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Campbell and Rozsnyai (2002, p. 133) define it as: Stakeholder: Students, society, and government participating
in or benefiting from the provision of education.
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Stakeholders

Consumers

Emplovees

Basic
Partners

Strategic
Partners

Academic Staff

v

Administrative Staff

v

Retired Staff

Students

O

Student Families

YA

CHE

Ministry of National Education

Ministry of Finance

Ministry of Health

Ministry of Industry and Trade

Governorship

Other Ministries

State Planning Organization

SR RNEVEVENENEN

TUBITAK-TUBA

Non-Governmental Organizations

Legislative and Judicial Bodies

Employers and Firms

<

Graduates

Other Universities

Research Establishment Funds(foreign
/mational)

Local Administrations

Financial and Fiscal Establishments

Printed and Visual Press(Public and
Private)

Other Public Institutions

=] NN (=] ENEESH ENEN BN ENENENEN o)

Society

Patients and Their Relations

SR ENe

Purveyors/ Vendors

TECHNO-PARK/KOSGEB

KN

Inter-University Council

Social Security Institutions

ETT Commissions

(K

Military Institutions

+ - All of them

O Some of them
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RESPONSIBILITY
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CONTINUAL
IMPROVEMENT

MEASUREMENT
AMALYSIS &
IMPROVEMENTS

STAKEHOLDER REQUIREMENTS

EXPECTATION

REALIZATION OF
EDUCATIONAL AND OTHER
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/ EDUCATIONAL AND
OTHER SERVICES
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STAKEHOLDER SATISFACTION

(Pusturli, Papastamatis, Valcanos, 8t International Conference of ENEPROT, 2011)
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Continual improvement of

the quality management system
ISO 10015
| 1SO 10019 |
Customers - = B
{and other - Managen amnt
interested responsibility
parties)

Resourc
manag&m

ACT

Customers
I-EI"I'd other

iNnteraested
parties)

Measurement, Satis-

ELEEIENETT- I - ----F------ > faction
improvement

\ ISO 10004
ISO 10001
ISO 10012
ISO 10015 % SO 10017 ISO 10002
ISO 10019 ISO 10003
Require Input
ments V) oot TTTTTTTEEE Rl

ISO 10001
ISO 10002
ISO 10003

1SO 10005
ISO 10006
IS0 10007
ISO 10017

1ISO 92000, ISO 9001, ISO 9004
Quality Management Principles, ISO Handbooks

Foundation for establishment of QMS: I
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information, transfer technology Sl
knowledge < and management
and educational Provide support to of ;luman iap'tal Link with
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GOVERNANCE OPERATIONAL SUPPORT STRATEGIC
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Quality of

education

&<

[ Ezternal activities J

s Validation
e Accreditation

I e Certification

(

[ Internal activities J

& Faraluations based on —\'
accounts, statetments,
rEVIEw S

e [uestionnaires of the
students

e FEsmaluation of the
emmployees

® Ddonitoring of the gualits

\ of the process //

We obtain

(Attestation of the

assurance of the
effectiveness of the
didactic services

o Clompatibility of the
Services

o Confirmation of the
information for the
environment— ranlkings

o SAssurance of the quality

\-::-f the education

~

AN

legal tasks fulfillment

= Possibility to ask for
accreditation and
certification

= Infortning the society about
quality of the provided
services — promotion of the
wrdwersity

» [mproverment of the didactic
process

K' Imptrowerment, statutoey anh

/
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OBJECTIVE
Improve Employee
Satisfaction

MEASURE / TARGET
Ty
Measure
Employee s
Satisfaction g
Survey : ol INITIATIVE ACTION PLAN
Rating o
hé - PE:L';IZt)i/:; - Identify issues per
Target & y a company wide
. 90%b| Improvement survey
ac:/\zraa”e Target Actual Program
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Strategic Goals
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Strategic
Obiectives

v

Projects

v

Budget
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Professor loannis Emmanuel Chalaris ,Dr . Cat er i na QBALITY CONTINUQUS IMPROVEMENT IN HIGHER
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