 

improvement projects, establishing project team, providing them with resources, training 

and motivating them to diagnose the causes, stimulate remedies, and establish controls to 

achieve objectives. 

 

UTB quality assurance policy is a self-initiated and self-driven policy. The policy was 

developed out of a perceived need by the institution as a way of ensuring national, regional 

and international competitiveness through a culture of good practice in academic world. The 

institution also witnesses significant changes in many spheres of its operations – like career 

center, research office, teaching and learning methodology, expansion of courses offered, 

categorization of trimesters for degree programmes, creation of modules for the courses 

offered, and increasing student admission. In addition, the institution is committed to 

reporting requirements to both internal and external stakeholders. 

 

According to Dr. Deming (1993), quality is defined as ‘non-faulty systems’. He emphasized 

the importance of reducing the variation present in the system or process by leaders. 

According to him process improvement is best carried out in three stages : 

 

First, get the process under control by identifying and eliminating the sources of uncontrolled 

variation. Remove the special causes of the variation. 

 

Second, once the process is stable, improve the process. Investigate whether waste exists in 

the process. Determine whether process changes can remove waste from the process. 

Third, monitor the improved process to determine whether the changes made are working. 

UTB quality policy advocates for zero tolerance of variation and promotes continuous 

improvement to meet stakeholder’s needs, wants and expectations. 
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The process starts with registration (targets and registered), registration deadline (registered 

before or after deadline with reasons for delay), teaching (lecturers’ evaluation report and 

lecture monitoring form), lecturer evaluation by management, examination paper submission, 

and examination marks submission (before and after deadline with reasons for delay), 

moderation report, invigilation, and participation in committees and meetings. 

Policy means a deliberate course of action or inaction taken by those in office under the 

influence of values and pressures on the way resources, expenditure and coercion are to be 

used in the pursuit of objectives or in support of other polices. 

A policy is an idea that is expressed in a written document which is ratified by a legitimate 

authority and serves as a guide to action and is the result of the policy process. Policy can be 

defined as a specific guideline for a plan of action to attain a specified goal within a 

designated period 

 

According to Thornhill (1995:54) policy can be defined as: a desired course of action and 

interaction which is to serve as guideline in the allocation of resources necessary to realize 

societal goals and objectives, decided by upon by the legislator and made known either in 

writing or verbally. 

Anderson, J. E (1997:9), defines policy as “a proposed course of action of a person, group or 

government within a given environment providing obstacles and opportunities which the 

policy was proposed to utilize and overcome in an effort to reach a goal or realize an 

objective.” 

 

As higher education became market-driven, it faced governmental and societal challenges to 

prove the value of educational performance. Therefore, higher education initiated quality 

assessment (Ponder, 1999). The word quality is ambiguous; it is defined contextually taking 

into consideration the institutional culture, society, economy, and government regulations. 

Feigenbaum, A (1983) first defined quality  … as a customer determination which is based on 

the actual experience with the product or service, measured against his or her requirements – 

stated or unstated, conscious or merely sensed, technically operational or entirely subjective – 

always representing a moving target in a competitive market. Later, Shewhart, W said that 

when an organization is translating customer requirements to actual products and services, 

statistical measures of key characteristics are important to ensure quality. He actually 

encouraged the use of statistics to identify, monitor, and eventually remove sources of 

variation found in repetitive processes. 
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