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E@oappoyn ko ovvroviopog Asiktov Awac@diong Iowotnrog ywe tqv Métpnon g
Am6d001MG TOV AlotknTIKAOV Yrnpeorov tov TEIMAK.

Y1oyxos: H £pevva mpaypatomoleiton ot Aowmrikés Ymmpeoieg tov TeyvoAioyuol
[avemomuiov Kompov (TEITAK). Xtd6yog givar va diepevvndel 1 anote A eopatikOTNTO, TOL
Yvomuotog Atacediong Ilowdttog, ywoo tov €Aeyy0 TV TOPEYOUEVOV VINPECIAOV TOV
Avuntikov Ymnpeowov pécw TG mopakoAovOnong dewktdv omddoons. Emmiéov va
dapavotv ta onueio tov XAIT mov ypnlovv Peitioong kot va d10pOBwbovv.

YKomog: XKkomog NG £pevvog €ivol 1 OlEPELYNOTN TOV O CNUOVTIKOV Agikt®v Métpnong
Amdooong mov epopudomkay otlg Alowntikég Ymmpeoieg tov TEITAK, étor dote  va
eleyyBel M amoTEAEGUATIKOTNTO TOVG Y10 EAEYYO TV TOPEXOUEVOV VINPecidV. H OAn pehét
Kol epapuoyn yivetar oe tpelg  Awowntikég Ymnpeoieg tov TEITAK mov éxovv emideyel.
Eniéynkav n Yanpeoio g Biprobnkng, n Ymnpeoia Zmovdmv kot dortntikng Mépuvog
ka1 M Ymnpeoio Zvommuatov [TAnpoeopikng kot Teyvoroyiog.

Me0Ooooroyia: Xe cvvepyacia pe Tov Tpoictdpevo g kabe vanpeciog kot tov veevOvvo
TOPAKOAOVOINONG TV OEIKTOV UETPNONG, EVIOMGTNKOV Ol JEPYACIES TOV TUNUATOV TV
Yanpeoudv mov mapovsidlovy mtpofAnuata mowdtntag Kot yperdlovtal Bertioon. Me Bdon
Vv depedivnon avtn emAéynKav ot mo onuoavtikoi Asikteg Métpnong Amddoong e Kabe
vanpecioc. AkohoVBme  €ywve 1 cLALOYN  OEOOUEVOV Y100 SIACTNUO TPUDV UNVOV OO TIG
VANPECIEC Y TOVG OgikTeg OV €YOVV emMAEYEl, OVTMOC (MOOTE VO KOTAOTEL OLVATOC O
Yratiotikoc ‘EAdeyyog Iowdtntoag. Xe moAhovg Ogikteg  ypnotpomombnkoy Kot vrapyovia
KOTOYEYPOUUEVO OEGOUEVO TTPONYOVUEVMOV ETMV. XTN GLVEYELN UETA OO TNV TAPASOCT TMV
dedoEVDV 0md ToVG VTEVBVVOLE TAPAKOAOVONONG OEIKTMOV GTOV EPELVNTI, £YIVE 1| ETOLLOGIN
TV TAaTeOpuov epyaciog (templates) kar ot ovvéyeia M kataypaer tovg oto Excel.
AxoloVBmg €yve 1 €MAOY TOV €I00VG TOL TIVAKO EAEYYOV OV  YPTCIUOTOWONKE yioL TOV
K@0Oe delktn. Xtn cvvéyela pe T xpnon tov  Aoyispkol Zrtatiotikoh EAéyyov Aepyocidv
Spc- Excel etoypdotnrov otr mivakeg eAéyyov tov dektdv. ' opiopévovg deikteg
onpovpyNOnKay dVo mivakes EAEYYOV SPOPETIKOL TOHTTOV Y10t KOAVTEPT TAPUKOAOVON G TV
dewtdv. Metd amd v €T01AGI0 TOV TIVAKOV EAEYYOV £YIVE 1] GTATIGTIKN TOVG AVAALGN.

Amoteréopata: AmO TV €pELVO LT QAVNKE 1 OTOTEAECUATIKOTNTA TOL XVLGTHLOTOG
Awocpdiong [Mowwmtog mov gpappoctnke otig Awokntikés Yanpeoieg yuo éAeyyo Ttov
dwdkactdv Toug. EmmAéov &ywvav gpoavn ta opéAn mov Ba mpoxvyouv amd 1o XAIl mov
epapudotke otig Arowkntikeés Ynnpeoieg tov TEITAK. Méoa and v épsvuva dwmotddnke
N OVAYKT TOV VIAPYEL Yo EAEYYO TMOV OOIKAGIOV TOV LANPESIOV pe Agikteg Métpnong
ATdo00MNC, £TG1 AGTE 01 GTOYOL KOl TO OVOUEVOLEVA OMOTEAEGATA VO Etvan peTprioia. Amo



TNV OTOTIOTIKY OVOAVOT) EVIOTIGTNKAV Ol JlEPYACIES TOV TPIOV Y NPESIOV TOL Ypeldloviot
Bedtioon, Yo KOADTEPT TAPOYN VANPECIOV Kot EEVTNPETNON TOV TEAATOV.

Eivot xotavontd 611 10 60 chotuo kot dgikteg gival oe  apyikd otddo pe Alya dedopévo
£T01 T0L OQEAN TTOV TPOKLATOVY AMO TNV JLYPOVIKOTNTO TOV GTATICTIKOV GTO TAPOV GTAS0
dev glvar kot 1660 gueovn. Avtdg eivar kot 0 AOyog Tov dev VNPV onueia ekTdg EAEYYOVV
KoL EKTOC TPOdIAYpap®V apob dev Kabopiomnkav mpodiaypagés 1 opta. Ot TpodiaypoapEs Kot
o Ople Bo kaBoplotovv amd TG opddeg epyaciag kKabe vanpeciag, HETH Oomd TV
TOPOKOAOVON GO TV SEIKTAOV Y10 EVO XPOVIKO SAGTNHO Kot eEEVPEST] TOL OV KLUOIVOVTOL Ot
petpnoels. Avtd ocovvdodel ko pe €va amd to 14 onpeio tov ykovpov ¢ mowwtntoag E.W.
Deming "Ano6puye tov KaBopiopd avbaipetov Xtoxmv™.

Ta 0pEAN OV TPOKLITTOVY ANd TN TANPN EPAPLOYN TOV cLoTHHaTog Atucpdiiong [Totvtnrag
Kol TV TopakoAovOnon tov deiktov ovoueifoila Oa eivar moAAd. Toéco oty €bpvbun
Agrtovpyio TOV TOVETIGTNUIOV KO 6T BEATIOON TNG TOWOTNTOS TOV TAPEYOUEVDV VINPECUDV.



Summary

Implementation and monitoring of Quality Assurance Indicators for Measuring the
Performance of Administration Services of the C.U.T.

Obijective: The research is conducted in the Administration Services of the C.U.T. The
aim is to investigate the effectiveness of Quality Assurance System (QAS) in
Administration Services through the monitoring of Key Performance Indicators. In
addition it aims to contribute to the QAS areas that need improvement and correction.

Purpose: The purpose of the research is to investigate the most important Key
Performance Indicators (KPI) applied in Administration Services of C.U.T, in order to
check the effectiveness of those indicators concerning control services. The whole research
and implementation is done in three Administration Services of C.U.T. which have been
selected. For this research purposes the Library Service, the Service of Academic Affairs,
the Student Affairs and the Service of Information Systems and Technology were selected.

Methodology: In collaboration with the head of each service as well as with the person
responsible for monitoring measurement indicators, the processes that had quality
problems and needed improvement were identified. Based on this investigation the most
important indicators of each service were selected. The next step was the collection of data
concerning the selected indicators mentioned above, for a period of three months, in order
to monitor and investigate the behavior of processes. Existing data from previous years
were also used in most indicators. After being provided with the data by those responsible
for monitoring the indicators, the researcher prepared the appropriate templates and input
these data in Excel software. The researcher selected the appropriate type of control panel
that should be used for each indicator. Then, using the software Statistical Process Control
Spc-Excel the control panels of each indicator were prepared. For some indicators two
different types of control panels were prepared for better monitoring, followed by a
statistical analysis.

Results: This research showed the effectiveness of the Quality Assurance System
implemented in Administration Services in controlling their procedures. Moreover, the
benefits deriving from the QAS application to the C.U.T Administrative Services were
obvious. The research also shows the necessity for using indicators to control the services
procedures in order to measure the results and monitor the objectives. Throughout the
statistical analysis, the need for improvement and for better supply as well as customers
service was indicated regarding the processes of the three selected services.

It is acknowledged that the whole quality system and performance indicators are premature
with very small amount of data collected, therefore the benefits of these statistics as a
future reference are not that obvious for the time being. That is why there were only few
points out of control and specification limits, since no standards or limits have been set.
These will be determined by the working groups of each service, after monitoring the
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indicators for a period of time in order to find the range and distribution of measurements.
This is in alignment with one of the 14 points of the quality guru E.W. Deming ~ Avoid
setting arbitrary Goals .

There will be many benefits arising from a full implementation of quality assurance system
and from monitoring the indicators. The benefits will apply not only to the well-
functioning of the university but also to the improvement of the quality of supply and
customer services.
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