AOIT 211

MeTpnon EnixeipnuaTtikwv Enidocewyv

KaBnyntng Mecwpylog Mnoxwpng MBA TQM Intl
[paceio 435, TnA. 210 4142253 Tunpa OAE

bohori@unipi.gr [MavenioTrnpio MNeipaiwg




Quality Timeline



Quality Time Line

TQM - Total Quality Management { BE — Business Excellence

QA - Quality Assurance )
QM - Quality Management
MS - Management Systems J

PMM — Performance Measurement
Management
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Outline (Nepiexépeva Madnpuaroc)

Quality Timeline

To MdaBnua - Napadeiypa

Performance Measurement (pass/fail, 0-1.000)

The EFQM Model (certification, recognition, awards)
The CAF Model

Other Models (MBNQA, TMSA, ...)

Case Study

Aris Software
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The EFOM Model



8 STAKEHOLDER

PERCEPTIONS I

| STRATEGIC &
OPERATIONAL
PERFORMANCE

EFQM Model

PURPOSE, ORGANISATIONAL
VISION & CULTURE &
STRATEGY LEADERSHIP

ENGAGING
STAKEHOLDERS

CREATING
SUSTAINABLE

DRIVING
PERFORMANCE &
TRANSFORMATION

The EFQM Model is a globally-recognised
management framework which allows
organisations to achieve success by
measuring where they are on the path
towards transformation, helping them
understand the gaps and possible
solutions available, and empowering them
to progress and significantly improve their
organisation’s performance.

The Model can benefit both organisations
of any size or sector and individuals
seeking a tried and tested management
framework.



Applying the Enablers Matrix to Approaches adopted

Aporoaches Guidance Unable to Limited ability to Able o Fully able to Recognized as
PP demonstrate demonstrate demonstrate demonstrate Global Role Model
The approaches have a clear
S g rationale, based on the relevant X
oun stakeholder needs, and are process
based.
The approaches support strategy and
Integrated are linked to otherrelevant X
approaches
Depl| ' Guidan Unable to Limited ability to Able o Fully able to Recognized as
eploymen viaance demonstrate demonstrate demonstrate demonstrate Global Role Model
The approaches are implemented in
Implemented relevant areas, in a fimely manner. X
The execution is stfructured and enables
Structured e . I~ X
flexibility and organizational agility
Assessment & Guidan Unable to Limited ability to Able o Fully able to Recognized as
Refinement viaance demonstrate demonstrate demonstrate demonstrate Global Role Model
The effectiveness & efficiency of the
approaches and their deployment are
Measurement appropriately measured. X
Learning & creativity is used to
Learning & Creativity generate opportunities for X
improvement or innovation.
Imbrovement & Outputs from measurement, learning &
Innp vation creativity are used fo evaluate, X
ovatio prioritise & implement improvements &
innovations
Scale 0% 25% 50% 75% 100%
Overall Score 2024. AOIT 211 X 9




Applying the Results Matrix to results used

Relevance & Usabilit Guidance Unable to Limited ability to Able to Fully able to Recognized as
eie Y demonstrate demonstrate demonstrate demonstrate Global Role Model
A coherent set of results, including key
results, are identified that demonstrate
the performance of the organisation in
Scope & Relevance ferms of its stfrategy, objectives and the X
needs and expectations of the
relevant stakeholders
Integrity Results are timely, reliable & accurate X
. Results are appropriately segmented fo
segmentation provide meaningful insights. X
Performance Guidance Unable to Limited ability to Able o Fully able to Recognized as
demonstrate demonstrate demonstrate demonstrate Global Role Model
Trends Positive trends or sustained good X
performance over af least 3 years.
Relevant targets are set and
Targets consistently achieved for the key X
results, in line with the strategic goals.
Relevant external comparisons are
Comparisons made and are favorable for the key X
results, in line with the strategic goals.
There is confidence that performance
Confid levels will be sustained into the future, X
onfigence based on established cause & effect
relationships
Scale 0% 25% 50% 75% 100%
Overall Score X

2024. AOI 211
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Common Assessment Framework

ok EUPAN

european public administration network

2020 %

Common Assessment Framework

The European model for improving public
organisations through self-assessment

Resource
Centre
e
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The CAF Model

ENABLERS
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Conference Board CEO Challenges—Percent of Leaders Considering Themselves Very Prepared

Top Four CEO Challenges

Human Customer  Innovation Operational Corporate Global Government Sustainability  Global/ Trust in
Capital  Relationships Excellence Brand and Political/ Regulation International Business
Reputation Economic Risk Expansion
= = = = = =
M, %3 #3 98 ® % ¥ g w9 4O
L (tied) —I

Source: Conference Board 1 5



Case Study
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Aris Software



| BPMN 2.0 implementer (mentloned by OMG)
BPMN 2.0 Process Modeling Conforrr

CHEAT SHEET
S software-

MAIN MODEL TYPES SWIMLANES ENTERPRISE BPMN LANES CONTROL FLOW FURTHER

’ ELEMENTS ELEMENTS
BPMN collaboration & process diagrams Pools graphically show Pool
represent control flows and message flows o participants or processes in Lane .
involved in collaborative pro ses. k] a collaboration diagram. i “Organizational unitiane et Message

= 3 3 s 2 T: Text annotation
Enterprise BPMN collaboration & process § Lanes demonstrate organizational Organizational unit type lane o
diagrams enrich the standard by typed lanes. ® and technical responsibilities, Role lane Call activity Data object
Lanes can state roles, organizational units, o typically within pools. Rostioniane
application systems etc. that are already - = S Sub-processes Data store
Group lane

maintained in the ARIS library.

Gateway Group

Application system type lane

EXAMPLE Applicant selection

EVENTS Events are further ACTIVITIES Tasks are further
specified as follows: 5 specified as follows:
-3
art events Cancel event e Activities are B= Business rule task
> °
demonstrate ’ Compensation event ! !ncluded as steps MEsieitasE
where a certain 3 ! in a process. &=
process will start. Condition event B % 4 e | Receive task
Error event SEinttask
= % T = i
h;f”,.ntnt;.lmn events Eacalationiovent 5 R ‘ . L P
affec e process 3 =
start or end the Message event x4 g 3 zl?o";tesslsn t':\Zre £k Service task
- 3 = Wi
process. Multiple event :a§ & i global processes - User task
End events Parallel muitiple event [ or tasks are used.
@I demonstrate Signal event |
where a certain Timer event £3 < ‘
process will end. ;g . N g [
53 [
FLOWS GATEWAYS SUB-PROCESSES DATA
Sequer » flows represent the order Gateways are used in Inclusive gateways represent Sub-proce :s represent activities r, Data objects provide
;; a((;tlv pot ti:at arc;: processes to control the alternative but also parallel which include activities, gateways. information about what

disparity and convergence of
sequence flows.

paths in a process flow. Difference to
exclusive gateways: All condi

events and sequence flows. activities require to be

performed within a process. performed or what they

O-=== showibiaAow ok = - expressions are evaluated. L\.g hoc sub-processes reprgsent activities produce.
messages between pools. XT!H’?JI(' gateways are '/ﬂ*‘\‘ with no sequence relationships. o
decisions that represent \\ ~ Complex gateways demonstrate S 7 Data stores demonstrate stored
vvvvv Baamslattmme i infarmationsvith alternative paths ina complgx syr\chrc_vniza.tion behavior. E'».'L'ljk sub-proce e opera'te event-handling [ — ] informatnon that will last beyond
alatnents: process. conditions and situations. within _a process and are typically related to the process.
Gl exceptions.
& Parallel gateways combine L&o)> Event-based gateways are used as E Messages show communication
.~ and create parallel flows. .7~ branching points within the process. Transaction sub-processes demonstrate contents between participants.

Alternative paths are based on
occurring events.

coordinated activities such as a business
transaction, a rollback or a compensation.

Source:
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