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Introduction 
Lifelong learning has become the key structure on the new “knowledge society”, “network society” or 
“learning society” defined on the Lisbon strategy. This globalisation process requires a sort of 

integration or new architectures in the old structures were European lifelong learning systems are 
based. It has been detected notorious inefficiencies in the lifelong learning provision system, 
fundamentally in Europe. Solving those inefficiencies will be a condition of survival of many of the 
European Education Institutions. 

This process  involves the injection into the higher education lifelong learning services of firm-based 
techniques for administration, self assessment tools for Total Quality Management (TQM) and 

measurement of performance at various levels of aggregation and disaggregating. 

For this reason UNI-QM has developed a methodology for the lifelong learning quality management 

system called UNI-QM Framework for Quality Management. This framework integrates different 

tools for quality management into a comprehensive approach for lifelong learning management. 

Beyond a “model for quality management in lifelong learning” the consortium has established a 
practical approach to the issue of managing lifelong learning institutions. Considering that all UNI-QM 
work is fundamentally based on the model for quality management proposed by the European 
Foundation for Quality Management, the word “Framework” was more appropriate than “Model”. 

Establishing framework context. 

Accompanying tools for excellence. 

Our framework for quality management in lifelong learning provides a full overview of a set of tools 
that accompays people on their journey to excellence. UNI-QM has developed a unique pathway to 
excellence lifelong learning centres. 
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Figure 1. Accompanying tools for excellence 
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Due to a high level of people rotation in lifelong learning management, it is fundamental to provide  a 

clear pathway that people can follow in their journey to excellence.  

In Figure 1 we can see a graphical representation of that pathway. 

 

Providing resources. 

UNI-QM Project has detected that applying a quality management is like a learning process. They 
need different resources to really learn what they need in order to use correctly quality management 
tools. Based on David Kolb’s learning model, UNI-QM has provided a set of resources that will be 
necessary for an institution to use correctly those tools. 

So it is fundamental to have a quality management model, like the EFQM model, but it is also 
necessary to provide additional resources to better understand the model (see Figure 2) like: 

• Case studies: To provide concrete experiences to new users. UNI-QM has developed a set of 

case studies from top leading institutions across Europe in lifelong learning management. 
This will give the user a direct approach to the topic, contributing to concrete experience and 
observation and reflection. 

• Processes and indicators: This will help the users to form abstracts concepts and to directly 

test those processes in new situations.  

• Benchmarking tools: To promote observation and reflection among users. 
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Figure 2. David Kolb's model and EFQM 
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Mixing tools with resources 

 

By having this set of tools, an institution is on the position to directly apply concrete tools, so a first 

approach to this framework is represented on Figure 3. 
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Figure 3. Mixing tools with resources 

 

 

A self improvement cycle. 

Tools and resources need to be oriented into a self improvement cycle. In UNI-QM we have tested 
the PDCA cycle and the RADAR approach on lifelong learning quality management. 

PDCA stands for Plan, Do, Check, Act: 

• Plan: The cycle starts with planning things. On this phase objectives need to be fixed and 
deployment plans need to be developed. 

• Do: Once everything has been planned, you start to do things that will produce specific 
results. 

• Check and Act: In order to complete the cycle, the next  step is to take the specific results 

obtained and to be check in order to see if they are coherent with what we previously 
planned. If they are not coherent or they are not what were expected some corrective action 
needs to be taken (Act phase) in order to guarantee that next time we achieve the objectives 
that we planned. 
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And RADAR stands for: 

• Approach: 

o Sound 

o Integrated 

• Deploy approaches: 

o Implemented 

o Systematic 

 

• Assess and refine approaches and 

deployment: 

o Measurement 

o Learning & Creativity 

o Innovation & Improvement 

• Required results: 

o Relevance and usability 

o Performance 

 

 

 

 

 

 

 

 

Figure 4. The PDCA and RADAR 
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Embeding the learning cycle. 

By using a learning approach to a self improvement approach (RADAR and PDCA) we can better 
reach society needs (see Figure 5). 

 

 

Figure 5. Embeding a learning cycle 

 

A framework for quality management. 
After studying the use of improvement cycles together with a learning process we propose a 

framework that allows lifelong learning managers to address the complex problem of serving better 
society by better managing their lifelong learning institutions (see Figure 6). 

 

Improvement

phase Self-assessment

External evaluation

Action plan

Peer review

 

Figure 6. UNI-QM framework for quality management 
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UNI-QM framework for quality management suggest 4 different phases that should improve lifelong 

learning management. It is possible to start on any phase but the most recommendable is: 

1. Perform a self assessment: Depending your level you can use different types of tools. 
QuickScan will provide a clear first approach. CentralScan will focus your attention on 
processes and FullScan will give you a comprehensive evaluation of your whole institution. 

2. Evaluation: If you have used QuickScan should be possible to directly go to the improvement 
phase. If you have used centralScan or FullScan it will be possible to go to a peer review or 

to an external evaluation. Peer review would allow to check your institution with another 

institution similar to yours. For this purpose you could directly use UNI-QM webtools. If you 
want you can also proceed with an external evaluation to provide additional information 
about your institution. 

3. Improvement phase: Here you would detect all things that should be done to improve your 

institution. You can increase your knowledge base by studying case studies from other 
institutions so you can find better solutions to common problems. 

4. Action plan: Based on all previous analysis you could establish an action plan to enhance 
your whole lifelong learning center. 

You can do the cycle as many times as necessary. Everytime that you perform a self assessment you 
will be able to check which real improvements have you reached. Remember that you can use 

several tools to perform a self assessment according your necessities (QuickScan, CentralScan or 
FullScan). 



                                                                

 CASE STUDIES UNIVERSIDAD POLITÉCNICA DE 
VALENCIA 
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INTRODUCTION: PAST AND PRESENT ORGANISATION 

CONTINUOUS TRAINING CENTRE 

Universidad Politécnica de Valencia 

 

ORGANISATION STRUCTURE: The Universidad Politécnica de Valencia (UPV) consists of two types of 

structures, academic and management. The CTC comes under the latter, which relates to the central and support 
services needed for the university's daily management and comes under the Continuous and Distance Training 
Directorate. The organisational structure of the CTC consists of a Directorate and Service Sub-directorate, two 
sections (Offered and Requested) and two administrative units (see organisational chart in Appendices). 

INSTALLATIONS INFORMATION: The Continuous Training Centre is located on the second floor of the 4000 m² 

Nexus Building (6G) in the eastern area of the Universidad Politécnica 
de Valencia (see map in Appendix 4). It has a total of 16 classrooms, 
seven of which are for computing, with a total area of 1000 m² and has 

an administrative area of a further 1000 m2. 

The computing rooms have a capacity for 28 people and are equipped 

with 24 systems with 17" monitors, Internet connection and a teacher's 
system connected to a projector to display teaching material. The 

classrooms (9) have 

a capacity for 50 
people. They are all 
prepared with 

teacher's equipment connected to a projector. The large 

classroom also has a public address system. There are two 
moving walls between classrooms that allow the spaces to be 
joined or divided, providing a flexible space to meet the specific 
demands of the courses. 

In its administrative area, the Continuous Training Centre has 
eight offices for one, two or three people, one computer room, 
one meeting room and approximately 600 m² of common areas 

for administration and to attend the public (see criterion 4.c). 

NUMBER OF EMPLOYEES: The Continuous Training Centre has a staff of 31 (31/12/07), both civil servants and 

employees (see Introduction to criterion 3). 

 

GENERAL INFORMATION ON THE ORGANISATION 

HISTORY OF THE ORGANISATION: The Continuous Training Centre (CTC) was founded in 1991 on the impulse 

of the Social Council of the Universidad Politécnica de Valencia (UPV) and with the general purpose of "serving as 
an interface unit between the university and its surroundings in continuous training matters." In its 16 years' 
existence, the CTC has become one of the national and international references in the provision of continuous 
training, number of students and technological development, with one of the best Spanish and European 
continuous training management programmes. 

JOURNEY TOWARDS QUALITY: Because it is an interface unit between the university and society, the CTC has 

taken care to remain up-to-date on the quality standards recognised in society and has developed its Quality 
Management System on the basis of the ISO 9000 and EFQM models. 

It started its work in March 1997 and now, 11 years later, has a mature and consolidated Quality Management 
System (see Appendix 3, on development). The system is described in 1b, 2d y 5a. 
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Approximately every two years (2000, 2002, 2004 and 2008) the CTC has carried out a complete self-assessment 
of the system based on its comparison with the EFQM model (in 2006 the CTC took part in the setting up of the 
Pegasus programme with the revision and updating of all the key processes). The results of these assessments, 
with contributions from the entire staff, are taken into account as internal analyses in the revision of the strategic 
plan (see 2.c). The system has also been assessed externally by EFQM audits and assessment, (2002) EFQM-
SGS assessment, 111 points, (2004) EFQM-SGS assessment, 365 points, (2005), obtaining the silver level 

excellence certificate from the Valencia Quality Foundation, (2006) ISO 9001:2000 certification, (2007) updating of 
ISO 9001:2000 certification, (2008) Aenor server letters certification. 
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ORGANISATIONAL ENVIRONMENT 

PRODUCTS AND SERVICES: The Continuous Training products offered by the Universidad Politécnica de 

Valencia are: 

• University Diplomas are highly specialised cyclical programmes aimed at graduates and other 

professionals with wide working experience. They include the master programmes with a minimum 

duration of 500 hours and aimed at graduates, the university specialist with a minimum duration of 200 

hours and aimed at graduates, and the professional specialist with a minimum duration of 400 hours, 

aimed at professionals. 

• Specific training courses are shorter, more specific programmes aimed at people who wish to complete 

or update their knowledge of a specific subject. 

• Congresses, conferences and events are science-based and/or technological information activities 

designed to revise the state of the art in a specific area relating to the UPV's technical, scientific, cultural 
or artistic values. They are organised jointly with the Innovation, Research and Technology Transfer 
Support Centre (CTT) to which the CTC provides technical, logistical, activity marketing and materials 
publishing support. 

• On-demand courses are offered in directly to companies and organisations as a response to their direct 

requests and are given by teachers chosen by the university, aimed at their workers. 

 

VISION, MISSION AND VALUES: The mission (objectives) and vision (ends) 

are shown in the attached diagram. The values of the CTC have been 
defined as: 

• We are a centre at the service of the university community. 

• We enhance the positive attitude and capacity for commitment of our 

staff to support the organisers of continuous training and to solve their 
problems. 

• We believe in working in and between teams. 

• We want the professionalism of this centre to be a national and 
international reference for management. 

• We believe in technology at the service of people as a means for 
continuous improvement. 

 

THE ORGANISATION'S CLIENT BASE: The clients are the main reason for the work of the CTC and are: 

• The university teachers who propose new courses for specific training, university diplomas and on-

demand courses with companies. 

• The professionals who demand the updating, specialisation or enlargement of their knowledge, 

information, attitudes, abilities, behaviour and/or technical, scientific, cultural, artistic and/or management 
skills. 

• The companies or organisations who send their employees for professional updating through the 

courses offered by the university or which demand a specific training action or training project. 

THE ORGANISATION'S STRATEGIC OBJECTIVES: The strategies of the CTC, defined in its strategic plan 

(2006-2008), are: 

a) To improve and strengthen the CTC's communications policy towards the university community. 

b) To strengthen the CTC's relationships with the UPV collegiate organisations. 

c) The development of new products and services. 

FINES
Conseguir que la UPV sea un referente nacional 

e internacional de Universidad que ofrece 
formación permanente de calidad reconocida

OBJETIVOS
Dinamizar a la 

Comunidad Universitaria 
para ofrecer a la 

sociedad una Formación 
Permanente innovadora y 
de calidad, que impulse 
el desarrollo del entorno 

socioeconómico
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d) The internationalisation of services to attract foreign students. 

e) To improve the management and efficiency of the service and its organisation. 

f) To optimise the management of resources, the strategic objectives for 2008 being: 

 

• To keep the indices of satisfaction with the courses 

above 7. 

• To grow the number of course participants by 7%. 

• To reach a continuous training income of €9,620,000.  

• To keep the offer at a minimum of 

80,000 hours. 

• To exceed 140,000 registered credits. 

 

 

EXTERNAL ENVIRONMENT IN WHICH THE ORGANISATION IS IMMERSED: The UPV CTC is immersed in 

various environments. Firstly, it is immersed in the university since the UPV's teaching staff is its main client. They 
belong to departments, schools or faculties and research centres or institutes. As well as the teachers 
themselves, the management of these organisations forms part of the centre's formal and informal dialogue. On 

the other hand, the university has conventional services (accounting, personnel, maintenance, etc) and third 
mission units (Technology Transfer Centre, Integrated Employment Service, Ideas Company Creation Institute, 
etc) that interact with the CTC in its mission-based activities. Beyond the university itself, the centre's 
environment is defined by the systematic interaction with three types of clients, the professionals who contract 
continuous training individually, the companies and institutions that contract training for their employees and, 
finally, other universities or teaching organisations that have a relationship with the university through specific 

projects. Continuous training in the UPV is a product aimed essentially at professionals working in the 
organisations and for this reason the maximum emphasis is placed on the systematic detection of individual 
training needs among the professionals who have graduated from the UPV.  
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CRITERION 1: LEADERSHIP GENERAL INFORMATION 

Who leads the organisation (formally and informally) and how many leaders are there in its various levels? 

The leadership of the CTC is on four levels, the Continuous and Distance Training Managing Director, the Director 
of the CTC, the Sub-director of the CTC and the coordination team: 

1. The Continuous and Distance Training Managing Director is politically responsible for the centre's 

actions and channels the decisions of the Rectoral team that affect the UPV's continuous training 
development strategies. He assesses and aligns the strategic proposals formed by the coordination team 
with the university's overall strategies. 

2. The Director of the CTC is technically responsible for the centre. He chairs the coordination team 

meetings (see 3c) and is also actively involved in the development of innovative TQM tools and 
technologies for managing and giving courses, as shown by his personal involvement in European 
networks and participation in European and national innovation projects (see 4c). 

3. The Sub-director directly coordinates the implementation of the quality management system (see 1b, 2d 

and 5a) and is involved in international university quality implementation projects, among others. 

The centre underwent an internal reorganisation at the end of 2000, changing from a functional organisation to a 
process-based one (see 5a). This change included the appointment of a team of new area coordinators chosen 

from the CTC staff to form the coordination team. 

4. The coordination team consists of five people. Each team member and the management (Director and 
Sub-director) coordinate at least one working group (see 3c), organising and managing the sequence and 
frequency of the meetings of the group for which they are responsible and defining and developing the 
appropriate agenda. 

How are the leaders involved in the organisation's management system? 

Management's support for and commitment to the quality of the centre's processes and services started in March 
1997 and over the years has created a climate that encourages continuous improvement. The strategy and 
implementation of the CTC quality management system was based from the start on three fundamental principles: 
1) Committed management, 2) Internal quality coordinator, and 3) participation of ALL staff in continuous 

improvement (see 1b). 

The leaders are involved in the organisation's management system in: 

a) The monitoring, assessment and updating of the CTC's ends, objectives and values. 

b) The definition and monitoring of the processes and services indicators and appointment of those 
responsible for the process. 

c) The strategic definition of the CTC and the development of the strategic service projects. 

d) The definition and monitoring of the improvement projects. 

e) The assuming of responsibilities and coordination of working groups. 

f) The CTC management's human resources. 
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Organisational values and behaviours that create its culture and allow the leaders to be assessed 

Values Behaviour 

Effectiveness Setting objectives 

Planning 

Possibility of improvement actions 

Technology Availability of suitable technology 

Communication Dialogue 

Accessibility 

Information 

Teamwork Good atmosphere 

Support and recognition 

All these values and behaviours are assessed by the CTC staff in the annual survey held since 2003 (see 3a) since 
this is a fundamental basis for the centre. These are fundamental principles that the CTC staff transmit, practice 
and support, thanks to the leaders' involvement and behaviour. 
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CRITERION 1: LEADERSHIP Sub-criterion 1A 

The leaders develop the mission, vision, values and ethical principles and act as a reference model for a 

culture of excellence. 

Planning, updating, transmission and projection to the exterior of the mission, vision and values 

FOCUS: The CTC's fundamental objective is to contribute, together with the various management and academic 

units, to achieving the UPV's mission through its ends and objectives. When the UPV's strategic plan came into 

force (2007-2014) with the explicit definition of its mission 

and vision, the management and the coordination team 
revised the mission and vision statement of the CTC, defined 
in 1997 and updated in 2000, to check and ensure its 
alignment with that of the university.. 

Thus, being framed within a wider context (that of the 
university), the CTC's vision and mission is now called the 

CTC's “ends and objectives.” The CTC thus aims to ensure 
that the UPV is a national and international university 

reference offering continuous training of recognised quality. It 

therefore encourages the university community to offer 

innovative and quality continuous training to society that 

encourages the development of the social and economic 

environments. 

The CTC's ends, objectives and values, which 
form the statement of the reason for the 
centre's existence, are in line with the 
university's mission and vision (see 

Appendix 1), are described in the menu of 
services approved by the university 
management (see 2.d) and wish to contribute to achieving its 
objectives in continuous training matters (see 9a-b and 6a-
b).  

DEPLOYMENT: The mission and vision are the first and 

fundamental elements that management remembers 
and assesses in all general meetings, held twice a year (see 3.c).  

In addition, in the general meeting of 7 February 2007, all present were given a "cube" 
with the fundamental values of the CTC (see Introduction, ends and objectives, values, 
processes map and EFQM model) as well as the mission and vision of the UPV and the objectives of the 

improvement programme in the UPV administration and university services (Pegasus), showing the alignments 
between them. All personnel have this cube on their desks or in their offices and it is given to each new person 
entering the team. 

Regarding its publication to the other groups of interest (see Introduction 
to criterion 2), the CTC's ends and objectives are described in the centre's 
Web site (www.CTC.upv.es) in the Institution/Quality section. These ends 

and objectives are also described in the service menu leaflets prepared by 
the university services within the Pegasus programme (see 2d) and are 
displayed at the entrance to the centre and in the micro Web sites 
generated by that programme 
(http://www.upv.es/organisations/CTC/index.html). 

ASSESSMENT AND REVISION: Communication and knowledge of the 

mission and vision are assessed annually in the staff satisfaction survey 

Fines y Objetivos Valores

CFP CFP

Mapa de 

Procesos 

Modelo 

EFQM

CFP CFP

Misión y

Visión

UPV

Objetivos 

programa

PEGASUS
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(see 3.a), the results of which since 2004 are shown in the accompanying graph. 

 

Additional foci that apply to this sub-criterion Deploymen

t  

Effectiveness 

measurements/references to 

results 

General meetings for presentation and revision of 

results 

2 per year Knowledge of mission and vision: 

7a/3c 

Welcome seminar for new staff 1 per year Knowledge of mission and vision: 
7a/3b 

Annual report for collegiate organisations (presentation 
of the CTC Cube) 

100% Social Council and Post Graduate 
Committee (2008) 
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CRITERION 1: LEADERSHIP Sub-criterion 1B 

The leaders are personally involved to ensure the development, implementation and continuous 

improvement of the organisation's management system.  

Development, implementation and continuous improvement of the Quality Management System 

(EFQM/ISO/Pegasus) 

FOCUS: The Continuous Training Centre aims to be an 

excellent university service based on commitment to the 

continuous improvement of its products and services. 
Management's support for and commitment to the quality of the 
centre's processes and services started in March 1977 (see 
Appendix 2) and over the years has created a climate of 
continuous improvement that translates into the declaration of 
the centre's values (see Introduction).  

The strategy and implementation of the CTC's quality 
management system has been based from the start on three 
fundamental principles: 1) Committed management; 2) Internal 

quality coordinator; and 3) Participation of all staff in continuous 
improvement.  

Thus, management has provided both material and 
time resources for holding meetings, courses, self-
assessments, etc. The system's internal 
coordination has been carried out personally from 
the centre's sub-directorate and the participation of 

all staff (technicians, administrative staff and 
fellowship students) has been fundamental in 
multidisciplinary groups and associated processes 
in the definition of the system and its 
documentation. 

At the heart of the system, to support the policy and 
strategy (see 2c) according to the University's 

strategic plan, the CTC has implemented a 

management system by processes (see 5a) with 

special attention to the key processes and commitment to quality of the services menu (see 2d). Around this 

core, the CTC has set up a process of continuous improvement that allows the processes and their 

organisation, services and user attention and, by extension the overall results of the organisation To be measured, 
revised and improved (see 6b, 9a and 9b). 

DEPLOYMENT: The implementation of the Continuous Training Centre's quality system started in March 1997 

and remains active (see Appendix 3). Because it is a service that connects the university and the surroundings, it 
is based on quality models recognised by clients: ISO 9000 and EFQM. 
The system has been developed with the management's commitment 
and the involvement of all staff, embracing the fundamental values of 
"user service," "positive attitude and commitment" and "professionalism" 

and through teamwork (see values in the Introduction) and remaining 
well-trained (see 3b). 

ASSESSMENT AND REVISION: The system is assessed on the basis of 

the revision of indicators (see 2b),  the systematic assessment of client 

(see 6a)  and staff (see 3a) satisfaction and periodic self-assessments of 

PEGASUS

Servicios

PEGASUS
Procesos

Evaluación

Mejora
Propuestas 
de mejora

Planificación 
Estratégica

Certificación ISO

Evaluación 
EFQM

Revisión procesos,
Indicadores
y encuestas

Autoevaluación 
EFQM

Measure 
• Revision of indicators (see 2b) (see 6b, 

7b, 9a and 9b) 

• Assessment of satisfaction (See 6a and 
7a) 

• ISO certification 

• EFQM external assessment 

Revise 
• SWOT analysis (see 2c) 
• Analysis of expectations (see 2a) 

• EFQM self-assessment 

• Complaints and suggestions box (See 
5e) 

Improve 
• Improvement plans or actions 

• Updating of processes and 
procedures (See 5b) 

• Strategic planning (see 2c) 
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the organisation (using the EFQM model). 

Since 2000, in 2002, 2004 and 2008, the CTC has carried out a complete self-assessment of its system with the 
EFQM model (in 2006 the CTC took part in the setting up of the Pegasus programme with the revision and 
updating of all the key processes). The results of these assessments, with contributions from the entire staff, are 
used as internal analyses in the revision of the strategic plan (see 2.c). The system has also been assessed 
externally through EFQM audits and evaluations: (2002) EFQM-SGS assessment, 111 points (2004) EFQM-SGS 

assessment, 365 points; (2005) Obtaining of excellence certificate Valencia Quality Foundation silver level; (2006) 
ISO certification 9001:2000; (2007) Updating of ISO 9001:2000 certificate; (2008) Aenor server letters certification.  

Additional foci that apply 

to this sub-criterion 

Deployment Effectiveness measurements/references to results 

Project DAETE – Joint 
consortia 

100% EC centres self-assessment matrix (US and European Union 
project) 4c 

Project UNI QM – LLL 
programme 

30% EC centres self-assessment tools (checklist, matrix and portfolio) 
4c 
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CRITERION 1: LEADERSHIP Sub-criterion 1C 

The leaders interact with clients, partners and representatives of society.  

Leaders' connection with the internal and external contexts 

FOCUS: Through their participation in events, networks, meetings with the university community, companies and 

institutions (see 4a), the management and the coordination team (leaders) are personally involved in negotiations 
with clients, setting up, among others, agreements and partnerships with the various groups of interest. 

DEPLOYMENT: The leaders' involvement with the groups of interest (see Introduction to criterion 2) can be seen 

in the following examples.  

Leaders' involvement… Assessment and revision 

with professionals Participation of the leaders in focus groups with 
university graduate professionals to set up training 
needs observatories (see criterion 5.c) to design 

training programmes. 

As a direct result of the focus 
groups, 34 training actions 
have been designed and 

given and 2419 persons 
trained (2001-2006). 

with companies The Director of the CTC and the companies group 
coordinator maintain direct contact with various 
companies, organisations and business associations 

that require training, giving rise to the negotiation of 
possible agreements with the UPV.  

The number of 
companies/year for on-
demand courses has 

doubled in five years (see 
6.b.3). 

with the university 

community 

The Director of the CTC meets systematically with the 
Managing Director of Continuous and Distance 
Training (member of the Rectoral team) to report on 

the work carried out in matters of continuous training 
and on the monitoring of the courses under way. He 
promotes annual checking meetings with the other 
units in the UPV to which services are provided. 

The Director takes part in meetings of the 
Postgraduate Committee and the Social Council 

Economic Committee when they discuss matters 
relating to continuous training and for the approval of 
new university diplomas and their rates. 

Overall results of the CTC 
(see criteria 6 and 9). 

New university diplomas 

approved: 19 (2003), 14 
(2004), 34 (2005), 14 (2006), 
13 (2007). 

with the social and 

economic 

environment 

The management and the coordination team maintain 
continuous relationships with other universities and/or 

organisations related to continuous training through 
the national and international networks to which they 
belong and in which they actively participate. 

They also undertake an important and continuous 
participation in conferences and seminars as well as 
national and international congresses, providing 

papers and speeches aimed at management, 
innovation and quality of continuous training. 

Networks to which the CTC 
belongs and has a 

representative on the 
management or coordination 
team as an active member 
(see criterion 4.a.). 

Conferences, articles (see 
criterion 4a) and innovative 

training projects in which the 
leaders' team participates 
(see 8b). 



   

 

CASE STUDIES UNIVERSIDAD POLITÉCNICA DE VALENCIA 

www.uniqm.net  |  grant agreement: 2007-2402/001-001  |  project number: 133830-LLP-1-2007-1-ES-ERASMUS-EMHE | info@uniqmproject.com 

European University Quality Management Tools for LLL (UNI-QM) 

20 | 146 

with the CTC staff The management and the coordination team are 
involved with the entire CTC staff, participating as 
coordinator in the working groups (see criterion 3c). 

Assessment of the leadership 
in the staff satisfaction 
survey: (see 1.d). 

ASSESSMENT AND REVISION: As well as the indicators mentioned in the above table, the centre's strategic 

plan sets a specific strategic line to encourage and consolidate the CTC's relationships with the UPV's collegiate 
organisations (see introduction to criterion 2). This line is the direct responsibility of the centre's Director. 

Additional foci that apply to this sub-criterion Deployment  Effectiveness 

measurements/references to 

results 

CTC's strategic SP: To improve and strengthen 
the CTC's communications policy with the 
university community  

70% undertaken 3 tactics and 14 actions /10 
undertaken 

Participation in the UPV Social Council Information on UPV 

university diplomas 

10 presentations in 2007-2008 
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CRITERION 1: LEADERSHIP Sub-criterion 1D 

The leaders strengthen a culture of excellence among the organisation's staff.  

The leaders' strengthening of the culture of excellence 

FOCUS: The strengthening of a culture of excellence must be seen in the following levels. 

a) Personally communicating the organisation's mission, vision, values, strategic plan, objectives and goals 
to the centre's staff. 

DEPLOYMENT: The management personally communicates the mission, vision, values (see 1a) and strategic 

plan (see 2c) and, through the centre's internal communications process (see 3d) through the twice-yearly general 

meetings with all the staff, in the weekly meetings of the coordination team in which those persons responsible for 
the strategic line are appointed and the monitoring meetings and group meetings where the coordinators transmit 

the assignation of strategies to the members of their groups. ASSESSMENT AND REVISION: The assessment of 

the communication of the mission, vision, values, strategies and objectives in the annual satisfaction survey rose 
from 6.7 (2007) to 7.0 (2008). 

b) Being accessible, actively listening, responding to questions and helping and supporting the staff to carry 
out their plans, objectives and goals. 

DEPLOYMENT: Given the analysis of the results of the accessibility section of the management satisfaction 

survey and the response to the questions, meetings were set up in 2007 between the director and each working 

group in which the director, together with the relevant group coordinator, personally monitored the strategic lines 
assigned to the group. These meetings are also used to report and receive at first hand the opinions and 

information of the persons in the groups. ASSESSMENT AND REVISION: In the last survey carried out (2008), 

even though the value can still be improved, an increase was seen from 4.3 (2007) to 5.1 (2008) (see 3b) and (see 
7a). 

c) Motivating and allowing staff to take part in improvement activities. 

DEPLOYMENT: The CTC has implanted a culture of continuous improvement in the centre's organisation (see 

1b). This is a participative way of working in which each person in the working group can suggest ideas for 
improvement, where the coordinator can put the improvements into practice and where a member of the 
computer staff forms part of each group so that if these improvements involve changes in the Poseidon corporate 

application (see 4e) they can be made with the maximum understanding. ASSESSMENT AND REVISION: The 

possibility of carrying out improvements relating to the work post is revised annually, with the result rising from 6.2 
(2007) to 6.8 (2008) while the support by the coordinators in daily tasks rose from 6.7 (2007) to 6.6 (2008). 

d) Recognising the efforts of the staff and teams at all levels in the organisation. 

DEPLOYMENT: The management and the coordination team give informal and individual recognition to people 

for their work, or publicly in general meetings and with the communication to all staff of the congratulations 
received in the suggestions box. Currently there are no formal mechanisms and systems for recognition in the 
UPV. Nevertheless, in 2006, and through the Pegasus programme, the university management started to set out 
the basis for a variable, productivity-based incentive system (see 3e) which is expected to be operational at the 

end of 2008. 

ASSESSMENT AND REVISION: The values of the staff satisfaction survey regarding recognition for their work 

both individually and as a team was valued at 4.4 (2007) rising to 5.7 (2008). 
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Additional foci that apply to this sub-criterion Deployment  Effectiveness 

measurements/references to 

results 

Training “How to involve and motivate collaborators.”  2 people (Director 
and Sub-director), 15 

hours 

See criterion 7.b 

Promotion of dinners to which all the CTC staff were 
invited to improve personal relationships between 
colleagues and to encourage a good working 
atmosphere. 

Two annual dinners  

(summer and 
Christmas) 

Satisfaction survey (2008): “I 
feel fine with my colleagues” 
(8.2); "I'm satisfied working in 
the CTC" (6.8) 

The management encourages participation in external 
activities that benefit staff (attendance at congresses, 
courses required, etc). 

Membership of 
seven continuous 
training networks 

See 4c 
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CRITERION 1: LEADERSHIP Sub-criterion 1E 

The leaders define and promote change in the organisation. 

New support service in the organisation of UPV congresses and conferences: pilot experiment 

FOCUS: The CTC took on the support of the organisation of the UPV's congresses in collaboration with the UPV 

Technology Transfer Centre in January 2008. The project was planned in May 2006 as a one-year pilot 

experiment to analyse which current processes must be adapted in order to provide this service to the UPV 

teaching staff. The results of the pilot experiment were evaluated in May 2007, the "frontier" process with the CTT 

was finished in the last quarter of 2007 and the new process was approved in January 2008 in the second signing 
of the processes in the Pegasus programme.  

DEPLOYMENT: The CTC management has always held that "a congress is like a specific training course with a 

prior scientific work but, essentially, the necessary processes and services are equivalent to a two-day course."  

The CTC's 2006-2008 strategic plan (see 2c) contains the strategy, "Development of new products and services." 
This strategy, formed on the basis of external analysis, was developed through three tactics, including the "design 
and setting up of the congresses service." In July 2006, the actions in this tactic were presented to the 
Postgraduate Vice-Rector and the UPV Coordination Vice-Rector. Both approved the pilot experiment, which 
lasted throughout the 2006-2007 academic year. The changes needed in the centre's processes to provide the 
service for the new congresses and conferences products were analysed in this pilot experiment. As a result of 

incorporating this product, a new process, called "Technical secretariat for congresses and conferences: advice 
and support to organise events, congresses, conferences and meetings" was generated.  

Initially, the process was organised around five services, planning and advice, technical secretariat, publishing, 
editing of materials and logistics. The pilot experiment was carried out in 16 events, two congresses, 12 
conferences and two meetings. This involved registering a total of 4158 participants with Poseidon. 43% of the 
events used the planning service, 100% used the technical secretariat service, 75% used the publishing services, 

81% used the materials editing services and 43% the logistics services. The changes in the Poseidon registration 
system (see 4e) involved three man months of computer work throughout the pilot experiment. The system 
developed allows the registration to be customised, generating a register matching the needs of each event, 
timing the communications with the attendees and dividing the payments and issuing of receipts when needed. 
Likewise, it included payments by Visa over the Internet. This new process was negotiated with the CTT during 
the last quarter of 2007, incorporated into the centre's processes map (see 2d) and formally approved by the UPV 
management and Postgraduate Vice-Rector in January 2008 during the signing of the Pegasus programme 

processes. 

ASSESSMENT AND REVISION: The services provided in the pilot experiment were assessed through a survey 

answered by 100% of the promoters of the activities described in the deployment. The question, "Rate the 
support received from the CTC for carrying out the event, from 1 to 10" had an average response of 8.6. The 

survey also included a section for suggestions, notable among which were the following proposals of the 
promoters: speed up the management of income, improve the management of non-payments, improve the 
channels of information to the client and, finally, increase resources and classroom hours. As a result of these 
suggestions, the actions described in the additional foci of this section were scheduled and carried out in 2007-
2008. These results were presented to the Postgraduate Vice-Rector and the Coordination Vice-Rector in May 
2007. At same the same time, the CTC's conclusions on the pilot experiment were presented. These included the 

need for synchronising with the CTT's activities so that the services are offered jointly: the CTT advising on the 
sources of finance and the rest of the activities (technical secretariat, logistics and editing) in the CTC. Finally, the 
need for the detailed planning of each event is stressed, a task that is independent of its volume and is 
fundamental for its success. 
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Additional foci that apply to this sub-criterion Deployment  Effectiveness 

measurements/references to 

results 

Promotional material for the congresses service in 
the UPV. 

Leaflet + Web 
events 

Income from congresses in 2008 
(January-Sept) €450,000, 75% of 

budgeted amount 

Changes in Poseidon for congress registration. 100% 4158 registrations in 2006-2007 

Proposal for new financial management 

procedure.  

100% Awaiting management approval 

New process shared with the CTT. 100% 65 events managed (January-Sept) 
2008 
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CRITERION 2: POLICY AND STRATEGY GENERAL INFORMATION 

What are the organisation's key groups of interest? 

Because of the services it offers, the CTC has the following key 
groups of interest: 

• The Professionals who require updating, specialisation or 

enlargement of their knowledge, information, attitudes, 
aptitudes, behaviour and/or technical, scientific, cultural, 

artistic and/or management skills. 

• The companies and organisations that send their 

employees for updating or training in the courses offered 
by the University, that request a specific course from the 
organisation to be given to their staff or request a 
multidisciplinary training project. 

• The university community through the teachers who 

propose new courses, both offered and requested. 

• The CTC staff, whose efforts, contributions and personal 

commitment to the strategic objectives allow the above 
groups to be given a better service. 

What are the organisation's key strategies and how is continuous learning/benchmarking used to orient 

the development of the strategy? 

The CTC has developed planning-based management strategy since 1993. After the last SWOT carried out in the 
first quarter of 2006, seven general strategies were formulated, four based on external analysis and three on 
internal analysis. The key strategies of the 2006-2008 plan are: 

Each strategy is developed through 

tactics (24) and actions (115), 

actions with a four monthly period 
and that are spread over five 
periods. Every four months, each 
coordinator revises the level of 
undertaking and priority of the 

action with management for 
reprogramming if necessary. The 
UPV strategic plan was revised in 
the first quarter of 2008 to 
synchronise it with the strategies, 
tactics and actions of the CTC 

through projects (for strategic 
improvement, improvement and its 
own strategic projects) to be carried 
out during the 2008-2009 academic 
year. 

 

 

What are the key processes and how is the ownership of the processes decided? 

CTC groups of interest 

Participants  In university diplomas 

In specific training 

In on-demand courses 

Attendees at congresses and 

conferences 

Companies 

and/or  

organisations 

Who send employees to the 
courses 

Who ask for courses 

Who ask for training projects 

University 

community 

Rectoral team 

Schools, departments and/or 
institutes  

Managers and coordinators 

UPV administrative staff 

Postgraduate Committee and Social 
Council 

CTC staff 

Social and 

economic 

environment 

National and international networks 

Other training centres 

Partner companies and 

organisations 

STRATEGY ORIGIN Tactic 
number 

Development of new products and services 
External 
analysis 

3 

Internationalisation of services to attract foreign students 
External 
analysis 

4 

Improvement and strengthening of the CTC's communication 
policy with the UPV 

External 
analysis 

3 

Strengthening of the CTC's relationships with the UPV's 
collegiate organisations 

Internal 
analysis 

4 

Strengthen and improve our human capital  
Internal 
analysis 

3 

Improve the management and efficiency of the service and its 
organisation 

Internal 
analysis 

3 

Optimise the management of resources 
Internal 
analysis 

4 
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The CTC has defined its management system by processes (see 5a) according to the processes map shown in 
criterion 2d. Within this scheme  (see the complete table in Appendix 2) the key processes have been defined as 
those that directly generate added value for their clients and that are listed in the following table. 

Together with management 
and the coordination team, 
the quality manager assigns 

the ownership of each 
process according to the 
profile and skills needed to 
carry it out in the best 
possible way. The 
processes owners and the 

work teams have from the 
start taken part in the 
definition of the processes 
and procedures for which 
they are responsible or in 
which they participate. 

 

 

 KEY PROCESSES OWNER 

CFP01 Management of university diplomas University diplomas coordination group 

CFP02 Management of specific training Specific training and conferences group 
coordinator 

CFP03 Management of on-demand courses On-demand group coordinator 

CFP04 Conferences and congresses technical 
secretariat 

Specific training and conferences group 
coordinator 

CFP05 Training projects technical secretariat Projects group coordinator 

CFP06 Continuous training certification Surveys and certificates group coordinator 

CFP07 Continuous training assessment Surveys and certificates group coordinator 

CFP08 Non-teaching logistics management On-demand group coordinator 

CFP09 Continuous training marketing Marketing group coordinator 

CFP11 Income management Financial management group coordinator 
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CRITERION 2: POLICY AND STRATEGY Sub-criterion 2A 

Policy and strategy are based on the groups of interests' current and future needs and expectations. 

Study and analysis of needs and expectations of groups of interest: observatory 

FOCUS: The CTC identifies, analyses and 

anticipates the needs and expectations of 
groups of interest in order to organise a 
specific offer quickly and flexibly. One tool 
for systemising and implementing a training 
needs analysis system in the CTC is the 

Training Needs Observatory which was 

designed and set up in 1996 and in 1999 
and was improved during various 
agreements (2001-2007) with the 
Fundación Biodiversidad. The observatory 

collects information through questionnaires 
and group dynamics and by applying 
multiple statistical analysis techniques to 
analyse the results in order to identify the 
training products that are most suitable for 
the market and to design courses that 

respond to their requirements (see 5c). 

DEPLOYMENT: The CTC currently uses 

this method to design training programmes 
offered to and requested by companies and 
organisations. Within the agreement with 

the Colombian National Learning Service 
(SENA) in 2008, a Continuous Training 
Needs Observatory has been set up for 
Colombian immigrants in Spain, a group for 
which information was previously lacking. 
The offer thus organised involved the 

registration of 542 students in 22 courses 
held over three months. Other means of 
collecting information on users and their 
dates and implementation are listed in the 
attached table. 

ASSESSMENT AND REVISION: The CTC 

set up an environmental Training Needs 
Observatory in the period 2001-2007. In the 
first three years, this action was aimed at 
technical professionals in general. Pilot 
tests were carried out to assess the tool 

with a response from 1825 participants in 
2001, 860 in 2002 and 1024 in 2004, to achieve continuous improvement. From 2005, the tool was redesigned in 
Web format and a method was designed to detect training needs systematically, with the help of statistical 
experts. Based on the new model, the observatory tool includes the professional profile and productive sector in 
the analysis which focuses the results towards more specific target populations. The participation results after 
these modifications were 1512 participants in 2005, 1059 participants in 2006 and 2278 participants in 2007. In 

the SENA observatories, currently operating, 687 people have participated. 

Groups of 

interest 

Actions aimed at 

collecting the 

expectations and needs of 

groups of interest 

Start date 

of actions 

Those responsible 

for the action 

Areas of interest (Web, 
request, etc) 

2001 Marketing group 

CTC service satisfaction 
surveys 

2002 Surveys group 

Benchmarking activities 2002 Projects group 

Holding of focus groups 2003 Projects group 

Telephone attention for 
classroom and online 
courses 

1991 University diplomas 
and specific training 
group 

Personal attention 1991 Own T and specific 
training group 

Students 

Suggestions and complaints 
service (mailbox and CTC e-
mail) 

2001 Quality group 

Benchmarking activities 2002 Projects group 

Web-based courses request 
form 

2005 Marketing group 

Companies 

Registrations for on-
demand courses 

2004 Agreements group 

Postgraduate Committee 1992 Management group 

CTC service satisfaction 
surveys 

2002 Surveys group 

Studies of the competition 2001 Projects group 

Benchmarking activities 2002 Projects group 

Virtual secretariat and 
telephone attention 

2002 University diplomas 
and computer group 

University 
community 

Annual training in virtual 
secretariat 

2003 Specific training 
group 

Training Needs Observatory 2001 Projects group 

Benchmarking activities 2002 Projects group 

Membership of networks 1992 Management group 

Attendance at congresses 1992 Congresses group 

 Society 

Market surveys 1995 Marketing group 

Staff survey 2002 Surveys group 

Working groups 1999 Management group 

CTC staff 

Benchmarking activities 2002 Projects group 
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Additional foci that apply to this sub-

criterion 

Deployment  Effectiveness measurements/references 

to results 

Areas of interest (Web site and written 
request) 

Carried out since 
2001 

CTC Web site and information bulletin 

Satisfaction surveys Carried out since 
2002 

Poseidon database (automated survey 
processing system) 
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CRITERION 2: POLICY AND STRATEGY Sub-criterion 2B 

Policy and strategy are based on the information from the performance indicators, research, learning and 

external activities. 

The planning, coordination, monitoring and implementation of improvements to the CTC are based on the 

data from a system of indicators. 

FOCUS: In its Poseidon cooperative application (see 5e), the CTC has a system of indicators designed to 

measure the performance of the general processes and activities relating to continuous training management. The 

data from these indicators are obtained from the Poseidon database automatically and immediately through a 
Web-based computer system that 
allows its updating and querying from 
any computer connected to the 
Internet. The results are obtained 
directly in Excel format. 

The indicators are revised monthly in 
weekly coordination meetings (see 
3c) and are used to detect areas for 
improvement which serve as a basis 
or are included in the preparation of 
strategic lines and objectives within 

the CTC strategic plan (see 2c), as 
occurred in the definition of the 
strategic objectives for the indicators 
in the 2007 annual quality plan.  

From 2004 on, information from the 
measurement of the satisfaction with 

the CTC's products and services was 
included in the indicators system. 
These systems, based on surveys of 
the opinion of clients and of the 
centre's staff, provide the widest 
possible revision of the effects of the 

services and products in The CTC's 
groups of interest (see 3a) (see 6a and 7a). 

DEPLOYMENT: The data from the indicators platform used to detect areas for improvement and for preparing 

objectives are classified in various areas for easier querying by each of the working groups involved. The current 

areas are overall results, university diplomas, specific training, companies, on-demand, certification, 

surveys, financial management, marketing, information systems and staff surveys. Each of these areas 

includes its own indicators for controlling activities such as the overall results area in which the indicators are 
income, number of registrations, number of cancelled registrations, number of courses, registered credits and 
hours of training offered, organisers' satisfaction. Appendix 2 details a list of the planned indicators associated 
with the processes which generate them. Currently, 50% of the indicators are automated and 90% are planned to 
be implemented by the end of 2008. 

ASSESSMENT AND REVISION: The indicators system has been revised successively in the last decade which 

has allowed it to develop from a version based on obtaining and incorporating the data manually to generate the 
tables and graphs of results until a Web-based automated indicators control system version was available which 
obtains the results from the centre's continuous training management system database. Equally, the latest version 
includes the possibility of documenting the meaning of each indicator, setting dates for the approval of proposed 
indicators and setting objectives. 
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Additional foci that apply to this sub-criterion Deployment   Effectiveness 

measurements/refer

ences to results 

Determination of areas for improvement based on EFQM 
self-assessments. 

All areas of the centre Strategic planning 4c 

Studies of indicators associated with the management of 
the continuous training centres in Spanish universities. 

Two studies (one at the 
national level and the 
other European) 

Comparisons with 
improvements 9a and 
b 
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CRITERION 2: POLICY AND STRATEGY Sub-criterion 2C 

Policy and strategy are developed, revised and updated. 

Synchronising the CTC strategic plan with the UPV strategic plan 

FOCUS: During 2008, the CTC synchronised its strategic plan (SP) with the UPV strategic plan (UPVSP). In the 

last quarter of 2007, the UPV published its plan for the period 2007-2014, this being the second strategic plan 

developed by the UPV since it was founded. The UPVSP is organised around five axes (teaching, R&D + 
innovation, social commitment and values, people and, finally, organisation) with 16 associated strategic 

objectives. The five axes are developed through 35 strategic lines and 53 action plans. The centre's 

management proposed the need to the coordination team for synchronising the 2006-2008 SP with the UPVSP. 
Twelve working sessions were planned during the first quarter of 2008 to adjust strategies, tactics and actions to 
the UPV's 35 plans. 

DEPLOYMENT: The CTC started its strategic management (management based on the preparation of a strategic 

plan, its deployment, assessment and updating) in March 1993. The SWOT method was used with the formulation 

of strategies and the later formulation of tactics and actions. The external analysis was made on the Porter five 

forces scheme (from 1993 to date) and the internal analysis on the continuous training value chain (1993-2001). In 
2001, the internal analysis was made using the EFQM self-assessment portfolio model (2001 to date). The CTC 

staff receives generic information on the plan in the two annual meetings and specific information in the meetings 
of the coordination groups with the presence of the centre's management (see 1a, 1d and 3c). In the 2006-2008 
plan, seven strategies, 24 tactics and 115 actions were identified. Each of the seven coordination team members 
is assigned an average of three tactics to be undertaken in five (also average) actions. Each action is assigned an 
average undertaking deadline of four months and its undertaking level is revised at the end of each quarter. The 
SP was synchronised with the UPVSP during the first quarter of 2008 in 14 working sessions of the CTC 

coordination team and the results were presented to the Strategic Plan Committee chairman and to the 

Coordination Vice-Rector in April 2008. The UPVSP and its 53 plans were deployed through improvement 

projects applicable to existing processes on the basis of the Pegasus programme, strategic improvement 

projects, projects resulting from the creation of new processes or of innovation in existing services, and, finally, 

own strategic projects, projects directly arising from the development of one of the 53 plans of the PPE.  

ASSESSMENT AND REVISION: The seven strategies of the CTC's SP were aligned with 12 of the 16 strategic 

objectives of the UPVSP. Within the UPVSP, the CTC identified 12 action plans in which it could apply the 24 
tactics in its SP. In 18 cases, the tactics have given rise directly to various types of projects that in turn allowed 
the UPVSP to deploy six improvement projects (Pegasus programme), four strategic improvement projects and 
eight own strategic projects. Six tactics remained embedded in the 18 synchronised projects. 
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UPV STRATEGIC OBJECTIVES  CTC STRATEGY 

AXIS III: ORGANISATION Objective 2. To increase the organisation's efficiency  
- Assessment of the activity and assignation of resources -Transparent and 

open information - Rendering of accounts 

Improve and strengthen the 
CTC's communication policy 

with the university community 

AXIS I: TRAINING and LEARNING Objective 4. Renew the training offer and 
adapt it to demand – Attractive and coherent postgraduate and continuous 
training offer. 

AXIS II: RESEARCH, DEVELOPMENT AND INNOVATION  Objective 3. To be an 

enterprising university - Development of the polytechnic innovation city 

Strengthen the Continuous 
Training Centre's relations with 
the collegiate organisations in 
the Universidad Politécnica de 

Valencia  

AXIS I: TRAINING and LEARNING Objective 4. Renew the training offer and 
adapt it to demand - Attractive and coherent postgraduate and continuous 
training offer.//Objective 6. Intensify the use of information and communications 
technologies in teaching  

Development of new products 
and services  

AXIS I: TRAINING and LEARNING //Objective 7. To consolidate and improve 
international relations    // AXIS V: UNIVERSITY EXTENSION//Objective 2. To 
increase and strengthen the university's social commitment//- Strengthen 
international relations - Encourage co-operation and development)  

Internationalisation of services 
to attract foreign students  

AXIS IV. PEOPLE,//Objective 1. Configure human capital committed to 
excellence//Objective 3. Strengthen the feeling of belonging  

Strengthen and improve our 
human capital  

 

AXIS III: ORGANISATION  Objective 3. Improve the management of the 
administration and the university services - Provision of quality services//-

Assessment of university services //- Certification of university services . 
Objective 2. To increase the organisation's efficiency -Definition and setting up 
of indicators//- Rendering of accounts  

Improve the management and 
efficiency of the service and its 

organisation 

 

AXIS III: ORGANISATION  Objective 2. To increase the organisation's efficiency. 
- Transparent and open information // - Assessment of the activity and 

assignation of resources 

Optimise the management of 
resources 

 

 

The improvement projects started in May 2008. The strategic improvement projects and the own strategic 
projects are awaiting the approval of the UPVSP Committee to be held in October 2008. This synchronising has 

allowed the CTC coordination team to update the centre's SP actions, schedule actions within a specific project 
and make all the daily improvement and permanent innovation actions of the UPV CTC visible within the UPV and 
its UPVSP. Twelve projects are organised and awaiting approval to form the CTC's strategic plan for the period 
2008-2010. 

Additional foci that apply to this sub-criterion Deployment Measures 

Undertaking of 2006-2008 plan 85% undertaken 8% increase in 07/06 income 



   

 

CASE STUDIES UNIVERSIDAD POLITÉCNICA DE VALENCIA 

www.uniqm.net  |  grant agreement: 2007-2402/001-001  |  project number: 133830-LLP-1-2007-1-ES-ERASMUS-EMHE | info@uniqmproject.com 

European University Quality Management Tools for LLL (UNI-QM) 

33 | 146 

 

CRITERION 2: POLICY AND STRATEGY Sub-criterion 2D 

Policy and strategy are communicated and deployed with a key processes scheme. 

Key processes and commitments to quality 

FOCUS: To develop the processes needed to deploy and reach its aims and objectives, the Continuous Training 

Centre has defined its process-based management system (see 5.a) according to the processes map shown in 

the figure. 

Within this scheme, the key processes have been 

defined as those that directly provide added value to the 

client of the services offered by the CTC. The support 

processes are those that support the former and whose 

efficiency also affects the overall efficiency of the system. 

Finally, the strategic processes include the processes 

relating to planning and improvement and also the 
acquisition of the resources needed to carry them out. 

See Appendix 2 for a complete table of the CTC's 
processes. 

A menu of CTC services has been defined, associated 

with the key processes and within the Pegasus 
programme (see 5.a), through which the users (groups of 

interest) are informed of the services that the centre 
offers them, on the rights that help them with regard to 

these and on the commitments to quality in their provision. 

This menu consists of ends and objectives, mains services provided to users and the centre's key processes, 
users' rights, regulations, quality commitment (schedules, etc), complaints and suggestions system, system for 
user collaboration in the improvement of services, activity, results and quality indicators.  

DEPLOYMENT: The CTC processes map was prepared for the 

first time in July 2002 in accordance with the mission and vision 
(see Introduction) and according to the EFQM self-assessment 
and implementation process model in the centre. The map has 
been updated in parallel with the development of the processes 

themselves. In 2006, the implementation of the programme to 
improve the management of the administration and university 
services in the Universidad Politécnica de Valencia (Pegasus) 
gave rise to a re-definition of the map according to the key 
processes defined. Currently, the operational processes and 
the latest modification of the map are being adjusted as shown 

in the scheme, for July 2008.  

In the general meetings that the CTC holds twice a year with all 
staff (see 3.c), the management reports on matters relevant to the centres such as the annual results and the 
development of the strategic plan as well as any other important change in the organisation. The participation in 
the Pegasus programme was reported in the general meeting of 24 January, 2007, as well as the development of 
the processes, processes map and menu of services according to that programme. 

The key processes and services menu were also communicated to the rest of the services and Vice-Rectors in the 
key processes and services menu institutional validation meeting organised by management in February 2007. 
These menus and commitments were published to the rest of the university community and society through 
leaflets displayed at the entrance to each service as well as by publication on the micro-Webs of all the services in 
the Pegasus programme. 
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ASSESSMENT AND REVISION: The key processes directly affect the key results of the organisation's 

performance and are assessed annually in the satisfaction surveys (see 6a and 7a) and the performance indicators 
(see 6b, 7b, 9a and b). Based on the results of the surveys and indicators, the complaints and suggestions box 
(see 5e) and the working groups' capacity for suggesting improvements (see 3c), the processes are periodically 
revised and improved. In 2006, the CTC received ISO 9001: 2000 certification and in 2008, the services menu was 

certified. 

Additional foci that apply to this sub-criterion Deployment Effectiveness 

measurements/references to results 

Pegasus satisfaction survey First survey 2008 See results in 6.a 

Indicators system integrated in Poseidon 50% 90% in December 2008 
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CRITERION 3: PEOPLE GENERAL INFORMATION 

What is the make-up of the organisation's staff? Include overall figures and relevant breakdowns, for 

example, by levels, work centres, part- or full-time, staff and temporary personnel, etc. 

The Continuous Training Centre comprises 31 people (31/12/07) and comes under the Rectoral team via the 

Continuous and Distance Training Managing Director. The CTC management team consists of seven people (the 
Director, the Sub-director and five Area Coordinators).  

The budget assigned by the University for CTC staff has 
grown with a special increase in the last four years 

(2005-2008) when it grew by 50%. Equally, the number 
of places per chapter I of the university grew from 21 in 
2005 to 27 in 2008. The staff needs are negotiated 
annually with the UPV based on the indicators obtained 
(see 9.a) and the commitments for the following year. 

The CTC also takes part in national and international 

training and continuous learning management projects 
(see 1.c, 4.a, 5.b) through which (Chapter VI) staff are 
contacted by the centre for the duration of the project. 

With the increase by the university in its investment in 
the centre's staff, the relative weight of contracts 
depending on collaboration in projects has slowly 

reduced, from 52% in 2003 to 24% in 2007 (see results 
7b.1, 7b.3). 

By professional categories, seven staff members belong to Group A (advanced 
degrees), 12 to Group B (graduates), two 2 Group C (administrative) and 10 to 
Group D (administrative assistants). By employment terms, 12 are professional civil 
servants, 13 are stand-ins and six are under contract. By working hours, 27 have a 
working week of 37.5 hours (mornings and two afternoons), two work a 35-hour 

week (mornings) and two have a 37.5 working week (afternoons and Saturday 
mornings). 

Because the unit is dynamic and clearly aimed at solving its clients' problems, 
three basic skills have been encouraged, innovative character, teamwork, and 
continuous improvement. The CTC staff acquires these skills through training (see 

3.b.), membership of working groups (see 3.c) and 

attendance at congresses and/or participation in 
continuous training innovation projects (see 4.a 
and 5.b). 

With regard to the performance indicators (see 
9b), each new post assigned to the CTC has 
involved an average increase in invoicing of 

€350,000 over the last five years (€450,000 in 
2007). 

Does the organisation apply any certification or external recognition standards for the management of 

people, for example, "investors in people (RU)," excellence through people, etc? 

No 



   

 

CASE STUDIES UNIVERSIDAD POLITÉCNICA DE VALENCIA 

www.uniqm.net  |  grant agreement: 2007-2402/001-001  |  project number: 133830-LLP-1-2007-1-ES-ERASMUS-EMHE | info@uniqmproject.com 

European University Quality Management Tools for LLL (UNI-QM) 

36 | 146 

 

CRITERION 3: PEOPLE Sub-criterion 3A 

Planning, management and improvement of human resources. 

Continuous improvement based on staff opinion 

FOCUS: To set personnel policies and to evaluate the leadership itself, it is necessary to collect information on 

the centre's staff at all levels as well as analysing indicators. The systematic holding of group meetings, general 
meetings and meetings with management (see 3.c) as well as the development of the internal communications 
plan (see 3.d) are means to receive this information daily and personally. 

Additionally, an annual staff survey has been carried out in the CTC since 2003 in which opinions are requested 
anonymously, the overall satisfaction with the CTC and with their colleagues is measured together with various 
organisational aspects such as 

communication, leadership, the suitability of 
resources, work and training planning and 
personal development. Together with the rest 
of the indicators and the self-assessment, 
this information forms the basis for future 
editions of the strategic plan (see 2.c). The 

items asked in the survey are shown in the 
adjoining table which contains the results of 
the latest survey in July 2008.  

DEPLOYMENT: Anonymous survey 

undertaken annually since 2004 with all the 
centre's staff (civil servants, stand-ins, 
contracted employees and fellowship 
students) containing 20 standard questions 
and carried out each year in July. 

ASSESSMENT AND REVISION: The high 

degree of overall satisfaction of 95.0% is 
notable; the history of results can be seen in 
criterion 7.a. 

Successive survey analyses have shown up 
the need to improve aspects such as work 

planning, and communication from the 
management on employment matters.  

Measures are being taken with regard to 
these, among which the following examples 
are emphasised: 

• Staff participation in the documenting 

and updating of their own procedures 
(see 1.b), which has produced a slow 
but sustained increase in satisfaction 

from 4.1 in 2004 to 4.7 in 2008. 

• Increased systematic meetings of the 
working groups with the management (see 3.c) and the personalised communication of contract renewals, 
which has given an increase in satisfaction from 4.4 in 2007 to 4.7 in 2008. 

Another item that should be mentioned and improved is giving people recognition to increase their motivation. In 
this respect, within the Pegasus programme (programme to improve the management of the administration and 

 
Answere

d 40 

 July 2008 average %Satisf. 

Mission, vision, policy and strategy. Setting objectives. 7.0 87.5% 

The CTC's mission, vision and strategic plan has been 
communicated to me. 8.3 92.5% 

I know the CTC's objectives and goals. 6.6 85% 

I feel that I identify with the CTC's objectives. 6.0 80% 

My work post gives added value to the CTC to reach its 
objective. 7.2 92.5% 

Process management and monitoring. 6.1 77.8% 

There is suitable planning of the work to be carried out. 4.7 61.5% 

My tasks and functions are clearly defined. 6.6 80.0% 

I know who carries out each task in the CTC. 6.4 82.5% 

I can carry out improvement actions relating to my work post. 6.8 87.2% 

Suitability of resources and technology. 7.0 87.3% 

I have the suitable resources (furniture, telephone, etc) and 
environmental conditions (lighting, ventilation, air conditioning, 
acoustics, etc) for carrying out my work correctly. 6.7 84.6% 

The computer applications and equipment that I use match my 
needs well and facilitate my work. 7.3 90.0% 

Communication. 5.8 79.3% 

There is fluid dialogue between the centre's staff. 6.3 90.0% 

I consider that the management (Director or Sub-director) is 
accessible, knows how to listen and suitably responds to the 
matters I discuss with regard to my work. 6.0 82.1% 

The management (Director or Sub-director) provides us with 
sufficient information on the employment matters that concern 
us. 5.1 65.8% 

Leadership. 6.2 80.5% 

The management (Director or Sub-director) recognises my work 
both individually and in a team. 5.7 82.1% 

I feel that I am supported by my coordinator in my daily tasks. 6.6 74.4% 

My opinion is asked on matters relating to the work I undertake. 6.3 85.0% 

Training and development. 6.3 84.8% 

I have the opportunity for training in matters that can improve the 
effectiveness of my work. 6.3 82.5% 

The CTC allows me to develop professionally and personally. 6.4 87.2% 

Overall satisfaction 7.5 95.0% 

I feel fine with my colleagues. 8.2 100.0% 

I'm satisfied working in the CTC. 6.8 90.0% 
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the university services), the bases are being set for a variable incentive system based on productivity which we 
hope will result in increased satisfaction. 

Additional foci that apply to this sub-criterion Deployment  Effectiveness 

measurements/references to results 

Participation in conferences/congresses Four 
congresses per 
year 

8 annual invitations to project consortia 
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CRITERION 3: PEOPLE Sub-criterion 3B 

Identification, development and maintenance of the knowledge and capabilities of the organisation's 

staff. 

Development of an internal training plan based on staff surveys 

FOCUS: For all purposes, training must be considered a duty and a right of public employees, connected to 

promotion and the development of the professional career and as an instrument for improving the efficiency of the 
service and, therefore, the modernisation of the university. The training of the CTC staff is the fundamental factor 
to ensure the objective of both quality and effectiveness and the efficiency of the CTC's services. It has 

strengthened the undertaking of courses among its staff along three basic lines, training offered, training 

requested and that proposed by the CTC. 

The training offered for the CTC 

staff is fundamentally framed 

within the UPV training 
programme managed by the 

Training Unit for the university 
administration and services 
(UFASU). The UFASU offers a 
series of courses annually within 
the continuous training plan that 
have been developed according 

to the training needs detected in 
staff using surveys and interviews 
in accordance with the directives 
of the university's strategic plan. 
The CTC staff can request the 
holding of courses planned 
annually through this free training 

service. 

With respect to requested 

training, any employee can 

request management to provide a 
course of interest for the worker 
and that allows him to improve the 
undertaking of his work post 
based on the continuous training 
offer managed by the CTC or a 

specific course outside the 
university. In this latter case, if 
approved, the CTC pays the 
worker's registration costs and, 
where relevant, those for travel 
and lodging. 

Training proposed by the CTC: Based on the annual staff satisfaction survey (see 3.a and 7.a) and on general 

needs, the CTC plans and organises courses of interest for all or part of its staff which are given during working 
hours. Participation in networks and attendances at national and international congresses or meetings are also 
considered training (see 4a) (see 8b).  

Dates Course name Hours 
Number of 

students 

02/02/2001 to 06/07/2001 
EFQM MODEL ASSOCIATED WITH 
UNIVERSITY SERVICES 

16 29 

08/05/2001 to 24/05/2001 SUPER READING AND LEARNING 16 13 

28/05/2001 to 13/06/2001 
COMMUNICATION WITH AND ATTENTION 
TO THE PUBLIC (G-1) 

16 8 

29/05/2001 to 14/06/2001 
COMMUNICATION WITH AND ATTENTION 
TO THE PUBLIC (G-2) 

16 7 

15/04/2002 to 19/04/2002 INTRODUCTION TO THE EFQM MODEL 19 9 

15/05/2002 to 05/06/2002 TELEPHONE ATTENTION 16 43 

25/06/2002 to 04/07/2002 
INTRODUCTION TO CONTINUOUS 
TRAINING IN UNIVERSITY CENTRES 

12 28 

27/02/2003 to 28/02/2003 PROCESS-BASED MANAGEMENT 12 22 

16/02/2003 to 22/06/2003 
SELF-ASSESSMENT OF UNIVERSITY 
SERVICES ACCORDING TO THE EFQM 
EXCELLENCE MODEL 

25 49 

08/07/2004 to 13/07/2004 
EFQM MODEL ASSOCIATED WITH 
UNIVERSITY SERVICES 

15 9 

09/01/2006 to 06/04/2006 
PROCESS-BASED MANAGEMENT FOR ISO 
CONTINUOUS IMPROVEMENT 
CERTIFICACION  

20 36 

15/02/2007 to 08/03/2007 
CONTINUOUS TRAINING IN THE UPV: THE 
CTC MANAGEMENT MODEL 

15 17 

12/06/2008 to 17/07/2008 
CONTINUOUS TRAINING IN THE UPV: THE 
CTC MANAGEMENT MODEL 

12 13 
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DEPLOYMENT: During 2007, 52.78% of the CTC staff undertook at least one course from among the above 

alternatives and 25% undertook more than 40 hours in that year (see 7b2). With regard to the courses requested 
outside the free offer of the UFASU, the CTC invested €5811.74 in training its staff in 2006, increasing to €8873.04 
in 2007 (an increase of 53% over the previous year). 

With regard to training proposed by the CTC, the table below shows the courses given since 2001 with emphasis 

on those aimed at training in quality models. Special mention must be made of the initiative of organising 
"welcome" courses such as, for example, “Continuous training in the UPV: The CTC management model.” These 
are courses of 10-15 hours aimed at training newly-hired staff in the centre and that give an overview of all areas 

in the centre and of the use of the Poseidon corporative application (see 4e); they are given by the colleagues 
responsible for each area. 

ASSESSMENT AND REVISION: All of the university's continuous training offer, including that organised by the 

UFASU, has an associated quality control based on satisfaction surveys. In this way, the CTC has wide 
information on the satisfaction of its staff regarding the organisation and content of the courses proposed by the 

centre itself. The annual satisfaction survey (see 3.a) also measures overall the workers' opportunity for training to 
improve the effectiveness of their work (6.3 in 2008). For each course in particular and as result of the proposals 
for improvements in the ISO 9000 certification audit in 2006, at the end of each course each worker is given an 
online survey asking about his satisfaction and its usefulness in his work. The results of 2007 are shown in 7 a4. 

Additional foci that apply to this sub-

criterion 

Deployment   Effectiveness measurements/references to 

results 

% staff who underwent training Since 2002 89% (2004), 95% (2005), 92% (2006), 52% (2007) 

Number of courses taken Since 2002 85 (2004), 88 (2005),81 (2006), 48 (2007) 

Number of hours Since 2002 1397 (2004), 2314 (2005),1924 (2006), 1228 (2007) 



   

 

CASE STUDIES UNIVERSIDAD POLITÉCNICA DE VALENCIA 

www.uniqm.net  |  grant agreement: 2007-2402/001-001  |  project number: 133830-LLP-1-2007-1-ES-ERASMUS-EMHE | info@uniqmproject.com 

European University Quality Management Tools for LLL (UNI-QM) 

40 | 146 

 

CRITERION 3: PEOPLE Sub-criterion 3C 

Involvement and assuming of responsibilities by the people in the organisation. 

Involvement of staff through the working groups 

FOCUS: Teamwork orientation has been supported 

by the centre's management from the start of its 
creation (see “values” in the Introduction), and from 
1997 has taken the form of stable groups with 
periodic meetings in working hours. Teamwork is a 
normal tool in the work of the CTC. Communication 
and creativity are strengthened in the groups 

together with the encouraging of proposals for 
improvement and the updating of their procedures 
(see 5b). The centre's management communicates 
with the coordination team through coordination 
meetings.  

There are currently 10 working groups that cover 

100% of the centre's staff, as shown in the 
attached graph. There are people who are involved 
in more than one group to allow inter-group 
information flows. Each group has a coordinator 

who balances the group's responsibilities and tasks 
as well as motivational tasks. 

DEPLOYMENT: The working groups hold the following periodic meetings.  

• Meetings with the Managing Director: meetings between the Managing Director and the CTC management, 

set up since his election in July 2008, in which the directives of the Rectoral team in matters of continuous 
and distance training are communicated and the monitoring of the centre is reported. 

• Coordination meetings: held weekly, in which the CTC Director and Sub-director meet with the coordination 

team to comment on incidents in each group, revise the alignments with policy and strategy and to plan the 

week's activities. 36 meetings were held in 2007. These weekly meetings have been held since 2 October 
2000. 

• Group meetings: each working group is set up with the people associated with the same process in the CTC. 

They comprise 5 to 10 people and are chaired by a coordinator. Meetings are generally held fortnightly in 
which the daily matters and resolution of incidents are discussed. Improvements are also identified and 
starting plans proposed. These improvements may involve changes in the definition of processes (see 5.a) 
and improvements in the information system (see 4e). For the latter, a person from the information systems 

area is always present in all group meetings to facilitate the implementation of the improvements proposed in 
the system. 

• General meetings: with all the centre's staff have been held twice a year since 2002 in which, mainly, the 

management and coordination team report on matters relevant to the centre such as the annual results (see 
9.a) and the development of the strategic plan (see 2.c).  

All these meetings also allow first-hand information to be obtained on the points of view, desires and needs of the 
CTC staff (see 3.a) and, since July 2006, and to encourage communication between management and other 

working groups, quarterly meetings of the management with all working groups have been set up in which the 
activities in the strategic plan for the group in question are reported and monitored. During the period 2006-2007, 
18 meetings were held. 

Director

Subdirectora
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C oordinación
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Proyectos

G rupo de T ítulos 
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Certificados
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ASSESSMENT AND REVISION: The work of the coordinators, the organisation of tasks, the possibility of 

proposing improvements, dialogue between the people in the centre and satisfaction among colleagues are 
evaluated in the annual satisfaction survey. All these aspects allow the good operation of the working groups to 
be monitored (see 3a). The groups have been configured over the years according to the centre's policy and 
strategy, the setting up of new services and the employees' opinions. Examples of these are the creation of the 

congresses group in 2008. 

Additional foci that apply to this 

sub-criterion 

Deployment Effectiveness 

measurements/references to results 

Undertaking of outdoor activities  Editions in 2002 and 2003. 
Repeat expected in 2008 

Annual satisfaction survey of the CTC 
staff 
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CRITERION 3: PEOPLE Sub-criterion 3D 

Existence of a dialogue between staff and organisation. 

Internal communications plan 

FOCUS: The CTC describes two types of internal communication, vertical and horizontal. 

Vertical communication is carried out formally: 

- To the outside of the CTC through the periodic 
meetings between the Director and the 
Continuous Training Managing Director or the 
Rectoral team (see Introduction and 3b). 

- From management to the rest of the CTC 

through the twice-yearly meetings of the 
coordination team (see 3b) to share information 
which is then channelled through the 
coordinators to each group. The same channel is 
used to deploy the strategic plan (see 2c), the 
result of which is summarised in the general 

meetings (see 3b).  

- The annual satisfaction survey is a formal channel to know the opinions and suggestions of the CTC staff (see 
3a) (see 7a). 

Horizontal communication is carried out formally: 

- Fundamentally through the periodic meetings of each working group (see 3c) and the virtual communities 
created ad hoc or by revising the group indicators and procedures (see 2b). 

- By directories and documents shared by the group and that facilitate coordination. 

Informal communication is carried out both horizontally and vertically by e-mail (in general use) or personal 
contact. The suggestions box (see 5e) implemented to collect outside opinions also serves to document the CTC 
staff opinions and suggestions and serves as a basis for making improvement proposals. 

DEPLOYMENT: two general meetings are held annually, the coordination meeting is held weekly and the 10 

working groups hold meetings, generally fortnightly. 

E-mail is used generally among the centre's staff for both horizontal and vertical communication and to call 
meetings, agendas and to share out tasks. 

Since the start of 2008, Microsoft One Note has been used to share information and files (which can be updated 
by various people simultaneously), to prepare minutes of meetings, etc. 

ASSESSMENT AND REVISION: the annual staff satisfaction survey measures the effectiveness of the 

communications policy. This survey includes specific questions relating to the degree of knowledge of the 
mission, vision, objectives and strategic plan (8.3 in 2007 and 92.5% of staff satisfied). Top-down vertical 

communication from management and the sub-directorate to the rest of the staff in the centre is also measured 
(5.1 in 2007 and 65.8% of staff satisfied) as well as horizontal communication (6.3 in 2007 and 90.0% of staff 
satisfied). The following diagram shows a positive tendency in the various communication aspects measured. 

Additional foci that apply to this sub-criterion Deployment  Effectiveness measurements/references to 

results 

Forums for each working group in Poseidon 100% Daily forum entries for all groups 

 Vertical 
communication 

Horizontal 
communication 

Formally 
- Meetings of the 
management with the 
Managing Director 

- Coordination team 
meetings 

- Strategic plan 
- General meetings 
- Staff surveys 

- Working groups 
- People in more than 
one group 

- Virtual communities 
- Indicators and 
procedures 

- Sharing of documents 

Informally 
- Suggestions box 
- E-mail 

- E-mail 
- Personal contact 
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CRITERION 3: PEOPLE Sub-criterion 3E 

Reward, recognition and attention to the organisation's staff. 

Productivity-based incentives plan 

FOCUS: The application of the quality policy defined for the UPV management units, including the CTC, implies 

the consequent adjustment of the UPV's payment policy, aimed at strengthening payment for results. In 
accordance with article 37.1 of law 7/2007 concerning the basic statute for public employees, the UPV has agreed 
that complementary payments and the standards setting the criteria and general mechanisms for assessing 
performance, be determined and applied according to the Pegasus programme. 

The legal bases governing the UPV's PAS payment system include the supplement for productivity designed to 
reward the special performance in the undertaking of work posts, this being the instrument chosen by the UPV to 

accompany and pay results generated by the continuous improvement policy implemented in the CTC. The rest of 
the staff payment items (base salary, destination and specific supplements) refer to the structural character and to 
the level of difficulty of the work posts but not to the assessment of performance. The determination of the 
productivity supplement variable came into force in the UPV from 1 January 2008. 

The operation of the CTC necessarily implies that actions are generally assessed overall for all staff given that the 
work to be carried out by the CTC is assigned to it, not individually to each of its components (see mission and 

vision in the Introduction and 2d). Once the final assessment of the service is known, the supplement is 
distributed among the staff according to the time that each one has been connected with the service and the 
responsibility of each one in carrying out various tasks.  

For productivity purposes, the actions of the CTC staff are assessed with a double points system. Firstly, the 
amount of work carried out for the service is measured on the basis of indicators (see 2b), and secondly, the 
effectiveness or quality of this work is assessed and given points on the basis of the users' opinions (see 6a) with 

respect to the perceived satisfaction with the services provided. The measurement of the amount of work (activity) 
is based on the development of the Pegasus programme and is carried out using the unit activity index (IAu) 
obtained from the weighted aggregation of the process indicators (see 2b and Appendix 2). 

DEPLOYMENT: The assignment of the productivity variable to the CTC staff takes into account the percentage of 

the total salary assigned by the UPV to assess the activity of the management unit and to provide an incentive for 
improving management quality (α and β), and the total salary of the work posts in the CTC (Ms) and the 

contribution of each person in the CTC to the results of the service, and is carried out using the expression 
PVp=(((α•IAu•MSu•(MSg/ΣMSug))+(β•IQu•MSp/(Σ(IQu•MSu)/ΣMSu)))•δ. The value of the coefficient δ is an 

individual assessment made by the CTC management team (see 1.d). 

The activity and quality of the CTC are assessed at the end of the year and the entire process ends before 30 May 
of the following year. 

ASSESSMENT AND REVISION: The focus and deployment will be revised in 2010 by the UPV management and 

trade unions, assessing the mechanisms for measuring the amount of work, its quality and its effectiveness, the 

financing set aside for the programme (the increase of the amounts will be progressive from 2008 to 2012, from 
1.5% to 6%) and the method for assigning the productivity variable.  
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Additional foci applicable to 

this sub-criterion 

Deployment Effectiveness 

measurements/reference

s to results 

Emergencies plan  There are escape maps for the offices and 
classrooms at various points of the centre, 

showing the emergency routes and exits. 

7a-7b. The plan is revised 
by the UPV risks prevention 

service.  

Social benefits   All CTC staff benefits daily from the social 
benefits offered to all UPV staff: kindergarten, 
gymnasium, reservation of sports installations, 
parking, library, medical insurance, medical 

service, free graduate and doctorate studies, etc. 

7b 

Accessibility management system  100% on the services provided by the CTC 
comply with the DALCO requirements. 

7b- 8 
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CRITERION 4: PARTNERSHIPS AND RESOURCES GENERAL INFORMATION 

How do the external partnerships and the management of resources (mentioned in sub-criteria 4a-4e) 

contribute to the organisation's policy and strategy? 

 

The CTC's strategic planning has always included the management of partnerships and of resources as one of the 
fundamental keys for the development of its vision/ends and mission/objectives. Making the UPV a national and 
international university reference that offers continuous training of recognised quality is achieved only by being 
present in national and international networks that look for references among their members. Encouraging the 
university teaching staff is achieved only if the teacher feels involved in the training action and the peripheral 
services do not interfere with the teaching tasks themselves. The first part has been structured from the first CTC 

strategic plan (1993), searching for various levels of presence and involvement in continuous education networks, 
initially taking part in annual seminars, then participating in projects as a partner, promoting projects and new 
networks and, currently, participating in those projects that have a strong involvement with quality and innovation 
in continuous training management activities while continuing to participate as an observer in institutional 
networking activities.  

These partnerships in the networks have not excluded relations with the national and regional organisations 

promoting research and development projects. The final objective of participating in networks and generating 
capital relating to other organisations has been the undertaking of projects that have allowed personal financing to 
encourage innovation, the application of new technologies to management, and the management of information 
on training as one of the star products of the centre. The relational capital of the CTC has allowed it to request 
projects in these last 15 years which in turn, together with the resources extra resources provided to the 
university, have allowed personal financing which has supported the centre's activities and allowed the 

development of new products and services to generate satisfaction in our teachers and make them feel they are 
the true protagonists.  

The projects have been chosen because they allow innovation in the available technology and for the form of 
managing information and knowledge. National and international partnerships have given the centre extra 
resources to finance the Poseidon environment, among other applications, an application around which the 
promotion and sale of more than 1600 training sections per year have been based. The computer applications 

developed in these 15 years allow not only the encouragement of the over 1100 teachers in the UPV to participate 
in continuous training activities but also have allowed the UPV to become a reference among European 
universities that use total quality management tools daily.  

The centre's CRM allows the sending of a personalised bulletin based on the areas of technological interest of 
each client in the Poseidon system to be sent each week to over 70,000 clients entered in its database. The RSS 
developed in 2007 allows information on courses to be included in the PC desktop of our clients as they are 

entered in the Poseidon application. The CTC authoring tool (IFTA), the tools for generating surveys and contents 
(Budha) and the Delphi studies platform are examples of applications developed in specific aspects of the 
continuous training value chain that have allowed the UPV to become a European reference in the integration of 
information technologies in information and knowledge management. And the knowledge of the sector and of the 
needs of current and future clients is achieved through the relational capital, among other means, of the 
networking with universities connected with the UPV, the relationships with businessmen and managers and 

through formal benchmarking with the sector's groups of interest. The result of the centre's relational capital and 
of the interaction in networks and organisations is income is generated since 1995.  
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Projects National European Latin American Total (€) 

 

Income 

 

5,760,000 

 

2,180,000 

 

2,250,000 10,190,0001 

 

Results 

Authoring system 
(IFTA), Content 

management system 
(Budha), 
observatories, Web 
surveys system, CRM 

Poseidon , Delphi 
environment, RSS, 

Web-based TQM 
systems 

EFQM checklists, 
EFQM self-assessment 

matrices, training needs 
diagnosis systems 

(1: additional 
income for the UPV 

1995-2008) 
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CRITERION 4: PARTNERSHIPS AND RESOURCES Sub-criterion 4A 

Management of external partnerships. 

Presence and activity in national and international networks 

FOCUS: As a result of the UPV Continuous Training Centre's vision (ensuring that the UPV becomes a national 

and international university reference that offers continuous training of recognised quality; see Introduction), its 
presence and activity in national and international networks is a permanent source of benchmarking and learning 
(see Introduction to criterion 3), a mechanism that allows participation in European and international projects as 
well as forming platforms from which the UPV's quality image is projected.  

In the CTC's strategic plan (2006-2008) (see 2c) there is a specific strategy/tactic, "optimisation of the 
management of resources/optimisation of the monitoring and undertaking of projects," that serves as a reference 

framework for participating in international and national networks. The CTC has participated actively since 1992 in 

the EUCEN European network (European University Network for Continuing Education) and SEFI (European 

Society for Engineering Education), has participated since 1998 in the International Association of Engineering 

Education (IACEE) and, since 1999, in the activities of the AUIP (International Postgraduate University 

Association). The CTC is a founder of the RECLA network (Latin American and European Continuous Education 

Network, 1997) and of RUEPEC (Spanish Postgraduate and Continuous Education University Network, 2001) and 

has belonged to the boards of both since their creation. 

DEPLOYMENT: The CTC is involved in these networks in seven ways, depending on the commitment level 

needed for the development of its vision: participating in the annual seminars and meetings, proposing articles in 
the congresses, developing workshops for the participants, organising seminars and/or congresses in the UPV, 

participating in the preparation of books and participating on the boards of the various networks (see 8b1). 

 

Action SEFI EUCEN IACEE RECLA RUEPEC AUIP TOTAL 

Articles in congresses 9 - 18 2 - 3 32 

Books (chapters) 3 3 1 1 3 - 11 

Participation in seminars 16 10 4 13 8 5 56 

Design and development of workshops 8 4 4 13  2 24 

Seminar in Valencia 2002 2006 2003 2003 2001 2001 6 

Congress in Valencia 2004 - * 2014 - 2002  2 

Boards 1998-2004 2004-2008 1998-2008 1997-2008 2001-2008 - 5 

It should be noted that the 24 workshops and group dynamics organised were activities based on the 

benchmarking of the operational processes of continuous education management. These learning activities have 
allowed identification of 80 critical factors for success and over 400 best practices and recommendations in the 
practice and development of continuous education. The learning of these best practices has been the basis for 
preparing the centre's biannual strategic plans. 

ASSESSMENT AND REVISION: The activities carried out for generating relational capital for the UPV have 

resulted in participation in 33 projects (see 8b3) which, at the invitation of various European universities, have 
resulted in income of €4.49 million for the UPV CTC. With this external financing, the 16 technicians that form part 
of the 18 members of the current technical team in the UPV were chosen, contracted, proven and put into 
operation. The UPV the continuous training management corporate application (Poseidon;  see 4.c) was financed 
from European and national projects, both the computer personnel contracted for each project (equivalent to four 
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full-time people for nine years) and to provide service to each project through the application developed. Since 
2004, an average of eight invitations have been received per year to participate as partners in various European 
project proposals. Since 1998, the international activity has given rise to an annual average extra income of 
€449,000 for the UPV. 

Action SEFI EUCEN IACEE RECLA RUEPEC TOTAL 

Projects participated in 17 6 2 5 3 33 

Income for the UPV, € 2,000,000 120,000 60,000 2,550,000 *1 60,000 4,490,000 * 2 

 

Additional foci that apply to this sub-

criterion 

Deployment Effectiveness 

measurements/references to results 

Support services for other units in the UPV Extension of Poseidon to all 
UPV services 

Eight UPV services use the abolition (8000 
registrations per year) 

Consultancy to the Colombian government on 
continuous training 

SENA projects €2,400,000 income for UPV  (*1 included) 

3000 additional students 
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CRITERION 4: PARTNERSHIPS AND RESOURCES Sub-criterion 4B 

Management of the economic and financial resources. 

Continuous training financial resources management systems: income management 

FOCUS:  As a public university, the Universidad Politécnica de Valencia manages its 

economic and financial resources according to the Public Function Law and based on annual 
budgetary management coordinated by the centralised financial management service, which 
ensures its appropriate undertaking and annual auditing by an external organisation. 

In matters of continuous training, the UPV has set up a centralised income and 

distributed costs system. This means that all income from registrations, agreements and 

continuous training projects enters a single, centralised bank account coordinated by the 
Continuous Training Centre but costs are, however, decentralised so that each person 
responsible for an activity manages its budget individually using the Serpis corporate 
financial application. 

The Continuous Training Centre (CTC) is the university unit that identifies each income 
item so that it can be entered in the university's budget, classified by managing offices 
according to each person responsible for each item of income. 

CTC's objective regarding income management is to ensure that the person responsible 
for an activity has the necessary budget to manage its costs are as soon as possible. To 
meet these objectives, since 2002 the CTC has developed specific units in the Poseidon 

corporate application (see 4.c) that speed up the financial resources management activities in a 
coordinated way with the participants in the process: the teachers responsible for the 
activities and the university's financial, accounting and taxation management services.  

The system is coordinated with the university's financial management information systems 
to control the state of the specific keys and possible recognition of rights regarding various 
activities. 

It also allows each person responsible for a training activity to see the totals paid in each month and those 
pending in the current month (including details of each item of income) by Web. This information is available since 
the paid income item is located. 

DEPLOYMENT: Currently, the system updates the bank income statements and notes through electronic files 

(CSBs) of the payments of receipts (CSB57), standing orders (CSB19), payments with Visa (including over the 

Internet) (CSB1) and account statements (CSB43). The items of income are then matched, identifying personally 
each student or company making a payment from among the receipts or 
invoices issued. Finally, a monthly balance is made of the income and the 
monthly totals for each management office are sent electronically to the 
financial management service for inclusion in the budget. 

This system allowed the management of over 19,000 income items in 

2007, paying in more than €10 million for continuous training activities 
(see 9.a1). 

ASSESSMENT AND REVISION: In accordance with the objective 

described in focus, the period for identifying income items was revised, 

with the number of unidentified income items for the month dropping 
from 4.53% in 2004 to 1.71% in 2007. 

Improvements to the computerised management system included the 
improvement of the control over standing orders and returns (2003) and 

the automatic handling of payment or return for Visa by Web or TPV (2008). Currently it is collaborating with the 
financial management service to make partial balances at less than one month. 



   

 

CASE STUDIES UNIVERSIDAD POLITÉCNICA DE VALENCIA 

www.uniqm.net  |  grant agreement: 2007-2402/001-001  |  project number: 133830-LLP-1-2007-1-ES-ERASMUS-EMHE | info@uniqmproject.com 

European University Quality Management Tools for LLL (UNI-QM) 

50 | 146 

Additional foci that apply to this sub-criterion Deployment  Effectiveness 

measurements/references to 

results 

Economic justification of projects  100% 100% automation of the justification 
process. 
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CRITERION 4: PARTNERSHIPS AND RESOURCES Sub-criterion 4C 

Premises, equipment and materials management. 

Premises, equipment and materials management 

FOCUS: The Continuous Training Centre is aware that one of the key factors of innovative and quality training 

(see mission and vision in the Introduction) involves the use of modern premises, the latest generation technology 
and multi-use computers with sufficient properties to allow the training to be developed according to the constant 
change in technological trends on the market. On the other hand, management effectiveness is to a large extent 
based on the optimisation of the available technological resources. 

Currently (2008), in the administration area, the CTC has 38 desktop computers and 17 laptops, each with a flat 

screen and uninterruptible power supply, nine servers, seven printers (one in colour), two photocopiers, one fax 
machine, six scanners, four ceiling and two portable projectors. In the classrooms area (nine classrooms and 
seven computerised rooms), each has a system connected to a projector for the teacher and the computing 
rooms are equipped with 24 computers (a total of 194 computers). 

To manage the installations (in both classrooms and administration; see installations information in the 

Introduction) and the equipment described above, the Continuous Training Centre has a group of people forming 
the Infrastructure and Classrooms Group (see 3c), the function of which is to ensure the good operation of the 
computer equipment and to develop and maintain the computer applications that reduces faults and increases 
the availability of the machines in the service to provide the CTC staff with the necessary computer resources for 
carrying out their functions correctly. 

DEPLOYMENT: In July 2000, after the Continuous Training Centre installations moved to a larger building, the 

number of classrooms and the number of computers increased. This change involved moving from managing one 
classroom to 15. Additionally, in August 2004, a new classroom was created to give the current total of 16. The 
classrooms are managed using updated timetables supported by the centre's information system (see 4e) and 
using multicast technology for the bulk installations/updates. 

All the computers are renewed every four years, in 2004 and recently in 2008. The obsolete equipment is sent in 

batches through the Vice Rectorate for Development Cooperation to underdeveloped Latin American countries. 

All the equipment (computers, printers, fax machines, projectors, etc) have maintenance contracts that in some 
cases ensure service continuity even in the case of faults and in others, a quick response of less than 24 hours. 

Backup copies of the centre's information volumes are made automatically every day and weekly and monthly 
copies are kept as well as logs for various years. The backup information is stored in external disks for easy 
adaptability between systems in the event of contingencies. 

ASSESSMENT AND REVISION: The suitability of resources, environmental conditions and technology are 

assessed annually in the staff satisfaction survey with an average of 7 (73.4% satisfied) being obtained in 2008 
(see also 7a3). Incidents are collected in a computer application that allows the measurement of the service's 
performance and the degree of availability of computers. 1200 incidents were attended to in 2007.  
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Additional foci that apply to this sub-criterion Deployment 
Effectiveness 

measurements/references to results 

Obsolete equipment replacement plan 100% Speed up the changing of computers. 

Implementation of a new application for undertaking 
the bulk installation of computers. 

100% 
Reduce installation and maintenance 

times. 

Accessibility. 10% 
Participation in the UPV accessibility 

plan started in 2007. 

Identification of classrooms with famous people from 

Valencia and presentation of their biographies in 
Spanish and English. 

100%, 16 

famous 
people from 
Valencia 

Society criterion. 



   

 

CASE STUDIES UNIVERSIDAD POLITÉCNICA DE VALENCIA 

www.uniqm.net  |  grant agreement: 2007-2402/001-001  |  project number: 133830-LLP-1-2007-1-ES-ERASMUS-EMHE | info@uniqmproject.com 

European University Quality Management Tools for LLL (UNI-QM) 

53 | 146 

 

CRITERION 4: PARTNERSHIPS AND RESOURCES Sub-criterion 4D 

Technology management. 

Reduction of paperwork and improved access to information: document management system 

FOCUS: Faced with the need to reduce the amount of paper and improve access to information, the setting up of 

a document management system was planned in 2004, integrated into the Poseidon continuous training integral 
management system (see 4e), allowing any document to be scanned and attached from various points in the 
centre (five scanners) and obtaining very significant benefits such as: 

Reduction of salary costs 

• Speeding up the time to locate and retrieve documents since they are accessible from the work post itself. 

• Reducing the time for handling and managing files. 

• Reducing distribution costs since they can be sent by e-mail, eliminating costs of messengers, fax, etc. 

Reduction of administrative costs 

• Reducing the space required for storing physical files. 

• Eliminating duplicated documents. 

• Reducing file material since both paper lists and copies are eliminated. 

Reduction of lost opportunities  

• Extending the document preservation capacity. 

• Increasing control and security, restricting access to documents to a limited number of users including access 

levels for various types of documents. 

DEPLOYMENT: The development of a document management system was started at the beginning of 2004 by 

the Information Systems Group, thinking of a centralised, fast, integrated and user-friendly system for recording 
entries and exits. Once tests had been carried out and a stable and functional system obtained, a prototype was 
put into operation with a person responsible for scanning all the centre's documents. New scanners were 

incorporated slowly for various people as the use of the document management system increased, reaching five 
personal scanners and a general one for use by anyone in the centre.  

ASSESSMENT AND REVISION: Systematic control of the use of the system, reaching 95% of records with 

scanned documents in 2006 and a reduction to 88% in 2007 due to the incorporation of a large number of 
scanners (see 8b2). The annual calculation of the number of pages of documents in the record is of the order of 

21,000 paper pages saved each year. 

Given the benefits obtained from the use of the document management system, it has been incorporated into new 
sections of Poseidon: academic files, financial management, courses, resources management, suggestions/non-
compliances, etc. In 2005, all of the students academic records that had been stored were scanned for availability 
in electronic format and for incorporation automatically into the system, with 14,130 files now being available and 
eliminating all stored paper, some 9000 pages each year. 
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Additional foci that apply to this sub-criterion Deployment 
Effectiveness 

measurements/references to results 

Re-installation of service with Linux operating system 
to increase its useful life and service quality. 

100% (2008) Increased applications activity time, 
reduction of incidents and system 
failures and collection of the 
information systems indicator data. 

Creation of a system to handle suggestions/non-
compliances. 

100% (2008) Facilitating the management and 
handling of suggestions/non-
compliances, reducing handling time. 

Monitoring of systems. Creation in 

2007 and in 
full operation 
at the start 
of 2008. 

Reduction in information systems 

personnel reaction time so that the 
time for which the systems cannot be 
used is the shortest possible. 

Re-installation of service with Linux operating system 
to increase its useful life and service quality. 

100% (2008) Increased applications activity time, 
reduction of incidents and system 
failures and collection of the 
information systems indicator data. 
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CRITERION 4: PARTNERSHIPS AND RESOURCES Sub-criterion 4E 

Information and knowledge management. 

Poseidon: UPV integrated continuous training management information system 

FOCUS: The UPV integrated continuous training management information system (Poseidon) was developed 

internally and to measure since the start of the centre itself. Coinciding with the challenge of implementing 
the euro, a new application was introduced using a more ambitious data model and totally 
Web oriented in order to reduce the work post hardware requirements and 
to make access possible from any site connected to the Internet. 

A software development model was chosen in which the persons dedicated 
to creating new modules and maintaining existing ones are also involved in 

the groups in the organisation (see 3.c) so that they know the 
requirements of the application's users at first hand. The purpose of 
this is to achieve a high adaptability of the information system and 
complete client orientation to achieve an integrated application that 
covers all the organisation's processes. 

The Poseidon database is updated with the data entered by the CTC staff 

and is visible to the organisers and students in real time from the 

Telegestión Web module which each organiser can use to query the state 

of courses, students, payments, surveys, etc. The students can look up the 
UPV continuous training curriculum with full information on the course, the state of their 

certificates, etc. 

Virtual secretaries have been developed since 2006 to serve the groups with a large continuous training offer. 

This is a model in which the users can not only consult the state of their courses but may also enter data on 
registrations, create receipts, etc. There are currently 18 secretaries operating. 

DEPLOYMENT: Poseidon development started in 2001 using the base implemented for distance training courses 

in the Interf@d project in 2000 (see 4c) (see 8b3). Its use started on the first working day of 2002 (the arrival of the 
euro) and was completely functional for registration and payment. 

Since then, and within the continuous improvement process (see 1b and 5b), various modules were implemented 
as shown in the attached table on the basis of the suggestions of the CTC staff, due to changes in regulations for 
the environment, or because of the introduction of technological improvements. An important part of the training 

in the welcome courses for newly hired centre staff (see 3c) is the basic concepts of the Poseidon application. 
Training is also organised for the secretaries who will use the virtual secretaries. 

ASSESSMENT AND REVISION: In the annual survey of the course organisers, they are asked their opinion 

regarding the information that they can obtain from accessing Telegestión. An average rating greater than 7 is 

obtained every year, which is the objective, with 92.2% (2008) satisfied with the application. Regarding the CTC 
staff, their satisfaction is evident, especially considering their participation in the proposal of improvements and 
the speed with which the updates are put into operation. 

Additional foci that apply to this sub-criterion Deployment   Effectiveness measurements/references to results 

Customer Relationship Manager (CRM) 
integrated in Poseidon. 

100%  Over 70,000 records authorised. 

Adaptation of the centre's CRM to the Valencia 
regional SENA project. 

100%  3200 Columbians recorded in the CRM. 

POSEIDÓN

TELE
GESTIÓ

N

SECRETARÍA

VIR
TUAL
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CRITERION 5: PROCESSES GENERAL INFORMATION 

Give the main groups of clients and markets of the organisation and the processes related to them. 

The following table shows the processes associated to the groups of clients (see Introduction) and the specific 
services offered to each one. A more complete table on the processes can be found in Appendix 2. 

 

 PDI organisers Students 
Companies and 
organisations 

Management of 
university diplomas 

Support for handling TP 

TP technical secretariat 
Attention to TP student  

Management of specific 
training 

Advice on setting up an FE course Attention to FE student  

Management of on-
demand training 

Handling of training agreements and 
sponsorships 

Technical secretariat for agreements, 
PSFs, sponsorships and subscribing 
centres 

 

Handling of agreements 
and sponsorships at the 
request of an 
organisation external to 
the UPV 

Conferences and 
congresses technical 
secretariat 

Support for the organisation and 
arrangement of technical conferences 
and congresses 

Attention to the participant 
in conferences and 
congresses 

 

Training projects 
technical secretariat 

Advice on training projects 

Economic justification of training 
projects 

  

Continuous training 
certification 

Support for issuing TP and 
certificates 

Attention to the student for 
issuing university diplomas 
and certificates 

 

Continuous training 
assessment 

Planning, surveys and issuing of 
assessment reports on the 
continuous training courses 

  

Non-teaching logistics 
management 

Reservation of CTC classrooms 

Maintenance of CTC classrooms 
  

Continuous training 
marketing 

Advice on marketing services Continuous training offer  

Continuous training 
income management  

Identification of the continuous 
training income 

Entry of specific keys 

Handling returns  

 

 

Describe the organisation's products and services. 
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The continuous training products offered by the Universidad Politécnica de Valencia are classified as follows. 

• The university diplomas are cyclical programmes with a high level of specialisation aimed at graduates 

and other professionals with wide employment experience. They include the Master programmes lasting 

at least 500 hours and aimed at graduates, the university specialist, with a minimum duration of 200 

hours and aimed at graduates, and the professional specialist lasting at least 400 hours and aimed at 

professionals. 

• The specific training courses are more specific and shorter programmes aimed at people who wish to 

perfect or update their knowledge of a specific subject. 

• The congresses, conferences and events are based on scientific and/or technological teaching and are 

designed to review the state of the art of a specific question relating to the UPV's technical, scientific, 
cultural or artistic values. They are organised together with the Innovation, Research and Technology 
Transfer Support Centre (CTT) to which the CTC provides technical, logistic and marketing support for the 

activity and publishes materials. 

• The on-demand courses are offered directly to companies as a response to their direct requests and are 

given by teachers chosen by the university for their employees. 

The services of the organisation are listed in the above table by their clients. The table can be seen in Appendix 2 
for further information on the processes and their division into services. 



   

 

CASE STUDIES UNIVERSIDAD POLITÉCNICA DE VALENCIA 

www.uniqm.net  |  grant agreement: 2007-2402/001-001  |  project number: 133830-LLP-1-2007-1-ES-ERASMUS-EMHE | info@uniqmproject.com 

European University Quality Management Tools for LLL (UNI-QM) 

58 | 146 

 

CRITERION 5: PROCESSES Sub-criterion 5A 

Systematic processes design and management. 

Process-based management in the CTC 

FOCUS: The CTC has defined a process-based management system 

in its processes map (see 2.d), organised in working groups (see 3.c) to 
match that organisation by processes, thus optimising the total 
performance of the system in all its aspects. 

The CTC has defined 10 key processes with 36 associated procedures 
and 22 services defined (see table in Appendices). 

For each process, the process name, its description, owner, start and 

end of the process, users, suppliers, participants and user 
expectations are defined together with a flow chart detailing the 
phases in the process and sometimes complemented with procedures. 
For each process the services provided have also been defined as well 
as the indicators associated with each one. 

DEPLOYMENT: The definition and documentation of the CTC 

processes started from the beginning in matters of quality in 1997 with 
the identification of 16 procedures at the start of 1997 that were 
documented during the 1997-1998 course following the directives of 
the ISO 9002:1994 standard (see attached illustration). Since then, the 

definition of the processes has developed greatly in both the number 
of processes and their documentation. 

From 2000, the UPV chose the EFQM model as a Quality Management 
System for its university services and the CTC changed its systems to 
adapt them to this new model, more in agreement with a philosophy of 
user service and continuous improvement. Since then, the CTC has 
started to re-adapt the processes, defining the processes map for the 

first time in 2002 and changing the documentation model (see 
attached illustration).  

In 2006 the university started the programme to improve the 

management of the administration and the university services 

(Pegasus), in which the CTC participated together with 20 other 
services in the first phase in order to define the key processes in the 
service. In this phase, the CTC again re-adapted its key processes to 
the Pegasus requirements definition and was validated institutionally in 
February 2007 (see Appendix 3). 

The working groups (see 3.c) are the main means for defining and 
updating the processes. For each process, this involves a) identifying 
procedures needed for the work; b) defining and documenting these 
procedures, creating a flow chart and editing their phases; and c) 
defining associated indicators. All of this is supported by the quality 
group that sets the methods and formats and ensures the coherency 

of the system. 

ASSESSMENT AND REVISION: The design and management of the 

CTC's processes was certified according to the ISO 9001:2000 
standard in July 2006 and was evaluated according to the EFQM 

model with 53 points in criterion 5a, 67 points in criterion 1.b and 52 

 

(CTC processes 1998-2000) 

 

CTC processes (2002-2006) 

 

Pegasus processes (2006) 
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points in 2d in the FVQ assessment in 2005. 

The activity and performance of the processes are evaluated continuously in the systematic revision of indicators 
(see criterion 2.b); the results can be seen in criteria 6,7,8 and 9. 

Additional foci that apply to this sub-criterion Deployment 
Effectiveness 

measurements/references to results 

Distance training process (area approved in July 
2008) 

20% 100% in January 2009 
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CRITERION 5: PROCESSES Sub-criterion 5B 

Introduction of improvements needed in the processes by innovation to fully satisfy clients and other 

groups of interest, generating greater value each time. 

Use of internal and external tools to implement improvements in service management 

FOCUS: One of the CTC's objectives is the continuous 

improvement of the centre's management processes (see 
1b). The improvements come from three lines of action, the 
strategic plan (see 2c), working groups (see 3c) and 

innovation projects (see 4a). These three lines require 
resources or tools for: 

• Implementing improvements in the processes that 
define the organisation's services (5a). 

• Implementing improvements in the strategic plan that 
affect the centre's staff (3a). 

• Implementing improvements in the centre's information 

systems (4e). 

• Implementing improvements in the processes for 

measuring client satisfaction (5e; 6a). 

• Implementing improvements in the processes for 

planning external partnerships (4a). 

DEPLOYMENT 

Lines Description of 

improvements 

Implementation of improvements 

Coordinati
on team 

Improvements in the 
management of the service 
arising from the strategic 
planning of the organisation, 
the revision of indicators and 
the external partnerships 
formed. 

Weekly coordination meetings to discuss the management of the services and 
results of objectives that affect the organisation. 

Participation in Pegasus programme (since 2006) to assess the quality of the 
service, relying on the 2007-2014 UPV strategic plan. 

Working 
groups 

Improvements in the 
processes that develop and 
define the centre's services 
provided by the staff. 

University Diplomas Group. The virtual secretaries were implemented to speed 
up the registration process and the issuing of certificates (2002-2004). 

Marketing group. Implementation of a tool for communication to the university 
community on the courses offered by the CTC by areas of interest. Monthly 
electronic bulletin (since 2006). 

Innovative 
projects 

Participation in innovative 
training projects nationally 
and internationally, allowing 
the adaptation of the service 
to new trends, redesigning 
the processes and 
associated training. 

Creation of an information and knowledge management system. Project 
Interf@d (1998-2002). 

Implementation of tools for managing quality in the university's continuous 
training (continuous training centres self-assessment matrix) aided by 
participation in projects such as Alfa II-0180-A (2002-2004), Project Daete 
(Atlantis) (2006-2008), Project UNI-QM (Lifelong Learning Programme) (2007-
2009). 

MEJORAS A PARTIR 
DE DATOS 

ESTRATÉGICOS

Equipo de 
Coordinación

Planificación 
Estratégica

Revisión de 
indicadores

MEJORAS A PARTIR 
DE GRUPOS DE 

TRABAJO

Revisión de 
procedimientos

Buzón de quejas y 
sugerencias

Encuestas

MEJORAS A PARTIR 
DE PROYECTOS 
INNOVADORES

Desarrollo de 
proyectos 

innovadores

Mejora de la 
Tecnología

Experiencias 
Piloto

MEJORAS EN 
LOS PROCESOS
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ASSESSMENT AND REVISION: All these improvements made in the processes that define the CTC's services 

have an important effect on the overall results of the organisation (9a). These are the results of the method, 
revision and updating of the improvements through: 

• The management and coordination teams holding periodic meetings to assess and manage the centre's 

actions according to the strategic planning through tools such as internal and external analyses and the 
revision of the centre's indicator system (2c).  

• Through the fortnightly group meetings to carry out the actions in the strategic plan and to update 

procedures and improvements made, monitoring indicators, etc (3a), (2c), (7b). 

• The assessment and revision of the improvements and setting up of pilot tests if necessary as a result of 

the usual communications channels between staff and organisation (3d) and by training if necessary (3b).  
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CRITERION 5: PROCESSES Sub-criterion 5C 

Design and development of the products and services based on the clients' needs and expectations. 

Use of group decision methods to design training programmes 

FOCUS: To develop successful, innovative and quality training products (see mission in Introduction) the CTC 

bases itself on: 

• The clients' and society's needs and expectations, both current and future, obtained from the training 

needs observatories (see 2a) and group decision methods. 

• And the improvements and innovation from projects carried out that have allowed the use of new and 

innovative technological means such as the Delphi and multi-criteria platforms (computer tools for group 
decision-taking) (see 5b). 

The group decision methods are based on the use of computer tools (Delphi platform) to generate debates and 

synergies between experts in a specific theme. In the case of the search for the "most successful training 
programme," a group of training experts reports in the system and another group of experts (evaluators) and 
users (potential students and companies) then assess the reports, considering various indices proposed in various 
rounds until they reach agreement (Delphi method). In the last stage, a multi-criteria analysis is made based on 
three indices: demand index, quality index and strategic prospective index, the result of which is the arrangement 

of training proposals that match the demand. 

DEPLOYMENT: In the three editions carried out within the agreement with the Fundación Biodiversidad (2001, 

2002, 2004), a total of 267 training proposals were generated (150 in 2001, 111 in 2002 and six in 2004) in 

environmental matters, assessed by a total of 85 experts and external companies such as SGS Tecnos and for 
technological institutes in the Region of Valencia. On subsequent occasions, the Delphi application and the multi-
criteria analysis module have been developed and improved. This experience has created a working method that 
is to be replicated in other areas as well as the environmental one. 

ASSESSMENT AND REVISION: As a result of the assessment, 34 training actions have been given (three courses 

in 2001, 42 courses in 2002, 20 courses in 2004, 20 courses in 2005, 20 courses in 2006 and 15 courses in 2007) 

and 2419 professionals have been trained in the Region of Valencia. The satisfaction with the training offered and 

the employment impact have been measured. Regarding the satisfaction, the attendees were surveyed at the 

end of the course and after six months. The results of the surveys were used as a tool to improve the training 

offer. Two questions were considered in the survey relating to the general assessment of the course: the 

general meeting of expectations with respect to the course and, secondly, as a quality indicator, a question as to 
whether the course will be recommended (see graph). The results show that the trend is maintained in all the 

periods considered in both aspects, both the system and is being located around 4. To measure the employment 

impact, a model was designed that responds to the 

causal relationships that arise such as the following 

hypotheses (diagram on the left): 

1. The effect of the participants' satisfaction level 

generates an impact in the environmental training 

professionals in small and medium companies. 

2. The effect of the level of satisfaction of employers 

generates an impact in the environmental performance 

of small and medium companies. 

The training given generates effects in society, obtained 
from both the management of satisfaction and of the 
impact, shown in criterion 8. 

Capacidades 
ambientales en 
profesionales 
de las PYME 

Desempeño 
ambiental de 

las PYME

Oferta formativa

Nivel de satisfacción 
de participantes

Nivel de satisfacción 
de empleadores

+

+

+

+

+

+

+

Género

Edad

Nivel 
académico

Número de 
cursos realizados

Puesto de trabajo 
en Medioambiente

Experiencia en 
formación online
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CADENA DE RESULTADOS
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+
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Additional foci that apply to this sub-criterion Deployment 
Effectiveness  

measurements/references to results 

Suggestions box 80% See 5e/8a 

Service satisfaction surveys 
100% 

(since 2003) 
See 6a 

Customer Relationship Management in Poseidon 
100% 

(since 2001) 
See 5d/8b 
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CRITERION 5: PROCESSES Sub-criterion 5D 

Production, distribution and attention service for products and services. 

Customer Relationship Management integrated in Poseidon 

FOCUS: One of the key processes in the Continuous Training Centre is that of “continuous training marketing” 

(see 2d and Appendix 3), the purpose of which is to make the UPV continuous training products and services 
known to potential clients.  

The Poseidon corporate application (see 4e) was designed from the 
start as a CRM tool. CRM means Customer Relationship Management 
and involves a management model based on the client's needs. In 
order to know the clients' needs in depth, it is necessary to prepare as 

complete as possible a profile to offer them the courses they really 
need. With this philosophy, a client record has been defined in 
Poseidon containing, a) their personal data, b) their curriculum as 
students and links to the courses, c) information on their receipts and 
registrations and the courses for which they are on the waiting list, d) 
curriculum as teacher or organiser and links to the courses, e) 

certificates obtained and dates issued, f) areas of interest to focus the 
information on the offer most suitably and, g) the courses they consult 
and even which keywords they enter in the search engine.  

Special mention must be made of the "areas of interest" where each 
client, after registering for the course or accessing its file from the Web, 
identifies voluntarily the training areas in which he or she is interested 

(from 35 areas) (see Appendix 1). The training offer is also classified by 
areas of interest so that the electronic promotion through the bulletin is 
customised to the interest of each person, sending details of only the 
courses that belong to the chosen areas of interest. 

The electronic bulletin (see attached illustration) is sent weekly to everyone who has marked areas of interest (only 
to those who request it explicitly) with the offers of courses that match in their areas and that will start in the 

following month. The bulletin has an introductory section, a second section containing news and then a list of 
courses, dates and times. More information on a course can be obtained through a link and if the course is of 

interest, the user can register for it online. 

DEPLOYMENT: In 2007 there were 46,000 records with e-mail and chosen 

areas of interest that accounted for 50% of the e-mail registrations. The 

annual growth of registrations with areas of interest for promotion has been 
constant, with those in 2007 being 30% more than the previous year. The 
issuing of the personalised bulletin started in 2006 and reached its 145th 
edition in October 2008. In December 2007, 169,000 messages were sent.  

ASSESSMENT AND REVISION: Each year, the growth rate is set at 5000 

new registrations with data of interest for promotion, an objective that has 
been achieved since 2004 (see graph). To assess the effectiveness of the 
bulletin, a record is kept of the bulletins read (67% of those sent in 2007) 
and of registrations made through it (19,088 registrations in 2007), 52% of 

the registrations were for courses promoted through the bulletin. This number of students created a total income 

(in 2007) of €766,453. A direct result of the promotion is the increased number of students aware of the courses 
on offer and, as an end result, an increase of registrations (see 6b) as well as increased student loyalty that 
exceeds 25% and means an additional 500 "repeat" students each year (see 6b). 
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The Web site and its sections as well as some specific courses are monitored by Google Analitics (see Appendix 
4), a utility that provides information on the number of accesses, their origin, duration, times and dates of access, 
etc. All of this allows the promotion to be matched to the users' customs. 

Additional foci that apply to this sub-criterion Deployment 
Effectiveness 

measurements/references to results 

Attention and training orientation for companies 100% 

Number of companies and on-demand 
courses 

(6b and 9a) 

Virtual secretaries 100% 18 
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CRITERION 5: PROCESSES Sub-criterion 5E 

Management and improvement of relations with clients. 

Complaints and suggestions box and improvement actions 

FOCUS: In the revision of non-compliances in the revision of the ISO 9001 audit in November 2007, it was 

considered convenient to provide an automated record of these for monitoring. After the audit, the requirements 
were analysed and a Poseidon module was designed and 
implemented to manage the complaints and suggestions 
box and to monitor non-compliances and corrective 
actions. 

The suggestions box contains a record with the following 

data: 

• Title and description of the 

suggestion/complaint/greeting. 

• Type: suggestion/complaint/greeting 

• Origin: Web site, Pegasus mailbox, in person, e-

mail, etc. 

• Reply e-mail and contact data if they exist. 

• Entry date. 

• Group responsible for the resolution and 

assignation date. 

Once the working group responsible for its resolution has been assigned from among the groups in the CTC (see 
3c), it describes the actions carried out and answers the user, the date of the reply and resolutions being 

recorded. The person responsible for the mailbox then revises the closed complaints and suggestions (the date is 
updated) and the resolved incidents and monitors those that are pending. 

Normally, a complaint or suggestion is resolved with an immediate action (corrective action) which is recorded in 
the record. However, after analysing the various types of complaints or suggestions, normally because of their 
repetition, improvement actions may be defined (preventive actions) that respond to various suggestions or that 
have been formulated by a working group, by a strategy in the strategic plan or by a non-compliance in the audit, 

etc. 

Improvement actions also have a description and are then divided into tasks assigned independently to various 

working groups. When all the tasks have been finished, and the preventive action thus terminated, the setting up 
of this improvement is reported to the users who made the associated suggestions, based on their initial 
contribution in the mailbox, among others. 

According to the UPV's postgraduate studies regulations, the CTC's functions include that of "monitoring courses 
under way, their teaching suitability, etc." For this, continuous assessments of the university diplomas are made, 
assessing the modules/courses, teachers who give them and in general with satisfaction surveys. These 
assessments are intended to ensure the development of the qualification from the students' perspective, 
identifying warnings that may arise and taking suitable measures to satisfy the students' complaints. 

DEPLOYMENT: This automated complaints, suggestions and improvement actions module was set up in January 

2008. The mailbox part is already fully operational and the improvement actions part is in the testing phase. From 
the latter, three improvement actions have been introduced based on repeated suggestions (problems with the air 
conditioning and the telephone exchange which are under way and another referring to the format for sending 
bulletins, already resolved). It is expected that this part will be 100% active in December 2008. 
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By responsible groups, 62% refer to specific training, 10% to certification, 8% to university diplomas and 6% to 
marketing. The rest (14%) is divided among the rest of the working groups. 

ASSESSMENT AND REVISION: Since its start in February 2008, 178 

consultations/suggestions/complaints/greetings have been received, of which nine (5%) were received by e-mail, 
nine (5%) were received in person or in writing, seven (4%) come from the Pegasus programme mailbox and 153 

(86%) were received from the CTC Web site mailbox. By types, 116 were queries (65%), 17 (9%) were 
suggestions, 35 (19%) were complaints and seven (4%) were greetings. It should be noted that although it is 
called the complaints and suggestions box, people use it to request information (consultations). With regard to 
resolution, eight (4%) remain unresolved and the remaining 170 were resolved and closed. 

 

Additional foci that apply to this sub-criterion Deployment 
Effectiveness 

measurements/references to results 

University diplomas quality assessment report 
Annual since 

2006 
Ranking TP 2006, 2007 

Organisers satisfaction surveys 
Annual since 

2003 
See 6a3 

Pegasus suggestions box Since 2007 See 8a 
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CRITERION 6 - 9: RESULTS GENERAL INFORMATION 

General results trends 

In general terms, the indicators show positive trends during the 5-6 years they represent and results have been 
kept above 7 in satisfaction surveys. The development of continuous training is positive compared to the 
development of regulated first and second cycle education that is established. There are no consolidated data for 

the continuous university training sector in Spain although a study is carried out every two years, The University in 
Figures, giving entry data, in which UPV is positioned among the first six in Spain in all cases. 

Segmentation of results 

All of the results are segmented by type of course and by year, which allows a more detailed analysis to made of 
the development of each type of course. More complete results with a monthly frequency can be obtained in real 
time through the Poseidon indicator system. 

Cause/effect relations and cross references that can be set up between the facilitating agents and the 

results shown in the following pages. 

 

Criterion Subc. 6a 6b 7a 7b 8a 8b 9a 9b 

A                 

B                 

C                 

D                 

1 

E                 

A                 

B                 

C                 

2 

D                 

A                 

B                 

C                 

D                 

3 

E                 

A                 

B                 

C                 

D                 

4 

E                 

A                 

B                 

C                 

D                 

5 

E                 
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CRITERION 6: RESULTS BY CLIENTS Sub-criterion 6A 

Perception measures  

 

Graph 6a.1 

 

Graph 6a.2  

 

Trends: Results kept above the objectives 

Objectives: Satisfaction greater than 7.5 (Likert scale 4-5) 

Segmentation:  

Comparisons:  

Foci: 1a, 2d, 4e 

Trends: Results above the objectives. 

Objectives: Average satisfaction greater than 3,5 (Likert 1-5) 

Segmentation: CTC/UPV 

Comparisons: Results greater than the UPV average 

Foci: 1a, 2d, 4e 

Graph 6a.3  

 

Trends: Variable around the objective.  

• Registration: Results kept above objectives 

• Surveys: Results above objectives 

• Classroom reservation: Improving annually 

• Certificates: Results above objectives 

• Promotion: Improving annually 
Objectives: Satisfaction greater than 7 

Segmentation: Satisfaction with each of the CTC's main 
services 

Foci: 1a, 2d, 4e 

Graph 6a.4  

Satisfaction survey on the services provided by the 

administrative units and the UPV management 

 

Trends: The first survey was carried out in 2008. The results 

of the survey implied the delta within the framework of 
variable incentives planned by the management (3e) 

Objectives: Satisfaction greater than 7 

Segmentation: Satisfaction with the CTC's services defined 

in Pegasus 
Comparisons: Comparison with the UPV satisfaction 

average. Comparisons with other administrative units in the 
complete report and by groups. 

Foci: 1a, 2d, 3e, 4e 
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Additional results Segmentation Trends Objectives Comparisons Causes 

Mystery client 
service letters 

CTC services 
A single 

measurement, 
positive 

Comply with 
schedule 
objectives 

With other 
"mystery clients" of 

services 
Criterion 5 
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CRITERION 6: RESULTS BY CLIENTS Sub-criterion 6B 

Performance indicators 

 

Graph 6b.1  

 

Graph 6b.2 

 

Trends: Continued growth above the objectives 

Objectives: Sustained annual growth of 7% since 2002 

Segmentation: Students for each type of course/academic 
course 
Comparisons: 1st and 2nd cycle students (DNI) of the entire 

UPV decrease while continuous training increases 
Foci: 1a, 2d, 4e, 5d 

Trends: Continued growth above the objectives 

Objectives:  500 more students repeating each year 

Segmentation: New students and those who repeat 
receiving continuous training/academic course 
Loyalty: Loyalty around 25% since 2001 

Foci: 1a, 1b, 2a, 2d, 4e, 5d 

Graph 6b.3 

 

Graph 6b.4 

 

Trends: Continued growth above the objectives 

Objectives:  10 more companies repeating each year 

Segmentation: New companies and those who repeat the 
request for on-demand courses/annual 

Loyalty: Continued loyalty above 40% since 2002 

Foci: 1a, 1b, 1c, 2a, 2d, 4e 

Trends: Continued growth above the objectives 

Objectives:  25 more organisers repeating each year 

Segmentation: New organisers and those who repeat 
organising Continuous training/academic course 

Loyalty: Continued loyalty above 50% since 2001 

Foci: 1a, 1b, 2a, 2d, 4e 
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 2007 

The training action has increased my knowledge 
and/or skills 

7.2 

Undertaking this course has allowed me to carry out 
my work better 

6.6 

The course content have practical application in my 
work post 

6.5 

The time and duration of the training action was 
appropriate 

7.4 

 

CRITERION 7: RESULTS IN PEOPLE Sub-criterion 7A 

Perception measures 

 

Graph 7a.1 

 

Graph 7a.2 

 
Trends: Results kept above the objectives except in 2007 

Objectives: Satisfaction greater than 7 

Foci: 1d, 2b, 3c, 3d, 3e 

Trends: Results can be improved. During 2007 satisfaction 
with expectations was 6.7 in the course-specific survey (see 
7a.4) 
Objectives: Satisfaction greater than 7 

Foci: 1d, 2b, 3b, 3c, 3d, 3e 

Graph 7a.3  

 

Graph 7a.4 

Satisfaction and use of the training given by the CTC 

staff in 2007 

Trends: Results kept above the objectives except in 2007 

Objectives: Satisfaction greater than 7 

Foci: 1d, 2b, 3c, 4c 

 

Trends: Only the measurement for 2007 is available 

Objectives: Satisfaction greater than 7 

Segmentation: Everyone taking a course receives the 

survey at the end 
Foci: 3b 
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CRITERION 7: RESULTS IN PEOPLE Sub-criterion 7B 

Performance indicators 

 

Graph 7b.1 

 
 

Graph 7b.2 

  

Trends: Continued growth of the university's investment in 

staff assigned to continuous training. Personal for Chapter VI, 
ad hoc for projects under way at each time 

Objectives: Set in the RPT in the UPV's annual budget 

Segmentation: By origin of cost/annual 

Comparisons: With other similar services in the UPV (SIE=36 

(2007), CTT=30 (2007). In more complete reports, 
comparisons also made by university schools. 
Foci: Criterion 3 

Trends: Variable around the objective. 

Objectives: Set in the UPV annual training plan, increasing 
in 2007 to 50 hours per person in the employment 
conference. 
Comparisons: Comparisons with integrated employment 

service (SIE) 
Foci: Criterion 3 

 

Graph 7b.3 

 
 

Graph 7b.3 

 

Trends: Employment growth 1996-2002. Period descending 
from creation of employment inversely proportional to the 
growth of fixed places in the university. 
Objectives: Relating to 7b.3. Percentage of contracted staff 

<30% of staff total 
Segmentation: Annual entries and leavings/year 

Foci: Criterion 3 

Trends: development of the percentage of contracted staff 
matches the objective 

Objectives: Contracted staff by chapter VI <30% total staff 

Segmentation: Personal by type of contract on 

31/12/annual 

Foci: Criterion 3, 4a 
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CRITERION 8: RESULTS IN SOCIETY Sub-criterion 8A 

Perception measures 

 

Graph 8a.2 

 

Graph 8a.2 

PUBLICATION OF BEST ENVIRONMENTAL PRACTICES 

YEAR SECTOR 

Guide to best environmental practices in the 
footwear sector 

Guide to best environmental practices in the 
furniture sector 

2005 

Guide to best environmental practices in the 
catering sector 

2006 Guide to best environmental practices in the 
ecological tourism sector 

2007 Guide to best environmental practices in the 
consultancy service sub-sector 

 

Objectives: More than an objective, this is designed to 
collect the greetings to report to CTC staff and especially to 
motivate those involved 
Foci: 5e 

Objectives: Publishing of environmental guides 

Foci: 5c 

Graph 8a.3 

Free environmental training conferences 
  CONFERENCE ATTENDEES 

Conference on Law 2/2006, 5 May, on 
pollution prevention and environmental 
quality 

31 

The environmental factor in the integral 
management of packaging 

409 

2006-
2007 

Energy efficiency and the Kyoto 
protocol. Strategy for saving and 
reduction of emissions 

392 

Bio-fuels alternative 383 

The environmental commitment in 
Spain and its communication 
strategies: “present and future 
challenges” 

233 

The future of energy. Renewable 
energies 

429 

Environmental awareness actions 
aimed at ports: cleaning, prevention 
and elimination of spillages 

63 

2007-
2008 

Environmental awareness actions 
aimed at ports: The dangers of fuel and 
oil transfers at sea 

63 

 

Graph 8a.4 

 

 
2001 2002 2004 2005 2006 

Number of 
courses 

3 42 20 20 20 

Number of 
students 

86 1100 524 503 492 

Satisfaction 3.98 3.87 3.8 3.87 4.02 
 

Trends: Audience growth, 832 (2006-200/) and 1171 in 
(2007-2008) 

Foci: 5c 

Trends: Values maintained greater than the objectives 

Objectives: Satisfaction above 3.5 Likert scale 

Foci: 5c 

 
NETWORK NUMBER OF 

ARTICLES 

SEMINARS 

SEFI 9 16 

EUCEN - 10 

Graph 8b.2 
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RECLA 2 13 

RUEPEC - 8 

AUIP 3 5 

TOTAL 32 56 

 
The CTC has continuous presence in the Press and 

publishing media, presenting the results of its 

management and research activities. Focus: 1c, 3b 

 
Trends: The scanning percentage has increased over 

the years to reach the objective. 

Objectives: Records scanned > 90% 

Foci: 4d 

Referring to criteria 1c, 4ª, 4e, 5b: 

  TITLE Coordinator Financer BUDGET 

Grant from the European Commission for participation in the 
EUA Quality Culture Project within the Socrates programme 

UPV 
European Commission 

€30,000.00 

2002 ICETEL project - Improving Continuing Education Through 
Elearning. 

Technische 
Universität, 

Ausseninstitut 

European 
Commission. E-
learning initiatives 

€14,741.00 

Grant from the European Commission for the development of a 
uniform system for the permanent assessment of quality in 
continuous education based on EFQM for E and AL 

UPV 
Alfa programme 

€125,812.50 

2003 
Project Socrates "GRUNDTVIG 4 project: European Quality in 
Individualised Pathways in Education" U. Porto 

European 
Commission. Socrates 
programme 

€7,796.00 

2004 

Development of university/environment connection indicators 

UPV 

Ministry of Education 
and Science. Studies 
and analysis 
programme 

€15,295.00 

Conv. for participation in the project of the EQUIPE Plus network 
(2005-2008) EUCEN 

European 
Commission. Grundvig 
programme 

€23,366.10 

Contract from the IBV with the UPV for phase 2 of the 
programme 2005-ES/05/B/F/PP-149306 "Pilot electronic 
learning project aimed at footwear sellers" 

IBV 
European Commission 

€42,770.00 

PROJECT ERGOMACH 19201293  UPV Leonardo Agency  €217,722.86 

FORCAL.   19201284 Contract from the IBV with the UPV for 
phase 2 of the programme 2005-ES/05/B/F/PP-149306 "Pilot 
electronic learning project aimed at footwear sellers" 

IBV 
Leonardo Agency  

€42,770.00 

2005 

Education Quality Improvement by E-Learning Technology 
(EQIBELT) TKK Dipoli 

European 
Commission. Tempus 
programme. 

€14,913.50 

Spanish National Leonardo da Vinci Agency project for the 
"Ergonomic design of man/machine interaction tool" UPV 

Spanish National 
Leonardo da Vinci 
Agency 

€304,834.00 

MEC studies and analysis programme: Assessment of the 
participation of Spanish universities in international continuous 
education networks 

UPV 

Ministry of Education 
and Science. Studies 
and analysis 
programme 

€16,539.00 

SINCERE. Supporting International Networking and Cooperation 
in Educational Research 

TKK Dipoli 
European Commission 

€33,480.00 

2006 

Gestion 20060412. Organisational Architecture for Fonade UPV SENA  
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(SENA) 

European University Quality Management Tools for LLL (Ation) 
UPV 

European 
Commission. Lifelong 
Learning programme 

€513,646.00 

2007 
Cooperation Agreement between the GV and the UPV to 
"implement an efqm management module for the colombian 
agricultural and fishing research corporation (corpoica)" 

UPV 

Government of 
Valencia €90,000.00 
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CRITERION 9: KEY RESULTS Sub-criterion 9A 

Key results of the organisation's performance  

 

Graph 9a.1 

 

Graph 9a.2 

 
Trends: Continued increase since 2002 

Objectives: Set annually in the UPV's budget 

Comparisons: See graph 9.a.5 

Segmentation: Income for each type of course/annual 

Foci: 1a, 1b, 4b, 5b, 5d 

Trends: Continued increase since 2002 

Objectives: Continued increase of 5% annual 

Comparisons: Other Spanish universities (2007): UAB 499; 

UCIIIM 80; UB 294; USE 230; UGR 172; URiV 254; URJC 85 
Segmentation: Number of courses of each type/annual 

Foci: 1a, 1b, 1e 

Graph 9a.3 

 

Graph 9a.4 

 
Trends: Continued increase since 2002 

Objectives: 80,000 hours' continuous training offered 

annually. 
Comparisons: Other Spanish universities (2007): UAB 

85.000h en TP, URiV 20.139h, URJC 22.320. 
Segmentation: Hours offered for each type of course/annual 

Foci: 1a, 1b, 1e 

Trends:  

Objectives: Increase of 2.5% annual 

Comparisons: Registered credits 2006/2007: ETSI 
Agronomists 116,700, ETSI Civil engineers 159,800; ETSI 
Industrial engineers 188,200, ETS Building management 
161,300; Applied computer science 130,000; F Fine arts 
149,820 

Segmentation: Registered credits by type of course/course 

Foci: 1a, 1b, 1e 
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Graph 9a.5 

 

Comparisons: The 

Spanish University 
in Figures (Course 
04/05) 

Foci: 1a, 1b, 4b 
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CRITERION 9: KEY RESULTS Sub-criterion 9B 

Key indicators of the organisation's performance. 

 

Graph 9b.1 

 

Graph 9b.2 

 

Trends: The results of the UPV exceed the national and 
Region of Valencia averages in all cases 

Comparisons: National and Region of Valencia averages 

Source: The Spanish University in Figures 1998-2005 

Foci: 1a, 1b 

Trends: 1st, 2nd or 3rd position compared to Spanish 
universities 

Comparisons: Rest of Spanish universities 

Source: The Spanish University in Figures 1998-2005 

Foci: 1a, 1b 

Graph 9b.3 

 

Graph 9.4 Registered credits per student 

 

Trends: Each additional place in the CTC increases the 
continuous training income by €350,000. Positive trend in the 
last three years  
Objective: Increase income by €350,000 for each additional 
place. 

Foci: 1a, 1b 

Trends: Slight downward trend of average of registered 
credits per student so that the income increases are due 
directly to the increase in students 
Average values: 30 credits in TP; 5 credits in FE and BD; 1 
credit J/C 

Foci: 1a, 1b 
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Graph 9b.5 

 

Comparisons: The 

Spanish University 
in Figures (Course 
04/05) 

Foci: 1a, 1b, 5b 
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CENTRO DE FORMACIÓN PERMANENTE

Director Delegado de 
Formación Permanente y 

a Distancia

Dirección

Subdirección
Equipo de 

Coordinación

Grupo de
Títulos Propios

Grupo de
Formación Específica

Grupo de Cursos Bajo 
Demanda

Grupo de 
Proyectos de 
Formación

Grupo de Marketing

Grupo de 
Infraestructura y Aulas

Grupo de Sistemas de 
Información

Grupo de Gestión 
Económica

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Organisational chart 
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Appendices (1) 

Mission and vision of the UPV 

The UPV's mission is… 

- The integral training of students through the creation, development, transmission and criticism of science, 
technology, the arts and culture from respect for ethical principles with a dedicated orientation towards 
achieving an employment that matches their level of studies. 

- The contribution to the cultural, social and economic development of society in Valencia and Spain through 
scientific, technical and artistic support. 

- The development of an institutional model featuring the values of excellence, internationalisation, solidarity and 

effectiveness; an institution that incentives the participation of institutions, companies and professionals in all 
aspects of university life. 

The UPV wishes to be… 

- A university that can attract and train good students and become the preferred option, being at the head of 
teaching quality and exigent with the application of the standards of the European higher education space. 

- An internationally recognised centre of excellence that encourages the exchange and mobility of students, 
teachers and researchers. 

- A university with consolidated quality research and with a defined policy of excellence. 

- An innovative and entrepreneurial university, a leader at the world-wide level. 

- A university with a strong social involvement and that serves as a bridge between the Region of Valencia and 
any other region of the world. 

- A university with a postgraduate and continuous training programme that is linked to the needs and 
requirements of society and that generates new professional and personal opportunities. 

- A university with a highly qualified human capital, strongly motivated and enthusiastic in the undertaking of its 
work. 

- A university that manages its resources and services with effectiveness and efficiency. 

Areas of interest in continuous training 

TECHNICAL SUBJECTS SOCIAL AND LEGAL SCIENCES HUMANITIES 

Agriculture and food Development of human resources Fine arts 
Architecture Documentation/library economics Conservation/restoration 
Construction Physical education and sports The arts and leisure 
Electricity Entrepreneurs History of art 

Electronics University management Languages 

Energies Marketing TECHNOLOGY SCIENCES 

Industry Environment CAD 

Mechanics, automation and transport Teaching Programming languages 
Quality Prevention of employment risks Multimedia 
Landscaping Productivity and logistics Office computing 
  Valuing Networks 

  Tourism Robotics 

    Information systems 
    Operating systems 
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Appendices (2) 

 KEY PROCESSES USERS SUPPLIERS INDICATORS 

CFP01 MANAGEMENT OF UNIVERSITY DIPLOMAS 

• Support for handling new TPs 

• TP technical secretariat 

• Attention to TP student 

UPV teachers and researchers 
Potential students, university 
diploma students 

Postgraduate Committee 
Government Council 
Social Council 
Insurance companies, Bancaixa 

Number of new 
university diplomas 
Number of carnets 
issued 
Number of student 
insurance policies 

CFP02 Management of specific training 

• Advice on setting up an FE course 

• FE student attention 

UPV teachers and researchers 
Potential students, specific training 
students 

  

CFP03 MANAGEMENT OF THE ON-DEMAND COURSES 

• Handling of training agreements and sponsorships 

• Handling of training agreements and sponsorships at the 
request of an organisation external to the UPV 

• Technical secretariat for agreements, PSFs, sponsorships 
and subscribing centres 

Companies 
Teachers and researchers 
Area of subscriber centres 
 

 Number of  
companies/agreements 
with companies 

CFP04 CONFERENCES AND CONGRESSES TECHNICAL SECRETARIAT 

• Support for the organisation and arrangement of technical 
conferences and congresses 

• Attention to the participant in conferences and congresses 

Research structures 
UPV teachers and researchers 
Participants in conferences and 
congresses 

Travel agents.  
Galileo Galilei senior school 
General affairs service 
Other lodgings suppliers. 

 

Income 
Number of registrations/registrations 
accepted (online and in person) 
Number of different students. 
Number of students by country of origin 
Registered credits/accepted 
Number of courses/cancelled 
Hours offered/hours provided 
Number of teachers involved 

CFP05 TRAINING PROJECTS TECHNICAL SECRETARIAT 

• Advice on training projects 

• Economic justification of training projects 

UPV management organisations 
Teachers and researchers 

CTT, General affairs service, 
accounting service, contracting 
service, taxation service, financial 
management service, human 
resources service, external 
institutions 

Income from training projects 
Number of projects presented/approved (list) 

CFP06 CONTINUOUS TRAINING CERTIFICATION 

• Support for handling the issuing of university diplomas and 
certificates 

• Attention to the student for issuing university diplomas and 
certificates 

UPV teachers and researchers 
Continuous training student 

Students' service Number of student certificates 
Number of teacher certificates/referee or manager 

CFP07 CONTINUOUS TRAINING ASSESSMENT 

• Planning, processing of surveys and issuing of assessment 

reports on the continuous training courses 

UPV teachers and researchers 
 

 Students' satisfaction with the teaching staff/courses 
Students' satisfaction with the CTC's services 
Organisers' satisfaction with the CTC's services 
Number of surveys processed 

CFP08 Non-teaching logistics management 

• Reservation of CTC classrooms 

• Maintenance of CTC classrooms 

UPV teachers and researchers 
Management organisations 
Companies 

General affairs service Number of classroom requests handled 
Number of incidents/resolved 
% classroom occupation (morning and afternoon) 

CFP09 CONTINUOUS TRAINING MARKETING 

• Advice on marketing services 

• Continuous training offer 

UPV teachers and researchers 
Potential continuous training student 

Marketing and advertising services 
companies and printers. 

Number of addresses classified for promotion 
Number of marketing services managed 
Number of bulletins/e-mails sent 

CFP11 INCOME MANAGEMENT 

• Entry of specific keys for training actions 

• Identification of the continuous training income 

• Handling returns 

UPV teachers and researchers 
Continuous training student 
Financial management area 

Financing and budget service 
Accounting service 

Number of income items/invoices 
Number of non-payments 
Number of fees returned 
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Appendices (3) 

The Quality Management System in the CTC: development history 

1997 • Definition of the Centre's organisational chart. 

• Setting up of four working groups involving 100% of staff to define their working 
procedures (16 procedures were defined). 

1997/1998 • Formal adoption of the ISO 9000:1994 model. The format and documentation of the 16 
procedures were defined. 26 indicators were identified. 

1998/1999 • Implementation of a semi-automatic indicators calculation system (10 indicators). 

• Modification and documentation of four new procedures and the definition of states or 

stages of the process to allow the traceability and analysis of indicators. 

1999/2000 • Creation of four working groups to study new services to be set up in the following year 

and documentation of new procedures. 

2000/2001 • Formal adoption of the EFQM model. 

• Internal reorganisation of the centre's functional organisation with a process-based one. 

• Training in the EFQM model for all the centre's staff.  

• Undertaking of the CTC self-assessment with the portfolio model with the participation 

of all staff in four working groups. The results of this assessment served to strengthen 
the SWOT analysis which gave rise to the strategic plan for the following year. 

• Updating or maintenance of 13 procedures and 28 indicators. 

2001/2002 • Setting up of the automatic indicators calculation system in Poseidon. 

• “Continuous training centres in university centres” course for staff (28 attendees). 

• Writing of the first draft of the EFQM report (July 2002 version). 

• Revision by SGS of the EFQM report: 111 points obtained. 

2002/2003 • Reorganisation of staff in 10 working groups based on process-based management. 

Among others, each  

• Training in “Process-based management” for the centre's staff (22 attendees). 

• Definition of the Centre's processes map. 

• EFQM self-assessment based on the universities quality plan.  

2003/2004 • Preparation of the EFQM report (September 2003 version). 

• Revision of the EFQM report by SGS, 365 points obtained. 

2004/2005 • EFQM self-assessment 2004. 

• Definition of improvement plans. 

2005/2006 • Obtaining of excellence certificate, silver level awarded by the Valencia Quality 

Foundation (November 2005). 

• ISO certification 9000:2000 in July 2006 

• Presentation of the Pegasus programme in 21 units (phase 1), training in process-based 

management, definition and charting of the associated processes and procedures 
(January-July 2006). 

2006/2007 • Pegasus programme: meta-assessment of the processes (analysis of relations with 
other services and resolution of frontier conflicts), September 2006. 

• Pegasus programme: preparation of the CTC services menu, October 2006. 

• Pegasus programme: first annual ISO 9000 certification revision, November 2006. 

• Pegasus programme: institutional validation of the key processes and services menu, 
publication (Web site, leaflets, etc), February 2006. 

2007/2008 • Pegasus programme: definition of the process indicators: September-October 2007. 

• Pegasus programme: institutional validation of processes: updating of process 

associated with conferences and processes. February 2008. 

• Pegasus programme: launch of satisfaction surveys to the university community based 
on the services offered and presentation of results (March– June 2008). 

• EFQM self-assessment with the profile tool (March–July 2008). 
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Appendices (4) 

 

Web site access statistics: Google Analitics 
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5. Processes 

Definition: Excellent organizations design, manage and improve processes in order to fully satisfy and 
generate increasing value for customers, staff and other stakeholders. 

General description of process related practices your institution 

The Lifelong Learning Centre process management system consists of a process map and a set of 

processes and sub-processes. Within this scheme, operative processes and support processes have 

been identified. On one hand, operative processes which correspond directly with the services offered by 

the Centre. On the other hand, support processes are those that support others, and help to improve 
overall efficiency. 

Within these schema, strategic processes have also been considered. They are those processes directly 

related to strategic planning and continuous improvement, and those dedicated to gathering the resources 

necessary to carry them out. 

Key processes are defined according to the Mission and Vision of the Centre. Those processes are the 

most strongly related to the Centre’s customers, considering both internal and external. Key processes are 
directly connected with the adding value chain to the products and services delivered by the Lifelong 
Learning Centre.  

These key processes directly affect the key results of the Centre’s planning, and so are recognised in the 
Process Map. Each processes is associated with a particular working group which is in charge of 
analysing, defining, and evaluating the sub-processes entailed in the process.  The person responsible is 
the coordinator of the working group. 
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How are you planning processes related activities (P) 

  

Processes structure is based on the different fields proposed by ISO: 

• Process name and code: Unique name that identifies the process. Together with the name a code 

for each process has been established. This code is inherited to other sub-processes related with 
the process 

• Description: Text containing a brief description of process activity. 

• Responsible: Name of owner of the process. Usually the name of a concrete workgroup 

• Boundaries: Definition of the beginning and the end of process activities. 

• Users: Who are the users of the process 

• Suppliers: Who are the suppliers of the process 

• Participants: Name of other workgroups that have to provide specific  

• User’s expectations: What are the users expecting from a specific process. 

• Indicators: Quantitative and qualitative indicators used to measure process performance level and 

goals achievement. 

Each process is supported by a single workgroup, being fully responsible of process results since the 
beginning till the end. Thus we are practically connecting both the structure together with the organising 
activities. 

What of the things you have planned are you doing now (D) 

 

Process definition and documentation started in 1997. At that time 16 different processes were identified 
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and defined according the ISO 9002:1994 norm. Since that time both the definition and documentation of 
processes have evolved towards a more comprehensive system available for the whole organization. 

Since 2000, Valencia University of Technology moves towards the European Foundation for Quality 
Management (EFQM) model as an excellence model on which a system for total quality management could 
be based. EFQM is connected with continuous improvement and user satisfaction. It was applied to 
different University services like the Lifelong Learning Centre. The Lifelong Learning Centre adapts its 
existing system combining ISO with this new model. Later, in 2002, the Lifelong Learning Centre readapted 
all processes and established its first version of the process map. 

 

During 2006 the whole University started an improvement plan addressed to all departments called 
PEGASUS (Programa de mejora en la gestión de la administración y los servicios universitarios). The 
Lifelong Learning Centre was actively participating, together with other 20 different services. During 
PEGASUS first phase all processes were redefined, finding links with other services and better connecting 
results of the centre with university results. In 2007 the General Manager of the University validated our 

processes map. We are currently working with that version. Although we are using the EFQM model as a 
general framework for excellence, design and process management is certified by the ISO 9001:2000 norm 
since July 2006. 

Check/Act: What kind of feedback and learning are you getting (C/A) 

Workgroups are an important source of information during process updating.  They participate in the whole 
process: definition,  

During group meetings, the procedures related to the processes supervised by the Group are defined, 
developed, revised and implemented.  

This is the methodology that the Lifelong Learning Centre uses to check and update processes: 

1. Identification of procedures linked to processes. Each group develops a list of the procedures vital 

to their work. 

2. Selection and prioritisation of procedures. The group selects the procedures to be undertaken, and 
orders them from most to least important. 

3. Documentation and definition of the Procedures. Helped by the Quality Group, the procedures are 
described, identifying their stages, accompanying documentation, etc., according to documents 
approved for this purpose. 

4. Indicators. Once updated and approved, the group develops and defines indicators to allow a 
quantitative measurement of performance for each case. 

5. Approval. The Quality Group approves each procedure.  All documentation is then collected and 
stored electronically in a dedicated folder for all personnel. 

Processes effectiveness is regularly evaluated by different surveys. The evaluation system has undergone 
several changes. The evaluation system is based on a database of the results of all the surveys carried out, 

from which comparisons, statistical surveys etc. can be carried out. 

Regarding the input of date, they can either be typed manually, or the survey can be web based. The 
results can be derived in list form, by web, or electronically to be emailed.  

The Centre currently processes over 45,000 surveys a year, creating a culture where their results are 
accepted. The main objective of the evaluation system is to determine levels of satisfaction in order to put 
in place corrective measures or improvements. The system permits the identification of “normality”, and 

allows averages to be calculated and tracked according to long term levels, based on answer to the same 
question stored in the database. A report based on the surveys from each course is emailed to the 
organiser as well as to the teacher.  

 

Indicators: What indicators are you using here? 
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The Lifelong Learning Centre delivers its service by means of processes. Thus, effectiveness of processes 
is measured indirectly by customer satisfaction, stakeholders satisfaction and personnel satisfaction: 

• Summary of customer satisfaction results (participants) (0-10): 7,2 

• Summary of stakeholder satisfaction results (0-10): 8,9 

• Summary of personnel satisfaction (0-10): 7,1 
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Processes: Description of key processes related with process development (or process flow charts etc. if 
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Name of the Organisation 

University of Porto 

 

Basic facts/background 

In the University of Porto (U.Porto) was founded on the 22nd of March of 1911. It was based on two 

higher education institutions created in the 19th Century:  the "Escola Médico-Cirúrgica" and the 
"Academia Politécnica". By that time the mathematician Gomes Teixeira was elected the first Rector. 
In the beginning, the U.Porto integrated the Faculty of Exact Sciences (Mathematics, Physics and 
Chemistry and History and Natural Sciences), the Faculty of Medicine (with an affiliated School of 

Pharmacy) and the Faculty of Commerce, which, in practice has never been operational. The Faculty 
of Sciences integrated a School of Engineering. The infrastructure is mostly funded by the Goverment, 
Ministry of Science, Technology and Higher Education. Another part of the funding is based on study 
fees and  Projects funding.  
The University of Porto provides almost 500 training programmes (1st, 2nd and 3rd cycles of 
continuous training), covering such diverse areas of knowledge as life sciences, engineering, 

technological innovation, humanities, social and cultural studies and artistic creation. To achieve this, 
the University of Porto has a qualified and specialised body of 1,830 ETI staff members, of whom 
1,313 hold doctorates and 1.200 technical and administrative staff. 
The organization of the plans of studies is divided into three cycles, leading respectively to graduate, 
master and doctoral degrees. In the fields of Medicine, Pharmacy, Psychology, Veterinary Sciences, 
Architecture and Engineering, there is also another cycle, leading to a master degree (the “mestrado 

integrado”), with a length between 10 and 12 semesters, to which correspond 300 to 360 ECTS 
credits. Students of these “mestrados integrados” will be awarded the degree “licenciatura” when they 
obtain 180 ECTS credits corresponding to the first six semesters of the programme. The designation 
of this type of degree is different from the one obtained by a master degree. 
All university programs are organized on an extra-occupational basis. Block periods with mandatory 
attendance, online classes as well as independent scientific or project-specific work are 

complementing each other. The majority of the students of University of Porto are studying to have a 

degree. University of Porto offers 510 Education and Training Programmes, 34 first cycle degrees 

(“licenciatura”), 18 “mestrados integrados” (access to initial training), 136 second cycle degrees 
(masters), 46 doctoral programmes, almost 40 post-graduate and specialization courses, and more 
than 300 Continuing Education programmes. Presently about 28.000 students (of which more than 

3,500 at post-graduate level) study at the 15 schools which, with a high level of autonomy, are part of 
the University.  
The organisation is based on Unidades Orgânicas (Component Units), including Faculties, The Social 
Action Services at the University of Porto (SASUP); Organismos Autónomos (Autonomous Bodies) and 
Estruturas I&D (R&D Bodies). The University infrastructures are located in three different areas 
(“pólos”), including schools, university halls of residence and sports facilities. There are also other 

Institutes or University departments all over the city and in other cities nearby. The University of Porto 
has 3 campuses, located in different areas of the city, 1 Business School, 69 R&D Units. 
The Faculties and R&D bodies cooperate across the perimeters of the individual subjects. The 
university is committed to international aspects and to cultural diversity along the lines of education 
and research.  RD&I activities at the University of Porto have recently seen a great qualitative and 
quantitative increase. Our university dominates domestic scientific production and is acclaimed 

abroad for its capacity for innovation. Over recent years, over 1/5 of Portuguese scientific articles were 
published by staff and researchers at the University of Porto. 
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Institutional description 

Institutional description refers to EFQM/DAETE matrix’s enabler criteria 1-4. Provide a short summary 
on these criteria, max one page.  

Policy and strategy, future development. Describe in short organisation’s vision and mission. 

Organisations operational environment and its’ future challenges. Business strategy. Main 
stakeholders. 

The University of Porto is an institution which focuses on education, research and development, and is 
committed to training its students in a complete way, respecting the rights of all and promoting active 
participation in the progress of communities. Carries out high quality research in all fields of study and 
has 50 research units, 4 of which are associated laboratories, which were awarded the grade "Good" 
by the Foundation for Science and Technology. The development of strong links with the community 
has been one of the major concerns of the University. So much so that the “Fundação Ciência e 

Desenvolvimento” has been created recently as a partnership of the U.Porto and the town hall. This 
foundation is responsible for the management of cultural facilities that are vital to the city life: the 
Planetarium and the Teatro do Campo Alegre. 
The commitment to internationalisation is another driving force in the development of the U.Porto. 
Thus the University takes an active part in several university cooperation groups and networks and 
establishes cooperation protocols with Universities all over the world. Other aspects which account for 

the international positioning of the U.Porto is the increase of student flows within the scope of EU 
mobility programmes (in 2004/2005 more than 500 foreign students studied at the U.Porto and 600 
students of the U.Porto spent a study period abroad), the exchange of teaching staff (around 100 
teaching staff flows in 2004/2005) and researchers, the participation in inter-university research 
projects and the involvement of the Institution in cooperation projects, both with Brazil and the African 
countries. 

Within the scope of its quality performance, the U. Porto has been playing an active role in 
international activities related to the assessment and financing of higher education, which are both 
essential to determine national role models in these fields. Therefore, it is a priority for the U. Porto to 
position itself as an Institution recognised internationally, aimed at providing training in the 2nd cycle 
(as according to the Bologna Declaration) and post-graduate training. 

The LLL policy is to promote activities at HE level . The actions are credit and non-credit but do not 

include any degree courses although credits may be considered. The strategy consists in working with 
companies and with alumni. The organization is split between a central office at the Rectorate and the 
centres  in the different faculties. The vision is to provide LLL required by stakeholders at regional and 
national level. The mission is to provide training and education as required by companies and social 
partners. 

The operational structure consists of a coordination unit and an elearning unit at the central level. The 

coordination unit also implements multidisciplinary programs. Most of the initiatives are supported 
financially by public funding and some are supported by participants. A large amount of activities is 
constituted by training of staff, academic and non-academic. The future developments include an 
increase of the use of elearning in LLL and the development of LLL programs with companies (tailor 
made and on demand). There is also the plan of engaging new publics at all levels. There are already 
summer programs and programs for experienced people. The main stakeholders are the companies, 

the social partners, the academic staff and the alumni. 

Leadership and management. Describe managerial structure and how management and leadership 

are implemented. How you implement your mission, vision and values.  

The University of Porto is a public institution bound by special regulations, and has autonomy of 
statutes, education, scientific methodology, culture, administration, finances, heritage and disciplinary 
matters. At the University of Porto there are 18 component units with administrative and financial 
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independence, made up of 14 faculties or equivalent bodies, 3 non-faculty establishments and the 
Social Action Services at the University of Porto. Faculdades (Faculties) and equivalent bodies are set 
up to study, teach, research and provide services in the fields to which their specific skills belong, and 
have scientific and educational autonomy in addition to financial and administrative independence. 
The establishments which are not equivalent to faculties are set up to provide services in the fields to 
which their specific skills belong, and may have scientific and educational autonomy where this is laid 

down in the statutes.  Besides Faculties and a Business School, University of Porto has also R&D 
bodies which are research, development and innovation bodies with a sector-based, multidisciplinary 
and/or interdisciplinary approach. Each Faculty has its own Central Management Body composed by 
a Dean, an assembly of representatives, a Faculty Board (Executive Commission), an Academic Board, 
Teaching Standards Committee and Management Committtee. Those bodies have their own 
members, some of them teachers, researchers, students, staff and external individualities. 

The coordinating unit of LLL depends directly from the vice-rector in charge of education and training. 
There is a council for LLL that has representatives from the different units involved. The elearning unit, 
that supports LLL, articulates the developments with the pro-rector in charge of the new technologies. 
Most faculties have an organization that replicates this type of infrastructure management. The 
coordination is established at central level. 

People. Recruitment policy, competence development actions, internal communications, individual 

and team objectives + incentives/rewards offered.  

There is no recruitment policy as a rule. There is an identification of staff needs and design of an 

internal training programme for personnel development. In this process of identification, functional 
areas are considered.  The privileged channels of communication are e-mail and meetings (every 
month between Rector and Directors of Common Units). Besides these meetings, departments have 
their own meetings in a weekly or monthly basis. Communication is strongly supported by an 
information system where the most relevant information is available (activities, meetings, reports, 
presentations, etc.).  

 

Partnership and Resources. Describe your customers and customer groups. How partnerships are 

created and utilized, different type of resources. 

 There is no specific customer or customer groups. The partnership is with the alumni with which the 
university has a collaboration for dissemination of LLL. In fact that is a topic that the university will 
address due to the change to a foundation. 
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Organisation’s processes 

Organisation’s processes refer to EFQM/DAETE matrix’s criterion 5. Name and describe here your 

organisations present core and sub processes at process chart level, use the model below.  

University of Porto sometimes uses costumer survey to identify continuing education needs of 
individuals and companies. Most of the programs and developed considering teachers’ expertise on 
knowledge gaps and considering technology changes. The evaluation of former participants and 
alumni is part of the periodic need revisions. U.Porto tends to use informal contacts with employers to 
detect needs.  In what refers to University of Porto human resources needs, U.Porto has a systematic 

and well structured survey. Each year university identifies its employers training needs and develops a 
human resources training program.  

Some of the programmes and other learning services are designed and delivered to meet costumer 
needs, especially the ones from management and enginery fields. All the programs are evaluated by 
the students and those results are used to redefine the design and delivery of the program. The 
University of Porto carries out some marketing for all its programmes and other learning services. 

Most of the times this is supported by flyers, websites, mailings, newsletters and media advertising. In 
order to promote its programmes, each year University of Porto develops a continuing education 
catalogue that integrates University of Porto programmes (from all Faculties). Considering that 
University of Porto Faculties are distributed in 3 different campus, there are cooperation links between 
each other in order to optimise the resources and services associated with logistic. There is a 
systematic process for the management of available resources and materials associated with each 

learning programme or learning service including resource maintenance and renewal. Those 
reservations and renewals are made with the help of an informatics tool that assures that the 
classrooms, materials are reserved and associated to a specific programme. 

Each faculty has its own administrative and financial department, responsible for the management of 
the financial area.  All administrative and financial tasks are defined, systemised and procedural. There 
is a person responsible for each administrative and technical procedure. The customer satisfaction is 

assessed in all the fundamental areas involved in the service and their effectiveness in:  teaching 
infrastructure, administrative services associated with the program or learning services. The 
responsibility of the use of the questionnaire and the management of the results depends on the 
coordinator of the program or learning service. The processing of the results are of the responsibility of 
the coordinators. Most of the continuing education programs are designed and delivered by University 
of Porto Faculties’ so, these programs are automatically certified in terms of degrees and certificates. 

The Faculties are authorized to offer certificates, diplomas and degrees. The knowledge assessment 
systems and participation monitoring systems are defined by clear and public procedures subject to 
constant review and updating.  

 

 

Results 

The results section is based on the EFQM/DAETE matrix’s criteria 6-9. Provide information on the main 
results of your organisation’s operations using following examples below: 

9a Financial 

• Total revenue 35,8 (2007) – Unavailable 

• Revenue per student learning hour - Unavailable 

• Revenue per student contact hour - Unavailable 

• Revenue per member of staff - Unavailable 

• Annual surplus generated by the Centre - Unavailable 
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• Annual surplus generated per member of the Centre's staff - Unavailable 

9b Academic 

• Total number of student learning hours 

• Number of student learning hours per member of staff 

• Number of awarded a) degrees, b) diplomas and c) certificates 
a) 3,047 
b) 678 Master;  484 Specialization programmes; 219 Doctorate 

c) Unavailable for all U.Porto (Rectorate Continuing Education departmen -  

• Completion rate (in average) for all programs 

• Number of papers, conference contributions, books, research reports, etc… 

         In 2007 University of Porto had 1,721 Scientific Papers indexed in ISI – Web of Science (ISI-
WoS):            22.4% of Portuguese scientific papers  indexed in ISI-WoS;  1.3 Paper, per teaching staff 
with PhD (FTE) 

  

9c Quality Indicators (Are these really quality indicators? What is the quality level if you say ‘yes’?) 

 

• Are there overall metrics for the quality of the Centres activities, which are used for 

improvement (as perceived by participants, not just by the management)? No 

• Does the Centre benchmark its activities against others? No 

• Does the Centre create new developments in knowledge transfer and innovation? Yes. The 

University of Porto has a department responsible for the development of the investigation and 
transfer of knowledge and innovations. University of Porto has 26 Portuguese patents 

 

• Are there new activities undertaken each year above 10% of the total activities? 

• Are the programmes regularly audited externally as part of the Centre's activities both from the 

academic and business perspective? No 

 

Scope of the activities of the centre 
• Annual turnover – Unavailable 

• Number of employees - 5318 (11 at Rectorate for LLL and EL) 

• Number of courses  

510 Education and Training Programmes: 36 Licenciatura + 1st cycle; 17 Integrated Master; 116 

Master + 2nd cycle; 18 Specialization programmes;  43 Doctorate + 3rd cycle; 1 Advanced 
Specialization programmes;  311 Continuing Education programmes 

 

• Total number of attendees – Unavailable for LLL 

 

Impacts results 

• Summary of customer satisfaction results - Unavailable 

• Summary of stakeholder satisfaction results - Unavailable 

• Summary of personnel satisfaction - Unavailable 

• Image related results (e.g. awards and certifications, public recognitions) - Unavailable 

• Description of results on sustainability, social responsibility and societal impact (e.g. number 

of networks and associations) - Unavailable 

• … 
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Name of the Organisation 

Imperial College London   

 

Basic facts/background 

• Imperial College London was formed in 1907 by formally bringing together three institutions that 

previously had existed together at South Kensington since the 1850s. These were the Royal 
College of Science (which specialised in research and teaching in mathematics and the physical 
sciences), The Royal School of Mines (which as its name implies focus on the issues in minerals 

extraction), and the City and Guilds College (which specialised in engineering education and 
research). So these institutions covered all the important branches of science and engineering. A 
merger was made with St Mary’s Medical School in 1988 then further medical mergers were 
made in 1997 to produce what has now become the largest medical school in Europe.  A 
Business School was also formed in the late 1980s, based initially on management expertise 
within the Department of Mechanical Engineering. The College has a long and active academic 

tradition, with 14 former members of staff having been Nobel laureates. 

• Today Imperial College London is an internationally renowned research intensive university 
specialising in science, engineering medicine and their management.  Its stature is reflected in its 
ranking in various indices. In international ranking tables during 2008/09 it was ranked 3rd in 

Europe and 5th in the world overall by the Times Higher Education, 17th by Newsweek and 27th 
in the Shanghai Jiao Tong indices. Currently it has approximately 13,000 students, of which 30% 
are postgraduates following either master level or PhD degrees. There is a large academic staff 
and a high staff to student ratio, which averages approximately 1:11 across the university. This 
results in much intensive contact between students and staff. The institution has a strong 
research culture which impacts its teaching. The university attracts students on a global basis 

with more than 25% originating from outside of the EU. Currently there are students from 158 
countries following bachelors, masters or doctoral programmes. 

• In addition to its undergraduate and postgraduate teaching the institution has a Centre for 

Professional Development which was formed in the late 1980s. This operated as a separate 
academic service centre until 2008 when following a period of uncertainty it was reformed as the 
School for Professional Development embracing several facets, the CPD centre being one of 
these. Within the context of Imperial College the CPD activities are not considered central or to 
be a major source of revenue. 

• By many international comparisons this Centre is small, offering approximately 40-50 

programmes annually and registering 1000-1500 professionals as students.  It typically employs 
6 full-time staff. Programmes tend to be specialised and have a duration that might be only 1-
day, but can extend to 6-weeks on a full-time basis or for a complete term for students attending 
modules from MSc programmes on a part-time basis. Currently no degrees or diplomas are 

awarded to students attending these programmes and participants are attracted - on a global 
basis - by the specialisation of the activity, the level at which it is covered and reputation of 
presenters. However in the future this policy may be reviewed.  

• Examples of CPD programmes include mineral project appraisal (courses that link financial tools 

for the minerals industry with geology and mine technology and which have been delivered at 
many locations across the world); epidemiology (a two week programme enabling participants to 
explore tools that have been used to model epidemics such as Foot and Mouth disease, SARS 
and HIV/AIDS), climate change (a five-day programme starting with the physics of the 
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atmosphere and moving through the methods for remediation to cover instruments of policy). ing  
and positron emission tomography. Although no qualification is associated with the CPD/CEE 
activities, appropriate emphasis is given to the quality of these programmes. 

• On a year-by-year basis the Centre is expected to be self-sustaining financially and annually it 

presents a case for the future year’s funding to the Director of Finance, where it’s anticipated 
income and expenditure for the coming financial year is agreed. Academically an annual report is 
presented to the University’s Senate – its foremost academic quality committee. In addition the 
Centre has an academic advisory committee on which members of Senate sit. This meets three 
times a year and provides an academic oversight to the Centre’s activities.  This committee does 

not set objectives but it does have the opportunity to keep a regular monitoring on the academic 
quality of activities.  

• While the activities of the Centre are not seen as a central to those of the institution it is expected 
to abide by the same quality standards, both academically and administratively and has in place 

structures which enable this to be appropriately monitored. 

• Although its structure is changed a little to suit the available individuals, in its current form the 
organisational structure of the Centre consists of a Director (with additional other responsibilities), 

a Centre manager, a programme and operations manager, a finance administrator and two 
programme administrators.  All members of staff are educated to degree level and have usually 
been recruited because they had had some relevant experience in course organisation before 
joining the Centre.  

• The focus of the Centre’s activities is the development and delivery of face-to-face courses 

presentation of courses and its principal source of income for the Centre comes from course 
fees. On external public programmes typically 20% of the gross course fee income is returned to 
the Centre to cover its labour costs. For in-house or commissioned programmes this percentage 
might be higher. Course fee income can be augmented where a specific grant has been awarded 

to cover the cost of course development. Other activities, such as projects, only account for a 
small level of activity. 

• Until very recently the only delivery method used was face to face teaching, although that might 
be augmented by access to material before and after the course using Blackboard, however 

more recently an on-line course addressing issues associated with the technology of translation 
has been started.  

• The types of programs delivered tend to reflect the priorities of the institution being focussed on 

leading edge topics in science, engineering and medicine. Typical programmes last 3-5 days, 
although some extend to two or four weeks. The programmes can attract participants on a global 
basis. Many are highly qualified, having PhD degrees and attendance is not to obtain a 
qualification but to widen and deepen knowledge. Programmes are usually presented by a 
mixture of Imperial faculty and external presenters, but mix is very diverse.     

 

Institutional description 

Institutional description refers to EFQM/DAETE matrix’s enabler criteria 1-4. Provide a short summary 
on these criteria, max one page. If you scored 4 or 5 in any of these criteria, indicate the score.  

Policy and strategy, future development. Describe in short organisation’s vision and mission. 

Organisations operational environment and its’ future challenges. Business strategy. Main 
stakeholders. 

The mission of the centre is to use the resources of the university to help meet the needs of 
professionals, in doing this to reflect the nature and values of the institution, and to widen the scope 
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and contacts of the university. The vision of the Centre is to be recognised on a global basis as a 
leading provider of advanced continuing professional development activities.  The Centre is seen by 
the university as part of its outward-facing activities and while it is expected that the operations of the 
Centre should generate an income – and certainly not make a loss, revenue generation via CPD 
activities within Imperial’s context is not viewed as a major activity. 

In undertaking its activities the Centre tries to reflect the research focus of the institution. For 

example there is an involvement of Imperial faculty members in most of the activities which have 
included as appropriate heads of research groups, and departments and even the Rector (Head of 
University). Essentially the courses offered by the Centre are pitched at a postgraduate level and 
indeed some of them are parts from modularised MSc programmes no academic qualifications are 
currently awarded by the Centre. Hitherto the Centre has never been empowered to contribute 
formally to degree awarding programmes this policy may be reviewed.     

Organisationally as a unit the Centre is reasonably self-contained, but operationally it is dependent on 
services which are purchased from other units within the university. For example all teaching space 
for running programmes has to be rented from Departments or from the institution’s conference 
office, food has to be purchased via the university’s catering facilities. 

The main source of income arises from course registration fees, mostly paid by companies and 
institutions and only very occasionally by individuals. Because the awarding of academic 

qualifications is not key to the activities of the Centre a critical challenge is that attendance on CPD 
activities is something which can be greatly influenced by external economic conditions. At this time 
it is likely that company budgets to fund such activities will be greatly stressed making the 
economics of the Centre challenging.  

 

Leadership and management. Describe managerial structure and how management and leadership 

are implemented. How you implement your mission, vision and values.  

With a total of six staff the centre is small and the nature of the management and leadership has to 
be adopted to suit this. Currently it consists of a Director (with additional other responsibilities), a 

Centre manager, a programme and operations manager, a finance administrator and two programme 
administrators.  All members of staff are educated to degree level and have usually been recruited 
because they had had some relevant experience in course organisation before joining the Centre. 
Operation of a small team which is ‘customer facing’ requires that individuals should have a good 
appreciation of what colleagues are doing, such that if the need arises – sickness absence etc. – they 
can cover for their responsibilities in any critical activities. To achieve this there has to be excellent 

communication between staff. Of course some of this happens informally but regular (held weekly or 
2-weekly) meetings involving all Centre staff enable key issues, both internal and external to be 
addressed.     

As highlighted above the mission and vision of the Centre reflect those of the university as a whole, 
hence a key component of leadership for this specific Centre is to seen by the other parts of the 
institution as a valued part of its academic mission - being seen to add value to their activities. The 

leadership here is an outward one within the institution helping to ensure that within the culture of the 
institution as a whole  

 

People. Recruitment policy, competence development actions, internal communications, individual 

and team objectives + incentives/rewards offered.  

The recruitment policies lie within the HR policies of the university. A job description and recruitment 
profile is produced and agreed with HR. The position is advertised, both internally and externally and 
a selection process established, usually involving two interviews and tests. All members of staff are 
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appraised on an annual basis by their line manager. An important part of this process is to identify 
the competence development needs of the individual which fit both the career needs of that 
individual and the anticipated capability needs of the Centre. 

Clearly with a small Centre the management and communication needs are different to that of a 
larger one. However, nevertheless these are real and to ensure this is effective team meetings are 
held on a regular basis to ensure all staff is aware of the current issues affecting their job.          

 

Partnership and Resources. Describe your customers and customer groups. How partnerships are 

created and utilized, different type of resources. 

The principal customers of the Centre are the participants attending activities and their sponsoring 
organisations and the presenters and, if members of the university their departments.  The 
participants are attracted to courses from across the world, with examples on some programmes of 
more participants coming from outside of the country than within. Although some in-company course 
have been given for local companies when planning courses experience has shown that local needs 

should not figure unduly high in the level of priorities. The Centre tends to develop programmes 
reflecting understood CPD needs that can be addressed with the resources of the Centre. Almost all 
the activity is face-to-face as that is seen as being the most effective for the nature of the subject, the 
participants and the presenters. (For example a 5-day programme on Climate Change involved 
approximately 30 different presenters, each specialist in their own fields and each presenting topical 
results.) 

 Participants cover the entire age range from early 20s to early 60s  in age between   

Occasionally programmes are held in collaboration with other institutions, e.g. two courses in 
petroleum geology and engineering have been held regularly in collaboration with the IFP in Paris.  
Key to this is the complementary experience that is brought to the extended course. 
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Results 

The results section is based on the EFQM/DAETE matrix’s criteria 6-9. Provide information on the 
main results of your organisation’s operations using following examples below: 

 

9a Financial 

 

• Total revenue: €800k 

• Revenue per student learning hour: not known  

• Revenue per student contact hour €20.5 

• Revenue per member of staff:€133k 

• Annual surplus generated by the Centre: uncertain as there are hidden costs but estimated at 

€100k 

• Annual surplus generated per member of the Centre's staff: ~€15k 

 

9b Academic 

 

• Total number of student learning hours: 39.5k 

• Number of student learning hours per member of staff: 6.6k 

• Number of awarded a) degrees, b) diplomas and c) certificates: only certificates of 

attendance  

• Completion rate (in average) for all programs: 100% 

• Number of papers, conference contributions, books, research reports, etc…: (typically 2-3 
pa) 

 

9c Quality Indicators (Are these really quality indicators? What is the quality level if you say ‘yes’?) 

 

• Are there overall metrics for the quality of the Centres activities, which are used for 
improvement (as perceived by participants, not just by the management)? 

• Does the Centre benchmark its activities against others? yes 

• Does the Centre create new developments in knowledge transfer and innovation? Partially   

• Are there new activities undertaken each year above 10% of the total activities?  ~ 10% 

• Are the programmes regularly audited externally as part of the Centre's activities both from 

the academic and business perspective? Yes 

 

Scope of the activities of the centre 

• Annual turnover: €800k 

• Number of employees: 6 

• Number of courses: 34  

• Total number of attendees: 1310 
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Impacts results 

• Summary of customer satisfaction results; these are collected for all activities, but are 
meaningless to be summarised 

• Summary of stakeholder satisfaction results; these are only sought occasionally  

• Summary of personnel satisfaction: these are not sought except that from the customer 

satisfaction results these can also be seen, and are invariably complimentary   

• Image related results (e.g. awards and certifications, public recognitions): there are no results 

• Description of results on sustainability, social responsibility and societal impact (e.g. number 
of networks and associations): no measures are made. 

 

Name of the Organisation 

Imperial College London: Quality assurance of CEE/CPD activities 

 

Basic facts/background 

In  

Imperial College London was formed in 1907 by formally bringing together three institutions that 

previously had existed together at South Kensington since the 1850s. These were the Royal College of 
Science (which specialised in research and teaching in mathematics and the physical sciences), The 

Royal School of Mines (which as its name implies focus on the issues in minerals extraction), and the 
City and Guilds College (which specialised in engineering education and research). So these 
institutions covered all the important branches of science and engineering. A merger was made with St 
Mary’s Medical School in 1988 then further medical mergers were made in 1997 to produce what has 
now become the largest medical school in Europe.  A Business School was also formed in the late 
1980s, based initially on management expertise within the Department of Mechanical Engineering. The 

College has a long and active academic tradition, with 14 former members of staff having been Nobel 
laureates. 

Today Imperial College London is an internationally renowned research intensive university 
specialising in science, engineering medicine and their management.  Its stature is reflected in its 
ranking in various indices. In international ranking tables it is ranked 3rd in Europe and 5th in the world 
overall by the Times Higher Education, 17th by Newsweek and 27th in the Shanghai Jiao Tong indices. 

Currently it has approximately 13,000 students of which 30% are postgraduates following either 
master level or PhD degrees. There is a large academic staff and with a staff to student ratio, which 
averages approximately 1:11 across the university, much intensive contact between students and 
staff. The institution has a strong research culture which impacts its teaching. The university attracts 
students on a global basis with more than 25% originating from outside of the EU. Currently there are 
students from 158 countries following bachelors, masters or doctoral programmes.   
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CPD Activities at Imperial College London 

 

In addition to its undergraduate and postgraduate teaching the institution has a Centre for Professional 

Development which was formed in the late 1980s. By many international comparisons this Centre is 
small, offering approximately 40-50 programmes annually and registering 1000-1500 professionals as 
students.  Although administratively during its history the Centre has best been seen as an academic 
service centre and the head having senior academic status. It typically employs approximately 6 full-
time staff. Programmes tend to be specialised and have a duration that might be only 1-day, but can 
extend to 6-weeks on a full-time basis or for a complete term for students attending modules from 

MSc programmes on a part-time basis. No degrees or diplomas are awarded to students attending 
these programmes and participants are attracted on a global basis by the specialisation of the activity, 
the level at which it is covered and reputation of presenters. The presenters Examples of these 
programmes include mineral project appraisal, epidemiology, climate change and positron emission 
tomography. Although no qualification is associated with the CPD/CEE activities, appropriate 
emphasis is given to the quality of these programmes.  

 

Developing Quality Evaluation of CPD activities at Imperial College London 

Stage 1 Participant Evaluation Form 

 

On all CPD activities at Imperial College London participants are asked to complete evaluation forms, 
which seek to gather information on many facets and aspects of the event from the academic 
structure and quality of presenters to participant views on teaching accommodation, organisation, 

catering and how participants learnt of the activity. Reaction to activities is sought in two forms with 
numeric scoring out of 5 and comments, both of which are valuable. The ambition is to keep this form 
as brief as possible, however, unfortunately sometimes they become quite lengthy to include all of the 
data necessary. A typical evaluation form is shown below as Fig 1 on the page following  
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Developing Quality Evaluation of  CPD activities at Imperial College London 

Stage 1 Participant Evaluation form (continued) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Fig. 1 Evaluation form used for CPD activities 
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Developing Quality Evaluation of CPD activities at Imperial College London 

Stage 2 Collating Individual Course Evaluation Results 

 

Results from completed evaluation forms are fed into spreadsheets to produce mean scores, from 
which histograms can be produced for quick reference. This is illustrated in Fig. 2. 

 

 

 

 

 

 

 

 

Fig. 2 Sample results from a course evaluation report. 

 

This presents the results for all the key activities presented in a form that can be quickly digested.  

However in addition to this the written comments from different participants are also grouped together 
enabling trends or overall responses as opposed to individual comments to be more easily recognised 

However by doing this, not only can the results from a specific course be rapidly assimilated, but 
comparisons can also be made between courses, both in matters that clearly they share in common, 

such as teaching facilities, and refreshments, but also in the quality of presenters and relevance to 
participant professional needs. Use of this is taken further in the results for courses are tabulated and 
comparisons made across the entire portfolio of activities and on a rolling year-o-year basis. This is 
used as a basis of the quality evaluation made of the academic activities of the centre by the 
university’s academic Senate body. 
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Developing Quality in CPD activities at Imperial College London 

Stage 3 Overall Centre Performance 

 

As highlighted above the full numeric results from an activity can be gathered together to produce a 
summary of what has been the participant views on this specific activity. However it is possible to 
extend matters beyond this and where appropriate by bringing together the results for many courses 
where were amenable to variations in a similar way.  

This is done on an annual basis so that a ‘snapshot’ is obtained of a specific year. Here courses on 
very diverse topics are being compared.  This is shown in Fig 3. 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Fig. 3 Comparison of common items in participant evaluation return averages for courses held in one 
specific calendar year. Also the average for the year and a comparison with averages in previous 

years. 
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Observations on Quality in CPD activities at Imperial College London 

 

The strengths of this system are that it is good at capturing immediate participant reaction to a 
specific programme, enabling wider comparisons to be made with other courses offered by the 

institution.  

It should be remarked in passing that the numeric results should also be seen in the context of the 
written comments. The effort that is made to transcribe these can pay-off in that the occasional 
written comment on a specific issue when seen in the light of other comments on the same issue can 
be seen as supportive, or as sometimes occurs has to be seen within the overall context of the 
participant’s evaluation. Unfortunately it is very difficult to change such information into a more 

quantitative form.  

However, there are other issues that are not been captured. These include: 

• The longer-term reflective experience of the participants, say three or six months after 
attending the programme, 

• The views of a participant sponsoring organisations, be these funding bodies or employers 
are not included, 

• Currently no responses are sort from presenters.   

Methods could be adopted to capture all of these. However it should be remembered that obtaining 
the necessary data to assess quality costs resources. Hence a decision has to be made as to the 
level that is cost effective for any activity or for the complete programme or for the centre itself.  
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Name of the Organisation 

Teknillinen korkeakoulu, Koulutuskeskus Dipoli  

Helsinki University of Technology, Lifelong Learning Institute Dipoli 

 

Basic facts/background 

Historical facts: when founded etc.  

• TKK Centre for Continuing Education was founded in 1981.  Two already existing courses, 

Information Services and International Construction Project Business, formed the basis for 

the activity.  The first International course KATE  - International Business and Technology - 

which was targeted for managers in metal industry started in 1982. The present name 

Lifelong Learning Institute Dipoli was taken when the activities moved to Dipoli Building, 

former student union building in the heart of Otaniemi campus. 

The type of your organisation: 

X     A self contained centre within an academic institution, whose primary function is the 

provision of CPD/CEE 

�  A CPD/CEE provider associated with the department of an academic institution, 

whose principal function is not the provision of CPD/CEE 

�  A professional body who provides specific CPD/CEE for its members 

�  A commercial provider 

�  Other – please state 

Position/status in the university, objectives the university has set for the CE institution and 

value added to the university 

• TKK Dipoli's operations within the university are determined by three main objectives:  

o to serve engineers and other knowledge workers in their professional development. 

o to focus on areas where service contents and concepts can be developed into 

international forerunners and top-level selling services. 

o to boost the Finnish competitiveness by promoting innovativeness, productivity and 

competency development. 

Value added to the University brought by TKK Dipoli 

• recognised operations and an acknowledged brand. 

• several market-leading customer segments with alumni activities 

• methods and contents in technology-enhanced learning  

• a recognized expert in the essential development areas 

• a global forefront networker  

• profound contacts with research and development organizations and professional 

associations (see partnerships and resources) 

Role of the centre in the university: how the CE services are provided to customers, organising 
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services 

• TKK delivers 70 % of the CE services through TKK Dipoli, a separate centre within the 

University, with expertise brought in from subject departments and outside subcontractors 

and experts.  

• 30 % of CE on specially focused topics are delivered directly by range of subject 

departments  

Current focus areas 

• Management and operational development  

• Innovations, product development and commercialization 

• Production and supply chains, industrial services and quality 

• Information and communication technologies  

• Lifelong Learning  

• Built environment 

• TKK-driven new applications and services 

Current organisational structure (in Dipoli they are based on product groups/focus areas) 

• see the list on product groups above  

Staff education level (number of persons) 

• PhD or licenciate level degree:  2  

• Master level degree: 35 

• Bachelor level degree: 11 

• Higher vocational degree: 23 

• Vocational degree: 7 

• Basic level education: -  

Sources of income (2008 figures) 

• Income from customers: 3.7  M€ (million euros) 

• ESF funds: 1.5 M€ 

• EU and other international income:  0,3 M€ 

• Ministry of Education, other ministries:  0,2 M€ 

• Regional Employment and Economic Development Centre: 1  M€ 

• Budget funding : 1 M€ 

Types of delivery methods  

Delivery methods are based on appropriateness. In the CE programs various methods are used, e.g.  

eLearning, face to face training, case studies, collaborative learning, work-based development 
projects. The leading principle is to achieve the learning (both individual and group learning) 
outcomes with the most appropriate methods. 

Types of programs delivered 

• Open continuing education programmes securing professional development and 

qualification.  

• Training focused to support change processes in organizations.  

• Tailored training supplied to international and internationalizing companies.  

• Education services focused on corporate and individual change situations as well as 

incidence solutions enhancing corporate recruitment.. 
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• National and international networked competence-oriented research and development 

activities and services (Lifelong Learning, Knowledge Society, Professional Development, 

eLearning, University Quality Management). 

 

 

Institutional description 

Institutional description refers to EFQM/DAETE matrix’s enabler criteria 1-4. Provide a short summary 

on these criteria.  

Policy and strategy, future development. Describe in short organisation’s vision and mission. 

Organisations operational environment and its’ future challenges. Business strategy. Main 

stakeholders. 

Future Development: TKK Dipoli’s vision upon transition to the Aalto University (a merger of 

TKK, Helsinki School or Economics and University of Industrial Arts and Design taking place in 

2010). 

• We operate as an integral part of the Aalto University in close cooperation with the working 

life and other stakeholders in pursuit of added value to all parties involved.  

• We are a desired and recognized collaborator that facilitates the networking processes of our 

customers by using top expertise and comprehensive operating concepts and methods. 

• We respond fast, create new, innovate, and challenge ourselves together with our partners to 

exceed the standard limits. 

Starting points and framework for TKK Dipoli's future strategic choices 

• The expectations set by managers within working life are directed, in particular, to 

improvements in business capabilities through productivity, innovativeness and knowledge 

management. In this transition the effective utilization of technology plays a key role. 

• The fastest-growing product areas comprise of knowledge intensive fields, especially the 

management of service business, competence development, welfare service technologies, 

energy and environment, and digitalization. The growth is characterized by 

internationalization and global value networks. 

• TKK Dipoli services support engineers and other knowledge experts in their lifelong learning 

and professional development in the fields represented by the Aalto University. 

• TKK Dipoli develops and maintains learning and other services, particularly in fields where 

competencies related to the utilization of technology are increasing. 

• TKK Dipoli accentuates the utilization of information and communication technology and of 

the new learning and teaching methods in working life education and development services 

(WLEDS). 

Leadership and management. Describe managerial structure and how management and leadership 

are implemented. How you implement your mission, vision and values.  
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TKK Dipoli’s organization is a matrix of Product Groups based on previously listed focus areas three 

delivery processes: 1) training solutions services,  2) domestic development projects, and  

3) International development projects. 

Below is a picture of our organization structure. Management team of four consists of: Director, Head 

of Training, Head of R&D and Head of Administration. All the Heads of the Units (Product Groups) 

and other superiors build up superiors’ meeting . 
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The activities are implemented through: 

• Annual targets and results agreement with the rector  

• Definition and steering of mission, vision, values and targets carried out through management 

board, which meets twice a month 

• Definition and agreement of common practices through superiors’ meetings – meets twice a 

month 

• team meetings of product groups weekly – bimonthly to implement activities 

• monthly staff meetings for information sharing  

• target and salary discussions, Business Score Card  (annually) 

• personnel development discussions (annually) 

• management and leadership coaching, 360-degree evaluations for managers, development 

activities carried out in 2008-2009 

• Vintage as a operations management system in use 

People. Recruitment policy, competence development actions, internal communications, individual 

and team objectives + incentives/rewards offered.  

• Team supervisors have a central role in carrying out people related processes.  

• In TKK Dipoli a management and leadership coaching, 360 evaluations for managers, 

development activities has been implemented.  

• There are annual target and salary discussions  and annual personnel development 

discussions  

• Recruitment policy follows both financial realities and needs for new staff: competence needs 

are derived from customer needs (not university’s core focus reserach areas) 

• We have an induction plan for new employee,  

• We have written job and role descriptions for recruitment purposes. We also have more 

detailed generic description for training designers and operational staff 

• Competence development actions are based on individual needs and initiative 

• Internal communication is actualised through supervisors, more systematic internal 

communication is one of our development focus area 

• Good performance is recognized in staff information meetings and by supervisors 

• Limited possibilities to award financially, but flexible working arrangements are used to 

motivate people 

Partnership and Resources. Describe your customers and customer groups. How partnerships are 

created and utilized, different type of resources. 

• Focus within education operations: 

o knowledge workers and their organizations within technology-intensive and 

knowledge-intensive business fields.  

o confederations, associations, and networks willing to promote the competencies of 

their members. 

o end-users from students to experts and executives who want to encourage the role 

of technology and innovations in education. 

• Focus within education projects and employment education: 

o the clientele comprises of public authorities (especially Ministry of Employment and 

the Economy, regional governments), obtaining competed contract-based training for 

better employment in working life changes (partial funding from companies, 

municipalities etc.) 

o the clientele comprises of knowledge intensive SMEs and the public sector. Part of 
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their competency development is subsidized by public administration. The themes 

are emphasized with the pursuit of synergies with the other Aalto WLEDS contents.  

• Focus within development activities serving the university’s third mission: 

o the clientele comprises of TKK, other universities, municipalities, EU organizations 

etc. developing their own operations or society and working life within the TKK Dipoli 

areas of expertise. 

TKK Dipoli is an active member in several national and international networks. TKK Dipoli utilizes 

current partnerships in its activities, but there is need to make the partnership creation more 

systematic and strategic.   

 

Organisation’s processes 

Organisation’s processes refer to EFQM/DAETE matrix’s criterion 5. They also give information 

for other matrix’s criteria. 

Name and describe here your organisations present core and sub processes at process chart level, 
use the model below. 

 

 

 

TKK Dipoli’s core and sub processes: 

1. Training solutions services 
1.1 Long Programmes 

1.2 Tailor-made programmes 
1.3 Short courses and seminars 

2. R&D services 

2.1  Domestic development projects 

2.2  International development projects 
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Strategic and guiding processes 

3. Strategy 
4. Leadership and management 
5. Quality 
6. R&D management 

Support processes 

7. Personnel administration  
8. Financial administration and accounting  
9. Facility services 
10. ICT and information management services 
11. Sales & market 

Below is an illustration of the above. 

 

 

Results 

The results section is based on the EFQM/DAETE matrix’s criteria 6-9. Provide information on the 
main results of your organisation’s operations using following examples below: 

9a Financial (2008 figures) 

• Total revenue: 7.5 M€  (million euros) 

• Revenue per student/participant learning hour: 770 € 

• Revenue per student/partivcipant contact hour: 1900 € 

• Revenue per member of staff: 96 150 € 

• Annual surplus generated by the Centre: 76 257 euros 

• Annual surplus generated per member of the Centre's staff: 980 euros 

9b Academic 

• Total number of student learning hours:  9736  
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• Number of student learning hours per member of staff:  129 

• Number of awarded a) degrees, b) diplomas and c) certificates: we give out certificates of 

participation 

• Completion rate (in average) for all programs : Average completion rate of programmes is 

100% 

• Number of papers, conference contributions, books, research reports, etc. : 

During the years 2000-2008 approximately 25 papers or other type of reports.  

9c Quality Indicators  

• Are there overall metrics for the quality of the Centres activities, which are used for 

improvement (as perceived by participants, not just by the management)?  

• Does the Centre benchmark its activities against others? 

-Yes, using the DAETE matrix.  

• Does the Centre create new developments in knowledge transfer and innovation? 

-Yes. 

• Are there new activities undertaken each year above 10% of the total activities? 

-Yes, e.g. ESF funded InnoTransfer project, Creative Finland-project, InnoAgent project.  

• Are the programmes regularly audited externally as part of the Centre's activities both from 

the academic and business perspective? 

-In the long CE programs there is a supervisory board for each program that meets regularly 

to discuss the training, e.g. its contents, delivery methods, objectives, feedback. In the group 

there are representatives of the customer (business/companies), university and TKK Dipoli.  

Scope of the activities of the centre (2008 figures) 

• Annual turnover : 7.48 million euros 

• Number of employees: 78 

• Number of courses: 195 

• Total number of attendees: 4048 

Impacts results 

• Summary of customer satisfaction results: we collect them after each service to support to 

improve that particular service. Thus summaries are not available. 

• Summary of stakeholder satisfaction results: n.a 

• Summary of personnel satisfaction: n.a.  

• Image related results (e.g. awards and certifications, public recognitions) : At the moment  we 

hold an award of University of excellence in Adult Education 2007-2009 from Ministry of 

Education. 

o In the next picture a survey carried out in 2008 to collect perceived imago by Finnish 

training buyers (customers) shows how our imago has improved substantially. 
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• Description of results on sustainability, social responsibility and societal impact (e.g. number 

of networks and associations) :  TKK Dipoli is an active player in hundreds of networks, 

associations, societies. Several of our staff hold personal memberships in various networks, 

associations and societies supporting our activity. 

 

5. Processes 

DAETE Definition: Excellent organizations design, manage and improve processes in order to fully 
satisfy and generate increasing value for customers, staff and other stakeholders. 

Indicate the type of your organisation: 

�  A self contained centre within an academic institution, whose primary 
function is the provision of CPD/CEE 

�  A CPD/CEE provider associated with the department of an academic institution, 
whose principal function is not the provision of CPD/CEE 

�  A professional body who provides specific CPD/CEE for its members 
�  A commercial provider 
�  Other – please state 

General description of process related practices your institution (visualize this, if possible) 

All of the mapped processes are documented in a standardised way and made available in the TKK 

Dipoli process bank. Some processes are still under mapping work.  Process Chart level: The 

management group has defined TKK Dipoli’s core processes, strategic and guiding processes as 
well as the support processes. The process chart is inspected on yearly basis as a part of TKK Dipoli 

self-assessment DAETE / EFQM procedure and TKK Dipoli BSC-framework. Operational Model and 

sub process level: TKK Dipoli’s operative competence groups participate in the definition and 

building of the operational model and sub processes, implementation and execution as well as the 

improvement of these. Process flow level: Individual actions and responsibilities are described using 

standard process templates, including graphical and verbal descriptions and data, i.e. process 
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owners and metrics. Every employee participates in the documentation and development of 
processes on this level and below. Facilitated workshops are used as method in the documentation 

and process development.  Work flow level: Detailed work flows, tasks and checklists are partly 

handled by TKK Dipoli’s ICT systems (CRM, DipWiki, etc.). The workflows are improved by the 

principle of continuous development.  

What are the success factors and key performance indicators of your processes? 

The indicators are defined in the individual implementation plans. The data is collected from all 
participants as mentioned above. Pilots, Simulations and testing give data to the operational 

validation of the new process. Corrective actions are made before the execution phase of the re-
engineered process if needed. Further information of operational indicators based on BSC is 
available in appendix 5.2. The product group managers play a key role in monitoring activities and 
their success and also implementing TKK Dipoli’s stategy.  

What are the evidences for your KPIs and success factors in this enabler ? 

Financial evidences: 

- sales figures monitored monthly 

- enrollment status of each course bimonthly  

- budgets monitored and costs controlled in product level, product group level and TKK 
Dipoli level 

Customer related evidences: 

- feedback on our products and services 

- customers’ and partners’ initiatives to cooperate and numbers of invitations for bids 

- partnerships in networks 

- repetition of products 

- number of products 

- sales per major clients (key accounts) 

Personnel perspective  

- yearly discussions between the employee and his/her supervisor 

- individual targets based on BSC 

- development plans for each employee 

- management assessment (360) 

- absence statistics  

- TKK internal employee satisfaction surveys 

- staff resource allocations per product groups 

Work process perspective  

- processes mapped and developed (see appendix 5.1) 

- development discussions between employee and his/her supervisor 

- individual commitment to use operating systems followed up 

 

How did your organization come to this level/point/stage with regard to processes? 

TKK Dipoli has developed an advanced 7-step process development concept (appendix 5.1). The 
planning is based on continuous monitoring of feedback data from different perspectives: financial, 
customer & interest group, work process and personnel (appendix 5.2). The long term plans are 

updated based on the DAETE-EFQM self-assessment which also initialises individual process 
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development projects. One of the main principles is doing and learning together: all employees in 
these processes participate in all of the re-engineering phases.The planning of the actions in these 
development projects includes following main steps: 1) present state analysis, 2) target state 
analysis, 3) difference analysis and implementation plans. 

 

What are the next steps to improve the processes?  

Next DAETE/UNI-QM self assessment will be carried out in autumn 2010 and development plans 
made accordingly. Also processes that have not been mapped and described yet will be analysed 
and developed 2010.  
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Name of the Organisation 

Delft TopTech, Delft University of Technology, Delft, the Netherlands 

www.delft-toptech.nl 

 

Basic facts/background 

Historical facts: when founded etc.  

• Delft TopTech, executive education of TU Delft was founded in 1987 as an initiative of TU 

Delft and the alumni association of TU Delft. After more than 20 years of life long learning, 

Delft TopTech offers advanced Master programmes of international appeal and reputation. 

These programmes aim to strengthen the innovative capabilities of individuals and 

organisations from both the private and the public sector. 

The type of your organisation: 

X     A self contained centre within an academic institution, whose primary function is the 
provision of CPD/CEE 

�  A CPD/CEE provider associated with the department of an academic institution, 

whose principal function is not the provision of CPD/CEE 

�  A professional body who provides specific CPD/CEE for its members 

�  A commercial provider 

�  Other – please state 

Position/status in the university, objectives the university has set for the CE institution and 

value added to the university 

• Delft TopTech is the universities body to bring research based knowledge to the community 

in educational programmes. Delft TopTech strengths the innovative capabilities of 

professionals and managers in technological based organizations.   

Value added to the University brought by Delft TopTech 

• recognized operations and an acknowledged brand 

• recognized deliverer of post academic education and so delivering part of the life long 

learning portfolio of TU Delft 

• profound contacts with organizations and professional associations 

• around 30% of the content delivering is provided by TU Delft experts and funds the university 

financially 

Current focus areas 

• Management development  

• Innovation management by closing the gap between technology and business 

• Ecology and (sustainable) Energy 

• IT management and telecommunications 

• Safety and security management 

• Space systems 

• Lifelong Learning  
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Current organisational structure 

• Delft TopTech is a non-hierarchical’ organization with area focused programme managers 

and programme assistants responsible for the finance, marketing, development, organization 

and quality of the programmes 

• Delft TopTechs network of content providers is large.  

Staff education level (number of persons) 

• PhD or licenciate level degree:  1 

• Master level degree: 7 

• Bachelor level degree: 0 

• Higher vocational degree: 2 

• Vocational degree: 2 

• Basic level education: 4  

Sources of income (2008 figures) 

• Income from customers: 4 M€ (million euros) 

• No other incomes, no funds 

Types of delivery methods  

Delivery methods are based on appropriateness. In the CE programs various methods are used, e.g.  

face to face training, case studies, collaborative learning, work-based development projects. The 
leading principle is to achieve the learning (both individual and group learning) outcomes with the 
most appropriate methods. 

All the Delft TopTech Master’s programmes we enable organisations to adapt new technologies to 
business demands. Real-life case studies are integrated into our courses. In that way we can 
augment the status of the companies who send people to us. Delft TopTech is unique in closing such 

only too common gaps between technology and business. 

Types of programs delivered 

• Open continuing education programmes securing professional development and 

qualification.  

• Open advanced master degree programmes.  

• Tailored training supplied to international and national companies and government.  
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Institutional description 

Institutional description refers to EFQM/DAETE matrix’s enabler criteria 1-4. Provide a short summary 
on these criteria.  

Policy and strategy, future development. Describe in short organisation’s vision and mission. 

Organisations operational environment and its’ future challenges. Business strategy. Main 
stakeholders. 

Life long learning is a part of knowledge valorization of TU Delft. Delft TopTech enables the ambitions 

of the TU Delft for the universities third mission. The development of programmes is focused on the 
Netherlands, like the strategy of TU Delft in its partnerships with industry and government.  

 

Leadership and management. Describe managerial structure and how management and leadership 

are implemented. How you implement your mission, vision and values.  

Delft TopTech has a small number of staff. The organization is like: 

Programme managers are key in development and execution of programmes. Content responsibility 

is at Scientific Programme Directors. Programmes are developed in close cooperation with industry 

in Advisory Board and with other knowledge partners like universities in the Curriculum Committee. 

Activities are implemented through: 

• Annual targets and results agreement with the Board of Directors of TU Delft.  

• Definition and steering of mission, vision, values and targets carried out through managing 

director and programme management board 

• monthly staff meetings for information sharing  

• target and salary discussions (annually) 

• personnel development discussions (annually) 
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People. Recruitment policy, competence development actions, internal communications, individual 

and team objectives + incentives/rewards offered.  

• Programme managers have a central role in carrying out people related processes.  

• There are annual result and salary discussions  and annual personnel development 

discussions  

• Recruitment policy follows both financial realities and needs for new staff: competence needs 

are derived from customer needs  

• We have an induction plan for new employees,  

• We have written job and role descriptions for recruitment purposes.  

• Competence development actions are based on individual needs and initiative 

• Limited possibilities to award financially, but flexible working arrangements are used to 

motivate people 

• Trainees at TU Delft perform special projects 

Partnership and Resources. Describe your customers and customer groups. How partnerships are 

created and utilized, different type of resources. 

  

 

Organisation’s processes 

Organisation’s processes refer to EFQM/DAETE matrix’s criterion 5. They also give information 

for other matrix’s criteria. 

Name and describe here your organisations present core and sub processes at process chart level, 
use the model below. 

Delft TopTech’s core and sub processes: 

12. Training solutions services 
1.4 Advanced Master degree Programmes 
1.5 Tailor-made programmes 
1.6 Short courses and seminars 
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Results 

The results section is based on the EFQM/DAETE matrix’s criteria 6-9. Provide information on the 
main results of your organisation’s operations using following examples below: 

9a Financial (2008 figures, many figures are not messured) 

• Total revenue:  M€  (million euros) 

• Revenue per student/participant learning hour:  € 

• Revenue per student/partivcipant contact hour: € 

• Revenue per member of staff: € 

• Annual surplus generated by the Centre: euros 

• Annual surplus generated per member of the Centre's staff: euros 

9b Academic 

• Total number of student learning hours:   

• Number of student learning hours per member of staff:   

• Number of awarded  

o a) degrees: 90 

o b) diplomas: 0  

o c) certificates: 25  

• Completion rate (in average) for all programs :  

• Number of papers, conference contributions, books, research reports, etc. :  

9c Quality Indicators  

• Are there overall metrics for the quality of the Centres activities, which are used for 

improvement (as perceived by participants, not just by the management)?  

• Does the Centre benchmark its activities against others? 

-Yes, using the DAETE matrix.  

• Does the Centre create new developments in knowledge transfer and innovation? 

-No, not structured 

• Are there new activities undertaken each year above 10% of the total activities? 

-Yes, staff development of TU Delft and courses for TU Delft’s incubator  

• Are the programmes regularly audited externally as part of the Centre's activities both from 

the academic and business perspective? 

-Yes, het Advanced Master degree programmes are bi-yearly assessed by an independent 

body of TU Delft  

Scope of the activities of the centre (2008 figures) 
• Annual turnover : million euros 

• Number of employees: 16 

• Number of courses:  

• Total number of attendees:  

Impacts results 

• Summary of customer satisfaction results: we collect them after each service to support to 

improve that particular service. Thus summaries are not available. 

• Summary of stakeholder satisfaction results: n.a 

• Summary of personnel satisfaction: n.a.  

• Image related results (e.g. awards and certifications, public recognitions) : n.a. 
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• Description of results on sustainability, social responsibility and societal impact (e.g. number 

of networks and associations) :  n.a. 

 

3. People 

DAETE Definition: Excellent organizations manage, develop and release the full potential of the staff 
at all levels. They promote fairness, equality, involvement and empowerment of the staff. They care 
for motivating the staff and for building commitment using their skills and knowledge. 

Indicate the type of your organisation: 

X     A self contained centre within an academic institution, whose primary function is the 
provision of CPD/CEE 

�  A CPD/CEE provider associated with the department of an academic institution, 

whose principal function is not the provision of CPD/CEE 

�  A professional body who provides specific CPD/CEE for its members 

�  A commercial provider 

�  Other – please state 

Indicate your score if you have carried out the EFQM matrix evaluation and got 4 or 5 in this criterion:  

General description of people related practices your institution 

Delft TopTech has a small staff (16 persons, mostly part time) and is non-hierarchical structured. Delft 

TopTech works in close cooperation with knowledge providers like TU Delft and other universities. 

 

• Programme managers have a central role in carrying out people related processes.  

• There are annual result and salary discussions  and annual personnel development 

discussions  

• Recruitment policy follows both financial realities and needs for new staff: competence needs 

are derived from customer needs  

• We have an induction plan for new employees,  

• We have written job and role descriptions for recruitment purposes.  

• Competence development actions are based on individual needs and initiative 

• Limited possibilities to award financially, but flexible working arrangements are used to 

motivate people 

• Trainees at TU Delft perform special projects 

 

What are the success factors and key performance indicators of your people related activities? 

Succes factors: 

• Small informal organisation 

• People development based on individual needs 

Key performance indicators 

• Rather low percentage of absence due to illness 
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What are the evidences for your KPIs and success factors in this enabler? 

Figure of absence due to illness is n.a. 

 

How did your organization come to this level/point/stage with regard to people? 

Involving everybody in strategy planning and quality management.  

Personal contact, inside and outside the office. 

 

What are the next steps to improve the people related practices?  

Making growth from Delft TopTech to TU Delft (and vice versa) possible. 

 

 

5. Processes / Delft TopTech 

DAETE Definition: Excellent organizations design, manage and improve processes in order to fully 
satisfy and generate increasing value for customers, staff and other stakeholders. 

General description of process related practices your institution 

Delft TopTech is formalising its processes. As we provide several large degree programmes, the 
present processes vary per programme. The processes are partly documented. We are working on 
general work processes for the key activities of Delft TopTech. 

From the description of the present situation we will start improvement programmes. 

  

How are you planning processes related activities (P) 

The PDCA method is accepted but not yet formalised.  

What of the things you have planned are you doing now (D) 

We expect to have the core processes for our degree programmes done Summer 2009. We will start 
with the supporting processes (like finance, HR) in Spring 2009. The short programmes and in-
company courses are scheduled for Autumn.  

Check/Act: What kind of feedback and learning are you getting (C/A) 

It is to early to say something about this, but we see the benefits already of streamlining the 
processes. 

Indicators: What indicators are you using here? 

 

Processes: Description of key processes related with process development (or process flow charts 
etc. if available) 
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Name of the Organisation 

Katholieke Universiteit Leuven, AVNet (Audiovisuele Nieuwe Educatieve Technologieën) 

Catholic University of Leuven, AVNet (Audiovisual New Educational Technologies) 

 

Basic facts/background 

Historical facts: when funded etc.  

AVNet was created in the early 90’s. Before it carried the name Linov which merged three exisiting 

units: an audiovisual support unit, a Study Centre of the Open University and a project management 
team on distance teaching. Since 2001 AVNet has its own premises and infrastructure at the 
University and currently counts over 35 employees. 

The type of your organisation: 

�  A self contained centre within an academic institution, whose primary function is the 
provision of CPD/CEE 

�  A CPD/CEE provider associated with the department of an academic institution, 

whose principal function is not the provision of CPD/CEE 

�  A professional body who provides specific CPD/CEE for its members 

�  A commercial provider 

X  X  X  X  Other – please state: A educational support centre, whose primary function is 

consultancy and support towards the provision of CPD/CEE – which is the 

responsability of the Faculties and their departments. 

 

Position/status in the university, objectives the university has set for the CE institution and 

value added to the university 

AVNet - K.U.Leuven is an central, educational support unit at the University Of Leuven.  

AVNet develops multimediaproducts and mediasystems, and supports the good use of audiovisual 
new educational technologies in multicampus education and other communication processes across 
the Knowledge and Competence Network of the K.U.Leuven.  

Since November 2008, AVNet is also responsible for the good support of organisers of CE (Faculties, 
Academic Institutions within the University, Departments). AVNet takes over this task from a previous 

unit which was specifically responsible for CE consultancy.  

The strategic intention of this merger is to push for a more innovative approach towards CE 
provision, which should include a perspective of educational technology or distance learning. AVNet - 
K.U.Leuven is currently in the full process of redefining its own mission and vision in the light of a 
broader redefinition of CE provision at the University level.  For this purpose a formal working group 

on lifelong learning was set up, in which AVNet - K.U.Leuven takes an active role. As such, the 

information provided in this case study is fragmented and temporary. 

Role of the centre in the university: how the CE services are provided to customers, organising 

services 

AVNet - K.U.Leuven does not organise or set up CE itself. The unit provides support services 
towards organisers of CE (Faculties, Departments, Academic Institutions wihtin the University).  

The focus areas of organisation’s operations 

- support in the good setup of new CE programs  
(organisational, pedagogical/didactical and technological)  
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- support in the good use of new educational technology in (higher) education, including CE 

- support in the provision of distance learning as a study centre of the Open Universiteit 
Nederland 

- development of new multimedia products for (higher) education, training or other 
communication processes 

- development of innovative media systems 

Current organisational structure (e.g. product groups)?  

See focus areas above – Avnet has two main teams, each with two subteams. 

One unit consists of multimedia products and mediasystems development and support, the second 
unit comprises of an educational technology support team and a lifelong learning team. The latter is 
occupied with the Study Centre of the Open University Netherlands and the support of teaching staff 
in the set up of CE. 

Staff competence/education level 

1 x  PhD 

13 x Master 

18 x Bachelor 

4 x ASO 

Sources of funding (2008 figures) 

Funding of K.U.Leuven (recurring)  

Operational funds 251.000,00 € 

Equipment 145.000,00 € 

Personal 1.145.000,00€ 

  

Own Funding/contribution  

Multicampus  440.000,00 € 

Multicampus/Open University 70.000,00 € 

Multimedia production 310.000,00 € 

Multimedia systems 30.000,00 € 

  

Total 2.391.000,00 € 

  

Types of delivery methods & Types of program delivered 

This question is not applicable as AVNet does not organise or set up CE itself. 

AVNet does provide services to students of the Open University Netherlands through a local Study 
Centre. 

CE organised at the university can be one of the following types:  

- Postgraduate 

- CE with certificate  
- Seminar Series  
- Lecture or information session  
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- Congres 

- Study day or symposium 
- Workshop or seminar  
- Debate 

 

 

Institutional description 

Institutional description refers to EFQM/DAETE matrix’s enabler criteria 1-4. Provide a short summary 
on these criteria, max one page. If you scored 4 or 5 in any of these criteria, indicate the score.  

Policy and strategy, future development. Describe in short organisation’s vision and mission. 

Organisations operational environment and its’ future challenges. Business strategy. Main 

stakeholders. 

Mission 

AVNet - K.U.Leuven is an central, educational support unit at the University Of Leuven.  

AVNet develops multimediaproducts and mediasystems, and supports the good use of audiovisual 
new educational technologies in multicampus education and other communication processes across 
the Knowledge and Competence Network of the K.U.Leuven.  

 

Vision 

Our role 

- AVNet applies a three-tier perspective in its services. Support is provided for those clients 

who wish to do it themselves (‘do it yourself’; AVNet provides manuals, generic trainings, 
basic advice), for clients who wish to make use of semi-professional equipment or 
professional advice although they will take action on their own (‘we do it together’; AVNet 
provides infrastructure and tailor-made trainings or consultancy) or for clients who wish to 
‘outsource’ the entire solution to AVNet (‘we do it for you’; AVNet provides a full service either 

by developing, making or executing the tasks) 

- AVNet support services are all based on research. A team of educational technologists is 

involved in a range of (mostly EU funded) educational development projects. In addition, the 
expertise gained by delivering daily services is collected and used as a basis for continuing 

improvement.  

- AVNet delivers support for teaching staff, but also for education management and policy-

makers. As such, AVNet also specialises in a focus on policy-making and decision-making 

mechanisms for topics such as lifelong learning, e-learning, distance learning, media systems 

or multimedia development. 

- AVNet has an open interest in topics and issues that sometimes lie beyond the core 

business of supporting (higher) education. Training outside the university, target groups who 
are not professional teachers, topics with a digital media component that are not directly 
linked to higher education can always be considered. This vision is based on the conviction 

that an open mind is crucial and advantageous in the innovative sectors AVNet is involved in.  

Our approach 

- AVNet has a multidisciplinary focus in each of its support services. Incoming questions are 

always approached from a technological, a pedagogical and an organisational perspective 
(TOP-model). A sub of the technological perspective is the attention for both the technical 
issues, as well as the application of the technology (e.g. position of light, camera – use of 
microphone 

- AVNet guarantees the quality of its deliverables and services through a project-based and 
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proces-based approach of its activities.  

Core values 

- AVNet applies five core values: Customer Service (‘your problem is our problem and we will 

fix it together’), Excellence (attention for quality standards), Openness (openness towards 
new impulses), Respect (respect for individual strenghts and competences), Responsibility, 

Sustainability (effective and efficient use of available means – time, money, people, space, 
technology, authority). 

 

Leadership and management. Describe managerial structure and how management and leadership 

are implemented. How you implement your mission, vision and values.  

AVNet - K.U.Leuven’s organogram is based on two main areas, each divided into two subteams. In 
addition, AVNet has its own administrative team.  

The management team consists of the Director, the members of the staff (a policy officer on support, 
a policy officer on technology and a head of expertise), the heads of the two main units and the head 
of administration. 

 

 

 

All activities of AVNet are implemented through: 

Within the university – concerning the division of Educational Support 

- Regular Director meetings with the vice-rector of Education 

Within the university – cooperation with other partners 

- Unit on Information- and Communication Technology (IT department) – cooperation regarding 
the learning platform of the university 

- Technical Unit – cooperation regarding the didactical equipment of classroom and auditoria 

- Unit on Educational Support – cooperation for didactical/pedagogical dimension 

- Faculties and Unit for Academic Professionalisation – cooperation regarding provision of 
training 
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- Unit of Educational Policy – cooperation regarding policy making, organisation and 

implementation of education  

- Unit on International Relations – cooperation concerning internationaliation  

- Working groups within the University as well as its Association of 12 University-colleges 
throughout the region of Flanders 

Within AVNet 

- a formal business meeting structure based on the method of ‘linking pin’  

o a monthly management meeting (definition and follow-up of mission, vision, strategic 
goals, operational goals and actions) 

o a bi-monthly Infrastructure meeting (Mediasystems for AVNet and for the University) 

o a bi-weekly meeting on Operations (HR, budget, actions) 

o a monthly Expertise meeting (all research projects AVNet is involved in, as well as our 

training offer) 

o a bi-monthly meeting on internal and external communication (actions related to the 
communication plan, including websites, promotion, etc) 

o weekly or bi-weekly meetings on operations in the two main units or their subteams.  

- Yearly AVNet two-day retreat (yearly changing theme, ranging from the definition of new 
actions for the policy plan to an employee workshop on collaboration and communication) 

- yearly process of appraisals (covers personal goal setting and salary) 

- (AVNet is currently in the process of setting up a central management system to organise our 
workflow) 

 

People. Recruitment policy, competence development actions, internal communications, individual 

and team objectives + incentives/rewards offered.  

- Team supervisors have a central role in carrying out people related processes (in close 
cooperation with the Director) 

- There are annual target discussions 

- Recruitement policy is defined by the University, but follows own financial reality and needs. 

- There is an induction plan for new employees, there is also a trial period with formal feedback 
moments and monitoring 

- There are written job and role descriptios for internal HR purposes and recruitment purposes 
– all are based on the HAY classification which is being implemented through the university 

- Competence development actions are based on individual needs and initiative 

- Internal communication is realised through: 

o Above described linking pin meeting structure 

o An obligatory, bi-weekly general communication and presentation moment for all 
employees (this is also recorded for later re-use or for employees who could not 
attend) 

o An internal ‘AVNet Gazet’ or online newsletter 

o An internal server for document sharing 

- AVNet does not have its own possibility to reward financially, but there are flexible working 
arrangements in place to motivate people. 
 

Partnership and Resources. Describe your customers and customer groups. How partnerships are 

created and utilized, different type of resources. 

AVNet focuses on four groups of customers: 
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- teaching staff at K.U.Leuven or at the Association K.U.Leuven* 

- education management at K.U.Leuven or at the Association K.U.Leuven* 

- students 

- external customers (training networks, regional organisations interested in consultancy or 
services by AVNet) 

Partnerships 

- AVNet is an active member in several national and international networks. AVNet utilizes its 
partnerships in its activities. The most prominent example of this is the presence of the 
secretariat of the European network EuroPACE within its premises. EuroPACE is a European 
network of educational institutions, organisations or networks who collaborate via (EU-
funded) projects on research in e-learning or technology supported learning. The K.U.Leuven 
was founding member of this network.  

- Many AVNet employees are also active as partners or participants in different relevant 
working groups or boards of Europan networks with a focus on AVNet’s core activities 
(EDEN, EUCEN, Coimbra e-learning taskforce, CAWO, EFQUEL, SEFI, LERU) 

- AVNet is an active participant in the decision-making structure of the Association 
K.U.Leuven. Ths Association was created in the framework of the local implementation of the 
legislation following the Bologna declaration. A key element in this legislation was the wish 

for a cooperation between universities and university colleges  through the development of 
institutional partnerships. In future years, these partnerships will contribute to the creation of 
the European Higher Education Area. The K.U.Leuven Association is based on close 
cooperation between K.U.Leuven and twelve university colleges. With more than 76, 000 
students, it accounts for over 44% of the entire student population in Flemish higher 
education.  It is an open and dynamic network, with a strong, influential position in Flanders. 

The K.U.Leuven Association primarily aims to offer a wide range of study and training 
programmes and to improve the quality of education and research through intensive 
cooperation. To ensure the long-term effectiveness of their efforts, the members of the 
K.U.Leuven Association have opted for a strong decision-making and executive structure. 
Thus, the Association’s policy is developed by various advisory groups, which deal with  
important issues such as education, research, student policy, finance, communication, 

internationalisation, diversity and quality management. These advisory groups have emerged 
from the cooperation between the institutional partners. They launch forward-looking projects 
which function across institutional boundaries. AVNet has a seat in the advisory groups on 
’digital learning’ and ’continouing education’. 
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Organisation’s processes 

Organisation’s processes refer to EFQM/DAETE matrix’s criterion 5. Name and describe here 

your organisations present core and sub processes at process chart level, use the model below. 

 

 

 

Currently AVNet does not have a documented structure of its processes.  There are already many 
processes defined and in place however, including task descriptions, check-lists, scenario’s, 
templates etc. In addition, AVNet also has a culture of project-based working, particularly in its 

research activities. 

The management has taken up this issue in the strategic action plan of this year to initiatie the 
process of making all processes explicit and transparent. 

 

 

Results 

The results section is based on the EFQM/DAETE matrix’s criteria 6-9. Provide information on the 
main results of your organisation’s operations using following examples below: 

9a Financial & 9b Academic 

Considering the status of AVNet as a support service for the organisation of CE, these questions are 

not relevant. Part of the figures asked are traced at university level – other’s a the level of the 
individual programs or faculties that organise the CE.  

9a Financial (2008 figures) 

• Total revenue 

• Revenue per student/participant learning hour 
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• Revenue per student/partivcipant contact hour 

• Revenue per member of staff 

• Annual surplus generated by the Centre 

• Annual surplus generated per member of the Centre's staff 

9b Academic 

• Total number of student learning hours 

• Number of student learning hours per member of staff 

• Number of awarded a) degrees, b) diplomas and c) certificates 

• Completion rate (in average) for all programs 

• Number of papers, conference contributions, books, research reports, etc.  

9c Quality Indicators (Are these really quality indicators? What is the quality level if you say 

‘yes’?) 

� Are there overall metrics for the quality of the Centres activities, which are used for 
improvement (as perceived by participants, not just by the management)? 

Currently, AVNet does not have quality indicators in place. Regarding our services and our 
training offer, we do evaluate on the basis of generic templates. 

� Does the Centre benchmark its activities against others? 
Through its networking activities and partnerships, AVNet actively benchmarks or compares 
its approach and activities with other centres. This does not happen according to a structured 

benchmark system or study – rather it takes place through internal reporting. 

� Does the Centre create new developments in knowledge transfer and innovation? 
Yes – AVNet actively participates (as coordinator or partner) in internal and external projects 
on lifelong learning, educational technology and distance learning. These projects either 

provide input towards the improvement of exisiting services or the creation of new services.  

� Are there new activities undertaken each year above 10% of the total activities? 
� Are the programmes regularly audited externally as part of the Centre's activities both from 

the academic and business perspective? 
There is not external audit in place regarding CE at the university. Such a structure is in use 

regarding the regular offer however.  

Scope of the activities of the centre 

� Annual turnover 

� Number of employees 

� Number of courses  
not applicable 

� Total number of attendees 
not applicable 

Impacts results 

� Not applicable 
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2. Policy and Strategy 

DAETE Definition: The Centre implements its mission and vision by having a stakeholder focused 
strategy that takes account of the market and sector in which it operates. Policies, plans, objectives 
and processes are developed and deployed to deliver the strategy. 

Indicate the type of your organisation: 

�  A self contained centre within an academic institution, whose primary function is the 

provision of CPD/CEE 

�  A CPD/CEE provider associated with the department of an academic institution, whose 

principal function is not the provision of CPD/CEE 

�  A professional body who provides specific CPD/CEE for its members 

�  A commercial provider 

�  Other – please state: An educational support centre, whose primary function is consultancy 

and support towards the provision of CPD/CEE – which is the responsability of the Faculties 
and their departments. 

 

General description of policy and strategy practices your institution (visualize this, if possible) 

Since November 2008, K.U.Leuven appointed AVNet as responsible for the good support of 
organisers of CE (Faculties, Academic Institutions within the University, Departments). The centre 
takes over this task from a previous entity which was specifically responsible for CE consultancy. The 

strategic intention of this merger is to push for a more innovative approach towards CE provision, 
which should include a perspective of educational technology or distance learning. AVNet is currently 
in the full process of redefining its own mission and vision in the light of a broader redefinition of CE 
provision at the University level. For this purpose a formal working group on lifelong learning was set 
up, with AVNet in an active leading role. Starting point for this working group is the recently revised 
university vision on teaching and learning. One specific reference is related to Lifelong Learning: 

Our educational offer matches the societal needs of lifelong and life-wide learning in 
Flanders, Europe and the world. In this way K.U.Leuven shares its old traditions and 
current strengths, is open to input and stimuli from others and collaborates with relevant 
networks to improve the quality of its services to society and enhance solidarity amongst 
people all over the world. 

How this will be translated into a new business plan with regard to lifelong learning, continuing 

education and professional development, and especially how this will be organized (supported) by 
the university, is the subject of the working group. Representatives from the faculties, in charge of 
LLL, CE or CPD programs, from different support units, from the university management and from 
other stakeholder bodies within the university are meeting every month to further redefine and refine 
the mission and vision on LLL for the future. Peer review of intermediate documents will be organized 
informally (in the networks all members of the working group are participating in), and formally in a 

two day workshop in Leuven with international colleagues. Plans are to have this new policy and 
strategy accepted and adopted by the whole university community by summer 2010.  

 

What are the success factors and key performance indicators of your policy and strategy? 

The main key performance indicator with regard to this enabler is a fully adopted policy and strategy 
with regard to lifelong learning (CE and CPD included), completely in line and embedded in the 
overall vision on teaching and learning at the university. 

This should be accompanied by a short- and mid-term business plan for implementation and 
support, with clear responsibilities for all involved stakeholders. 
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What are the evidences for your KPIs and success factors in this enabler? 

As the working group on LLL is still in function, the final evidence for the (new) policy and strategy is 
to be expected around the summer of 2010. 

So far, we continue to work with the implementation guidelines as part of the previous educational 
strategic plan at the university (2006-2009). They were formulated as follows: 

Education at the university creates conditions to enable lifelong learning. It provides 
activities to support and develop LLL. The university, together with its Association 

partners, offers a high-quality portfolio of LLL built on its own competences and 
matching societal needs, with a specific focus on interdisciplinary programs. A coherent 
organization and effective support for decentralized initiatives is of utmost importance. 
The university also opens up its regular educational programs and its digital learning 
environment for non-traditional students. This way of flexible use of existing products 
and services gives opportunities for their valorization in other, i.e. CE and CPD, 

circumstances. Integration of these activities in the overall educational context and 
especially in the job description of teachers and professors at the university needs further 
attention. 

 

How did your organization come to this level/point/stage with regard to policy and strategy? 

We could say that the recent merge of the smaller unit for CE into a larger entity like AVNet is already 
one step in the implementation of the above. 

 

What are the next steps to improve the policy and strategy?  

Further steps will largely depend on the outcome of the working group on LLL. At this stage we 
cannot anticipate on the next steps to be taken. 

 

 

1. Leadership 

DAETE Definition: Excellent Leaders develop and facilitate the achievement of the mission and vision. 
They develop organizational values and systems required for sustainable success and implement 
these via their actions and behaviours. During periods of change they retain a constancy of purpose. 

Where required, such leaders are able to change direction of the organization and inspire others to 
follow. 

Indicate the type of your organisation: 

�  A self contained centre within an academic institution, whose primary function is the 

provision of CPD/CEE 

�  A CPD/CEE provider associated with the department of an academic institution, whose 

principal function is not the provision of CPD/CEE 

�  A professional body who provides specific CPD/CEE for its members 

�  A commercial provider 

�  Other – please state: An educational support centre, whose primary function is consultancy 

and support towards the provision of CPD/CEE – which is the responsability of the Faculties 
and their departments. 

 

General description of leadership practices your institution (visualize this, if possible) 

In the mid 90’s a former rector of the university had a vision to cluster all players active in the field of 
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innovation in education within the university (including continuing education) into one single entity, 
called LINOV (the Leuven Institute for Innovative Learning). It was a loose construction, in fact a 

group of individual teachers and support staff without any formal organisation. Because of that, it 
didn’t work in the end and a new start was taken in 2002: (some of) the constituent entities of LINOV 
were physically moved into one building and one director was appointed, with the explicit duty to 
bring synergy between them and create added value. Over the years we established a stable position 
within the university, under the supervision of the Vice Rector Educational Policy, and with a new 
name, AVNet (Audiovisual and New Educational Technologies). Started with about 20 people, we 

have grown to a team of 40 colleagues, both by integration of other (smaller) entities and by 
expansion of activities (the most recent merger was with the Centre for Continuing Education). The 
main objective is still to support the university community in the innovation of teaching and learning, 
but we are also an expertise and training centre and we participate in the decision making processes 
with regard to educational policies. The responsibilities for those activities are shared amongst the 
direction of AVNet, and decisions are taken in consensus. The director is the linking pin between the 

Vice Rector and the team, and represents the centre in many internal and external bodies.  

In an ever changing and more demanding context, we defined 6 core values as leading principles that 
characterize our behaviour and attitude throughout our work: 

• Service orientation: we consider your problem as our problem and we will solve it together 

• Excellence: we strive for the highest professional quality possible within preset boundaries 

• Responsibility: we feel responsible for all what we do and what we have 

• Respect: we show respect for all individuals, their work and their competences 

• Openness: we have an open mind and broad view on what is happening around us and we 
are susceptible for innovative stimuli 

• Sustainability: we use our resources (time, money, people, space, infrastructure, and power) 

as effective and efficient as possible in given circumstances 

 

What are the success factors and key performance indicators of your leadership practices? 

The following key performance indicators could illustrate leadership in AVNet: 

• The centre could maintain (or enhance) a stable position under different Vice Rectors 

Educational Policy at the university. 

• Staff turnover is healthy and rather low (in general and compared to other entities in the 
university). 

• All staff members show adherence to the 6 core values in their day to day work. 

The ultimate leadership however would mean that AVNet as an organization could continue its 
activities to the same extent and with the same level of quality without the daily supervision of its 

current director, or with another one. 

 

What are the evidences for your KPIs and success factors in this enabler? 

Over its 8 years of existence now AVNet has had three different Vice Rectors Educational Policy 
supervising its operations. 

During the recent organizational design process (according to the Hay method) the position of AVNet 
was questioned (by the Human Resource Department and the external consultants), though at the 
end of the process meanings had changed to just the opposite, leaving no doubts about its position. 
Even more, the organizational structure of AVNet is now mirrored in the total organization of 
educational support at the university. 

Each year AVNet manages to keep staff turnover less than 10%. People leaving take quite often 

positions in similar organizations in other institutions, where they can benefit from what they learnt at 
AVNet and with whom we further develop our network of partners. Young and not so young new 
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colleagues are joining the team, depending on open positions or challenging new projects. They are 
selected on the basis of their competences and their potential to live and work according to our core 

values. 

The current director of AVNet is quite often away and abroad (for representation, bench marking, 
networking or other activities). He can trust on his colleagues that they can manage ‘internal affairs’ 
and even beyond. This has especially been shown when he was on study leave in Finland for two 
months (August and September 2008). AVNet is in good hands, and will survive. 

 

How did your organization come to this level/point/stage with regard to leadership? 

The director of AVNet has not been formally trained for this function. He has grown in competence by 
doing the job and got (part of) his experience as a leader through volunteering responsibilities in 
different organisations outside the university. 

One specific aspect of the job as director is networking within and outside the university, explaining 
and benchmarking the own activities and finding partners to further develop the position of AVNet. It 
can easily be said that more than half of the director’s time is currently spent on this activity. 

Also a lot of formal and informal ‘team building’ activities are happening in AVNet, with the whole 
team, sub-teams and management staff, to enhance the working environment and share our 
common values. Examples are forth night lunch meetings, monthly ‘happy hours’, staff days, a yearly 

residential two-day planning workshop,... 

 

What are the next steps to improve leadership in your organization? 

The next step is to prepare the organization for the supervision of a new Vice Rector Educational 

Policy within 3 years from now, and eventually for a new leader. 
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Name of the Organisation 

Danube University Krems – University for Continuing Education 

 

Basic facts/background 

Danube University Krems was founded in 1994 and teaching started in Krems in 1995 with three 
courses and 93 students. The university already is the largest provider of postgraduate continuing 

education in Austria. Danube University Krems has specialized in postgraduate academic studies 

and offers exclusive courses in the fields of economics and management, communications, IT 

and media, medicine and health, law, European integration and public administration, education 

and cultural sciences as well as of building and ecology. Being a European model project, 

Danube University Krems combines high quality in education, research and consulting with 

customer orientation and highe quality student services. More than 4500 students from 60 

countries are enrolled in over 200 academic courses. More then 75% of the university budget is 

from third party. Therefore Danube University Krems has a strong entreperneurial focus and 

structure. 25% of the funding is comming from the goverment. The infrastructure is funded by 

the local goverment of Lower-Austria. Third party funding is based mostly on study fees. The 

majority of the students of Danube University Krems have a university degree. Therefore, the main part 
of university teaching in Danube University Krems consists of courses which are concluded with an 
internationally recognized Master’s degree such as Master of Business Administration (MBA), Master 
of Science (MSc), Master of Arts (MA) or Master of Laws (LL.M.). The range of courses offered here 
extends from executive MBA, IT consulting, European Union law, solar architecture and music 
management to health care management, psychotherapy and special fields of dentistry. Danube 

University Krems also offers a number of short courses and seminars. 

The organisation is based on departments and centres. Actually 20 departments and 45 centres are 
establishes in Krems. The departments and centres of Danube University Krems cooperate across the 
perimeters of the individual subjects. The university is committed to international aspects and to 
cultural diversity along the lines of education and research. The university has 402 employees, 167 
scientific staff and 235 in administration. Recently 21 professors work at the Danube University. More 

than 1,000 internationally renowned external lecturers not only assure a high quality in education, but 
also the consistent exchange with the scientific community and international enterprises. Danube 
University Krems cooperates with 50 universities worldwide.Master's programmes usually comprise 
four semesters 90 ECTS, with additional options involving short-time programmes as well as programs 
with longer terms. All university programmes are organized on an extra-occupational basis. Block 
periods with mandatory attendance, online classes as well as independent scientific or project-specific 

work are complementing each other. 

 

 

Institutional description 

Institutional description refers to EFQM/DAETE matrix’s enabler criteria 1-4. Provide a short summary 
on these criteria, max one page. If you scored 4 or 5 in any of these criteria, indicate the score.  

Policy and strategy, future development. Describe in short organisation’s vision and mission. 

Organisations operational environment and its’ future challenges. Business strategy. Main 

stakeholders. 

In addition to high-quality teaching, research and consulting, customer orientation and practical 
relevance are the hallmarks of the university. The university already is the largest provider of 
postgraduate continuing education in Austria and is now striving to become the leading competence 
centre of academic continuing education in Central Europe within the next few years. The University 
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offers more the 50% of the study programmes in cooperation with other training providers and higher 
education institutions across the world. The development of this strategic partnerships and quality 

assurance are further future challenges in Krems. Besides this the change of mode of delivery is the 
central issue for the future. The Danube University USP in the past was in class or contact class 
education. Last years more and more study programmes changed to a blended learning approach. 
The combination of e-learning and in-class-education creates new future opportunities for the 
university. 

One of the major strategy options for the university is the extension of the involvement of the university 

in LLL. Especially the provision of BA programmes on part time basis would be a challenging 
opportunity. Due to the expertise in continuing and part time education compared to other universities 
in Austria and Europe, the university could set up a new USP for the future by offering part time BA 
programmes.  

At the programme level the weak point of the university are the PhD programmes. Due to the existing 
limitations given by the law and the ministry the university is not offering such programmes. With the 

existiung funding structure and high third party finance percentage the only possibility at the moment 
would be to offer PhD programmes for free. This also one of the key challenges of the future for 
establishing high academic and research outputs.   

Leadership and management. Describe managerial structure and how management and leadership 

are implemented. How you implement your mission, vision and values.  

Due to the Austrian higher education act from 2002 and a special Danube University Act from 2004 
universities are autonomous organisations in Austria. The Danube University has its own law, which is 
based on the specific model of the university as a provider “only” of continuing education. The 

university is based on small but very active and flexible centres, which are organised as non-for-profit” 
centres, with their own revenues and expenses. The university has a flat organisational structure. The 
head of the departments are professors and responsible also for the management of the department. 
The departments have their own target and key performance agreements with the rectorate. In the 
future the departments will be aggregated into schools. These schools will integrate 3-4 departments 
into bigger units. The experiences with the high number of departments dealing directly with the 

rectorate showed that the management of the organisation is especially at the top level rather 
problematic. This was one of the reasons of the top management crisis of the university between 2005 
and 2009. The goal of the new organisational structure will be to create bigger and equal units in size 
and output. At the moment and because of the organisation structure small departments with few staff 
members are as powerful as bigger departments with 30-40 employees. Academic and managerial 
leadership are the same in Krems. Staff members with high academic degrees are also in high 

management positions. There is no differentiation between academic leadership and managerial 
leadership 

 

People. Recruitment policy, competence development actions, internal communications, individual 

and team objectives + incentives/rewards offered.  

There is no recruitment policy. Internal training programmes for personnel development are offered by 
different central services units like IT-Department, Controlling or E-Learning. Danube University also 
offers for PhD or habilitation a one day per week support. Academic staff can take every week one day 
for the own academic qualification development. This is a formal way and based on a special contract 

between the university and employee. The internal communication is based on a WIKI, e-mail and so 
called employees meetings (every 5-6 months). Besides, departments and centres have their own 
meetings on a weekly or monthly basis. The university offers their employees also a bonus if the 
university meets its own objectives. The head of departments get also a special bonus, if they fulfil the 
budget plan by the end of the year. Every year the university management has a performance 
agreement with the departments meanly driven by economic figures. But the influence of academic 

indicators in these agreements is growing.  
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Partnership and Resources. Describe your customers and customer groups. How partnerships are 

created and utilized, different type of resources. 

There are business to business relationships in the case of education to other training institutions or 
higher education institutions. There are few key partners that offer and maintain a big number of study 
programmes and students in different countries outside Austria. The relationship owner in the most of 

the cases is the department. The relationship is based on a contract between the involved institutions. 
There are also in-house programmes; here the university has a company or institution as partner. In 
this case the programmes are customized for one or a group of organisations. Due to the fact that the 
university offers more then 200 masters’ programme which are “hosted” by the departments, these 
units work with different target groups. The main challenge is the management of relationships by 
overlapping customer groups by departments. Therefore the university uses a customer relationship 

management tool to maintain and support customer relationships. 
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Organisation’s processes 

Organisation’s processes refer to EFQM/DAETE matrix’s criterion 5. Name and describe here your 

organisations present core and sub processes at process chart level, use the model below. 

 

Due to the fact that DUK has a new rectorate, which is working on a new structure of the university 
since January 2009, there is no data and information available about the process issues so far. 

 

 

Results 

The results section is based on the EFQM/DAETE matrix’s criteria 6-9. Provide information on the main 
results of your organisation’s operations using following examples below: 

9a Financial 

• Total revenue : 33,3 Mio.€ (2007) 35,2 Mio.€ (2008) 

• Revenue per member of staff  … 87 000 € (2008) 

9b Academic 

• Number of awarded a) degrees, b) diplomas and c) certificates: 9282 alumni in master 

programmes. 

• Number of papers, conference contributions, books, research reports, etc… 359  

9c Quality Indicators (Are these really quality indicators? What is the quality level if you say ‘yes’?) 
� Are there overall metrics for the quality of the university activities, which are used for 

improvement (as perceived by participants, not just by the management)? No  
� Does the University benchmark its activities against others? Not yet. A benchmark initiative will 

start in 2010 
� Does the University create new developments in knowledge transfer and innovation? Yes, the 

university is partly owner of a company helping start ups. 
� Are there new activities undertaken each year above 10% of the total activities? Yes, the 

number of students is increasing approximately 10% per year. 
� Are the programmes regularly audited externally as part of the University’s activities both from 

the academic and business perspective? Partly. Some of the programmes are accredited by 
international accreditation agencies like FIBAA.  

Scope of the activities of the centre 

� Annual turnover : 33,3 Mio.€ (2007), 35,2 Mio.€ (2008)  

� Number of employees: 2009: 413 

� Number of courses: master programmes: 223 

� Total number of attendees: 14 375 students, since 1995 (establishment of the university) 

 

 

 

 


