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During the first 12 months of the IDP, a team of international and Polish professionals, led by 
the Canadian Urban Institute, worked with a Task Force in each of the pilot units to develop 
institutional development (ID) plans in 33 local and regional government units. This was 
done in order to build the capacity of the units’ administration and management. During 
the following 15 months (Phase 2) of the project, the ID plans were implemented. 

Key outputs for Phase 1 were: 
a report on both Polish and International best practices in the project’s nine 
management areas, with the purpose of formulating a vision of the desired state of 
management in each area; 
a framework for evaluating the level of organisational development or relative 
advancement of government administration in nine management areas was developed 
through a series of indicators for each management area; 
an organisational analysis of each of the pilot units was undertaken utilising the 
above framework (methodology); 
development and approval by the pilot unit authorities of a plan of institutional 
improvements (Institutional Development Plan). 

Key outputs for Phase 2 were: 
identification of priority areas by pilot units; 
implementation of the Institutional Development Plan in pilot units; 
refinement and documentation of the methodology in the form of a manual, ready 
for dissemination; 
production of an effective and low-cost methodology of organisational analysis and 
improvement for self-government in Poland. 

The first integrated approach was launched in the Polish tax administration in May 2007. 
The twinning project “Improving the Quality of Operation of Tax Administration Units”, 
co-financed from the Transition Facility budget, was developed in cooperation with the 
French tax administration.
The results of the project will be developed and implemented in all institutions of the Polish 
tax administration in a uniform quality management system based on ISO, CAF, EFQM 
and similar standards.
The system created during the project will cover unification of processes in offices, a self-
assessment system and an exchange of good practices. During the project, employees of the 
tax administration will also be trained in HRM, the incentive system and leadership. The 
Ministry of Finance (Department of Tax Administration) is responsible for quality policy 
in tax administration.

As a result of the project, all 16 tax chambers and all tax offices in Poland (about 400 units) will 
have a unit/person in charge of implementing and monitoring the quality management system.
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Portugal

Quality Management in Portuguese Public Administration 

Since the ‘80s, the modernisation of public administration has become a vital factor in the 
social and economic development of Portugal. Accordingly, a citizen-oriented administration 
has taken quality as a political priority for public services. 
The concern about quality in public services and the strategy for quality management has 
been integrated in the public agenda and government programmes since 1993.

1993–2001 
The Secretariat for Administrative Modernisation (SAM) was the first body responsible 
for initiatives on quality matters.

Main activities: 
Citizen/Administration Forum (for listing, studying and putting forward solutions 
for simplification and improving quality in public administration services provided 
to citizens. Nowadays there is a Complaint Book in every central administration 
service unit. Citizens may register complaints concerning services provided and 
suggest measures for improvement.
Quality Charters for Public Services (see Quality / Citizen’s Charters)
Quality Contest for Public Services (the 2002 Contest used the CAF model for 
contestant evaluations).
Citizen Shops, providing citizens with 33 different public and private services 
according to the one-stop shop philosophy.
Administrative modernisation protocols (established cooperation agreements 
between the SMA and central public administration services to promote quality 
and management issues in public services).
The Quality System for Public Services aims to establish the certification of 
public organisations and quality awards for public services. The Secretariat for 
Administrative Modernisation was responsible for the management of this system, 
but has not been subject to specific legal implementation since then.
Translation and publication of “CAF Model – version 2000” and the beginning of 
dissemination initiatives.
Publications and training for public employees.
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2001–2002
The SMA completed is activities in 2001, and the Institute for Innovation in State 
Administration (IIAE), which inherited the same competences, was created.

Main initiatives:
The eligibility criteria for administrative modernisation protocols have been 
reformulated. In 2002, the priority areas were: on-line public services, simplification 
of the relationship between public administration and citizens with special needs 
and development of information systems for management in public services. These 
protocols were primarily aimed at cooperation of a technical nature without prejudice 
to services applying for financial support.
Initiatives for promoting innovation and quality programmes implemented through 
partnerships with public services, providing training in specific domains such as the 
CAF model and diverse Portuguese best practices in public administration, both at 
national and European levels.
Development of management support tools: public services have to present annual 
activity reports and action plans as well as social balance; general secretaries of 
ministries must elaborate annual reports on their administrative modernisation 
measures.

2002–present
The Directorate General for Administration and Public Employment (DGAPE) assumed 
the competences of the former IIAE in matters of: 

public employment and human resources management;
models for organisational development in public services;
development of knowledge and the information society in the context of public 
services quality.

Main initiatives on quality issues:
stimulate quality management in public services by using the CAF model;
manage the performance assessment system of public services;
stimulate the application of modern management support tools.
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Romania

In 2001, the Government adopted a strategy for accelerating public administration reform. 
While some steps have been completed, the full objectives, which were too ambitious, were 
not attained at that time. Romania adopted complex legislation promoting reform of the 
civil service, decentralisation of fiscal resources and public services, fighting corruption and 
creating new institutions to prepare and apply reforms. In 2003, further reforms of public 
administration remained among the most important objectives of Romania. In agreement 
with the European Commission, the Romanian Government identified three areas in the 
field of public administration reform where significant progress must be made:

civil service reform
decentralisation and deconcetration of public services
the policy formulation process

These main issues represented the priorities of the updated Strategy of the Government 
concerning the acceleration of public administration reform in Romania during the period 
2004–2006. It was the result of a long process of technical and political work. The three 
priorities combined a significant investment in a sustainable public administration training 
and development initiative with the creation of new structures for decentralisation and 
deconcentration and the development of a new policy making process. These priorities were 
developed in order to meet the overall objectives in several ways: addressing capacity building 
for improved policy making, implementing decentralisation reform, reforming the structures 
and conditions for human resource management in the civil service, and developing local 
institutional capacity (at national and regional levels) to sustain the training and development 
of present and future Romanian civil servants at middle and senior management levels.

In order to increase the accountability of public administration in general, another pillar was 
introduced in 2006, “administrative simplification”, in order to reduce administrative costs 
for both citizens and businesses. As member of the EU, Romania developed the National 
Reform Programme 2007–2010 for achieving the Lisbon Strategy objectives. 

Concerning civil service, we consider that 2004 was the year when certain coherent measures 
were undertaken by the Romanian central public institutions in order to insure and strengthen 
quality management. Certain strategic documents were issued in this regard, indicating a 
number of measures to be taken, as follows:

introducing quality standards for monitoring and assessing public service and the 
professional activity of civil servants
setting up a fixed number of civil servants according to the quality standards 
established for each public service 
establishing a strategic planning system for each public authority according to the 
public services offered













180	 Quality Management in Public Administrations of the EU Member States

establishing certain motivational schemes in order to increase the quality of public 
services and to stimulate innovation 
elaborating and implementing the Citizens’ Charter in order to introduce and assess 
quality standards for public services
implementing an assessment guide for institutional self-assessment according to 
CAF 

Slovak Republic

The starting year of intensive change regarding quality management in public administration 
in Slovakia was 2003. This year is linked to the initiative of the Civil Service Office (abolished 
in 2006) – implementation of the CAF Model in Slovak PA. In 2003, the Civil Service 
Office prepared the project Implementation of the CAF model in Slovak Public Administration 
in close cooperation with the Slovak Office of Standards, Metrology and Testing and the 
Slovak Society for Quality. The project was launched the following year and was carried on 
till 2006. 

This year, the project has been continuing in a somewhat modified way (organisations 
are supported in the implementation of quality models and can choose from the EFQM 
excellence model and CAF model). Organisations were approached with a proposal to join 
the project. The project and its components were developed over 4 years of implementation. A 
significant moment occurred in 2003. Central governmental bodies in Slovakia, as in several 
European countries, were obliged to implement the CAF model in their organisations by 2008 
(as Resolution of the Slovak Government No. 900 of 24 September 2003 requires ministers 
and chairmen of central administration bodies to implement the Common Assessment 
Framework in public administration).

The Slovak Office of Standards, Metrology and Testing (SOSMT) is the coordinator of 
the state quality policy in the Slovak Republic. The main strategic quality policy document 
is the National Quality Programme of the Slovak Republic for 2004–2008, with specific 
objectives and activities.

Main objectives of the above-mentioned CAF project:
motivate PA organisations to start continuous improvement activities
customer orientation
introduce various measurements
increase the efficiency of PA organisations
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Slovenia

National Quality Programme, 1993 
The National Quality Programme of the Republic of Slovenia was prepared in 1993 as the 
basic document and guideline for achieving the ultimate goal – excellent quality.

The vision of the National Quality Programme is that Slovenia becomes recognised for its 
quality and as a welfare state.

The National Quality Programme is a long-term strategic programme for assuring higher 
quality of Slovenian products, services and processes, and increased market competitiveness. 
The Programme is divided into three major phases:

1993–2000: European and International Comparison
2001–2010: Competitive Quality
2011–2020: Excellent Quality

Further Development Strategy on the Slovenian Public Sector 2003–2005 
Regarding quality management within public administration and the orientation of public 
administration towards users, the following goals were defined:                          

promotion and strengthening of quality management
comprehensive overview of effectiveness of administrative organisations
comparability with European public administrations and the private sector
orientation towards users, building of partnerships with citizens, private sector, non-
governmental organisations and other segments of the social system
increasing the standards of service quality and users’ level of satisfaction
expanding and remunerating good practices, developing these practices into adequate 
standards

Reform Programme for Achieving the Lisbon Strategy Goals (2005) 
The Reform Programme for Achieving the Lisbon Strategy Goals is based on Slovenia’s 
Development Strategy ( June 2005) and was adopted in October 2005.
(http://www.umar.gov.si/aprojekt/alizb-strategija/alizb-strategija.pdf )

E-Government Strategy of the Republic of Slovenia for the period 
2006–2010 (2006)
The Strategy includes several targeted eGovernment activities based on four main 
objectives:

high-quality and efficient operations
open and transparent functioning of public administration
an efficient system of public employees and management of human resources
user orientation of public administration


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Programme of Measures for Reduction of Administrative Burdens 
The government has adopted the Programme of Measures for Reduction of Administrative 
Burdens, which contains over thirty concrete measures aimed at simplifying procedures and 
raising the quality of administrative services.
(http://www.mju.gov.si/en/better_regulation/reduction_of_administrative_burdens/)

Spain

Spain is a politically decentralised state, whose Constitution (1978) acknowledges and ensures 
the right of autonomy of its regions and municipalities. Therefore, there are 3 levels of public 
administration, with 3 completely different scopes: state administration, called Central 
Government Administration; regional administrations, called Autonomous Communities; 
and Local Administrations (municipalities, provincial councils, etc.). In accordance with the 
constitutional and legal distributions of functions, each level of administration manages and 
renders their corresponding public services to citizens.

The 17 regions and the local administrations (about 8,000) are fully autonomous in 
developing their public service policies and providing themselves with suitable management 
and organisational models. This results in different political and administrative approaches, 
management capacities and organisational maturity levels. In this sense, it is not possible in 
this study to talk about a homogeneous national quality policy in all Spanish administrations. 
Nevertheless, within the framework of the constitutional principles of collaboration 
and cooperation, certain shared mechanisms are being used de facto by most national 
administrations. As such, the collaboration and contacts between the Central Government, 
Regional and Local Administrations are close and permanent, through inter-administrative 
bodies and quality partnership bodies, so that the quality policies in all public organisations 
committed to quality are in agreement as a whole. For instance, the Spanish Municipalities 
and Provinces Federation, covering three fourths of all local administrations, promotes and 
develops a QM programme for its affiliated bodies.

The information that follows includes the main features of QM in the Central Government 
Administration, which are common to a great extent to most of the approaches applied at 
other administrative levels.

In the state administration, the Spanish government has undertaken a commitment to improve 
and modernise administration so as to meet citizens’ needs. In line with this commitment, a 
range of measures have been introduced to raise the quality of public services. 
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Initially, the unit acting as the driving force for the development of general quality policy was 
the Ministry of Public Administration. Its first quality policy dates back to the ‘80s, when a 
modernisation administrative process inspired by OECD recommendations (Administration 
as service, the public as client, 1987) was undertaken.

In 1989, the Ministry of Public Administration drafted a document titled Reflexiones para 
la modernización de la Administración del Estado, Reflections on the modernisation of 
the Central Government, which incorporated in a general strategy the different actions in 
use and proposed the need for going deeper into information and assessment systems for 
determining the degree to which quality levels met citizen’s expectations.

The document Ley de Régimen Jurídico de las Administraciones Públicas y del Procedimiento 
Administrativo Común, Legal Regime for Public Administrations and Common 
Administrative Procedure Act (1992), constituted the basic guideline for all public 
administrations, strengthening the role of citizens in their relationship with them, 
recognising a set of rights, simplifying procedures and establishing the use of information 
technologies.

Ley de Organización y Funcionamiento de la Administración General del Estado, the 
Organisation and Operation Act for the General Administration of the State (1997), 
enshrined such principles as: functional decentralisation, efficiency, effectiveness and 
accountability for performance. In this field, specific mention should be made of two 
additional principles: that of  service to citizens, to ensure the effectiveness of the rights they 
are entitled to exercise when coming into contact with public administrations; and that of 
continuous improvement in public services, the implementation of which requires defining 
such services, their scope and quality standards.

From this starting point, several measures for the promotion of quality of services were 
adopted:

the presentation, in 1998, of a training programme on the assessment process devoted 
to managers and administrators in public service;
Royal Decree 1259/1999 of 16 July 1999, regulating citizen charters and quality 
awards in central government administration (now repealed), laying down the 
content and strategies for central government bodies to implement the principle 
of service to citizens and ensure the continuous improvement of their procedures, 
services and benefits;
the initiative for implementing a Quality Plan in public administration (proposed 
by the Minister of Public Administration before the Congressional Committee for 
Public Administration Regime, on 17 February 1999).


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This Quality Plan for Central Government Administration was later revised and extended by 
Real Decreto 951/2005, por el que se establece el marco general para la mejora de la calidad en 
la Administración General del Estado, (Royal Decree 951/2005, establishing the General 
Framework for Quality Improvement in Central Government Administration. The 
new framework combines six programmes in a coordinated and synergic way to drive the 
continuous improvement of public services in central government administration by involving 
the key stakeholders: policymakers and senior bodies, managers and civil society. The six 
programmes are:

Expectation analysis and customer satisfaction measurement
Citizen charters
Complaints and suggestions
Organisational quality assessment 
Recognition (organisation certification and awards)
Observatory for the Quality of Public Services

In its decision of 6 February 2006, the former Secretariat General for Public Administration 
(currently the State Secretariat for Public Administration) approved the guidelines for 
implementing these programmes under the general framework for quality improvement set 
forth in Royal Decree 951/2005 of 29 July 2005. Since them, a range of practical guidelines 
has been produced to set out the relevant methodological and management criteria and 
address normative issues for the implementation of quality programmes.

By the authority granted under Ley 28/2006, de 18 de julio, de Agencias Estatales para la 
mejora de los servicios públicos, the Central Government Agencies Act (2006), Royal Decree 
1418/2006 of 1 December 2006, enacting the charter of the Agencia Estatal de Evaluación 
de las Políticas Públicas y la Calidad de los Servicios, the Spanish Agency for the Evaluation 
of Public Policies and Quality of Services, amended Royal Decree 951/2005 so as to 
define which of the duties and powers formerly resting with the State Secretariat for Public 
Administration were to be reassigned to the Agency. The Agency takes on some of the duties 
of “management and service provision” to central government bodies (advice, methodological 
standardisation, assessments, certifications) and to the public (through the conduit of the 
Observatorio de la Calidad de los Servicios Públicos, the Observatory for the Quality of Public 
Services), whilst the responsibility for political support of quality management remains in 
the State Secretariat for Public Administration.


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In this context the Spanish Agency for the Evaluation of Public Policies and Quality of 
Services aims to enhance the institutional quality of public administrations, in order to:

provide public managers with information to improve decision-making on the 
provision of public services;
promote learning and organisational improvement in public government institutions 
and thus raise their performance; 
enhance the public sector citizen orientation so as to develop a higher standard of 
service.

For more information see: www.aeval.es

STRATEGY

General Framework for Quality Improvement in Central Government Administration 
(2005)

The Quality Plan for Central Government Administration was later revised and extended 
by Royal Decree 951/2005, creating the General Framework for Quality Improvement in 
Central Government Administration. This review was made according to the following 
principles:

promotion of quality management as an integral strategy, targeted to all levels of 
national administration, on the basis of a decentralised administration structure
the importance of understanding quality as a core aspect in public management
the need for a systematic approach for all quality management programmes, in order 
to create synergies from their implementation

The new framework combines six programmes in a coordinated and synergic way to drive 
the continuous improvement of public services in central government administration by 
involving the key stakeholders: policymakers and senior bodies, managers and civil society. 
The six programmes are:

Expectation analysis and customer satisfaction measurement: In order to 
ascertain customers’ opinions and improve the quality of services, central government 
administration bodies conduct studies to analyse expectations and measure customer 
satisfaction with their services using qualitative and quantitative research techniques. 
The data from these studies and drawn from other sources are put to use by the 
Observatory for the Quality of Public Services to analyse the quality of public services 
and provide citizens with broad-ranging information about it.
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Citizen charters: A citizen charter is understood as a document in which a central 
government administration body informs citizens and customers about the services it 
is designed to provide, about its quality commitments and about customers’ rights.	
Certification of a citizen charter involves a process of evaluation whereby the Spanish 
Agency for the Evaluation of Public Policies and Quality of Services issues a certificate 
stating that the charter meets the requirements of the certification protocol. 	
	The certification process goes beyond the content of the charter to address 
its underlying methodology and development work, compliance with quality 
commitments, the indicators designated in the charter and the criteria laid down 
for regular review.
Complaints and suggestions: Central government administration bodies must 
have mechanisms in place to receive and process complaints. They must undertake 
initiatives to improve the quality of services in response to citizens’ complaints and 
suggestions and publicly report all actions and measures taken. 	
The Ministry for Public Administration’s Directorate General for Administrative 
Organisation and Procedures is the body in charge of overseeing the complaints and 
suggestions programme.
Organisational quality assessment: There are several different feedback mechanisms, 
depending on the size of an organisation or the point of view of assessment, including 
financial control, management supervision and quality/excellence assessment. 
Quality/excellence assessment is based on a comprehensive diagnosis of the 
organisation’s processes and results across all stakeholder groups. 	
	Central government administration bodies submit their activities and results for 
assessment in accordance with the quality management models set forth in the decision 
of 6 February 2006 of the former Secretariat General for Public Administration 
(currently the State Secretariat for Public Administration), introducing guidelines 
for implementation of the programmes under the general framework for quality 
improvement laid down in Royal Decree 951/2005 of 29 July 2005, so as to obtain 
information on the quality level offered to the public. Assessment takes place on 
two levels: self-assessment and external assessment. There are several recognised 
management models: 

EFQM Excellence Model 
CAF, Common Assessment Framework 
EVAM (Evaluación, Aprendizaje y Mejora) model (assessment, learning and 
improvement) designed by the Spanish Ministry for Public Administration, 
and developed by the Spanish Agency for the Evaluation of Public Policies and 
Quality of Services. 
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Central government administration bodies and their attached autonomous bodies and social 
security management entities and common services can assess their quality on the basis of 
whichever of the above three models they think best fits their situation and needs.

Recognition (organisation certification and awards): This programme uses 
recognition of organisations’ achievements to enhance quality and innovation in 
public management. It is divided into two sub-programmes or actions:

Recognition of Excellence: the Spanish Agency for the Evaluation of Public 
Policies and Quality of Services certifies the level of excellence achieved by public 
organisations.
Quality and innovation awards for public management are announced and 
granted by the Ministry of Public Administration through the Spanish Agency 
for the Evaluation of Public Policies and Quality of Services, which is responsible 
for the whole process of management of these awards.

The Observatory for the Quality of Public Services is entrusted with regular analysis 
of the quality of public services and the creation of a space for public information 
and citizen involvement. The Observatory reports regularly on the quality level of 
public services, and publishes and releases an annual report on the quality of public 
services. The report sets out the results of the other five programmes under the General 
Framework for Quality Improvement in Central Government Administration, and of 
programmes in support of the knowledge society and improved competitiveness. It also 
releases the results of surveys of public perception of how well public services work, and 
provides an in-depth case studies of highly demanded or socially crucial services.

For more information:
http://www.aeval.es/en/calidad_de_los_servicios_publicos/marco_de_la_calidad/ 

The aims of the Spanish Agency for the Evaluation of Public Policies and Quality of Services 
include support for improving the quality of public services. The Agency therefore writes, 
proposes, adapts and publishes guidelines, methodological protocols, management and 
excellence models and self-assessment guides in line with the various programmes of the 
General Framework for Quality Improvement. Most are e-publications:

Papeles de evaluación nº 2: “Regulación y calidad de los servicios públicos liberalizados” 
(Antón COSTAS-Marzo/2006) – Regulation and Quality of Liberalised Public 
Services		
http://www.aeval.es/comun/pdf/papeles_evaluacion/
Papeles de evaluación nº 5: “Percepción ciudadana del funcionamiento de los servicios 
públicos (2006). Una valoración de los resultados de la encuesta conjunta del C.I.S. y la 
Agencia de Evaluación y Calidad”. Estudio del Observatorio de Calidad de los Servicios 
Públicos de la Agencia (Departamento Calidad-Octubre/2006) –Citizen Perception 
of Public Service Performance (2006)	
http://www.aeval.es/comun/pdf/papeles_evaluacion/















188	 Quality Management in Public Administrations of the EU Member States

Guide on the performance of expectation analysis and customer satisfaction surveys 
(2006)
Guide on the development of citizen charters (2006)
Guide on handling complaints and suggestions (2006)
Guide on the EFQM Excellence Model of self-assessment for public administration 
(2006)
CAF 2006, the Common Assessment Framework: Improving an organisation 
through self-assessment (2007)
Guide on assessment: EVAM model (2006)
Guide for the recognition of excellence (2008)	
	http://www.aeval.es/en/calidad_de_los_servicios_publicos/directrices_
metodologicas/

There are also a number of printed publications:
EFQM Model Guidelines for Self-assessment in the Public Administration, published 
by the Ministry of Public Administration since 1999 and currently being reviewed 
by the Agency
EFQM Model: A practical case study for public administration (2004)
Guide on the Ibero-American model of management excellence self-assessment for 
public administration (2007)
QUALITY AND EXCELLENCE IN PUBLIC ADMINISTRATIONS: National 
cases presented at the 2nd Quality Conference for Public Administrations in the 
European Union (2003)
QUALITY AND EXCELLENCE IN PUBLIC ADMINISTRATIONS: National 
cases presented at the 3rd Quality Conference for Public Administrations in the 
European Union (2005)
Quality and Best Practices Awards in the Central Government Administration (first 
edition)
Quality and Best Practices Awards in the Central Government Administration 
(second edition)
Quality and Best Practices Awards in the Central Government Administration 
(third edition)
Quality and Best Practices Awards in the Central Government Administration 
(fourth edition)
Quality and innovation awards for public management (2006)
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In collaboration with the Spanish Municipalities and Provinces Federation (FEMP), the 
Ministry of Public Administration published in 2006 a set of Supporting Guides for local 
public management:

Guide I: Functional framework of local administrations – Local agreement and de-
centralisation of functions – Key tools for excellence in management 
Guide II: Quality, innovation and modernisation plans in local administrations
Guide III : Knowledge management for continual improvement in local 
administrations
Guide IV: The Citizen’s Charter issue 
Guide V: Excellence Models in local administrations
Guide VI: Process management in local administrations – Citizen service 
orientation
Guide VII: Citizen participation and tools for the measurement of the perception 
of the service provided by local administrations
Guide VIII: Customer services and e-Administration
Guide IX: Systems for monitoring, evaluation and improvement of the service 
provided by local administrations: Activity indicators and the Balanced Scorecard
Guide X: Communication and public marketing addressed to citizens

The Spanish Agency for the Evaluation of Public Policies and Quality of Services, in 
collaboration with the Municipality of Alcobendas, published the book The Intelligent 
Administration (2007) 
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Livrets des trophées de la qualité (Quality trophies books)
France Qualité Publique guidebooks http://www.qualite-publique.org/
Some serial publications on PA management, though not dedicated to quality 
management, will also address this issue:	
Perspective Gestions publiques (Institut de la gestion publique et du développement 
économique)		
http://www.institut.minefi.gouv.fr/sections/etudes__publication/perspective-
gestions-publiques		
There is an English version available: Public Management Outlook 	
	http://www.institut.minefi.gouv.fr/sections/etudes__publication/public-
management-outlook
Revue française d’administration publique (Ecole nationale d’adminsitration)
http://www.ena.fr/index.php?page=ressources/rfap
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Germany:
http://www.caf.de
http://www.caf-netzwerk.de 
http://www.verwaltung-innovativ.de
Qualitätsmanagement in der öffentlichen verwaltung, Deutsche Gesellschaft für 
Qualität (Hrsg.), DGQ-Band 35-01, 2005
Qualitätsmanagement in der Praxis – Nachhaltigkeit von Veränderungsprozessen“ 
Bundesverwaltungsamt (Hrsg.), Verfasser: Arbeitskreis „Qualitäts- und  
prozessorientiertes Verwaltungsmanagement der AWV – Arbeitsgemeinschaft für 
wirtschaftliche Verwaltung e. V., Eschborn, 1999
Qua l itätsmana g ement in  der  öffentl ichen Ver wa ltung ;  Qua l itäts- 
und prozessorientiertes Ver waltung smanagement in der Anwendung  
Bundesverwaltungsamt (Hrsg.), Verfasser: Arbeitskreis „Qualitäts- und 
prozessorientiertes Verwaltungsmanagement der AWV – Arbeitsgemeinschaft für 
wirtschaftliche Verwaltung e. V., Eschborn, 1998
Qualitätsmanagement in der öffentlichen Verwaltung Bundesverwaltungsamt (Hrsg.), 
Verfasser: Arbeitskreis „Qualitäts- und prozessorientiertes Verwaltungsmanagement 
der AWV – Arbeitsgemeinschaft für wirtschaftliche Verwaltung e. V., Eschborn, 
1995
Verwaltungsmodernisierung als Prozess – Projekt- und personalorientiertes 
Änderungsmanagement Bundesverwaltungsamt (Hrsg.), Verfasser: Arbeitskreis 
„Qualitäts- und prozessorientiertes Verwaltungsmanagement der AWV – 
Arbeitsgemeinschaft für wirtschaftliche Verwaltung e. V., Eschborn, 1999
Qualitätsmanagement: ISO 9001 in Behörden Bundesverwaltungsamt (Hrsg.), 
Verfasser: Arbeitskreis QM des BVA Köln 2001

Hungary:
Good practices (e-government):		
http://www.magyarorszag.hu/mellekletek/bgym/jogyakorlatok
Good practices, publications (CAF): https://caf.meh.hu/
Közigazgatási Szemle – bimonthly vocational magazine

Ireland:
http://www.bettergov.ie/eng/index.asp?docID=427
http://www.bettergov.ie/index.asp?locID=146&docID=-1
http://www.bettergov.ie/index.asp?locID=152

Italy:
http://www.cantieripa.it/allegati/Customer.pdf  
http://www.cantieripa.it/allegati/Amministrazioni_in_ascolto.pdf
http://www.cantieripa.it/inside.asp-id=1916.htm
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Latvia:
http://www.cantieripa.it/inside.asp-id=1916.htm
http://www.mk.gov.lv/en/vk/
http://www.eps.gov.lv/index.php?&93
http://www.em.gov.lv/em/2nd/?cat=3
http://www.lka.lv/?module=Articles&view=list&lng=en
http://www.kvalitate.lv/home.html
http://www.latak.lv
http://www.vestnesis.lv
http://www.vid.gov.lv/default.aspx?tabid=4&id=2086&hl=2
http://www.mk.gov.lv/lv/valsts-parvaldes-politika/kvalitates-vadiba

Luxembourg
http://www.olas.public.lu/legislation/textes/plan/index.html
http://www.eipa.eu/en/pages/show/&tid=70
http://www.mlq.lu/
http://www.inap.public.lu

Malta:
http:www.servicecharters.gov.mt
http://www.servizz.gov.mt
http://www.opm.gov.mt
http://www.sdo.gov.mt

The Netherlands:
http://www.e-overheid.nl/sites/english/onlineservices/
http://www.e-overheid.nl/sites/english
http://www.e-overheid.nl/sites/english/organisation/
http://www.e-overheid.nl/data/files/internationaal/overzicht-okt2005-eng%20.pdf
http://www.minbzk.nl
http://www.minez.nl
http://www.minfin.nl
http://www.vng.nl
http://www.ipo.nl 
http://www.uvw.nl
http://www.ictu.nl
http://www.ink.nl
http://www.waarstaatjegemeente.nl
http://www.rbb-groep.nl
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Romania:
http://www.sgg.ro/docs/File/SGG/memo.pdf
http://www.gov.ro/obiective/200705/pnr_ro_oficial_2.pdf
http://www.mai.gov.ro/Documente/Transparenta%20decizionala/SNA%20secto
are%20vulnerabile%20si%20administratia%20locala%20().pdf 
http://www.sgg.ro/docs/File/UPP/doc/proiecte_consultare/Strategia_BR_
februarie_25_2008_varianta_propusa_spre_consultare_publica.pdf 

Slovakia:
http://www.normoff.gov.sk

Slovenia:
http://www.umar.gov.si/aprojekt/alizb-strategija/alizb-strategija.pdf
http://www.mju.gov.si/en/better_regulation/reduction_of_administrative_
burdens/
http://www.mirs.gov.si/en/about_the_mirs/
http://www.mju.gov.si/si/delovna_podrocja/kakovost_v_javni_upravi/skupni_
ocenjevalni_okvir_caf/
http://www.mju.gov.si/fileadmin/mju.gov.si/pageuploads/mju_dokumenti/pdf/
Dobre_prakse_06ENG.pdf
http://www.mju.gov.si/fileadmin/mju.gov.si/pageuploads/Kakovost/DP2007_
ENG.pdf
http://www.mju.gov.si/fileadmin/mju.gov.si/pageuploads/mju_dokumenti/CAF/
CAF-1.3-26.02.08.xls
http://www.mju.gov.si/fileadmin/mju.gov.si/pageuploads/mju_dokumenti/CAF/
CAF_2006_-_analiza__ver._1.1__27.02.08_.xls
http://www.mju.gov.si/fileadmin/mju.gov.si/pageuploads/Kakovost/Analiza_
primerjava_med_UE_2007.xls
http://e-uprava.gov.si/e-uprava/javniStran.euprava?pageid=130
http://www.mju.gov.si/si/zakonodaja_in_dokumenti/pomembni_dokumenti/
upravne_enote/porocila_2006/
http://www.mju.gov.si/index.php?L=1

Spain:
http://www.aeval.es/en/calidad_de_los_servicios_publicos/marco_de_la_
calidad/
http://www.aeval.es/en/la_agencia/normativa/leydeagencias/
http://www.aeval.es/en/la_agencia/normativa/estatuto/
http://www.institutodeevaluacion.mec.es/
http://www.aneca.es/
http://www.msc.es/organizacion/sns/planCalidadSNS/home.htm
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http://www.tourspain.es/en/HOME/ListadoMenu.htm?Language=en
http://www9.map.es/ministerio/organigrama/secretaria_general.html
http://www.mityc.es
http://www.juntadeandalucia.es/justiciayadministracionpublica/
http://portal.aragob.es/servlet/page?_pageid=4153&_dad=portal30&_
schema=PORTAL30&_type=site&_fsiteid=507&_fid=1174147&_
fnavbarid=1&_fnavbarsiteid=507&_fedit=0&_fmode=2&_fdisplaymode=1&_
fcalledfrom=1&_fdisplayurl=
http://www.madrid.org/cs/Satellite?c=CM_Agrupador_FP&cid=110926618
7230&idConsejeria=1109266187230&idListConsj=1109265444710&idOrg
anismo=1109266227855&language=es&pagename=ComunidadMadrid%2F 
Estructura
http://www.asturias.es/portal/site/Asturias/
menuitem.29a638a48072f6f1ad2b0210bb30a0a0/
?vgnextoid=9c4a69482a55e010VgnVCM100000b0030a0aRCRD&vgnextchann
el=ece78967fb15e010VgnVCM100000b0030a0aRCRD&i18n.http.lang=es
http://www.caib.es/govern/organigrama/area.do?lang=es&coduo=138584
http://www.gobcan.es/cpj/temas/calidad/index.html
http://www.gobcantabria.es/portal/page?_pageid=80,1883026&_
dad=interportal&_schema=INTERPORTAL
http://www.jcyl.es/scsiau/Satellite/up/es/Institucional/Page/
PlantillaDirectorio/1188637390871/_/_/1142233482989?asm=jcyl
http://www.jccm.es/organigrama/index.phtml?cod=93#null
http://www10.gencat.net/sac/AppJava/organisme_fitxa.jsp?codi=9592
http://www.femp.es/
http://www.clubexcelencia.org/
http://www.aec.es/
http://www.aenor.es
http://www.fundibeq.org/
http://www.aeval.es/en/calidad_de_los_servicios_publicos/programas_de_calidad/
programa_evaluacion/index.html
http://www.aeval.es/es/difusion_y_comunicacion/actualidad/actividad_
institucional/2007_11_5_y_6.html
http://www.aeval.es/comun/pdf/FINALISTAS.pdf
http://www.aeval.es/es/calidad_de_los_servicios_publicos/mejores_practicas/
recopilacion_innovacion/
www.tecnimap.es/
http://www.aeval.es/es/calidad_de_los_servicios_publicos/programas_de_calidad/
programa_reconocimiento/premios.html
http://www.060.es/guia_del_estado/programas_de_la_administracion/calidad/
calidad_cartas-ides-idweb.html
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http://www.060.es/guia_del_estado/programas_de_la_administracion/calidad/
calidad_cartas_servicios_electronicos-ides-idweb.html
http://www.aeval.es/comun/pdf/papeles_evaluacion/Papeles_de_Evaluacion_nx5.
pdf
http://www.aeval.es/en/evaluacion_de_politicas_publicas/evaluaciones_de_la_
agencia/
Papeles de evaluación nº 2: “Regulación y calidad de los servicios públicos 
liberalizados” (Antón COSTAS-Marzo/2006) Regulation and quality of liberalised 
public services
http://www.aeval.es/comun/pdf/papeles_evaluacion/
Papeles de evaluación nº 5: “Percepción ciudadana del funcionamiento de los servicios 
públicos (2006). Una valoración de los resultados de la encuesta conjunta del C.I.S. 
y la Agencia de Evaluación y Calidad”. Estudio del Observatorio de Calidad de los 
Servicios Públicos de la Agencia (Departamento Calidad-Octubre/2006) Citizen 
perception of public services performance (2006)
http://www.aeval.es/comun/pdf/papeles_evaluacion/
Guide on the performance of expectation analysis and costumer satisfaction surveys 
(2006)
Guide on the development of citizen charters (2006)
Guide on handling complaints and suggestions (2006
Guide on the EFQM Excellence Model self-assessment for Public Administration 
(2006)
CAF 2006, the Common Assessment Framework: Improving an organisation 
through self-assessment (2007)
Guide on assessment. EVAM model (2006)
Guide for the recognition of excellence (2008)
http://www.aeval.es/en/calidad_de_los_servicios_publicos/directrices_
metodologicas/
“EFQM Model Guidelines for Self-assessment in the Public Administration” 
published by the Ministry of Public Administration since 1999 and currently being 
reviewed by the Agency.
“EFQM Model. Practical case-study for the Public Administration” (2004)
“Guide on the Ibero-American model of management excellence self-assessment for 
Public Administration” (2007)
QUALITY AND EXCELLENCE IN PUBLIC ADMINISTRATIONS: National 
cases presented at 2nd Quality Conference for public administrations in the European 
Union (2003)
QUALITY AND EXCELLENCE IN PUBLIC ADMINISTRATIONS: National 
cases presented at 3rd Quality Conference for public administrations in the European 
Union (2005)
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Quality and Best Practices Awards in the Central Government Administration  
(I edition)
Quality and Best Practices Awards in the Central Government Administration  
(II edition)
Quality and Best Practices Awards in the Central Government Administration  
(III edition)
Quality and Best Practices Awards in the Central Government Administration  
(IV edition)
Quality and innovation awards for public management (Edition 2006)
Guide I: Function framework of local administrations. The Local Agreement and 
the de-centralisation of functions. Key tools for excellence in management. 
Guide II: Quality, Innovation and Modernisation Plans in Local Administrations
Guide III: Knowledge Management for the continual improvement in Local 
Administrations
Guide IV: Citizen’s Charter issue. 
Guide V: Excellence Models in the Local Administration.
Guide VI: Process Management the Local Administration. Citizen Service 
orientation.
Guide VII: Citizen participation and tools for the measurement of the perception 
of the service provided by the Local Administration
Guide VIII: Customer services and e-Administration
Guide IX: Systems for monitoring, evaluation and improvement of the service 
provided by the Local Administration: Activity indicators and Balanced Score 
Card
Guide X: Communication and Public Marketing addressed to citizens

Sweden
http://www.kvalitetsindex.se/

United Kingdom
http://www.hm-treasury.gov.uk
http://www.chartermark.gov.uk
http://www.cse.cabinetoffice.gov.uk
http://www.government-skills.gov.uk
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