
� � � � � � � �� 	 � � � � �
� 
 � �� � �� � � 
 � � � � �
  � � �
 � 
 �

  � � �� � � �� 
 � �� � � �� � 
 �
 � �
� �� � � � � � � � � � � �  ! � ""� � ! � �#�

$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��$� � �� %�� � � �� ! � &� ' (! �� � &� "� �%� ��

  ! � ""� � ! � �(� �� ! � &� ' (� �
  ! � ""� � ! � �(� �� ! � &� ' (� �
  ! � ""� � ! � �(� �� ! � &� ' (� �
  ! � ""� � ! � �(� �� ! � &� ' (� �
  ! � ""� � ! � �(� �� ! � &� ' (� �
  ! � ""� � ! � �(� �� ! � &� ' (� �
  ! � ""� � ! � �(� �� ! � &� ' (� �
  ! � ""� � ! � �(� �� ! � &� ' (� �

	 � � ! )(! � "��� � � "(! � )(� � � ��	 � � ! )(! � "��� � � "(! � )(� � � ��	 � � ! )(! � "��� � � "(! � )(� � � ��	 � � ! )(! � "��� � � "(! � )(� � � ��

*

 � +� � �� � �� $� �� 
 � � �

 , +
 � � 
 � +


�



� $� �� 
 � � �
 , +
 � � 
 � +
 ��� �- �
� �� 	 � 
 �� � 
 	 �

• * �$� &� �� )� � &�.... ! � ' � � )()(� �! � ' � � )()(� �! � ' � � )()(� �! � ' � � )()(� � ////

•0�$� &� �� )� � &�1� � ��! � � � 2("()(� � 3�(&� � )(%1��� � �%� �' � � ! �� � �%� �' � � ! �� � �%� �' � � ! �� � �%� �' � � ! � #� � �#� � �#� � �#� � �

•4�	 �(� �()(5� �� � � 6� ! )� �)� �' (� (' (5� �� � � 6� ! )� �)� �' (� (' (5� �� � � 6� ! )� �)� �' (� (' (5� �� � � 6� ! )� �)� �' (� (' (5� �� � �%� �' � � ! � ��#� � �

•- �� � � � � � � �)7� �� � )! � ' � � �- �� � � � � � � �)7� �� � )! � ' � � �- �� � � � � � � �)7� �� � )! � ' � � �- �� � � � � � � �)7� �� � )! � ' � � �� � &��� 8(� 9

• � �: � � 9 �97� )�1� � ��. ! � � )� ' � � � / �  � � ! )�  � � ! )�  � � ! )�  � � ! )

0

� $� � �� � ��� ��� � �� $� � �� � ��� ��� � �� $� � �� � ��� ��� � �� $� � �� � ��� ��� � �.... �� 	 � 
 � � �� ��� 	 � 
 � � �� ��� 	 � 
 � � �� ��� 	 � 
 � � �� � //// ; � �� 
 <��  � 
 � �� � 
 �� $++
 � �  $� �; � �� 
 <��  � 
 � �� � 
 �� $++
 � �  $� �; � �� 
 <��  � 
 � �� � 
 �� $++
 � �  $� �; � �� 
 <��  � 
 � �� � 
 �� $++
 � �  $� �
�� 	 � 
 � 
 � � � � �� � ��  �� � 
 �� � � � 
 ��� 	 � 
 � 
 � � � � �� � ��  �� � 
 �� � � � 
 ��� 	 � 
 � 
 � � � � �� � ��  �� � 
 �� � � � 
 ��� 	 � 
 � 
 � � � � �� � ��  �� � 
 �� � � � 
 �

� � � � �
4



� � �� � � � � ; � �� � �� � �� � � � � ; � �� � �
� 
 � 	 ��� 
 � � 
 � �� 
 � 	 ��� 
 � � 
 � �
� � <� � � � 
 � �� � <� � � � 
 � �
+� � 	 � 
 � 
 � <�+� � 	 � 
 � 
 � <�
� � 
 �� � ; �+��  �� � 
 �� � ; �+��  �
� � 
 �
  � � �� � 
 �
  � � �
� � <
 �� � <
 �

-

� 
 +� � � 3�<
 � � � 3��
� <� �� �� ; � � �

<
 � 
 � � 	 �� � <�
�� 	 � 
 � 
 � � �� � � $� � ��
� � � � � 
 ; �+�	 � � � �

� � � � ; 
 � 
 � � �
� � � � 
 � � �=�
� � � � <� � <�
<
 � �� 
 � � ��  �

 <$+� � �� � �>�� � � �� �� ; �
� � <�� 
 � 
 � � +� 3�
	 � � � � � �� � ��  �
� 
 � � �+
 � 3�
�� � 
 � � +� �� � �? �
	 � � 
 � � � �� � <�
� � $<
 � � � �

� � $<
 � � >�
	 � � 
 � � � >�
� � +�
 � � >�
� $� �� 
 � � �
� � � ��  � +� �� � �
� 
 � $� � � �

� � ? �� � 
 �� � +�
 � � �� � �
� � � ; 
 �	 
 � +
 �� 
 � �� � 
 �
 $� +� �� � ��  �� � 
 �
$� �� 
 � � �� � �

	 
 � 	 � 
 �
� � � ��  � +� �� � ��
�� <�+� � � � �

� <� �� >�� +� <
 � �+�
	 
 � � � � � 
 � �
� � � � ; 
 � 
 � � �=�
<
 � 
 � � 	 � 
 � � �

+� �� �+� � �
	 
 �  � � � � � +
 3�
� � � 
 � �� � �@� � �� � ��  �
� � 
 �� �� � �� � ��

� 
 � 
 � � � +
 ��  �� � 
 �
  � � �� � <
 � �� � �� � 
 �� +� <
 � �+�
 � � �� � � � 
 � �� 
 � 
 � � � +
 ��  �� � 
 �
  � � �� � <
 � �� � �� � 
 �� +� <
 � �+�
 � � �� � � � 
 � �� 
 � 
 � � � +
 ��  �� � 
 �
  � � �� � <
 � �� � �� � 
 �� +� <
 � �+�
 � � �� � � � 
 � �� 
 � 
 � � � +
 ��  �� � 
 �
  � � �� � <
 � �� � �� � 
 �� +� <
 � �+�
 � � �� � � � 
 � �

A

� � ! B� � � �� � %� � �� &�)� �
)7� �� 2� 8� �



INFRASTRUCTURE
MANAGEMENT

16%

PROCESS & 
CUSTOMER

MANAGEMENT

15%

OUTCOMES

50%

HUMAN 
CAPITAL  

MANAGEMENT

19%

� 7� �' � &� "�� &&�� � � � � �%� � ��&(� )(� ! )�� �� � � �C0�� � � �� � ! 7� � �� 7� �' � &� "�� &&�� � � � � �%� � ��&(� )(� ! )�� �� � � �C0�� � � �� � ! 7� � �� 7� �' � &� "�� &&�� � � � � �%� � ��&(� )(� ! )�� �� � � �C0�� � � �� � ! 7� � �� 7� �' � &� "�� &&�� � � � � �%� � ��&(� )(� ! )�� �� � � �C0�� � � �� � ! 7� � �DDDD * �� � )! � ' � E��� 7� �)7�� � �� �� � � �&� � ! �(2� �)7� �* �� � )! � ' � E��� 7� �)7�� � �� �� � � �&� � ! �(2� �)7� �* �� � )! � ' � E��� 7� �)7�� � �� �� � � �&� � ! �(2� �)7� �* �� � )! � ' � E��� 7� �)7�� � �� �� � � �&� � ! �(2� �)7� �
� � � �� � ! 7� � �)7� )�! � � "&�2� �� � � &�)� �� %%� ! )(8� "1�' � � � #� �)7� �� �#� � (5�� � � �� � ! 7� � �)7� )�! � � "&�2� �� � � &�)� �� %%� ! )(8� "1�' � � � #� �)7� �� �#� � (5�� � � �� � ! 7� � �)7� )�! � � "&�2� �� � � &�)� �� %%� ! )(8� "1�' � � � #� �)7� �� �#� � (5�� � � �� � ! 7� � �)7� )�! � � "&�2� �� � � &�)� �� %%� ! )(8� "1�' � � � #� �)7� �� �#� � (5� )(� � ��� � � �� �� � �&� � ! �(2� � �)7� �)(� � ��� � � �� �� � �&� � ! �(2� � �)7� �)(� � ��� � � �� �� � �&� � ! �(2� � �)7� �)(� � ��� � � �� �� � �&� � ! �(2� � �)7� �

� � )! � ' � � �)� �2� �� ! 7(� 8� &�2� � � &�� � �)7� �� � � �� � ! 7� � �� � )! � ' � � �)� �2� �� ! 7(� 8� &�2� � � &�� � �)7� �� � � �� � ! 7� � �� � )! � ' � � �)� �2� �� ! 7(� 8� &�2� � � &�� � �)7� �� � � �� � ! 7� � �� � )! � ' � � �)� �2� �� ! 7(� 8� &�2� � � &�� � �)7� �� � � �� � ! 7� � � F

� � � � � �� � � � � �	 
���  � �� 	 � � � �� � � �
� � � ��� �� � ��� ��� 	 � � �
� � � � � �� �

 � �� � � �� 	 � � �� � �
	 � ��� ��� � � � �� 	 � � �
� � � � �� �

 � �� � � �
� � � � � � � � �� � ��� �
� 	 � � �� � �	 � ��� �� � �

� ��� �� 	 � � � 	 ��� � � �
� �� � � � �	 �

 � �� � � �� � � �
� � � � � �	 � � ��� 	 � �
� �	 � � �� 	 � � �� 	 � � � �
�� �� �� � � �� � ���

� �� �� ���� ��

� � � � � ��� �� �� ��� �
� 	 � � �� � �	 � ��� �
� �� � � �� � � � �

� � � 	 � � �
� � � � � � � � ��

 � � � � � !�� � � � �� � !�
�� � � 	 � � ��" #� � �� �
� � � � � � � � �� �� � � � �� �

� � � �� � �� � �
	 #$� � � �� � �� 	 �
#� � 	 � � �� �
#� � � � � � � � ��

%� � 	 � � � � ���&� 	 �� � �

� � � � � �� � � � �
	 � � � � � �� � �� � � �� �
�� � � �� � �� 	 � �� �	 �

� � � 	 
 �� � �� � �  � � �


  � ' � "� �� %�� �� ! � � � G�� � � � � � � ' � � )�� %�+� � )� ' � � �� � )(� %� ! )(� � �

H



' �( �� �� �� �" �( �) �' �' �( �� �� �� �" �( �) �' �** � ( +( � , &' ��" - . , "  &� �/ " ) �� . ( 0&� " +' &) � �� ( +( � , &' ��" - . , "  &� �/ " ) �� . ( 0&� " +' &) � �

� �� � � � � �� � �	 � � � � � 
 � � � � �
 �  � �� � �
� � � � �� � � �� � ��� � �� � � 
 �� � � � ��� � � � �
 � � � ��

� � � ��  � � �� ! ��� "! � ��� � �
 � �� �� � � � �� �  � � �

#� $� �! ��� � ! ��� ""�� �� � � � �
 � �� �� � %&
� � �"��� � � ��� "��� � � �� � �� �

	 � � � � � � � ��� ! ��� "! � ��� � �
 � �� �� �

� � � �! ��! � � � � � �! � ����� � � �� �� �

� � � � � � �� � � �� ���� �� � � �� � � �� � � � � � � � �� �� � � � � � �� � � � ���   �� � � � � � � �� � � �� � � � � � � � �

� � ? 1�

I

� � &�� 6�
� � %� �� � &�)� �

� � �
  ! � ""� � ! � �' � &� "�(� �� � � &�%� �G� � �
  ! � ""� � ! � �' � &� "�(� �� � � &�%� �G� � �
  ! � ""� � ! � �' � &� "�(� �� � � &�%� �G� � �
  ! � ""� � ! � �' � &� "�(� �� � � &�%� �G

� � "%�� � � � � � ' � � )

�� 8� "8� ' � � )�� %�� ""�� � � � � � � � "

<�� ' � )(! �(' � � � 8� ' � � )�� %�� � �%� � ' � � ! �

+� �)(%(! � )(� � �D � 9 � �&

� � � ! 7' � �J(� #

* K



� � )9 � �J�� %�� 	 � �� � )9 � �J�� %�� 	 � �� � )9 � �J�� %�� 	 � �� � )9 � �J�� %�� 	 � �
� � � )�(� � �� � � � ! (� )(� � �%� ��� � � "()1� � � )�(� � �� � � � ! (� )(� � �%� ��� � � "()1� � � )�(� � �� � � � ! (� )(� � �%� ��� � � "()1� � � )�(� � �� � � � ! (� )(� � �%� ��� � � "()1

� 2� � )>� "� � ' � �+� � )� � ' �8� � � �: 9 � "()� ()� 5� �#� 2� � )>� "� � ' � �+� � )� � ' �8� � � �: 9 � "()� ()� 5� �#� 2� � )>� "� � ' � �+� � )� � ' �8� � � �: 9 � "()� ()� 5� �#� 2� � )>� "� � ' � �+� � )� � ' �8� � � �: 9 � "()� ()� 5� �#

+� � )� � �%� ��� � &� "� �+� � )� � �%� ��� � &� "� �+� � )� � �%� ��� � &� "� �+� � )� � �%� ��� � &� "� �

+� � )� � �%� ��
  ! � ""� � ! � � (� "� � &+� � )� � �%� ��
  ! � ""� � ! � � (� "� � &+� � )� � �%� ��
  ! � ""� � ! � � (� "� � &+� � )� � �%� ��
  ! � ""� � ! � � (� "� � &

<; � �<� � )� ! 7� �; � � � ""� ! 7� %)�%<; � �<� � )� ! 7� �; � � � ""� ! 7� %)�%<; � �<� � )� ! 7� �; � � � ""� ! 7� %)�%<; � �<� � )� ! 7� �; � � � ""� ! 7� %)�%LLLL��� � � "()��� � � "()��� � � "()��� � � "()MMMM))))
� � ""� � (! �� � � � #� ' � � )�� � � � ! (� )(� �� � ""� � (! �� � � � #� ' � � )�� � � � ! (� )(� �� � ""� � (! �� � � � #� ' � � )�� � � � ! (� )(� �� � ""� � (! �� � � � #� ' � � )�� � � � ! (� )(� �

� � � � ! (� 5(� � � ��)� "(� � � �� � � �"� �� � � "()� � � � ! (� 5(� � � ��)� "(� � � �� � � �"� �� � � "()� � � � ! (� 5(� � � ��)� "(� � � �� � � �"� �� � � "()� � � � ! (� 5(� � � ��)� "(� � � �� � � �"� �� � � "()NNNN

� � � � ! (�� � � � ! (�� � � � ! (�� � � � ! (� OOOO� � �	 � �)� #� � � � �� � � � �� �� � � "(&� &�� � �	 � �)� #� � � � �� � � � �� �� � � "(&� &�� � �	 � �)� #� � � � �� � � � �� �� � � "(&� &�� � �	 � �)� #� � � � �� � � � �� �� � � "(&� &�

+"� 2�;+"� 2�;+"� 2�;+"� 2�; PPPP� )(� � �&� �+� "(&� &� )(� � �&� �+� "(&� &� )(� � �&� �+� "(&� &� )(� � �&� �+� "(&� &

� 9 � &(� 7��� � )()()� �%� ��� � � "()1� 9 � &(� 7��� � )()()� �%� ��� � � "()1� 9 � &(� 7��� � )()()� �%� ��� � � "()1� 9 � &(� 7��� � )()()� �%� ��� � � "()1

� 9 (� � �� � � � ! (� )(� � �%� ��	 � � ' � )(� � �� %�� � � "()1� 9 (� � �� � � � ! (� )(� � �%� ��	 � � ' � )(� � �� %�� � � "()1� 9 (� � �� � � � ! (� )(� � �%� ��	 � � ' � )(� � �� %�� � � "()1� 9 (� � �� � � � ! (� )(� � �%� ��	 � � ' � )(� � �� %�� � � "()1

� � �J(� 7�� � ! (� )1�%� ��� � � "()1� � �J(� 7�� � ! (� )1�%� ��� � � "()1� � �J(� 7�� � ! (� )1�%� ��� � � "()1� � �J(� 7�� � ! (� )1�%� ��� � � "()1
� �()(� 7�� � � "()1� � � � &� )(� �� �()(� 7�� � � "()1� � � � &� )(� �� �()(� 7�� � � "()1� � � � &� )(� �� �()(� 7�� � � "()1� � � � &� )(� �

+� � )� � �%� ��+� ' � � )()(8� � � � �+� � )� � �%� ��+� ' � � )()(8� � � � �+� � )� � �%� ��+� ' � � )()(8� � � � �+� � )� � �%� ��+� ' � � )()(8� � � � �

� � � "()1�� ! � )"� � &� � � � &� )(� �� � � "()1�� ! � )"� � &� � � � &� )(� �� � � "()1�� ! � )"� � &� � � � &� )(� �� � � "()1�� ! � )"� � &� � � � &� )(� �

? � "� � �� � � "()1�+� � )��? � "� � �� � � "()1�+� � )��? � "� � �� � � "()1�+� � )��? � "� � �� � � "()1�+� � )��


  ! � ""� � ! � ��� � "� � &
  ! � ""� � ! � ��� � "� � &
  ! � ""� � ! � ��� � "� � &
  ! � ""� � ! � ��� � "� � &

� � � � (� � �� �#� � (� � )(� � �%� ��� � � "()1�� � � � (� � �� �#� � (� � )(� � �%� ��� � � "()1�� � � � (� � �� �#� � (� � )(� � �%� ��� � � "()1�� � � � (� � �� �#� � (� � )(� � �%� ��� � � "()1�

+5� ! 7�� � ! (� )1�%� ��� � � "()1�+5� ! 7�� � ! (� )1�%� ��� � � "()1�+5� ! 7�� � ! (� )1�%� ��� � � "()1�+5� ! 7�� � ! (� )1�%� ��� � � "()1�

� � � #� �(� � �� � � "()1�<� 8� "� � ' � � )�+� � )�� �� � � #� �(� � �� � � "()1�<� 8� "� � ' � � )�+� � )�� �� � � #� �(� � �� � � "()1�<� 8� "� � ' � � )�+� � )�� �� � � #� �(� � �� � � "()1�<� 8� "� � ' � � )�+� � )�� �

	 � "(� 7�+� � )�� �%� ��� � � )(� #�� � &�+� �)(%(! � )(� � �	 � "(� 7�+� � )�� �%� ��� � � )(� #�� � &�+� �)(%(! � )(� � �	 � "(� 7�+� � )�� �%� ��� � � )(� #�� � &�+� �)(%(! � )(� � �	 � "(� 7�+� � )�� �%� ��� � � )(� #�� � &�+� �)(%(! � )(� � �

� � )� � "� #1��� � )()� )� �� %�)7� �� � � � 2"(! �� %�� "� 8� � (� �� � )�� "� #1��� � )()� )� �� %�)7� �� � � � 2"(! �� %�� "� 8� � (� �� � )�� "� #1��� � )()� )� �� %�)7� �� � � � 2"(! �� %�� "� 8� � (� �� � )�� "� #1��� � )()� )� �� %�)7� �� � � � 2"(! �� %�� "� 8� � (� �

$J�� (� (� � �� � � � ! (� )(� � �%� ��� � � "()1�$J�� (� (� � �� � � � ! (� )(� � �%� ��� � � "()1�$J�� (� (� � �� � � � ! (� )(� � �%� ��� � � "()1�$J�� (� (� � �� � � � ! (� )(� � �%� ��� � � "()1�

$� (� � ��  � �$� (� � ��  � �$� (� � ��  � �$� (� � ��  � � �����  � � � ��  � � � ��  � � � ��  � � � �
<� 2� (3�� � �J� 13�� �� � � 2(� 3�� ' � � 3�� � 2� � � �<� 2� (3�� � �J� 13�� �� � � 2(� 3�� ' � � 3�� � 2� � � �<� 2� (3�� � �J� 13�� �� � � 2(� 3�� ' � � 3�� � 2� � � �<� 2� (3�� � �J� 13�� �� � � 2(� 3�� ' � � 3�� � 2� � � �

* *

EFQM Levels of Excellence EFQM Levels of Excellence 

� � � �� � � � �� � � 	 
 � � � � �� � � � �� � � 	 
 �  � � � �� � � 	 
 �

* �



0

10

20

30

40

50

60

70

80

90

100

1� 1� 1� 1� 2� 2� 2� 2� 2� 3� 3� 3� 3� 3� 4� 4� 4� 4� 4� 5� 5� 5� 5� 5� 6� 6� 7� 7� 8� 8� 9� 9�

40

30

25

37

20
23

22

38

32 34 34

28 27

38

24
25

33

40

30
28 28 27

43

27

10

35

10

25

15

32

40 38

ACCURATE SCORING FOR EVERY DETAILED AREA 

* 0

	 � � +� �+� � �� 	 	 � �+� � �� � �
�� �$� �� 
 � � �� �
 � �

* 4

� � � 1�$� (8� �� ()(� � �� � �� (' ("� � �
(� � )()� )(� � � �� � � "1�� � � (� � � � �

  ! � ""� � ! � �(� �8� �(� � � �"� 8� "� �� %�
' � )� �()1�� � �� � � �(� &(! � )(8� "1�)7� �
%� ""� 9(� #�G



$� �� 
 � � �<� <�	 � � � � �+�� �<
 �+� � �� � � �

: $� � � �� � � � 
 �� 
 +� � � � � ; �+� � �

$� �� 
 � � �<� <�<
 �� 
 � �� � �

� $� � �� � �� � � � 
 �� � +�� �

� � � � 
 �$� �� 
 � +�� � ��  �� � � � ; 
 � 
 � �

� � 
   �
 � <�� � � � � �

� 
 < � � <�$� �� 
 � � �� � �

$� �� 
 � � �<� <�<
 �+� <�@

$� �� 
 � � �<� <�� �; $
 � �� 
 � � � � <
 @�<
 �
 � +� 


� � � � � � � � ��� � � � 
 �$� �� 
 � � �� � �

� � � � � � � �$� �� 
 � � �� �

� � � � � � 	 � � �� � � � 
 �� ; � � � �� � �$� �� 
 � � �� �

	 � � � � � � �$: � � �� 


� � � 
 �$� �� 
 � � �� �
 � �� 	 	 � � �� ; �� $� �� 
 � � �
 , +
 � � 
 � +
 �	 � �� +�	 � 
 �� � � 
 �$� �� 
 � � �� �
 � �� 	 	 � � �� ; �� $� �� 
 � � �
 , +
 � � 
 � +
 �	 � �� +�	 � 
 �� � � 
 �$� �� 
 � � �� �
 � �� 	 	 � � �� ; �� $� �� 
 � � �
 , +
 � � 
 � +
 �	 � �� +�	 � 
 �� � � 
 �$� �� 
 � � �� �
 � �� 	 	 � � �� ; �� $� �� 
 � � �
 , +
 � � 
 � +
 �	 � �� +�	 � 
 �

* -

! � � " �� � #�	 � �$� 
 � �� � 
 �� �%� �� � � %� ##� 
 ��

� � � 	 � #� �	 � �$� 
 � �� � 
 �� �%� �� 
 &	 �� � � � 	 
 � �� � $�##�

! � � " �� � #� 
 �� �	 � �$� 
 � �� � 
 �� �%� �� � � � ��  � �%� �� � � " � � � � ##�

	 � �� � 
 � �� � � �' 
 � �( 	 
  �� � ) �� #� � %�) ��

	 � �$� 
 � �� � � �� ( � 
 � � �%� �� � � � #	 � � �

� ! � � � � �$� ##� � �	 � �$� 
 � �� �

	 � �$� 
 �� � � � " �� � � #�( � � � #

� � � %� � �� �%� � � � � 	 � %! � �� �

#� 	 � * � � � ��+� � � � #� �

	 � �$� 
 � �� � �� � " 
 	 �

	 � �$� 
 � �� � �� �� � � ��

	 � �$� 
 � �� � �� � ! � � �

	 � �$� 
 � �� � �" �
 � � 	 �

� � �,� � � " ! �( � �
 	 �

	 � � +�( � �
 	 � * A



Assessment of the Library 
of the UOC for the 

certification R4E Nov 2010

* F

* H



* I

� K



� *

� �



� �� �� � � �� �
 � �� � <�
<�  
 � 
 � +
 � �? �� � �
� � � �� +� <
 � ��

� 0

� 7� �� � �)(! � "� �()(� � �� %�� � � "(! � )(� � �� %�� � � (� � � � �
  ! � ""� � ! � ��
� �(� ! (� "� � ��(� �$� (8� �� ()(� �
•� 7� �.... ! � � )� ' � � �! � � )� ' � � �! � � )� ' � � �! � � )� ' � � � //// � � � �� � �)(! �� � � �� � �)(! �� � � �� � �)(! �� � � �� � �)(! � "� �

•� 7� �� � )! � ' � � �� %�)7� �$� (8� � � ()1� 7� �� � )! � ' � � �� %�)7� �$� (8� � � ()1� 7� �� � )! � ' � � �� %�)7� �$� (8� � � ()1� 7� �� � )! � ' � � �� %�)7� �$� (8� � � ()1QQQQ� ��%� � ! )(� � � �� � � �&(%%(! � ")�)� �' � � � � � �� ��%� � ! )(� � � �� � � �&(%%(! � ")�)� �' � � � � � �� ��%� � ! )(� � � �� � � �&(%%(! � ")�)� �' � � � � � �� ��%� � ! )(� � � �� � � �&(%%(! � ")�)� �' � � � � � �

•�� ! � � � � � &�� � ! (� "�� � � � � � � (2("()1� � ! (� "�� � � � � � � (2("()1� � ! (� "�� � � � � � � (2("()1� � ! (� "�� � � � � � � (2("()1

R�� 9 � �&(� )(� ! )�%� � ! )(� � �&(� )(� ! )�%� � ! )(� � �&(� )(� ! )�%� � ! )(� � �&(� )(� ! )�%� � ! )(� � � G�� &' (� (� )� � )(� � � � ! � &� ' (!

R�� � )�� �' � ! 7� � (� )(! �� � )�� �' � ! 7� � (� )(! �� � )�� �' � ! 7� � (� )(! �� � )�� �' � ! 7� � (� )(! �� �#� � (5� )(� �

� 4



� 	 	 � �+� � � 
 � 
 � � �
	 � � +� �+
 �

� -

� 7� �(� )� � � � � )� )(� � �� %�� � � (� � � � �
  ! � ""� � ! � �� 7� �(� )� � � � � )� )(� � �� %�� � � (� � � � �
  ! � ""� � ! � �� 7� �(� )� � � � � )� )(� � �� %�� � � (� � � � �
  ! � ""� � ! � �� 7� �(� )� � � � � )� )(� � �� %�� � � (� � � � �
  ! � ""� � ! � �
� � B� (�� ' � � )� �(� �� � B� (�� ' � � )� �(� �� � B� (�� ' � � )� �(� �� � B� (�� ' � � )� �(� �.... � ! � &� ' (� �)� � ' (� � "� #1� ! � &� ' (� �)� � ' (� � "� #1� ! � &� ' (� �)� � ' (� � "� #1� ! � &� ' (� �)� � ' (� � "� #1////

� �
 ��� 
 � �� �
 ��� 
 � �� �
 ��� 
 � �� �
 ��� 
 � � � � "� 8� � )�%� ��� ! � &� ' (�� � "� 8� � )�%� ��� ! � &� ' (�� � "� 8� � )�%� ��� ! � &� ' (�� � "� 8� � )�%� ��� ! � &� ' (�

+� � )� ' � � � � )� &� � )� 3�	 � � � � )� 3�� � ! (� )13�� � � (� � � � �
	 � �)� � � �

� � � &� � � � ! � &� ' (! �� � &�� &' (� (� )� � )(8� �"� � &� � � �

	 � � &� ! )� 
 &� ! � )(� � 3�� � � � � � ! 73�� � ("&(� #�� %�� � ! (� )1�
� �(� � )� &�+� ")� � �

	 � �%� � ' � � ! � �� � )! � ' � � � � � � � � � �)7� �� ! ! � � )� � ! � ��� %�)7� �. � � � &� ! )/ ��
C�� )� #�� )(� � �� %�� )� &� � )� �(� )� �� � ! (� )13�
� � � "(! � 2("()1�� %��� � � � � ! 7�� � )! � ' � � E��

: � � 9"� &#� �' � � � #� ' � � ) : � � 9"� &#� �(� �)7� �$� (8� � � ()1�(� �� � )�� � �
� "� ' � � )���)�(� �� )�)7� �� � ' � �)(' � �)7� �. � � � &� ! )/
()� � "%

� A



� �� �� � � �� �
 � �� 
 � ? 
 
 � �� +� <
 � �� �� � <�� � �� �� �� � � �� �
 � �� 
 � ? 
 
 � �� +� <
 � �� �� � <�� � �� �� �� � � �� �
 � �� 
 � ? 
 
 � �� +� <
 � �� �� � <�� � �� �� �� � � �� �
 � �� 
 � ? 
 
 � �� +� <
 � �� �� � <�� � � ����� +� <
 � ��� +� <
 � ��� +� <
 � ��� +� <
 � ��

•.... +� � )� ' � � �+� � )� ' � � �+� � )� ' � � �+� � )� ' � � � //// )� �2� �� � )(� %(� &)� �2� �� � )(� %(� &)� �2� �� � )(� %(� &)� �2� �� � )(� %(� &

• 	 � �%� �' � � ! �	 � �%� �' � � ! �	 � �%� �' � � ! �	 � �%� �' � � ! � ! � � �2� �' � � � � � � &! � � �2� �' � � � � � � &! � � �2� �' � � � � � � &! � � �2� �' � � � � � � &

•	 � �%� �' � � ! � �(� �)7� �� � )! � ' � �� %��� � � � � � ! 7� �	 � �%� �' � � ! � �(� �)7� �� � )! � ' � �� %��� � � � � � ! 7� �	 � �%� �' � � ! � �(� �)7� �� � )! � ' � �� %��� � � � � � ! 7� �	 � �%� �' � � ! � �(� �)7� �� � )! � ' � �� %��� � � � � � ! 7� �

•� 7� �� � <� � �� � � � � � ! 7�7� �� � <� � �� � � � � � ! 7�7� �� � <� � �� � � � � � ! 7�7� �� � <� � �� � � � � � ! 7�

• 	 � � � "� �! � ' ' ()' � � )��� � � "� �! � ' ' ()' � � )��� � � "� �! � ' ' ()' � � )��� � � "� �! � ' ' ()' � � )��� � &�! � ")� ��! � ")� ��! � ")� ��! � ")� �� � � ' � (� �)7� �&�(8(� #��� ' � (� �)7� �&�(8(� #��� ' � (� �)7� �&�(8(� #��� ' � (� �)7� �&�(8(� #�
%� ! )� ��%� ! )� ��%� ! )� ��%� ! )� ��

• � � � (� � � � �
  ! � ""� � ! � �� � "� � �� � � �� � � "(! � 2"� �� � � (� � � � �
  ! � ""� � ! � �� � "� � �� � � �� � � "(! � 2"� �� � � (� � � � �
  ! � ""� � ! � �� � "� � �� � � �� � � "(! � 2"� �� � � (� � � � �
  ! � ""� � ! � �� � "� � �� � � �� � � "(! � 2"� �

� F

� � � � � �
� H




  � ' � "� �� %�� 1� )� ' � )(! � � &� ��� � � "(! � )(� � �


  � � ! )� &��� � � � ")

	 � � � � � � &�� � � � � � ! 7�


 %%� ! )(8� �<� � "� 1' � � )�

� 1� )� ' � )(! �

� � � � � � ' � � )�� � &�
� � 8(� 9

�� )� � &� ! � �� �� )� &� � )�� &8(� � �1�� � &�� � � � � �)��� )� � &� ! � �� �� )� &� � )�� &8(� � �1�� � &�� � � � � �)��� )� � &� ! � �� �� )� &� � )�� &8(� � �1�� � &�� � � � � �)��� )� � &� ! � �� �� )� &� � )�� &8(� � �1�� � &�� � � � � �)�
� � �8(! �� � �8(! �� � �8(! �� � �8(! �

� � &� ! � ��� )� &� � )�� ' � )(� � � "�2�� � J&� 9 � � �� � �&�� �� � &� ! � ��� )� &� � )�� ' � )(� � � "�2�� � J&� 9 � � �� � �&�� �� � &� ! � ��� )� &� � )�� ' � )(� � � "�2�� � J&� 9 � � �� � �&�� �� � &� ! � ��� )� &� � )�� ' � )(� � � "�2�� � J&� 9 � � �� � �&�� � ����
� � )� �21�F- S� � )� �21�F- S� � )� �21�F- S� � )� �21�F- S

<� � (#� �� � &�(� )� � &� ! � �)7� �� � �8(! � �9 ()7(� �)7� �<� � (#� �� � &�(� )� � &� ! � �)7� �� � �8(! � �9 ()7(� �)7� �<� � (#� �� � &�(� )� � &� ! � �)7� �� � �8(! � �9 ()7(� �)7� �<� � (#� �� � &�(� )� � &� ! � �)7� �� � �8(! � �9 ()7(� �)7� �
%(�� )�� � ' � � )� � ��� (� � �� � &�)� � (� �� �� � � � �� )� %%���%(�� )�� � ' � � )� � ��� (� � �� � &�)� � (� �� �� � � � �� )� %%���%(�� )�� � ' � � )� � ��� (� � �� � &�)� � (� �� �� � � � �� )� %%���%(�� )�� � ' � � )� � ��� (� � �� � &�)� � (� �� �� � � � �� )� %%���

 � )� 2"(� 7�%� ""1�� B� (� � � &�� � � ' (� � � ��
 � )� 2"(� 7�%� ""1�� B� (� � � &�� � � ' (� � � ��
 � )� 2"(� 7�%� ""1�� B� (� � � &�� � � ' (� � � ��
 � )� 2"(� 7�%� ""1�� B� (� � � &�� � � ' (� � � ��
+� ' ' � � (! � )� �)� �� ""�� )� &� � )� �� � &�� � � � � )� �21�+� ' ' � � (! � )� �)� �� ""�� )� &� � )� �� � &�� � � � � )� �21�+� ' ' � � (! � )� �)� �� ""�� )� &� � )� �� � &�� � � � � )� �21�+� ' ' � � (! � )� �)� �� ""�� )� &� � )� �� � &�� � � � � )� �21�
* KKS��* KKS��* KKS��* KKS��

� � 8(� 9 �� )�)7� �� � &�� %�)7� �� ! � &� ' (! �1� � �3�� 7� 9 � �� � 8(� 9 �� )�)7� �� � &�� %�)7� �� ! � &� ' (! �1� � �3�� 7� 9 � �� � 8(� 9 �� )�)7� �� � &�� %�)7� �� ! � &� ' (! �1� � �3�� 7� 9 � �� � 8(� 9 �� )�)7� �� � &�� %�)7� �� ! � &� ' (! �1� � �3�� 7� 9 � �
)7� )��(� ! (&� � )� �7� 8� �2� � � �� � &� ! � &�21�FKS�)7� )��(� ! (&� � )� �7� 8� �2� � � �� � &� ! � &�21�FKS�)7� )��(� ! (&� � )� �7� 8� �2� � � �� � &� ! � &�21�FKS�)7� )��(� ! (&� � )� �7� 8� �2� � � �� � &� ! � &�21�FKS�
� � 9 �)� �#� )�)� �%� �)7� � �� � &� ! � �21��- KS� � 9 �)� �#� )�)� �%� �)7� � �� � &� ! � �21��- KS� � 9 �)� �#� )�)� �%� �)7� � �� � &� ! � �21��- KS� � 9 �)� �#� )�)� �%� �)7� � �� � &� ! � �21��- KS

� I

�� <�+� � �� 
 ��� 	 � � � 
 � 
 � � �	 � � � 
 +� � ��  �
�� � � � <$+� � � � �� 
 � 
 � �� � �� $� �� 
 � � �
 , +
 � � 
 � +


* ��� 	 � � � 
 � 
 � � ��  �� +� 	 
 � � � �� � 
 �$� �� 
 � � �� � Q� ��� � � � � 
 � �� �� 

� �� �� �� � � $� <� � �� � ��  �� �� � $<
 � � �� <� �� � � � �� � <�� $	 	 � � � �� 
 � � �+
 � $� <� � �� � ��  �� �� � $<
 � � �� <� �� � � � �� � <�� $	 	 � � � �� 
 � � �+
 � $� <� � �� � ��  �� �� � $<
 � � �� <� �� � � � �� � <�� $	 	 � � � �� 
 � � �+
 � $� <� � �� � ��  �� �� � $<
 � � �� <� �� � � � �� � <�� $	 	 � � � �� 
 � � �+

0�<
 � �; � �� � <��� 	 � 
 � 
 � � � � �� � ��  �� �� � $<
 � � �� � � ��  � +� �� � �� $� � 
 �
4�<
 � �; � ��  �� �	 
 �  � � � � � +
 �� 
 � � �+� �<� � � � � � � <
- �<� +$� 
 � � � � �� � �� � <�� �� 	 � � �+� � �� � ��  �	 � � +
 � � 
 �
A��� 	 � � � 
 � 
 � � ��  �� 
 � � �+
 � � � � �� � 
 �$� �� 
 � � �� �  �� �� �� � � � �
F�<
 � �; � �� � <��� 	 � 
 � 
 � � �� �+� � � $� �+� � �� � �	 � � ; � � � �? �� � �+� �� �+� � �� � � : 
 � � � <
 � � �
H��� 	 � 
 � 
 � � �� �� � � � 
 � � � �+�
 � � �� � � � 
 � � � � �� � � � ; 
 � 
 � � �	 � � �+� �
I ��� � 
 ; � � � �� � ��  �� � 
 �� �� �� � � � 
 � ��  � � +$� � �
 � �
* K��� 	 � � � 
 �� � 
 �� 
 � 
 +� �� � �� � <�
 � � � $� � �� � �� � � � 
 � � � � �� 
 , � �� � � : � �� � <�� 
  
 � 
 � +
 � �
C� � �� � 
 �� �� � � � � E
* * � <
 � �; � ��  �� �+� � 	 � 
 � 
 �+� � 	 � � �� � �� � � � ; 
 � 
 � � �� � � � 
 �
* � �* � �* � �* � �+� � 	 
 � � � �� � �? �� � �� � +�� � �	 � � � � 
 � � �� � ��� 	 � � � 
 �� � 
 �$� �� 
 � � �� �+� � 	 
 � � � �� � �? �� � �� � +�� � �	 � � � � 
 � � �� � ��� 	 � � � 
 �� � 
 �$� �� 
 � � �� �+� � 	 
 � � � �� � �? �� � �� � +�� � �	 � � � � 
 � � �� � ��� 	 � � � 
 �� � 
 �$� �� 
 � � �� �+� � 	 
 � � � �� � �? �� � �� � +�� � �	 � � � � 
 � � �� � ��� 	 � � � 
 �� � 
 �$� �� 
 � � �� � QQQQ� �� � � � � � ���� �� � � � � � ���� �� � � � � � ���� �� � � � � � ���
* 0�* 0�* 0�* 0�<
 � 
 � � 	 �� �+� � 	 � 
 � 
 � � �� 
 �� � � � � 
 ; �+�	 � � � �<
 � 
 � � 	 �� �+� � 	 � 
 � 
 � � �� 
 �� � � � � 
 ; �+�	 � � � �<
 � 
 � � 	 �� �+� � 	 � 
 � 
 � � �� 
 �� � � � � 
 ; �+�	 � � � �<
 � 
 � � 	 �� �+� � 	 � 
 � 
 � � �� 
 �� � � � � 
 ; �+�	 � � � �
* 4�� � � $� 
 �� � 
 � �� � � +�� � �� � � � ; 
 � 
 � � �� � � � 
 � �
* - �* - �* - �* - �<
 � �; � �� � � +$� � � �� � � : �� ; �	 � � +
 � �<
 � �; � �� � � +$� � � �� � � : �� ; �	 � � +
 � �<
 � �; � �� � � +$� � � �� � � : �� ; �	 � � +
 � �<
 � �; � �� � � +$� � � �� � � : �� ; �	 � � +
 � �
* A�* A�* A�* A�� 	 	 � � �� � 
 
 <� � +: �� � � � 
 � � � � � �: 
 � �� � � : 
 � � � <
 � � �� 	 	 � � �� � 
 
 <� � +: �� � � � 
 � � � � � �: 
 � �� � � : 
 � � � <
 � � �� 	 	 � � �� � 
 
 <� � +: �� � � � 
 � � � � � �: 
 � �� � � : 
 � � � <
 � � �� 	 	 � � �� � 
 
 <� � +: �� � � � 
 � � � � � �: 
 � �� � � : 
 � � � <
 � � �
* F�
 � � � � +
 �)7� �	 � � � �� �� � �� %�� <� �� �� � � � � �� 
 �� 
 � � �+
 � �)7�� � #7��� �
* H�<
 � 
 � � 	 �� � &��� 	 � 
 � 
 � � �� 
 <�+� � �
 � 
 � ; 
 � +� �� 
 � � �+
 �

0K



	 � �� � �� �@� � �� � �+� � � � �%� ���� 	 � � � 
 � 
 � � �� 	 	 � � � $� �� �
 �	 � �� � �� �@� � �� � �+� � � � �%� ���� 	 � � � 
 � 
 � � �� 	 	 � � � $� �� �
 �	 � �� � �� �@� � �� � �+� � � � �%� ���� 	 � � � 
 � 
 � � �� 	 	 � � � $� �� �
 �	 � �� � �� �@� � �� � �+� � � � �%� ���� 	 � � � 
 � 
 � � �� 	 	 � � � $� �� �
 �
� ! � �(� #�� ! � �(� #�� ! � �(� #�� ! � �(� #�

1. Clarify roles and authority of  the authorities managing the University including the Leaders team and the rector’s council . Systemize the 
cooperation between admin and Rector’s council 
2. Systematic evaluation of the Leaders regarding their initiatives for change, Excellence, Coaching and corrective action
3. Document a process to align the objectives of the administration functions with those of the Academic function  in the context of the  
Universities Strategic Plan 
4. Finalization of the Universities values and  empowerment of common culture among personnel
5. Create a dependable mechanism  to cascade strategic decisions and alignment of all functions with the decisions of the  Leadership. 6. 
6. Upgrade Human Resources department authorities and duties
7. Step up on the transformation plan implementation and  design of systems for the measurement  of effectiveness and the satisfaction of 
the personnel from applied changes
8. Document a complete system for recognition and rewarding of the performance , initiative  and  innovative ideas of the admin personnel. 
9. Systemize the use of advanced performance management systems ( 360� ) and link  with recognition  promotions  training etc.
10. Implement a full risk management system
11. Develop mechanisms for a centralized management of relations with ext partners/ suppliers so that a full monitoring of their 
performance is possible.
12. Develop Social and Environmental  Policy include indicators, the capitalization on synergies and the use of proper resources 
13. Develop and document  a complete strategy and action plans for resources management aligned to the existing Strategy.

14.  Develop a complete technology map  and  improve security issues for IMS
15. Align all IMS of all faculties to the central  one. 
16.Complete the analysis and allocation of performance indicators for all  critical processes of the admin function 
17. Develop a Balanced Score Card for all hierarchy levels  in order to implement the Strategy and align all units to it. 
18. Systematic deployment of positive results, learning, and best practices , including comparable organizations as are other Universities
19. Map all  information  input sources  and data bases available to all admin and academic personnel . Develop access levels for all 
20. Identify  the scope of results and the  expected performance levels for all critical performance indicators of the University, considering 
other comparable Universities
21. Fully document  the benchmarking process
22.Systematically monitor complaints  from students , personnel and the Society in order to identify dissatisfaction factors and prioritize 
prevention and improvement plans. 
23. Systematically materialize satisfaction surveys  for students, personnel and Society at large . Introduce  preventive/ corrective action 
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