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CONCEPT DEVELOPMENT AND IMPLEMENTATION OF A QUALITY MANAGEMENT SYSTEM FOR THE EUROPEAN HUMANITIES UNIVERSITY
The reforms initiated by the Bologna process open up the possibility of a systematic approach for building Quality Systems in conjunction with the introduction of Higher Education reforms, to guarantee and improve quality and competitiveness in the international market for educational services.
Quality assurance in Higher Education is usually associated throughout the world with the presence University of Quality Management Systems (QMS).
The EHU started to develop a QMS to achieve the objectives and tasks defined by the University’s policy on quality issues and will become an integral part of the overall management of research, education and other University activities.
EHU requires a QMS because of: 

· Orientation of the University to the demands of Bologna process. 

· Requirements to improve the quality of its higher education. 

· Internationalization of its higher education. 
· Global trends to improve quality and quality management in higher education. 

· Requirements of the Centre for Quality Assessment in Higher Education (SKVC) in Lithuania after its external evaluation of the EHU in 2008-2009. 
The development, implementation and success of the QMS will enable EHU to: 
· Ensure the quality of research and education to its stakeholders; 
· Increase the international competitiveness of the University, as well as the competitiveness of its graduates in the labor market; 
· Improve recruitment and admissions conditions, and the quality and numbers of enrolled students; 
· Ensure the successful completion of procedures for external accreditation of EHU’s educational programs and of the University as a whole;
· Provide a rapid response to changes in the external and internal environment, and update and redefine the strategic quality goals and objectives of EHU; 
· Monitor the educational, research and other processes through a University-wide set of quality criteria;
· Increase the satisfaction of internal (students, staff) and external (employers, donors, society as a whole) stakeholders;
· Ensure a more efficient use of the University’s resources. 
The QMS is based on Total Quality Management (TQM) principles, “European standards and guidelines for internal quality assurance within higher education institutions”, SWOT analysis (Strengths, Weaknesses, Opportunities, and Threats) etc., as developed by European Association for Quality Assurance in Higher Education (ENQA) and others. The policy is based on systematic management with feedback control, the “Deming-Shewhart cycle” PDCA: Plan - Do - Check - Act. This covers all stages of the University’s educational process and includes regular processes for planning, support, management, quality improvement.

Brief description of the QMS Model
The EHU QMS model is designed to comply with international and national standards with the future aim of implementing TQM principles. 
In choosing a model, EHU was guided by the fact that the QMS should: 

· Meet the requirements for quality services for stakeholders; 
· Adapt relatively easy to new demands put forward by stakeholders; 
· Be transparent, understandable, convenient and affordable to implement; 
· Contain a documented sequence of implementation procedures, processes, techniques and evidence that will allow continuing monitoring and improvement of quality; 
· Meet the requirements of management processes at all levels of the University; 
· Meet the potential resource constraints of the University
· Be open to potential external evaluation by national and international bodies.
The model of the EHU QMS is a process the outputs of which are the provision of services, stakeholder satisfaction with the result, and first and foremost, that students obtain a good education (Figure 1). 
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Figure 1
The QMS model is presented above (Figure 1) in the form of four interacting processes. Arcs connecting the functional blocks represent elements that are transmitted from the outputs of some processes to the inputs of others. 
The above model consists of the following main mandatory processes:

· Management responsibility and commitment to quality; 

· EHU core business processes - education and research; 
· Resource management;
· Processes of assessment, analysis and improvement of quality.
This approach involves demonstrating the ability of the University to provide services meeting all stakeholder requirements. Any claims, criticism, complaints are examined and resolved. The main purpose of the University’s QMS is to ensure the continual improvement of Stakeholder (individual, society, state, etc.) satisfaction in terms of higher education and research.
Model development and implementation of the QMS
The development and implementation of the QMS includes 4 stages (see Figure 2): 
· Main processes (teaching and learning, research);
· Outcomes/results (publications, research links);
· Supporting processes (e.g. finance and resource management);
· Quality assurance processes.
Each of above stages is to be implemented by 5 steps: 

1. Establishing which quality requirements are mandatory.

2. Creating the indicators (or outcomes) and criteria for quality assessment in each case.
3. Collecting and analyzing the information and data needed. 
4. Introducing the principles and procedures for assessing the achieved level of quality on the basis of our chosen indicators, etc. 
5. Deriving next steps in quality improvement from the results of our quality assessments.
The model is flexible so all 4 stages can be implemented in parallel or, depending on the availability of financial and human resources, - can be developed one after another. 
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Figure 2
Deterrents to the development, implementation and effective operation of the EHU QMS may arise such as: 
· The lack of motivation and qualification of the EHU staff in developing and introducing new principles of management and organization for education and research;
· Underestimation of benefits of introducing QMS by the EHU managers, faculty and staff; 
· The University’s status as a "University in exile", without strong ties with Belarusian employers and difficulties in collaborating with the rest of the Belarusian educational system; 
· Insufficient financial resources for effective reform.
The main steps developing of the EHU QMS is to be as follows: 
· Adoption of Quality Culture by the University community;
· Development and maintenance of QMS documentation; 

· Implementation of quality assessment indicators, processes and procedures;
· Public announcement of quality documents, processes and procedures.
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