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Background to the Conference 
 

This is the 15th conference in the series. (Toulon 1998; Verona 1999; Derby 2000; Mons 2001; Lisboa 

2002; Oviedo 2003; Toulon 2004 ; Palermo 2005, Paisley 2006, Thessaloniki 2007, Florence 2008, 

Verona 2009, Coimbra 2010, Alicante 2011). In 2012 it takes place in the city of Rishon Lezion, near Tel 

Aviv. 

As Quality Management and excellence have been established as of paramount importance in Higher 

Education, Health Care, Local Government, Tourism, Banking, Logistics, the Conference looks at the 
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Abstract 

With the purpose of fostering a continuous improvement policy in the 25 services 
provided by the University of Oviedo aimed at increasing the quality, effectiveness and 
efficiency of these services, the Technical Quality Unit has drawn up a specific Quality 
Plan for Services. 

The main goals are: 

• To foster public information to users on the services provided and on the 
quality commitments assumed in their provision via the drawing up of Service 
Charters. 

• To improve the quality and efficiency of the services provided to users 
through the implementation of an Internal Quality Assurance System. 

• The obtaining of external accreditations. 

The Project started in the year 2011 with the drawing up of 31 Service Charters 
covering all the services and their subsequent publication in the Official Gazette of the 
Principality of Asturias. This has meant that all the services have been accordingly defined 
and that their quality commitments have been communicated to society at large. 

The monitoring of these quality commitments is carried out by means of 273 
indicators. A software application has been designed to facilitate the uploading of data by 
users, the exploitation of results and the subsequent decision-making process. 

A pilot-test has been jointly carried out with the Research Service in the design of 
its Internal Quality Assurance System. Support is currently being provided to different 
services in the day-to-day job of adopting the aforementioned continuous improvement 
policy. 
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