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PST01. Business Strategy 

PST01.01. Business Policies DefiniƟon and Review 
TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 1. Policies and Strategy 
PROCEDURE’S OWNER Managing Directors 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Define the applicaƟon of the regulaƟons under which the school's acƟvity is governed to 
ensure a posiƟve impact on results. 
 

2. DESCRIPTION 
 
The funcƟoning of EU Business School is reflected in the centre's policies and regulaƟons, 
which were approved by the centre's governing body, in accordance with the reality of the 
partner universiƟes and the OMNES Group. 
 
Certain rules and regulaƟons from partner universiƟes are mandatory, including those 
regarding the regime of permanence and progression for conƟnuous training. EU Business 
School sets out its regulaƟons in the Academic Policy and Procedures Manual. Where a partner 
university’s rules differ from EU Business School’s, the partner regulaƟons take precedence. 
 
The regulatory framework serves to obtain saƟsfactory results from the point of view of 
student learning, their saƟsfacƟon with the degree, with the service provided and their 
progress in terms of employability for the development of their professional careers.  
In addiƟon to the regulaƟons applicable to the degrees, the Centre makes available to all 
stakeholders (the Centre's website) the academic and operaƟonal regulaƟons that follow the 
framework of reference of the partner university and OMNES Group. 
 
For the preparaƟon of the regulaƟons, the analysis of the results of the management of 
suggesƟons and incidents or complaints, the results of the saƟsfacƟon survey and exisƟng 
regulatory changes are also considered. 
 
Once the analysis is carried out, the possible improvement acƟons are reflected in the centre's 
improvement plan (PCI01.02. Measurement and Analysis of results and ConƟnuous 
Improvement). 
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3. STAKEHOLDERS INVOLVED 

 

STAKEHOLDER MODE OF PARTICIPATION 

Students 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, suggesƟons, incidents, or complaints, etc.), students and 
alumni help to idenƟfy proposals for improving the regulatory framework. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
management staff can propose proposals for improving the regulatory 
framework. Likewise, improvements are detected in day-to-day management. 

Faculty 
Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
proposals for improving the regulatory framework. 

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide relaƟve informaƟon to improve the regulatory 
framework. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record General RegulaƟons and CondiƟons ExecuƟve CommiƩee 
 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% of degree 
understanding of  
the framework  
normaƟve 

SaƟsfacƟon 
Surveys results Annual ≥ 80% 

SaƟsfacƟon index 
degree of 

understanding of the  
Regulatory framework 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST01. Business Strategy 

PST01.02. Strategic and Budget Planning 
TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 1. Policies and Strategy 
PROCEDURE’S OWNER Managing Directors 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Establish the system to define, plan, monitor and verify compliance with the school's strategic 
plan. 
 

2. DESCRIPTION 
 
The definiƟon of the school's strategic plan, mission, vision, and values is built on the ExecuƟve 
CommiƩee, taking into account that the iniƟal expectaƟons will be matched with the OMNES 
Group strategy. 
 
The main acƟviƟes for developing/revising the strategic plan are: 
 
 Define the current and future needs of the school in accordance with the available 

resources (financial, people, infrastructure, technological).  
 Detect opportuniƟes for improvement and risk analysis. 
 Review the mission, vision, and values. 
 Define the objecƟves that contribute to the fulfilment of the mission and vision. 
 Define the measurement indicators. 
 Analyse the compeƟƟve environment. 
 Analyse the saƟsfacƟon and opinions of different stakeholders (students, alumni, faculty, 

staff, and employers). 
 Analyse the development of degrees. 
 Analyse compliance with the quality policy and the Internal Quality Assurance System. 
 Review compliance with the requirements (general contracƟng condiƟons, legal, LOPD 

and any others that the school signs). 
 
The Strategic and Budget Planning needs to be ulƟmately approved by representaƟves of the 
OMNES Group.  
 
In order to evaluate its compliance, indicators are idenƟfied based on the strategic objecƟves 
of the school (scoreboard). Those responsible for the processes report the data associated 
with the indicators of each process (according to the established periodicity). 
 



 

QUALITY 
PROCEDURES 

MANUAL 

VERSION 01 

APPROVAL DATE xx/xx/xxxx 

 

7 
 

The members of the ExecuƟve CommiƩee are responsible for monitoring and verifying the 
execuƟon of the acƟons necessary to ensure compliance with the school's strategic planning. 
 
All results will be recorded, reviewed, and evaluated by the Quality CommiƩee, for feedback 
and decision-making. All the opportuniƟes and improvement acƟons detected are reflected in 
the Improvement Plan of the Internal Quality Assurance System. 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, suggesƟons, incidents or complaints, etc.), students and 
alumni help to idenƟfy strategic guidelines and proposals for improvement. 

Management Staff 

Through the channeling of informaƟon received by students, alumni, teachers 
and employers, parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the 
programs, the management staff can propose proposals for improvement for 
the definiƟon or revision of the school's strategic plan. 

Faculty 
Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
improvements to the strategic plan. 

Employers Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon regarding market needs. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Strategic Plan ExecuƟve CommiƩee 

Record Scoreboard Quality Manager 
 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Compliance with 
Scoreboard 
indicators 

Scoreboard 
results Annual Set for each 

indicator Set for each indicator 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
   

 



 

QUALITY 
PROCEDURES 

MANUAL 

VERSION 01 

APPROVAL DATE xx/xx/xxxx 

 

8 
 

 

PST01. Business Strategy 

PST01.03. InformaƟon and CommunicaƟon Strategy 
TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 1. Policies and Strategy 
PROCEDURE’S OWNER CommunicaƟons Director 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
To guarantee the greatest efficiency in the communicaƟon and informaƟon provided to our 
stakeholders. 
 

2. DESCRIPTION 
 
The school's communicaƟon strategy aims to ensure the proper management of 
communicaƟon channels in a transparent, accessible, and easy-to-understand way for all 
stakeholders. The publicaƟon of informaƟon on the acƟvity of EU Business School is mainly 
done through the following communicaƟon channels:  
 
 Website: this channel is specially designed for external stakeholders such as potenƟal 

students. It is managed in terms of structure, funcƟonaliƟes, and posiƟoning by the online 
MarkeƟng Department with the support of the CommunicaƟon Department for content. 

 LMS and Moodle: these internal plaƞorms are used to communicate all academic and 
acƟviƟes to students and faculty. The Academic Department is responsible for content 
creaƟon and management with the support of the CommunicaƟon Department. 

 InformaƟon screens and announcement boards: All acƟviƟes and key informaƟon to 
students is posted on campus screens and noƟce boards throughout all campus buildings. 
These are designed and managed by the CommunicaƟons Department, in line with the 
Academic Department’s needs. 

 Social Media: Mainly for external publics, the CommunicaƟon Department posts on a 
daily basis main campus acƟviƟes and key informaƟon across all the school’s social media 
channels (LinkedIn, X, Instagram, TikTok, Facebook) to reinforce the communicaƟon’s 
reach.  

 Repository: All academic informaƟon (course descripƟon, brochures, tuiƟon fees, 
academic calendars, etc) are placed in the school’s repository for all employees (deans, 
admissions, counsellors, etc) to have access to latest and updated informaƟon.  

 Printed materials:  
o Brochures: Containing an overview of each campus, its program offering, acƟviƟes and 

services, brochures are prepared annually based on the updated informaƟon provided 
by the Academic Department. DisseminaƟon is decided by the Sales and Online 
MarkeƟng Departments. CommunicaƟon ensures compliance. 
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o Campus Flyers: A one-page flyer is created annually with the general descripƟon of 
the insƟtuƟon and its programs offering and tuiƟon fees. 

In general, the updaƟng and/or revision of the content is done annually with provision given 
for the modificaƟon of content at any Ɵme.  

In addiƟon, on an annual basis and as part of the monitoring of the degrees (PK02.02. Porƞolio 
Quality Assurance) the Quality CommiƩee reviews the informaƟon published in the different 
communicaƟon channels, proposing the improvements they consider appropriate.  

The results of the monitoring and improvement of the degrees, as well as the applicable 
regulaƟons, are the responsibility of the quality department. 

 
3. STAKEHOLDERS INVOLVED 

 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, suggesƟons, incidents or complaints, etc.), students and 
alumni help to idenƟfy communicaƟon proposals for improvement. 

Management Staff 

Through the channeling of informaƟon received by students, alumni, teachers 
and employers, parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the 
programs, the management staff can propose communicaƟon proposals for 
improvement. 

Faculty 
Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
communicaƟon proposals for improvement. 

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon regarding communicaƟon proposals for 
improvement. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record All materials and links to  
materials created 

Online MarkeƟng Department 
CommunicaƟon Department 

Record Degree monitoring reports Quality Department 

Record Annual report Quality Department 
 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

SaƟsfacƟon rate with 
communicaƟon 

SaƟsfacƟon 
Survey Annual ≥80% SaƟsfacƟon rate with 

communicaƟon 
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6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST01. Business Strategy 

PST01.04. Human Resources Strategy 
TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 1. Policies and Strategy 
PROCEDURE’S OWNER Head of Human Resources 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Prepare, review, and approve the EU Business School Human Resources Strategy. 
 

2. DESCRIPTION 
 

The process of defining the Human Resources strategy is based on the school's Strategic Plan, 
as well as the regulaƟons of OMNES Group and the legislaƟon applicable to EU Business 
School. The fundamental objecƟve of this strategy is to add value to the organizaƟon and 
generate a posiƟve impact on all stakeholders. 

The faculty policy includes: 

 DescripƟon of the organisaƟon and structure of the teaching staff 
 Teaching dedicaƟon regime 
 Roles and lines of acƟon of teachers 
 Teaching Staff Career Plan 
 RemuneraƟon policy 
 IdenƟficaƟon of needs, recruitment, and selecƟon of academic staff 
 Teacher training and development 
 Performance EvaluaƟon and RecogniƟon of Academic Staff 

The staff policy includes: 

 Aspects related to selecƟon, hiring, and working condiƟons. 
 The definiƟon of the funcƟons of the jobs. 
 The competencies of the professional profile, the sufficient qualificaƟon requirements, 

the training, skills, and experience of the people. 
 The system of assigning funcƟons and responsibiliƟes. 
 ConƟnuous evaluaƟon of performance in the workplace. 
 Aspects related to promoƟon and recogniƟon. 
 Training and professional development. 

In addiƟon, we apply the current regulaƟons regarding OccupaƟonal Risk PrevenƟon and the 
Self-ProtecƟon and Risk Assessment Plan. 
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The improvement acƟons are reflected in the IQAS improvement plan (PCI01.02. 
Measurement and Analysis of results and ConƟnuous Improvement) 

 
3. STAKEHOLDERS INVOLVED 

 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, suggesƟons, incidents or complaints), students and alumni help to 
idenƟfy proposals for improvement in the staff policy. 

Management Staff 
Through the development of job funcƟons and meeƟngs, management staff 
help idenƟfy proposals for improvement in staff policy to ensure training 
quality. 

Faculty 
Through meeƟngs, saƟsfacƟon surveys and parƟcipaƟon in the teaching 
process, teachers can idenƟfy and propose proposals for improvement in staff 
policy. 

Employers Through corporate relaƟonships that serve as input to define the lines of acƟon 
and knowledge transfer of the staff. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Human Resources Strategy Human Resources Department 

Record OccupaƟonal Risk PrevenƟon Plan Human Resources Department 

Record Self-ProtecƟon and Risk Assessment 
Plan Human Resources Department 

 
5. INDICATORS 

 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% faculty saƟsfacƟon 
with HR strategy 

SaƟsfacƟon 
Survey Annual ≥80% SaƟsfacƟon rate of  

HR strategy 

% staff saƟsfacƟon 
with HR strategy 

SaƟsfacƟon 
Survey Annual ≥80% SaƟsfacƟon rate of  

HR strategy 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST02. Porƞolio Strategy and Planning 

PST02.01. Porƞolio Strategy and Planning 

TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 2. Design, approval and implementaƟon of 
training programmes 

PROCEDURE’S OWNER Porƞolio Manager / Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
SystemaƟze the process of design, modificaƟon, and approval of degrees. 
 

2. DESCRIPTION 
 
The Porƞolio Manager designs new proposals as a result of the outcomes of the ExecuƟve 
CommiƩee, and in alignment with the OMNES Group Strategy. The Porƞolio Manager 
evaluates the interest of the project, to later present the results and thus evaluate what the 
prioriƟes are and its economic viability. Subsequently, it is the Academic Council that assesses 
the proposal and validates its approval.  
 
In the event that an exisƟng degree is requested to be modified, it is done as a result of the 
monitoring and improvement process, or the report issued by AQU. Both cases are validated 
and managed by the school's Quality area.  
 
Once the proposal for modificaƟon or new degree has been approved, the degree report is 
drawn up following the guidelines set by the quality assessment agency. The report includes 
all the secƟons necessary for its approval, following the accreditaƟon guidelines, as well as the 
OMNES Group, EU Business School and any partner requirements. 
 
In the case of degrees owned or partly owned by another higher educaƟon insƟtuƟon, this 
procedure will be carried out directly with the partner, in accordance with its calendar and 
requirements for the process. It will be necessary to take into account whether it is necessary 
to update the agreement between the two insƟtuƟons to reflect the new situaƟon. For official 
degrees, the degree report will also be sent to external bodies for official approval following 
the accreditaƟon guidelines. 
 
The improvement acƟons are reflected in the IQAS improvement plan (PCI01.02. 
Measurement and Analysis of results and ConƟnuous Improvement)   
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3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through established communicaƟon channels (surveys, suggesƟons, or 
complaints), students and alumni help detect proposals for new programs or 
modificaƟons of exisƟng ones. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of programmes, the 
analysis of market and compeƟtor needs, management staff can propose 
proposals for new programmes or modificaƟons to exisƟng ones. 

Faculty 
Through meeƟngs, saƟsfacƟon surveys and parƟcipaƟon in the different quality 
commissions, teachers can detect proposals for new programs or modificaƟons 
of exisƟng ones. 

Employers 

Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon regarding skills and knowledge that 
students should have and thus idenƟfy improvements to exisƟng degrees or 
even new programs. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Degree report (Memoria/Program 
SpecificaƟons) or modificaƟons report 

Vice-Dean for EducaƟon & Academic 
Affairs 

Record Agreement between EU Business 
School and the partner university 

Vice-Dean for EducaƟon & Academic 
Affairs 

Record 

External bodies documents: 
1. AccreditaƟon Report 
2. Council of UniversiƟes 

               3. RUCT PublicaƟon (Spain) 

Vice-Dean for EducaƟon & Academic 
Affairs 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% validated 
proposals  

for new degrees 

Partner 
University and 
External bodies 

reports 

Annual ≥ 90% 

Number of new 
proposals presented 

that have been 
approved / Total new 
proposals presented 

% validated 
proposals for 
modificaƟons 

Partner 
University and 
External bodies 

reports 

Annual ≥ 90% 

Number of 
modificaƟons 

presented that have 
been approved / Total 

modificaƟons 
presented 
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6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST03. Stakeholders SaƟsfacƟon 

PST03.01. Survey System Management 

TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 7. ImplementaƟon of academic quality and 
results management systems 

PROCEDURE’S OWNER Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Establish the necessary acƟons to know the level of saƟsfacƟon of the stakeholders, idenƟfy 
and propose acƟons for improvement. 
 

2. DESCRIPTION 
 
Part of the conƟnuous improvement process is based on idenƟfying improvement acƟons in 
the development of training programs. The tools used to measure the percepƟon of the 
different stakeholders are: 
 
Measuring Student SaƟsfacƟon 
SS01 SaƟsfacƟon Survey of New Access Students 
SS02 Student SaƟsfacƟon Survey on the subject and teacher 
SS03 Student SaƟsfacƟon on Business Immersion Week 
SS04 SaƟsfacƟon survey of students, faculty and staff on the School's Services and FaciliƟes 
SS05 Student SaƟsfacƟon Survey on the Student Support Service 
SS06 Student SaƟsfacƟon Survey on the Tutorial AcƟon Plan (TAP) 
SS07 Student SaƟsfacƟon Survey on the Capstone and their tutor 
SS08 Student SaƟsfacƟon Survey on the Internship Service 
SS09 Student SaƟsfacƟon Survey on the Mobility Program 
 
Measuring the employability of alumni 
SS10 Graduate SaƟsfacƟon Survey (end of studies) 
SS11 Graduate SaƟsfacƟon Survey (when collecƟng the Diploma) 
 
Measuring Faculty SaƟsfacƟon 
SS12 Faculty SaƟsfacƟon Survey 
SS04 SaƟsfacƟon survey of students, faculty and staff on the School's Services and FaciliƟes 
SS13 Faculty SaƟsfacƟon on the course  
SS14 Faculty and Staff SaƟsfacƟon Survey on the Training Sessions 
 
Measuring staff saƟsfacƟon 
SS15 Staff SaƟsfacƟon Survey 
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SS04 SaƟsfacƟon survey of students, faculty and staff on the School's Services and FaciliƟes 
SS14 Faculty and Staff SaƟsfacƟon Survey on the Training Sessions 
 
Measuring Employer SaƟsfacƟon 
SS16 Employer SaƟsfacƟon Survey on the Internship Service 
SS17 Employer SaƟsfacƟon Survey on the Career Service 
 
SaƟsfacƟon surveys are carried out periodically and in a planned manner in conjuncƟon with 
the different departments involved and are led by the Quality Manager. The IT Department 
has developed a tool for the exploitaƟon and analysis of the data obtained. 
 
With the informaƟon collected, reports are made that are subsequently distributed to the 
different stakeholders and that serve to monitor, analyse, and improve the development of 
training and in turn serve as input for other procedures of the internal quality management 
system. 
 
The different survey models are defined and reviewed conƟnuously, as part of the IQAS 
improvement plan (PCI01.02. Measurement and Analysis of results and ConƟnuous 
Improvement). 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 

Through the results of the different tools to measure percepƟon (surveys, 
meeƟngs, focus groups, complaints, etc.), the process is analysed and 
improved. Opinions are reflected in surveys, quality reports, group sessions, 
minutes of meeƟngs with delegates, etc 

Management Staff 

Through meeƟngs, saƟsfacƟon surveys, focus group sessions, 360º evaluaƟon 
of the programs and channeling of informaƟon received by the different 
stakeholders, the process is analysed and improved. They also acƟvely 
parƟcipate in the improvement of the different tools used to measure 
saƟsfacƟon. 

Faculty 

Through the results expressed in saƟsfacƟon surveys, meeƟngs, 360º evaluaƟon 
of the programs, etc., the process is analysed and improved. They also acƟvely 
parƟcipate in the improvement of the different tools used to measure 
saƟsfacƟon. 

Companies that host 
interns 

Through the results expressed in the surveys of companies that host students 
on internships on the development of professional internships and  
different meeƟngs (workshops, conferences, speed networking, etc.) that are 
held by the Careers Service area. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record SaƟsfacƟon survey templates Quality Manager 
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Record Quality Reports Quality Manager 
Record List of indicators Quality Manager 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% stakeholders 
saƟsfacƟon 

Results 
SaƟsfacƟon 

surveys 
Periodically ≥60% 

Assessment of 
stakeholders regarding 

the compliance with 
their expectaƟons 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST03. Stakeholders SaƟsfacƟon 

PST03.02. Management and review of complaints and suggesƟons 

TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 7. ImplementaƟon of academic quality and 
results management systems 

PROCEDURE’S OWNER Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Establish the way in which EU Business School guarantees the idenƟficaƟon and correcƟon of 
non-compliant services and processes, as well as the way in which it manages, registers, and 
resolves incidents, complaints and suggesƟons arising from the development of its 
programmes. 
 

2. DESCRIPTION 
 
Non-conformiƟes may originate from complaints from stakeholders, due to differences 
detected in the collecƟon, analysis, and evaluaƟon of the results or due to failures or absences 
in the implementaƟon of the School's Internal Quality Assurance System, detected in the 
annual review of the IQAS and/or in any internal or external audit that take place. 
Consequently, anyone who is part of the school’s different stakeholder groups can idenƟfy a 
non-conformity. 
 
Once the incident has been idenƟfied, the department involved is noƟfied so that they can 
idenƟfy the non-compliant service or process and communicate it to the Quality Area.  
The Quality Department refers this informaƟon to the Management CommiƩee which 
assesses the need to take acƟon to eliminate the causes of such non-conformity, so that it 
does not happen again. This analysis will be reflected in the register of non-conformiƟes.  
 
This record of incidents is kept by the Quality CommiƩee, in order to assure that the defined 
correcƟve or prevenƟve acƟons take place within the agreed period of Ɵme. These acƟons are 
reflected in the Improvement Plan (PCI01.02. Measurement and Analysis of results and 
ConƟnuous Improvement) and specify the department responsible for their execuƟon and 
control, as well as the deadline for their implementaƟon.  
Once the period of execuƟon or monitoring of the correcƟve and/or prevenƟve acƟons 
defined has elapsed, the School's Quality Area evaluates the effecƟveness of the measures 
taken, recording the results, and closing the acƟon if the measures have been effecƟve.  
 
If the evaluaƟon gives an unsaƟsfactory result, the non-conformity is again referred to the 
Management CommiƩee for resoluƟon.  
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3. STAKEHOLDERS INVOLVED 

 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, suggesƟons, incidents, or complaints, etc.), students and 
alumni help to idenƟfy claims and suggesƟons. 

Management Staff 
Through the channelling of informaƟon received by students, alumni, teachers 
and employers, parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the 
programs, the management staff can provide claims and suggesƟons. 

Faculty 
Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy claims and 
suggesƟons. 

Employers Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon regarding claims and suggesƟons. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Register of non-conformiƟes Quality Manager 

Record Register of incidents Quality Manager 
Record Improvement Plan Quality Manager 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% of solved non-
conformiƟes Register Annual ≥60% 

Solved non-
conformiƟes / Total of 

non-conformiƟes 
Number of 

improvement acƟons 
generated by non-

conformiƟes 

Improvement 
Plan Annual ≥80% 

Number of 
improvement acƟons 

generated by non-
conformiƟes 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST04. Accountability 

PST04.01. Public informaƟon and Transparency 
TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 8. Public informaƟon 
PROCEDURE’S OWNER Group CommunicaƟons Director / Website Department 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Inform all stakeholders of the characterisƟcs of the degrees and the management processes 
that guarantee educaƟonal quality. 
 

2. DESCRIPTION 
 
In order to guarantee maximum transparency, the Centre periodically publishes imparƟal and 
objecƟve informaƟon, both quanƟtaƟve and qualitaƟve, on its qualificaƟons and aspects 
related to management processes, applying the criteria included in the Guide to the 
Assessment of Foreign Centres published by AQU. 
 
The Centre has a space that is easily accessible to all stakeholders on the insƟtuƟonal website 
that includes informaƟon on the characterisƟcs and operaƟonal development of the training 
programme and the results that are derived. Public informaƟon considers informaƟon on the 
Internal Quality Assurance System (IQAS) and the processes related to the design and 
evaluaƟon of degrees. 
The content of the public informaƟon on the characterisƟcs and operaƟonal development of 
the programmes is as follows: 
- Overview 
- Structure 
- Fees 
- Visas & Permits 
- Admission Process 
- Career OpƟons 

The website includes informaƟon on student entry, resources, the learning process, academic 
results, saƟsfacƟon obtained and career opƟons. 

InsƟtuƟonal and Quality Assurance informaƟon are also available on the website. Public 
informaƟon related to the data and indicators derived from the development of the degrees 
can be accessed through the "EvaluaƟon and indicators" secƟon, part of the "About Us" 
secƟon of the website. 
Students and teachers have access to a virtual classroom, with access to all the materials of 
the program and the academic calendar, as well as informaƟon on grades, forums, etc. Access 
to this informaƟon is restricted.  
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The content of the public informaƟon on the IQAS is as follows: 
- Quality CommiƩee. 
- Quality Policy and objecƟves 
- Quality Manual 
- Process Map 
- Procedures Manual 
- IQAS Improvement Plan 
 
Annually, the Quality CommiƩee, together with the areas necessary depending on the nature 
of the informaƟon (degrees, insƟtuƟonal and IQAS informaƟon), analyse, decide and approve 
the relevant informaƟon to be published and the areas involved. All stakeholders can detect 
the need for change or inclusion of content and raise it to decision-makers for approval. 
Accreditors may recommend or compel acƟon on the process and are reflected in the 
accreditaƟon report. Other improvement acƟons derived from conƟnuous monitoring are 
reflected in the IQAS improvement plan or the degree monitoring reports.  
 
In addiƟon, the MarkeƟng, Quality and Porƞolio Development area carries out a conƟnuous 
review of the contents of public informaƟon to guarantee its veracity, sufficiency, updaƟng and 
accessibility.  
The MarkeƟng and Sales departments oversees and publishes insƟtuƟonal informaƟon, while 
the Quality department oversees informaƟon related to IQAS and collects informaƟon on 
academic performance indicators and the development of degrees.  
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, etc.), students and alumni can help idenƟfy proposals for 
improvement in the available public informaƟon. 

Management Staff 

Through the channeling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of programs, the 
analysis of market and compeƟtor needs, management staff can propose 
proposals for improvement in the available public informaƟon. 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, as well as lines of research and 
knowledge transfer, teachers can idenƟfy and propose proposals for 
improvement in the available public informaƟon. 

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that they should 
include in public informaƟon. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Centre website - secƟon on porƞolio Porƞolio Manager 
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Record Centre website – secƟon on IQAS Quality Manager 

Record Centre website - secƟon on the 
insƟtuƟon Group Director of Sales & MarkeƟng 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% student 
saƟsfacƟon  
with public 
informaƟon  

(iniƟal survey) 

Results 
SaƟsfacƟon 

surveys 
Annual ≥4 

The valuaƟon that the  
students respond to 

the iniƟal survey 
regarding the 

informaƟon quesƟon 
available on the 

website 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST04. Accountability 

PST04.02. Results CollecƟon, Analysis and EvaluaƟon 
TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 8. Public informaƟon 
PROCEDURE’S OWNER Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Guarantee the collecƟon of informaƟon and analysis of the results for the efficient 
management of the degrees and the IQAS. 
 

2. DESCRIPTION 
 
The Centre compiles informaƟon and analyses the results generated with the indicators of the 
internal quality assurance system (IQAS) to enhance the quality and conƟnuous improvement 
of degrees. 
 
The main mechanisms for obtaining and collecƟng informaƟon are: 
 Internal informaƟon systems, through which the indicators of the degree are prepared, 

with the evoluƟon over Ɵme of performance, dropout, graduaƟon, efficiency, saƟsfacƟon, 
development of professional pracƟces, professional inserƟon, etc.  

 Admission processes to analyze student profiles.  
 Student assessment tests (final project, exercises, exams, etc.).  
 The suggesƟons, incidents, and complaints of the different stakeholders. 
 SaƟsfacƟon surveys of students, graduates, teachers, employers, as well as management 

staff. 
 The parƟcipaƟon of different stakeholders (students, staff, faculty, and employers). 
 Records and indicators associated with IQAS. 
 
The IQAS monitoring reports and review report use the above informaƟon as the main 
elements for the quality control of degrees. The result of the above analysis is an annual plan 
with improvement acƟons linked to the degrees and improvement acƟons linked to the centre.  
All the reports respond to the set of dimensions required in the accreditaƟon guides and in 
those established by the Centre itself and make a sufficient analysis of each dimension, 
providing evidence that allows the correct development of the training programs to be 
objecƟvely analyzed. 
 
Annually, the Centre's Quality CommiƩee monitors the different reports and quality results of 
each program, and, in turn, they are reviewed by the Academic Council. If necessary, the 
Quality CommiƩee can recommend the deprogramming of the degree, always ensuring that 
students can finish it before its terminaƟon.  
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Programs with results below the target are analyzed in more detail and the Academic Council 
can propose improvements. Possible improvement acƟons are reflected in the school's 
improvement plan (PCI01.02. Measurement and Analysis of results and ConƟnuous 
Improvement (AcƟon Plan). 
 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 

Through meeƟngs with delegates, individualised monitoring, saƟsfacƟon 
surveys, suggesƟons, incidents, or complaints, focus groups or 360º 
evaluaƟons, labour inserƟon surveys, representaƟon of a student in the quality 
commiƩee, academic results, data are collected for analysis and decision-
making. Likewise, a student is part of the Quality CommiƩee. 

Management Staff 

Through the channelling of informaƟon received by students, teachers, 
employers and other management staff, work environment surveys, 
parƟcipaƟon in focus groups or 360º evaluaƟon of the programs, saƟsfacƟon 
surveys of training acƟviƟes, data are collected for analysis and decision-
making. Likewise, the staff is part of the Quality CommiƩee. 

Faculty 
Through teaching and faculty coordinaƟon meeƟngs, saƟsfacƟon surveys, 
communicaƟons, suggesƟons and comments, data are collected for analysis 
and decision-making. Likewise, a faculty is part of the Quality CommiƩee. 

Employers 
Through saƟsfacƟon surveys, meeƟngs and conƟnuous contact, 
communicaƟons and student evaluaƟons, data is collected for analysis and 
decision-making. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record MeeƟng minutes Quality CommiƩee of the Centre 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

- - - - - 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PST04. Accountability 

PST04.03. Internal audits (IQAS review) 
TYPE / AUDIT DIMENSION STRATEGIC PROCESS / Dimension 1. Policies and strategy 
PROCEDURE’S OWNER Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Conduct an examinaƟon of EU Business School's Internal Quality Assurance System (IQAS) to 
determine whether it has been effecƟvely implemented, kept up to date and is in accordance 
with specified guidelines, as well as to idenƟfy opportuniƟes for improvement. 
 

2. DESCRIPTION 
 
Audit planning 
The Quality area is responsible for preparing the Annual Internal Audit Program. In this 
planning, the dates and the acƟviƟes and areas to be audited are agreed. The dates are 
decided based on the status and importance of the processes and areas to be audited in 
relaƟon to the work prioriƟes established by the governing bodies, as well as the results of 
previous audits, innovaƟons produced in relaƟon to means, resources or documentaƟon.  
This planning must schedule, at least, one global audit of the IQAS per year, coinciding with 
the implementaƟon of the Monitoring Reports that takes place between December and 
January. 
 
SelecƟon of auditors 
The Quality area must select the audit team that will parƟcipate in each audit. This team will 
be made up of a member of the Quality area, who will act as chief auditor, and internal staff. 
The selecƟon is made taking into account the needs of the scheduled audits and ensuring that 
the selected personnel do not have direct responsibility for the department to be audited. 
 
Development of audits 
The audits are carried out based on the guidelines defined in the Quality Manual for the 
design, implementaƟon, and review of the IQAS, the applicable management procedures and 
the rest of the documentaƟon of IQAS, as well as the non-conformiƟes of previous audits. 
Therefore, prior to carrying out the audit, it is necessary to establish the Audit Plan to be 
carried out, which determines the deadlines for each of the phases of the audit, the 
preparaƟon, the opening meeƟng, the execuƟon of the audit itself, the closing meeƟng, the 
issuance of the audit report and the correcƟve/prevenƟve acƟons report. 
Once the Chief Auditor has prepared this plan, he or she communicates it to the rest of the 
audit team to proceed with the preparaƟon of the audit. This preparaƟon allows you to 
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determine the aspects to be evaluated and to adequately prepare the checklist, if necessary, 
and the list of required records.  
Subsequently, and on the date indicated in the Audit Plan, the audit is carried out, starƟng 
with an opening meeƟng between the audit team and the heads of the area involved. AŌer 
this meeƟng, the audit begins, ending with the closing meeƟng, in which the heads of the area 
involved are informed of the main results of the audit and the non-conformiƟes detected.  
 
Follow-up of correcƟve acƟons 
The Quality area is responsible for annual monitoring of the correcƟve and/or prevenƟve 
acƟons derived from the audit processes carried out, verifying their implementaƟon and 
effecƟveness before their final closure. In the event that the monitoring shows that the acƟon 
has not been effecƟve, a new acƟon is proposed in order to correct the non-conformity. 
This process of monitoring and control of the improvement plan is carried out as part of the 
annual review process of the IQAS, and therefore, the results of the same are presented to the 
Quality CommiƩee for subsequent submission to the Management CommiƩee and 
disseminaƟon to all stakeholders. 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni - 

Management Staff - 

Faculty - 

Employers - 
 

4. ASSOCIATED RECORDS 
 

DOCUMENT TITLE OWNER(S) 

Record Annual Audit Program Quality Manager 

Record Improvement Plan Quality Manager 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

- - - - - 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK01. PromoƟon and Enrolment 

PK01.01. Student entry and Recruitment profile 

TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 3. Student admission, progress, recogniƟon and  
cerƟficaƟon 

PROCEDURE’S OWNER Group Director of Sales & MarkeƟng 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Generate informaƟon from the different collecƟon channels and follow up on informaƟon 
requests from the porƞolio to the applicaƟon for admission. 
 

2. DESCRIPTION 
 
The Sales and MarkeƟng area prepares a commercial plan. Based on this planning, promoƟon 
and recruitment campaigns are developed through different disseminaƟon channels, such as 
social networks, the EU website, presence in the media, fairs, and search engines, among 
others. 
 
On the other hand, requests for informaƟon are received from potenƟal students through 
various entry channels (website, CPC campaigns, social networks, informaƟon sessions, etc).  
 
The sales consultants accompany the interested party in the phases of informaƟon applicaƟon, 
pre-registraƟon, and applicaƟon for admission, in maƩers relaƟng to informaƟon about the 
program, the contents and the registraƟon requirements, unƟl payment is made.  
 
Queries relaƟng to enrolment, the recogniƟon of ECTS for previous qualificaƟons or queries 
related to the validaƟon of official documentaƟon are dealt with by the Secretary's Office.  
 
Likewise, each student is assigned a Counsellor who will accompany them in everything 
necessary throughout their life cycle as a student at EU Business School. 
 
The Sales and MarkeƟng area carries out an analysis of the results and points for improvement, 
accompanied by a new product markeƟng plan to be implemented in the next campaign. 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni The experience of current and former students helps to enrich and update the 
policies, as well as the General CondiƟons of Hiring. 
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Management Staff 

The academic management, as well as the teaching staff involved, facilitates the 
sales arguments of the programs, as well as the updaƟng of their contents, 
adapƟng to the requests and requirements of the different groups of interest. 
The management staff ensures that the procedure is carried out properly and 
makes contribuƟons that will facilitate its use by the different interest groups 
involved based on their criteria and experience. 

Faculty 

In addiƟon to reaching collaboraƟon and/or sponsorship agreements, they 
interact with the school determining the type of skills and/or abiliƟes it requires 
from the candidates it wishes to employ, so that the school can facilitate their 
learning throughout the training it offers. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record PromoƟon planning Sales and MarkeƟng Director 

Record Candidates’ documentaƟon Admissions Director 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of requests 
for informaƟon Data Base Annual 100% compliance 

of the objecƟve 
Number of requests for 
InformaƟon by degree 

Number of 
Admission 

ApplicaƟons 
Data Base Annual 100% compliance 

of the objecƟve 

Number of pre-
registraƟons 

(applicaƟons for 
admission) by degree 

% applicaƟons by 
acquisiƟon channels Data Base Annual Online: 25%-30% 

Offline: 70%-75% 
% of applicaƟons per 
acquisiƟon channels 

% students who 
formalize enrolment Data Base Annual ≥ 80% 

Number of students 
who formalize 

enrolment / Total 
number of students 

who apply for 
admission  

% student 
saƟsfacƟon with the 

informaƟon and 
admission process 

SaƟsfacƟon 
Survey Annual ≥ 80% 

No. of students with 
posiƟve assessment 

regarding the 
informaƟon and 

admission process / 
Total number of 

students who respond 
to the survey 

 



 

QUALITY 
PROCEDURES 

MANUAL 

VERSION 01 

APPROVAL DATE xx/xx/xxxx 

 

30 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK01. PromoƟon and Enrolment 

PK01.01. Student entry and Recruitment profile 

TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 3. Student admission, progress, recogniƟon and  
cerƟficaƟon 

PROCEDURE’S OWNER Group Director of Sales & MarkeƟng 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Generate informaƟon from the different collecƟon channels and follow up on informaƟon 
requests from the porƞolio to the applicaƟon for admission. 
 

2. DESCRIPTION 
 
The Sales and MarkeƟng area prepares a commercial plan. Based on this planning, promoƟon 
and recruitment campaigns are developed through different disseminaƟon channels, such as 
social networks, the EU website, presence in the media, fairs, and search engines, among 
others. 
 
On the other hand, requests for informaƟon are received from potenƟal students through 
various entry channels (website, CPC campaigns, social networks, informaƟon sessions, etc).  
 
The sales consultants accompany the interested party in the phases of informaƟon applicaƟon, 
pre-registraƟon, and applicaƟon for admission, in maƩers relaƟng to informaƟon about the 
program, the contents and the registraƟon requirements, unƟl payment is made.  
 
Queries relaƟng to enrolment, the recogniƟon of ECTS for previous qualificaƟons or queries 
related to the validaƟon of official documentaƟon are dealt with by the Secretary's Office.  
 
Likewise, each student is assigned a Counsellor who will accompany them in everything 
necessary throughout their life cycle as a student at EU Business School. 
 
The Sales and MarkeƟng area carries out an analysis of the results and points for improvement, 
accompanied by a new product markeƟng plan to be implemented in the next campaign. 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni The experience of current and former students helps to enrich and update the 
policies, as well as the General CondiƟons of Hiring. 
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Management Staff 

The academic management, as well as the teaching staff involved, facilitates the 
sales arguments of the programs, as well as the updaƟng of their contents, 
adapƟng to the requests and requirements of the different groups of interest. 
The management staff ensures that the procedure is carried out properly and 
makes contribuƟons that will facilitate its use by the different interest groups 
involved based on their criteria and experience. 

Faculty 

In addiƟon to reaching collaboraƟon and/or sponsorship agreements, they 
interact with the school determining the type of skills and/or abiliƟes it requires 
from the candidates it wishes to employ, so that the school can facilitate their 
learning throughout the training it offers. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record PromoƟon planning Sales and MarkeƟng Director 

Record Candidates’ documentaƟon Admissions Director 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of requests 
for informaƟon Data Base Annual 100% compliance 

of the objecƟve 
Number of requests for 
InformaƟon by degree 

Number of 
Admission 

ApplicaƟons 
Data Base Annual 100% compliance 

of the objecƟve 

Number of pre-
registraƟons 

(applicaƟons for 
admission) by degree 

% applicaƟons by 
acquisiƟon channels Data Base Annual Online: 25%-30% 

Offline: 70%-75% 
% of applicaƟons per 
acquisiƟon channels 

% students who 
formalize enrolment Data Base Annual ≥ 80% 

Number of students 
who formalize 

enrolment / Total 
number of students 

who apply for 
admission  

% student 
saƟsfacƟon with the 

informaƟon and 
admission process 

SaƟsfacƟon 
Survey Annual ≥ 80% 

No. of students with 
posiƟve assessment 

regarding the 
informaƟon and 

admission process / 
Total number of 

students who respond 
to the survey 
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6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK01. PromoƟon and Enrolment 

PK01.02. Access, Admission and Enrolment 

TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 3. Student admission, progress, recogniƟon and  
cerƟficaƟon 

PROCEDURE’S OWNER Director of Admissions 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Manage candidates' applicaƟons for admission unƟl they are resolved (admiƩed, non-
admiƩed, or waiƟng list). 
 

2. DESCRIPTION 
 
Once the potenƟal student has made the applicaƟon for admission and has submiƩed the 
documentaƟon required for access and admission, the process begins, and it is from this 
moment that each of the applicaƟons for admission is reviewed by the different agents 
involved in the process.  
 
There is an iniƟal review of the documents of a personal nature of the potenƟal student. It is 
checked that you have submiƩed your ID card, your CV, leƩers of recommendaƟon if required, 
and/or any other essenƟal document. It is also verified that the requested academic 
documentaƟon has indeed been submiƩed.  
 
As soon as all the personal documentaƟon is delivered and validated, the Admissions team 
proceeds to check that the access degree is suitable according to the requirements of the 
degree for which you have applied for admission. Once it is confirmed that the potenƟal 
student meets the requirements, he or she conƟnues to advance in the process. 
 
Once the access and admission of each potenƟal student has been validated, the analysis of 
the candidate is acƟvated by the Admissions CommiƩee by assessing the documentaƟon and, 
if this has been established, by conducƟng an interview. All this is described in the Admissions 
Manual. 
 
The Admissions CommiƩee is generally made up of Faculty members and academic secretary 
technicians. The Admissions CommiƩee assesses each of the applicaƟons and resolves the 
admission, refusal or waiƟng list (if there are more applicaƟons for admission than places 
available or that this is required, for example, because addiƟonal informaƟon is needed). 
WaiƟng lists must be resolved before the next intake begins. 
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The admission criteria are previously communicated to the potenƟal student and are 
described in the Admissions Manual.  
 
With the final decision, the candidacy is resolved, and communicaƟon is made according to 
the published calendar of rounds. In the event of non-admission, the potenƟal student is 
noƟfied, and is he/she cannot be redirected to another programme the amount paid for the 
applicaƟon for admission is refunded. If the candidate withdraws by his/her own decision, the 
amount paid will not be refunded and his/her place will be available for another applicaƟon. 
 
There may be some cases in which admission is condiƟonal on the presentaƟon of the 
necessary documentaƟon within an agreed period, such as a cerƟficate accrediƟng the level 
of a language. 
 
This process also establishes the need for the admiƩed student to carry out complementary 
training. This will depend on what is established in the report of each programme and the 
degree of origin presented by the candidate. It will be the Admissions team and/or Academic 
management team who determines how many, and which complements the admiƩed 
candidate must take. 
 
Possible improvement acƟons are reflected in the improvement plan of the centre or degree 
(PCI01. ConƟnuous Improvement and Quality Assurance). 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni ConƟnuous interacƟon with students once they become students and 
saƟsfacƟon surveys help to improve the procedure. 

Faculty Through faculty meeƟngs and conƟnuous communicaƟon about the level of 
competencies of the students in the classes help to improve the procedure. 

Management Staff 
ConƟnuous interacƟon with prospecƟve students, analysis of provenance,  
qualificaƟons and applicants' moƟvaƟons for admission help to improve the 
procedure. 

Companies that host 
interns 

ConƟnuous meeƟngs with companies that host students who carry out 
academic internships help to detect if the skills are adapted to what the market 
requires.  

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Admissions CommiƩee comments Admissions Director 

Record Admissions Manual Admissions Director 
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5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% admiƩed per 
programme Database Annual 80% 

Number of admiƩed / 
Total applicaƟons for 

admission (candidates) 

% non-admiƩed per 
programme Database Annual 15% 

Number of non-
admiƩed / Total 
applicaƟons for 

admission (candidates) 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK01. PromoƟon and Enrolment 

PK01.03. Welcome, Support and Guidance to new students 

TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 3. Student admission, progress, recogniƟon and  
cerƟficaƟon 

PROCEDURE’S OWNER Admissions Manager / Head of Academics (one per each campus) 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Provide advice to students from the informaƟon request stage to the compleƟon of the course. 
 

2. DESCRIPTION 
 
The pre-enrolment phase is managed by the school's Recruitment and Admissions areas. From 
the moment a candidate requests informaƟon, they have at their disposal all the informaƟon 
they need to learn about the Program. This documentaƟon includes informaƟon about the 
insƟtuƟon, the city where the teaching campus is located, as well as advice on administraƟve 
procedures that may be necessary for the student.  
 
Once the student has advanced in the process, the intervenƟon of the Academics area begins 
on each campus, with the following steps: 
 
Prearrival counselling: 1-2 weeks before starƟng their studies, the counsellor sends a welcome 
email to the new students; the counsellor does regular meeƟngs and ensures a smooth 
communicaƟon with the students throughout the whole academic journey. 
 
Prearrival student experience service: before to the start of their studies, students are invited 
to an orientaƟon week organized by the Student Experience team 1 week prior to the start of 
the semester/term; this is also coordinated with the counsellor team so they can aƩend and 
meet the students in person during this week. 
 
Specialized counsellor: When the candidate becomes enrolled, a more individualized 
accompaniment process begins that accompanies them throughout the academic year 
(PSU02. Support to Students). The students have a counsellor specialized in their program and 
in the same building, in order to assure the beƩer support service if necessary. 
  
The situaƟon of the parƟcipants is considered, since most of them are internaƟonal and need 
a different accompaniment from the local candidates. That is why a series of services and 
acƟviƟes are promoted that facilitate the bond with the student and make their experience 
more enriching. In this process, different acƟviƟes are planned to energize students, such as 
talks, cultural acƟviƟes, languages.  
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To analyse the correct development of the acƟviƟes, informaƟon is collected through 
saƟsfacƟon surveys (PST03. Stakeholders SaƟsfacƟon). Possible proposals for improvement 
are reflected in the improvement plan of the IQAS (PCI01. ConƟnuous Improvement and 
Quality Assurance). 

 
3. STAKEHOLDERS INVOLVED 

 

STAKEHOLDER MODE OF PARTICIPATION 

Applicants for admission DetecƟon of needs to improve the service offered. 

Students With conƟnuous feedback and saƟsfacƟon results, the Procedure is improved. 

Faculty Through the results of saƟsfacƟon surveys and faculty meeƟngs. 

Management Staff Through conƟnuous contact with students and teachers, the different  
communicaƟons that are made on the student's trip, etc. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Welcome Pack Head of Academics 

Record Assignment of counsellors Head of Academics 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% student 
saƟsfacƟon of the 

acƟviƟes 

SaƟsfacƟon 
survey results 

Each 
scheduled 

acƟvity 
≥ 80% 

Number of students 
with a posiƟve raƟng of 

the acƟviƟes / Total 
number of students 

who responded to the 
survey 

% overall saƟsfacƟon 
of the Welcome 

Service 

SaƟsfacƟon 
survey results Annual ≥ 80% 

Number of students 
with a posiƟve raƟng of 
the Welcome Service / 

Total students who 
responded to the 

survey 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK02. Porƞolio Development 

PK02.01. Porƞolio Life Cycle Development 

TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 2. Design, approval and implementaƟon of training  
programmes 

PROCEDURE’S OWNER Porƞolio Manager / Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
SystemaƟze the process of creaƟng and modifying degrees. 
 

2. DESCRIPTION 
 
New programs design 
 
To begin the process of designing new programs, a study is carried out to idenƟfy the needs, 
based on the market trends analysis, the feedback from stakeholders, the officializaƟon 
requirements from accreditaƟon bodies and the current programs performance. 
 
AŌer that, a feasibility analysis is developed aligned with the business strategy in order to 
subsequently be able to present a proposal for a training offer to the competent collegiate 
governing bodies. 
 
The result of this proposal is communicated to all stakeholders so that, in the event of 
approval, they acƟvate their corresponding processes, as well as the implementaƟon schedule. 
 
Programs modificaƟon 
 
To begin the process of reviewing and potenƟally modifying programs, a study is carried out 
to idenƟfy the needs, based on the Annual Porƞolio Review, the feedback from stakeholders, 
the market trends analysis and the new pedagogical methodologies. 
 
AŌer that, the idenƟfied modificaƟons are analysed to determine if they are substanƟal or 
minor changes, according to the accreditaƟon guidelines, in order to proceed (as defined on 
this process flowchart) to be able to present a proposal for a training offer to the competent 
collegiate governing bodies. 
 
The result of this proposal is communicated to all stakeholders so that, in the event of 
approval, they acƟvate their corresponding processes, as well as the implementaƟon schedule. 
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3. STAKEHOLDERS INVOLVED 

 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through established communicaƟon channels (surveys, meeƟngs, focus groups, 
tutorials, etc.), students and alumni can help idenƟfy proposals for new 
programs or modificaƟons to exisƟng ones. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of programs, the 
analysis of market and compeƟtor needs, management staff can propose 
proposals for new programs or modificaƟons of exisƟng ones. 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, as well as lines of research and 
knowledge transfer, faculty can idenƟfy and propose proposals for new 
programs or modificaƟons to exisƟng ones. 

Employers 

Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that students 
should have and thus idenƟfy improvements to exisƟng degrees or even new 
programs. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Report or document of  
ModificaƟon 

Porƞolio Manager / Vice-Dean for 
EducaƟon & Academic Affairs 

Record Minutes of the meeƟng of the 
collegiate governing body 

Porƞolio Manager / Vice-Dean for 
EducaƟon & Academic Affairs 

Record 

Documents external bodies: 
1. AQU Report 

2. Report of the Council of UniversiƟes 
3. RUCT PublicaƟon 

Porƞolio Manager / Vice-Dean for 
EducaƟon & Academic Affairs 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% of porƞolio 
modificaƟons 
submiƩed and 

approved 

Internal body 
documents Annual ≥ 90% 

No. of modificaƟons  
porƞolio that has been 

approved / Total 
modificaƟons 

submiƩed 
% of degrees 

submiƩed to the  
external organs that 

are approved 

Documentos 
órganos 
externos 

Annual ≥ 90% 

Number of degrees 
submiƩed that have 

been approved / Total 
degrees submiƩed 
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6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK02. Porƞolio Development 

PK02.02. Porƞolio Quality Assurance 

TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 2. Design, approval and implementaƟon of training  
programmes 

PROCEDURE’S OWNER Porƞolio Manager / Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Determine the monitoring and ensure the funcƟoning of the school's academic offer. 
 

2. DESCRIPTION 
 
Based on the results of the quality assessments, the development of teaching, the profiles of 
the students and their academic results, the analysis of the strengths and weaknesses of the 
degree, the proposals for improvement for the next ediƟon and any other informaƟon that 
may be significant (surveys of the professors, student surveys, staff focus groups, 360º 
evaluaƟon of the degrees, review of the porƞolio, etc.), an analysis is carried out by the Vice-
Dean for EducaƟon & Academic Affairs team of what the finished ediƟon of the degree has 
meant and behaved.  
The Quality area assesses the results and prepares the degree monitoring report, which 
includes an improvement acƟon plan, following the model and recommendaƟons of the AQU 
guidelines. 
 
The monitoring reports are sent to the Quality CommiƩee for review and advice, if it is 
necessary to take into account any addiƟonal informaƟon. 
In addiƟon, a period of public exposure of the monitoring reports of the degrees is established, 
where interest groups can provide suggesƟons and comments. 
Subsequently, each follow-up report is reviewed by the Academic Council, which can also 
propose new improvements, recommending a new revision if necessary.  
If required, it is the Quality area that sends the monitoring report to the corresponding Quality 
Agency for the issuance of an assessment report.  
 
From this point, the proposals for improvement are implemented within the defined 
deadlines. Possible improvement acƟons are reflected in the school's improvement plan 
(PCI01.02. Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
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3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, etc.), students and alumni can help to idenƟfy proposals for 
improving degrees. Likewise, a student is part of the Quality CommiƩee. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
the management staff can propose proposals for improving the degrees. 
Another way of parƟcipaƟng is through the suggesƟons and comments received 
in the public exhibiƟon phase of the degree improvement plans. Likewise, 
representaƟves of the management staff are part of the Quality CommiƩee. 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
proposals for improving degrees. The improvement proposals are reflected in 
the improvement plan of the monitoring report or accreditaƟon self-report. 
Another way of parƟcipaƟng is through the suggesƟons and comments received 
in the public exhibiƟon phase of the degree improvement plans. Likewise, a 
teacher is part of the Quality CommiƩee. 

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that students 
should have and thus idenƟfy degree improvements. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Improvement plan Vice-Dean for EducaƟon & Academic 
Affairs 

Record RecommendaƟons Quality CommiƩee 
Record Minutes of the validaƟon meeƟng Quality CommiƩee 

 
5. INDICATORS 

 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% of improvement 
proposals related to 

porƞolio closed 
within the 

established deadline 

Improvement 
Plan Annual ≥ 80% 

No. of improvement 
proposals closed within 
the established period / 

Total of improvement 
proposals 

% of favourable 
achievement of the  
proposals related to 
porƞolio within the 

established deadline 

Improvement 
Plan Annual ≥ 80% 

No. of Improvement 
Proposals Favorably 

Closed / Total 
Improvement Proposals 

Closed 
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6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK03. Extended Services 

PK03.01. Internship 
TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Head of Alumni & Careers Services 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Manage and advise students on external internships. 
 

2. DESCRIPTION 
 
In the case of the Barcelona and Munich campuses, the internship management is part of the 
orientaƟon and talent development service offered to all the students during their last year at 
EU Business School. 
 
The student is accompanied from the beginning of the process, without the need for previous 
professional experience, and is advised in the preparaƟon of their curriculum vitae as well as 
in the preparaƟon of future interviews. 
 
Subsequently, support is offered to the student in the search for internships, also 
accompanying him in the preparaƟon of addiƟonal documentaƟon such as the leƩer of 
moƟvaƟon. The objecƟve to be achieved is that each student is able to get an internship on 
their own merits. 
 
Once the candidate is selected, an agreement is signed with the company or insƟtuƟon. With 
the incorporaƟon of the student into the company or insƟtuƟon, tutoring is carried out both 
by the company or insƟtuƟon, and by the Careers Department, which accompanies the 
student and the company in the procedures and in the possible doubts that may arise. 
 
At the end of the internship period, the company's tutor evaluates the student's competence. 
Based on the informaƟon received, the Careers Department follows up and sends the results 
to the person in charge of the program for the assignment of the grade. 
 
On the other hand, based on the results of saƟsfacƟon with the internships by the students, 
the incidents that have arisen and the results of the guidance and professional development 
service, decisions are made to improve the development of the academic internships. 
The acƟons to improve the process are reflected in the school's improvement plan (PCI01.02. 
Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
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3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students 
Through meeƟngs with program representaƟves, concerns and needs are 
known. In addiƟon, through evaluaƟon surveys, the procedure itself is 
improved. 

Alumni Networking acƟviƟes to improve career opportuniƟes 

Faculty Through saƟsfacƟon surveys and faculty meeƟngs, they suggest improvements, 
and are also an important way of networking with the world of work. 

Staff Through conƟnuous contact with students, the different areas of the school 
propose improvements. 

Employers 
They help to improve the level of professional competence and parƟcipate in 
workshops and meeƟngs with students to raise awareness of the professional 
market and the needs that the market has when hiring 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Internship offer Careers Department 

Record Internship Agreement Careers Department 

Record Competency assessment Careers Department 

Record SaƟsfacƟon results Quality Manager 
 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% allocaƟon of 
internships by 

program 
Database Annual ≥ 90% 

Number of students 
accepted for an 

internship / Total 
candidates 

% saƟsfacƟon with 
the internship 

service 

SaƟsfacƟon 
Survey Annual ≥ 80% % saƟsfacƟon with the 

internship service 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK03. Extended Services 

PK03.02. Mobility 
TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Academic Partnerships Coordinator 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Manage the internaƟonal academic mobility program for students. 
 

2. DESCRIPTION 
 
With the Mobility offer, students who move geographically for a period of Ɵme, within the 
framework of agreements with internaƟonal academic insƟtuƟons.  
 
InternaƟonal student mobility, both incoming and outgoing, is progressively developing to 
include both curricular mobility (with academic recogniƟon in the curriculum of the program 
in which the student is enrolled) and non-curricular mobility (not recognized in the curriculum 
in which the student is enrolled).  
 
Agreements with academic insƟtuƟons are managed by the Academic Partnerships 
CoordinaƟon Area and the Sales Department (Recruitment) and with the collaboraƟon of 
Campus Management and Admissions Department. 
 
Students are informed of the offers through communicaƟons made by the Academic 
Partnerships CoordinaƟon Area. Any interested student formalises the applicaƟon for 
parƟcipaƟon. In the case of incoming students, the Admissions Department receives 
applicaƟons and reviews compliance with the documentary requirements for parƟcipaƟon. A 
commiƩee made up of representaƟves of the Academic Partnerships CoordinaƟon Area and 
the Admissions Department assign the available places based on the fulfillment of the 
requirements of each program.  
In the case of outgoing, the students send their applicaƟons directly to the Academic 
Partnerships CoordinaƟon Area. The applicants are nominated to the insƟtuƟons abroad and 
these insƟtuƟons analyses the compliance of the admissions requirements and assign the 
places. 
 
The student is informed of the resoluƟon, who must formalize the enrolment (or eventual 
resignaƟon) on the exchange program before the deadline defined.  
 
A prearrival orientaƟon is scheduled in order to welcome the incoming students and offer 
support to solve any operaƟonal and academic doubt. Before starƟng the mobility, a study 
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plan recogniƟon proposal of the credits taken abroad is presented to the student during an 
individual meeƟng and this proposal should be agreed by the student and the Academic 
Partnerships CoordinaƟon Area. 
 
Once the students start the mobility experience, they are requested to fill up a cerƟficate of 
arrival which contains the confirmaƟon of courses taken at desƟnaƟon insƟtuƟon, the dates 
of the program and the signature of the internaƟonal relaƟons office of this insƟtuƟon. 
 
During the stay, the outgoing students maintain the support of their regular counsellor, and, 
for the incoming students, a new EU Business School counsellor is assigned to them to provide 
any support needed. 
 
At the end of the mobility program, the transcripts are sent to the desƟnaƟon insƟtuƟon in 
order to incorporate the new informaƟon to their academic records. For all incoming students 
received at EU Business School, a diploma is delivered cerƟfying the compliance of the credits 
taken.  
 
A saƟsfacƟon survey is sent to collect feedback regarding the incoming and outgoing students 
experience. This informaƟon is taken into account for the next academic year. From this point, 
the proposals for improvement are implemented within the defined deadlines. Possible 
improvement acƟons are reflected in the school's improvement plan (PCI01.02. Measurement 
and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni By analysing applicaƟons to parƟcipate in a mobility programme and the results 
of saƟsfacƟon surveys. 

Alumni 

Alumni parƟcipate in the degree improvement plans through the channels 
indicated for this purpose. Through the Alumni programme, some of the non-
curricular mobility iniƟaƟves can be opened to the parƟcipaƟon of former 
students. 

Faculty Through saƟsfacƟon surveys and faculty meeƟngs, they suggest improvements. 

Staff Through conƟnuous contact with students, the different areas of the center 
propose improvements. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record InsƟtuƟonal Agreements Academic Partnerships CoordinaƟon 

Record Mobility Offer Academic Partnerships CoordinaƟon 

Record Admission Requirements Academic Partnerships CoordinaƟon 
Record SaƟsfacƟon Survey Results Quality Manager 
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5. INDICATORS 

 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of students 
in mobility programs 

by program 
Database Annual Incoming ≥ 60 

Outgoing ≥ 60 

Number of students in 
mobility programs by 

program 

% saƟsfacƟon with 
the mobility program 

SaƟsfacƟon 
Survey Annual ≥ 80% % saƟsfacƟon with the 

mobility program 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

QUALITY 
PROCEDURES 

MANUAL 

VERSION 01 

APPROVAL DATE xx/xx/xxxx 

 

50 
 

 

PK03. Extended Services 

PK03.03. Complementary Academic AcƟviƟes 
TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Head of Student Experience / Careers Department 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
To define how EU Business School reviews, updates and improves the offer of complementary 
academic acƟviƟes available to students with a clear professional orientaƟon. 
 

2. DESCRIPTION 
 
The organizaƟon of complementary academic acƟviƟes is distributed among different areas of 
the school, depending on nature and objecƟves.  
In the case of proposals with a clear professional orientaƟon, management is led by the 
Careers Department; however, at the Barcelona Campus, the Academic Department and the 
Student Experience Department are responsible for those acƟviƟes that are more focused on 
social and cultural issues.  
 
Based on the results of previous ediƟons of complementary acƟviƟes, the responsible area 
designs informaƟon on the academic, social and professional environment, informaƟon 
collected from stakeholders (through surveys, ordinary meeƟngs, etc.), the School's service 
plan, which includes a series of social acƟons and support for the comprehensive training of 
students in transversal skills that encompass social responsibility, ethics, creaƟvity and criƟcal 
thinking, among others.  
 
This Service Plan is proposed to the Campus management. Likewise, the person in charge of 
the School's service plan is responsible for organising each of the acƟons and communicaƟng 
the programme of its acƟviƟes to stakeholders through different means (the school's website, 
adverƟsements on the Virtual Campus, mailing, social networks, etc.), with the support of the 
MarkeƟng and CommunicaƟon department.  
 
Some of the complementary academic acƟviƟes proposed to students are: 

 Webinars on entrepreneurship, employability, and personal branding 
 SoŌ Skills Development  
 Development of management skills 

 
Once the acƟon has been carried out, the person responsible for the service plan assesses the 
degree of saƟsfacƟon of the aƩendees with the acƟon carried out, by means of a survey. And 
on an annual basis, the programmed acƟviƟes are evaluated in order to plan the next ediƟon. 
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From this point, the proposals for improvement are implemented within the defined 
deadlines. Possible improvement acƟons are reflected in the school's improvement plan 
(PCI01.02. Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, etc.), students and alumni can help to idenƟfy proposals for 
improving Complementary Academic AcƟviƟes. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
the management staff can propose proposals for improving the Complementary 
Academic AcƟviƟes. 

Faculty 
Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
proposals for improving Complementary Academic AcƟviƟes.  

Employers 

Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that students 
should have and thus idenƟfy Complementary Academic AcƟviƟes 
improvements. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Service Plan Careers/ Head of Student Experience 

Record SaƟsfacƟon Survey Quality Manager 
Record Results Report Head of Student Experience 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of events 
and/or acƟviƟes 

offered 
Service Plan Annual  Number of events 

and/or acƟviƟes offered 

% aƩendance at each 
of the events and/or 

acƟviƟes offered 

AƩendance 
control Annual ≥ 70% 

Number of aƩendees / 
Total number of 

summoned 

% saƟsfacƟon with 
each of the events 
and/or acƟviƟes 

offered 

SaƟsfacƟon 
Survey Annual ≥ 80% 

% saƟsfacƟon with each 
of the events and/or 

acƟviƟes offered 
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6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK03. Extended Services 

PK03.04. Other Extended Services (Non-Professional or Academic) 
TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Head of Student Experience / Head of Academics 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
To define how reviews, updates and improves the offer of extended services available to 
students at EU Business School. 
 

2. DESCRIPTION 
 
The offer of non-academic acƟviƟes seeks to enrich and complete the student's experience 
during their stay on campus. In the same way that complementary academic acƟviƟes are 
planned, a plan is established annually with the programming of extended services and 
acƟviƟes throughout the academic year. 
 
Welcome AcƟviƟes 
AcƟviƟes are organised to welcome new students and encourage links to be established within 
the class group (PreOrientaƟon AcƟviƟes, OrientaƟon Day/Week, Welcome Drinks, Coffees, 
etc). The main event scheduled annually is the Campus Welcome Party. 
 
Sport AcƟviƟes 
Students have the opportunity to share team with their classmates and compete pracƟcing 
sports such as tennis, paddle, beach volleyball, soccer, basketball, chess and e-sports (for 
Digital Campus). In addiƟon, special events such as football tournament or beachfront 
kickboxing classes are also organized. 
 
Trips and excursions 
In addiƟon to the Ɵme shared in the classrooms, students are invited to parƟcipate in cultural, 
tourist and leisure ouƟngs, as part of their experience.  
 
Student Clubs 
They play a crucial role in improving the student experience and provide a plaƞorm for like-
minded people to connect and collaborate in pursuit of shared interests. Joining a student club 
is a great way to kickstart your career with your fellow learners. 
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Wellbeing Program 
The students have the opportunity to join some acƟviƟes focused on help them to manage 
their wellbeing, such us workshops, acƟviƟes regarding cyberbulling prevenƟon, stress 
management, cybersecurity, etc. 
 
This Plan for extended services is proposed to the Campus management for approval. Likewise, 
the person in charge of the plan is responsible for organising each of the acƟons and 
communicaƟng the programme of its acƟviƟes to stakeholders through different means (the 
school's website, adverƟsements on the Virtual Campus, mailing, social networks, etc.), with 
the support of the MarkeƟng and CommunicaƟon department.  
 
Once the acƟon has been carried out, the person responsible for the plan assesses the degree 
of saƟsfacƟon of the aƩendees with the acƟon carried out, by means of a survey. And on an 
annual basis, the programmed acƟviƟes are evaluated in order to plan the next ediƟon. 
  
From this point, the proposals for improvement are implemented within the defined 
deadlines. Possible improvement acƟons are reflected in the school's improvement plan 
(PCI01.02. Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, etc.), students and alumni can help to idenƟfy proposals for 
improving extended services. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
the management staff can propose proposals for improving the extended 
services. 

Faculty 
Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
proposals for improving extended services.  

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that students 
should have and thus idenƟfy extended services improvements. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Extended Services Plan Academic Department /  
Head of Student Experience 

Record SaƟsfacƟon Survey Quality Manager 

Record Results Report Academic Department /  
Head of Student Experience 
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5. INDICATORS 

 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of events 
and/or acƟviƟes 

offered 
Service Plan Annual  Number of events 

and/or acƟviƟes offered 

% aƩendance at each 
of the events and/or 

acƟviƟes offered 

AƩendance 
control Annual ≥ 70% 

Number of aƩendees / 
Total number of 

summoned 

% saƟsfacƟon with 
each of the events 
and/or acƟviƟes 

offered 

SaƟsfacƟon 
Survey Annual ≥ 80% 

% saƟsfacƟon with each 
of the events and/or 

acƟviƟes offered 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK04. Research 

PK04.01. Research Management 
TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 4. Teaching staff 
PROCEDURE’S OWNER Vice-Dean for Research and Faculty Development 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Define how the insƟtuƟon manages and promotes the research acƟvity. 
 

2. DESCRIPTION 
 
EU Business School is focusing on promoƟng research acƟvity of its faculty. The Vice-Dean for 
Research and Faculty Development designs the Research Plan for each academic year and 
present it to the Academic Council and Management CommiƩee for its approval.  
 
This Research Plan defines the steps needs to be taken regarding improving the level in quality 
of research EU Business School. There are three prominent acƟviƟes that outline the research 
plan: (i) development of research centres, (ii) organizaƟon of acƟviƟes to support the 
development of research projects and faculty´s research skills, and (iii) insƟtuƟonal support 
for research.  
 
The development of research centres is a step that involves involvement of faculty under the 
supervision of the Vice-Dean for Research and Faculty Development. Herein, the faculty´s 
interests are gathered and they are segmented into research centres, whose scope is then 
defined. The research centres are then presented by the Vice-Dean of Research and Faculty 
Development to the Management CommiƩee and Academic Council for approval.  
 
The organizaƟon of research acƟviƟes to support the development of research projects and 
skills is undertaken by each of the research centres. The research centre coordinators organize 
research seminars, which is then approved by the Vice-Dean of Research and Faculty 
Development. The Faculty Development Program: ScienƟfic Branch is organized by the Vice-
Dean of Research and Faculty Development in coordinaƟon with the researchers, wherein 
sessions are conducted on topics relaƟng to methodology, data analysis and wriƟng skills. This 
program is approved by the Academic Council. At the end of the year, the research faculty is 
required to answer a survey in order to gather feedback and assess the level of saƟsfacƟon 
with the organized sessions. This feedback, consequently, informs the development of the 
following year´s sessions.  
 



 

QUALITY 
PROCEDURES 

MANUAL 

VERSION 01 

APPROVAL DATE xx/xx/xxxx 

 

57 
 

The insƟtuƟonal support acƟviƟes pertain to the assessment of research scholarships and 
funds. The Vice-Dean for Research and Faculty Development presents the iniƟal draŌ to the 
Global Dean and the Academic Council for approval for each academic year.  
 
At the end of the academic year, a Research Report is created by the Vice-Dean for Research 
and Faculty Development with feedback from each research centre. The goal of the Research 
Report is to disseminate the research acƟviƟes, accomplishments, research projects, and 
publicaƟons that resulted in the year. The Research Report is then sent to the CommunicaƟons 
Department for disseminaƟon.  
 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Vice-Dean for Research 
and Faculty 

Development 

CreaƟng the research strategy for the year, supervising its implementaƟon and 
reporƟng the final results to internal and external stakeholders 

Academic Council and 
Management 

CommiƩee 
Reviewing and approving the research strategy 

Faculty ParƟcipaƟng in research acƟviƟes and projects, as well as providing feedback 
for improvement 

CommunicaƟons 
Department Preparing the disseminaƟon reports for external stakeholders 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Research Plan Vice-Dean for Research and Faculty 
Development 

Record Research Report Vice-Dean for Research and Faculty 
Development 

Record SaƟsfacƟon Surveys from the Faculty Vice-Dean for Research and Faculty 
Development 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of research 
acƟviƟes organized 

in the Faculty 
Development 

Program: ScienƟfic 
Branch 

Faculty 
Development 

Program´s 
Outline 

Annual 8 sessions per year 

Number of events 
organized; number of 
faculty who aƩend or 

watch the sessions 
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% saƟsfacƟon with 
the Faculty 

Development 
Program 

SaƟsfacƟon 
Survey Annual ≥ 80% % saƟsfacƟon with the 

mobility program 

Number of 
publicaƟons in 

indexed jouranls 
Research Report Annual 15 publicaƟons per 

year 

Number of publicaƟons 
in scienƟfic journals, 

assessed by the 
rankings of the journals 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK05. Professional OrientaƟon and Alumni 

PK05.01. Career Services 
TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Head of Alumni & Careers Services 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Advise and guide students in the development of their professional career. 
 

2. DESCRIPTION 
 
The Careers Service promotes close long-term collaboraƟve relaƟonships with companies and 
insƟtuƟons, advising companies on the management of offers and the search for talent for 
open posiƟons for academic and employment internships. The main objecƟve of the Careers 
Service is to accompany and help students in goals achievement.  
 
Personal and Professional Development 
On the one hand, personal and professional development is promoted through collaboraƟve 
and networking events, but also training sessions that are part of the students' learning 
process. Throughout their stay at the school, students are invited to parƟcipate in the following 
acƟviƟes: 

 Workshops 
 Guest Speakers 
 Company visits  
 Business Immersion Week 
 Self-Awareness sessions 
 Learning from Leaders Conferences 
 Networking opportuniƟes 
 Internship & Interview support and preparaƟon 

 
In addiƟon, a Careers Handbook is made available to students that serves as a reference guide 
throughout the process, offering basic informaƟon. 
 
Talent Development 
And on the other hand, important work is done on the development of talent, through one-
on-one counselling, workshops, and training drops. The career advisor is always available to 
discuss with the students their educaƟonal and employment background and interests.  
In this sense, the advisor proposes different acƟons according to the students’ goals to help 
them develop a career path and job search strategy. 
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The Careers Service publishes offers through the plaƞorm and provides informaƟon on job 
forums and other external acƟviƟes that may be of interest to students. The way to manage 
offers is through the digital employment plaƞorm where students personally opt for the offers 
published by companies.  
If the student finds the offer on their own, the Careers Service is responsible for the 
management through the same employment plaƞorm. 
 
On the other hand, based on the results of saƟsfacƟon, the incidents that have arisen and the 
rates of labour inserƟon and the results of the external academic internship procedure, 
decisions are made to improve the development of the service. 
 
The acƟons to improve the process are reflected in the school's improvement plan (PCI01.02. 
Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students 
Through meeƟngs with program delegates, concerns and needs are known. In 
addiƟon, through saƟsfacƟon surveys, procedures and training are also 
improved 

Alumni 

Networking acƟviƟes to improve career opportuniƟes: parƟcipate in meeƟngs 
with students and contact with the insƟtuƟon is maintained (reporƟng on 
conferences, trainings, etc.) since they can become employers for the students 
of the center. In addiƟon, through the results of labor inserƟon, the procedure 
is improved. 

Faculty Through saƟsfacƟon surveys and faculty meeƟngs, they suggest improvements, 
as well as being an important way of networking with the world of work 

Staff Through conƟnuous contact with students, the different areas of the center 
propose improvements. 

Employers 
They help to improve the level of professional competence and parƟcipate in 
workshops and meeƟngs with students to raise awareness of the professional 
market and the needs that the market has when hiring. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Career guidance acƟons Careers Department 

Record AƩendance at acƟviƟes Careers Department 

Record SaƟsfacƟon Results Quality Manager 
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5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of acƟviƟes 
programmed by the 

Careers Service 
Database Annual  

Number of acƟviƟes 
programmed by the 

Careers Service 
% student 

saƟsfacƟon with the 
acƟviƟes of the 
Careers Service 

SaƟsfacƟon 
Survey Annual ≥ 80% 

SaƟsfacƟon rate of the 
acƟviƟes of the Careers 

Service 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PK05. Professional OrientaƟon and Alumni 

PK05.02. Alumni 
TYPE / AUDIT DIMENSION KEY PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Head of Alumni & Careers Services 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
To promote the conƟnuous professional improvement of EU Business School Alumni. 
 

2. DESCRIPTION 
 
The Alumni community was created to serve the school's students as a network of parƟcipants 
who maintain, in some way, the personal and/or professional relaƟonship with their 
classmates and with EU Business School. The objecƟve of this service is to bring members of 
the community a wide range of proposals, services, opportuniƟes and events, as well as to 
encourage alumni to acƟvely contribute to that community and generate a system of growth 
and collaboraƟon between members. 
 
Once students become graduates, they are given access to the Alumni Hub plaƞorm, where 
they will meet more than ten thousand alumni of the school around the world. This plaƞorm, 
in addiƟon to allowing access to job offers published by companies, makes it easy to share 
informaƟon about events, professional resources, as well as to be able to contact any other 
member of the community, being able to apply search filters such as geographical locaƟon. 
 
In addiƟon, recent graduates are provided with an Alumni Handbook, which will act as a guide 
offering the most important useful informaƟon. 
 
The Alumni Department also publishes offers through the plaƞorm and provides informaƟon 
on employment forums and other external acƟviƟes that may be of interest to the Alumni 
community.  
 
On the other hand, based on the results of saƟsfacƟon, the incidents that have arisen and the 
rates of labour inserƟon and the results of the external academic internship procedure, 
decisions are made to improve the development of the service. 
The acƟons to improve the process are reflected in the school's improvement plan (PCI01.02. 
Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
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3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students Through meeƟngs with the delegates of the programs, they get to know each 
other concerns and needs. 

Alumni Main target of the acƟviƟes programmed by Alumni, starƟng with the detecƟon 
of their needs and interests. 

Faculty An important asset in the Alumni acƟvity, both as speakers and disseminators 
of the acƟviƟes. 

Staff Through conƟnuous contact with former students, the different areas of the 
centre can propose lines of acƟon. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Professional profiles Careers & Alumni Department 

Record Results of employability Careers & Alumni Department 

Record SaƟsfacƟon Results Quality Manager 
 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

SaƟsfacƟon rate by 
acƟvity 

SaƟsfacƟon 
Survey Annual ≥ 80% SaƟsfacƟon rate by 

acƟvity 

Employment rate by 
program 

SaƟsfacƟon 
Survey Annual ≥ 80% Employment rate by 

program 

Rate of adaptaƟon of 
job to studies 

SaƟsfacƟon 
Survey Annual ≥ 80% Rate of adaptaƟon of 

job to studies 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU01. Faculty and Staff Management 

PSU01.00. IdenƟficaƟon of necessiƟes 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 4. Teaching staff 
PROCEDURE’S OWNER Head of Human Resources / Academic Dean 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
The main objecƟve of this procedure is to establish acƟons to idenƟfy new faculty and staff 
recruitment, training, or recogniƟon needs. 
 

2. DESCRIPTION 
 
IdenƟficaƟon of recruitment necessiƟes  
The needs for faculty and staff recruitment are idenƟfied based on the EU Business School 
Strategic Plan and the Annual Budget that includes the different items that are aligned to these 
requirements and the Faculty and Staff Management Policies. 
On the other hand, these needs are also detected, based on the proposals made by the 
different heads of the areas, in order to guarantee the development of acƟviƟes and the 
achievement of established objecƟves. The possibility of promoƟon of people already hired is 
analysed as a fundamental criterion for filling vacancies. If the need is not covered, an external 
recruitment and selecƟon process begins. 
 
The process begins when the person responsible for each area makes a request for 
incorporaƟon and communicates it to the Management CommiƩee. This incorporaƟon 
request must always be contrasted with the budget for the current year in order to be 
managed, corresponding to one of the following opƟons: 

 New incorporaƟon. 
 Temporary leave due to replacement (maternity, long sick leave, etc.). 
 ResignaƟon and replacement. 
 Dismissal and replacement. 

 
When the posiƟon request is approved, the selecƟon process will begin in accordance with 
current regulaƟons. 
 
IdenƟficaƟon of training necessiƟes  
The training and development are a useful tool to guarantee the conƟnuous adaptaƟon of the 
faculty and staff knowledge and skills required to develop with effecƟveness of their funcƟons. 
 
The main objecƟves of the training are: 

 Quality assurance of professional performance. 
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 Teaching innovaƟon. 
 Service improvement. 
 Alignment with sector trends. 
 Personal development and possibility of job promoƟon. 

 
These training acƟviƟes can be scheduled at the iniƟaƟve of the school or can be proposed by 
the faculty or staff. In any case, they must be aligned with the current needs of each 
department. All training acƟviƟes (internally or externally) will be recorded and monitored to, 
once completed, know the degree of saƟsfacƟon of the parƟcipants.  
 
The proposals for improvement of that process are reflected in the IQAS AcƟon Plan and they 
are reviewed and updated at the end of every academic year. 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through established communicaƟon channels (surveys, suggesƟons, or 
complaints), students and alumni help idenƟfy training needs for the faculty 
and staff 

Management Staff 
Through the development of job funcƟons, meeƟngs and surveys, the 
management staff help idenƟfy improvements in the procedure and training 
needs 

Faculty 
Through meeƟngs, saƟsfacƟon surveys and parƟcipaƟon in the different quality 
commissions, teachers can idenƟfy improvements in the procedure and training 
needs 

Employers Through corporate relaƟonships that serve as an input to adapt the jobs 
descripƟon and detect training needs. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Recruitment Strategy Academic Dean /  
Head of Human Resources 

Record Training Plan Head of Human Resources 

Record ApplicaƟons list (each job offer) Head of Human Resources 

Record AƩendance list (each training acƟon)  Head of Human Resources 

Record SaƟsfacƟon Survey results Quality Manager 
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5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% recruitments 
requested that are 

published 

Human 
Resources Plan Annual ≥80% 

Number of recruitment 
requests / Total job 

offers published 

% proposed training 
acƟviƟes that are 

carried out 
Training Plan Annual ≥80% 

Number of training 
requests or proposals / 

Total training acƟons 
offered 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU01. Faculty and Staff Management 

PSU01.01. Faculty and Staff Recruitment and Enrolment 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 4. Teaching staff 
PROCEDURE’S OWNER Head of Human Resources / Vice-Dean for Research and Faculty Development 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
The main objecƟve of this procedure is to guarantee quality and improvement in the 
incorporaƟon of new members to the team. 
 

2. DESCRIPTION 
 
The selecƟon process begins with the idenƟficaƟon of needs (PSU01.00. IdenƟficaƟon of 
necessiƟes). Faculty and Staff recruitment refers to the process of idenƟfying, aƩracƟng, and 
selecƟng qualified individuals to fill posiƟons. It is developed in the following main phases: 
 
 Needs Assessment: The Academic Department idenƟfies the need for faculty members in 

specific disciplines or departments based on factors such as student enrolment, program 
expansion, reƟrement of exisƟng faculty, or the creaƟon of new academic programs. 

 
 PosiƟon AdverƟsement: (HR Department) Job posƟngs are created and adverƟsed 

through various channels.  
o Email to EU Business School Faculty and/or Staff 
o SharePoint folder ‘EU Document Repository’ 
o EU Business School LinkedIn profile 

These posƟngs outline the qualificaƟons, responsibiliƟes, and expectaƟons for the 
posiƟon. 

 
 ApplicaƟon Review: The Academic Department receives applicaƟons from interested 

candidates and forms a search commiƩee composed of faculty members and 
administrators to review applicaƟons. 

 
 Interviews: Shortlisted candidates are invited for interviews, presentaƟons, and meeƟngs 

with the dean, faculty and members of the academic department. 
 
 SelecƟon: AŌer the interview process, the search commiƩee makes recommendaƟons to 

the dean. 
 
 Offer and NegoƟaƟon: HR Department makes an offer to the selected candidate, outlining 

details such as salary, benefits, start date, and expectaƟons. NegoƟaƟons may occur 
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regarding terms of employment, including salary, research support, teaching load, and 
other resources. 

 
 Onboarding: Once the offer is accepted, the insƟtuƟon iniƟates the onboarding process, 

which includes compleƟng necessary paperwork, orientaƟon sessions, and integraƟon 
into the academic community. 

 
 IntegraƟon and Professional Development: The newly recruited faculty member becomes 

an integral part of the academic community.  
 
To measure and monitor the development of academic staff, there are procedures PSU01.02. 
Faculty and Staff Training and PSU01.03. Faculty and Staff EvaluaƟon and RecogniƟon. 
The proposals for improvement of that process are reflected in the IQAS AcƟon Plan and they 
are reviewed and updated at the end of every academic year. 
 

1. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni Through established communicaƟon channels (surveys, suggesƟons, or 
complaints), students and alumni help detect recruitment needs 

Management Staff Through the development of job funcƟons, meeƟngs and surveys, the 
management staff help detect recruitment needs 

Faculty Through meeƟngs, saƟsfacƟon surveys and parƟcipaƟon in the different quality 
commissions, teachers can detect recruitment needs 

 
2. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Job Catalog Human Resources Manager 

Record ApplicaƟon for IncorporaƟon Human Resources Manager 

Record Job DescripƟon Human Resources Manager 

Record Job Vacancy Offer Human Resources Manager 

Record Employee Profile Human Resources Manager 

Record Contract Human Resources Manager 
 
 

3. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% new employees 
who receive training 

at incorporaƟon 

List of new 
employees who 
receive training 
at incorporaƟon 

Annual 100% 

new employees who 
receive training at 

incorporaƟon / Total of 
new employees 
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% internaƟonal 
faculty and staff 

List of new 
employees’ 
naƟonaliƟes 

Annual ≥50% 
Number of employees 
with local naƟonality / 

Total employees 

 
4. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU01. Faculty and Staff Management 

PSU01.02. Faculty and Staff Training 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 4. Teaching staff 

PROCEDURE’S OWNER Head of Human Resources / Academic Dean / Vice-Dean for Research and 
Faculty Development 

VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
IdenƟfy and respond to training needs for the development of Faculty and Staff. 
 

2. DESCRIPTION 
 
The training and development of academic staff are one of the central axes of the InsƟtuƟon 
to guarantee the conƟnuous adequacy of the knowledge and skills necessary to effecƟvely 
develop the funcƟons of the teaching staff. 
 
The main objecƟves of the training are: 

• Quality assurance of professional performance. 
• Teaching innovaƟon. 
• Service improvement. 
• Alignment with sector trends. 
• Personal development and possibility of job promoƟon. 

 
Regarding faculty, training is planned according to the needs detected as part of the 
Personalized Teaching Plan (PTP). Faculty requests are met according to the available 
resources. 
 
Every six months, training sessions are scheduled for all staff and each of them is assessed 
through a saƟsfacƟon survey with the aim of idenƟfying new opportuniƟes for improvement. 
 
The proposals for improving the process are reflected in the IQAS improvement plan (IQAS 
definiƟon procedure, policy, and quality objecƟves) and in the event that there is any specific 
improvement in the degree, it is reflected in the degree improvement plan (procedure for 
monitoring, analysis and improvement of degrees). 
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3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through established communicaƟon channels (surveys, meeƟngs, focus groups, 
suggesƟons, incidents, or complaints), students and alumni help idenƟfy 
training needs for academic staff. 

Management Staff Through the development of job funcƟons and meeƟngs, management staff 
help idenƟfy procedural improvements and training needs. 

Faculty 
Through meeƟngs, saƟsfacƟon surveys and parƟcipaƟon in the delivery of 
different training courses, teachers can idenƟfy improvements in the procedure 
and detect training needs. 

Employers Through corporate relaƟonships that serve as input to adapt the jobs in the 
Centre and detect training needs. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Training Plan Head of Human Resources 

Record Personalized Teaching Plan (PTP) Academic Dean / Vice-Dean for 
Research and Faculty Development 

Record Call for training Head of Human Resources 
Record AƩendance List Head of Human Resources 
Record Training saƟsfacƟon results Quality Manager 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of training 
acƟviƟes carried out 
for faculty and staff 

Training Plan Annual 
Compliance with 

80% of the training 
plan schedule 

Training acƟviƟes 
carried out / Total 
planned acƟviƟes 

Number of faculty 
members who have 
aƩended training 
acƟviƟes 

AƩendance List Annual ≥80% Total faculty aƩending 
training acƟviƟes 

Number of staff 
members who have 
aƩended training 
acƟviƟes 

AƩendance List Annual ≥80% Total staff aƩending 
training acƟviƟes 

% of faculty 
parƟcipaƟng in 
training acƟviƟes 
with respect to the 
total summoned 

AƩendance List Annual ≥80% 

Total faculty aƩending 
a training acƟvity / 

Total faculty 
summoned 
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% of staff 
parƟcipaƟng in 
training acƟviƟes 
with respect to the 
total summoned 

AƩendance List Annual ≥80% 
Total staff aƩending a 
training acƟvity / Total 

staff summoned 

% saƟsfacƟon with 
the training of 
faculty and staff 

SaƟsfacƟon 
Survey Annual ≥80% SaƟsfacƟon rate of 

training acƟviƟes 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU01. Faculty and Staff Management 

PSU01.03. Faculty and Staff EvaluaƟon and RecogniƟon 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 4. Teaching staff 
PROCEDURE’S OWNER Head of Human Resources / Vice-Dean for Research and Faculty Development 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
The main objecƟve of this procedure is to establish acƟons to evaluate the faculty 
performance, as well as promote and recognize their academic success and teaching quality. 
 

2. DESCRIPTION 
 
EU Business School evaluates Faculty and Staff in order to provide students with quality 
academic training and a saƟsfactory educaƟonal experience. In this sense, the faculty 
evaluaƟon consists of four fundamental aspects: 

 EvaluaƟon of Teaching Performance 
 Management evaluaƟon 
 Research evaluaƟon 
 Faculty RecogniƟon 

At the beginning of each academic year, the Personalized Teaching Plan (PTP) is defined, which 
is reviewed in the middle and at the end of each teaching semester. The person responsible 
for defining objecƟves is the Dean and those responsible for monitoring and evaluaƟon are 
the Department Directors and the Vice-Dean for Research and Faculty Development. 
 
EvaluaƟon of Teaching Performance 
1. Students SaƟsfacƟon: At the end of the subject or semester, students will have the 

opportunity to answer a survey to evaluate the teacher. This survey seeks to evaluate the 
performance of teaching and measures saƟsfacƟon with the training provided, with the 
evaluaƟon methods and tools used and feedback received. The quality area analyses the 
results every six months and opportuniƟes for improvement are idenƟfied. 

2. Faculty SaƟsfacƟon: At the end of the subject or semester, faculty will have the 
opportunity to answer a survey to evaluate aspects related to the level and skills of the 
students, the contents taught, the relaƟonship with the insƟtuƟon and aspects related to 
services and material resources. This informaƟon is relevant to contrast the results of 
Students SaƟsfacƟon Surveys. 

3. SuggesƟons or complaints received from students or staff. 
4. Teaching hours. 
5. PreparaƟon of teaching materials. 
6. Results of focus group sessions and Curriculum Development processes. 
7. Results of the acƟviƟes related to the Tutorial AcƟon Plan (TAP). 
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Management EvaluaƟon 
The evaluaƟon of leadership seeks to evaluate the teacher's commitment to related acƟviƟes 
to administraƟve management and leadership inside and outside EU Business School. Some 
of the criteria to evaluate are: 
1. ParƟcipaƟon in insƟtuƟonal acƟviƟes of the EU Business School. 
2. ParƟcipaƟon in management posiƟons of Bachelors, Masters, or MBAs. 
3. ParƟcipaƟon in quality commissions or internal and external commiƩees. 

Research EvaluaƟon 
Research or acƟviƟes related to scienƟfic research carried out by the teaching staff are 
evaluated by the Vice Dean for Research and Faculty Development. Among the criteria to be 
evaluated, the following are considered: 
1. ArƟcles published in indexed peer review journals. 
2. PresentaƟons on scienƟfic events (conferences, seminars, etc). 
3. Supervised capstone projects. 
4. Awards obtained. 
 

Faculty RecogniƟon 
The purpose of the recogniƟon is to promote excellence in teaching and research among 
faculty. Annually, Faculty Awards are proclaimed during the graduaƟon ceremony of each 
campus. They are granted in two modaliƟes: 
1. Teacher most rated by students (based on the results of the students reporƟng) 
2. Teacher with a beƩer teaching and research performance (based on the results of the 

Faculty EvaluaƟon Report) 

The proposals for improvement of that process are reflected in the IQAS AcƟon Plan and they 
are reviewed and updated at the end of every academic year. 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni Through established communicaƟon channels (surveys, suggesƟons, or 
complaints), students and alumni help assess the performance of faculty 

Management Staff Through the development of job funcƟons, meeƟngs and surveys, the 
management staff help idenƟfy improvements in the procedure 

Faculty Through meeƟngs, saƟsfacƟon surveys and parƟcipaƟon in the different quality 
commissions, teachers can idenƟfy improvements in the procedure 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Human Resources Policies Head of Human Resources 

Record Personalized Teaching Plan (PTP) Academic Dean / Vice-Dean for 
Research and Faculty Development 

Record Faculty Self-Assessment Report Vice-Dean for Research and Faculty 
Development 
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Record Faculty EvaluaƟon Report Vice-Dean for Research and Faculty 
Development 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% faculty with 
posiƟve evaluaƟon 

from students 

Student 
SaƟsfacƟon 

Survey 
Biannual ≥80% 

Number of teachers 
with a grade greater 
than 4 / Total Faculty 

% compliance with 
the Personalized 

Teaching Plan (PTP) 

Personalized 
Teaching Plan 

(PTP) 
Annual ≥80% 

Number of acƟons 
completed in the  

PTP / 
Total acƟons of the PTP 

% faculty with 
posiƟve evaluaƟon 

from Vice-Dean  

Faculty 
EvaluaƟon 

Report 
Annual ≥80% 

Number of teachers 
with a grade greater 
than 4 / Total Faculty 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

PSU01.03. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU02. Support to Students 

PSU02.01. Tutorial AcƟon Plan (TAP) 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Heads of Academics (one per Campus) 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
To ensure the mechanisms by which the Tutorial AcƟon Plan (TAP) is put into pracƟce, 
reviewed and improved, whose objecƟve is to carry out a personalised follow-up of students, 
providing them with the necessary tools to solve any need that arises throughout their stay at 
EU Business School. 
 

2. DESCRIPTION 
 
It is the responsibility of the centre to guarantee the support of the student as well as the 
follow-up throughout their studies. With this purpose, each EU Business School student is 
assigned to a tutor (Counsellor) who will be responsible for facilitaƟng adaptaƟon to the 
university environment, opƟmising the student performance, facilitaƟng personal and 
professional development, as well as the conƟnuity of studies. 
 
Although adherence to the Tutorial AcƟon Plan (TAP) is voluntary, all students are informed of 
it and once the first tutorial has been carried out, the student's file (that was opened and filled 
during the Admission process) is reviewed to include informaƟon on some of the following 
aspects:  

 Aim of the studies 
 Personal and family situaƟon 
 Availability of dedicaƟon to studies 
 Other acƟviƟes that the student develops 
 Interest in making an internaƟonal stay during the program 
 Future outlook at the end of studies 
 Areas where the student may have difficulƟes 
 Special learning needs (SLN) of the student that can require adaptaƟons 
 Wellbeing support needs (offering the service if needed) 

 
The counsellor assigned to each student is responsible for updaƟng the student's file with the 
informaƟon that is considered relevant, but any member of the academic team can have 
access to this informaƟon if necessary. 
 
Regarding the monitoring of the student's progress during the program, the Tutorial AcƟon 
Plan (TAP) focuses on the following acƟons: 
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 OrientaƟon and welcome at the beginning of the program 
 Accompaniment throughout the course aƩending to the needs of the student 
 Personalized monitoring of results in collaboraƟon with the academic team 
 Individual tutorials for the planning of the different stages of the program and 

resoluƟon of personal incidents 
 AƩenƟon to the student's special needs (if needed) 
 Access to psychological and emoƟonal support (if needed) 

 
The descripƟon of the plan and the results of requirements, as well as the improvement 
acƟons derived from them are included in the annual report of the Tutorial AcƟon Plan (TAP). 
 
The analysis of the results of the Tutorial AcƟon Plan (TAP) will help to determine the possible 
improvement acƟons that will be reflected in the school's improvement plan (PCI01.02. 
Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan). 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students 
Through the established communicaƟon channels (surveys, meeƟngs, group 
sessions, tutorials, etc.), students can help idenƟfy proposals for improving 
degrees. 

Management Staff 
Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
management staff can propose proposals for improving the degrees 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
proposals for improving degrees. The improvement proposals are reflected in 
the improvement plan of the monitoring report. 

Employers 
Through the established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can offer informaƟon regarding the evoluƟon of the parƟcipants' 
academic internships or job placement. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Tutorial AcƟon Plan (Catalogue) Counsellors /  
Head of Academics 

Record Requests registry Counsellors /  
Head of Academics 

Record SaƟsfacƟon Survey Quality Manager 

Record Results Report Head of Academics / 
Quality Manager 
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5. INDICATORS 

 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of support 
services offered in 

the TAP 

Tutorial AcƟon 
Plan Annual  

Number of support 
services offered in the 

TAP 

% student saƟsfacƟon 
with the TAP 

SaƟsfacƟon 
Survey Annual ≥ 80% % saƟsfacƟon with the 

Tutorial AcƟon Plan 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU02. Support to Students 

PSU02.02. Management of Academic Support for Students 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Head of Academics (one per Campus) 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
To ensure students a good learning and professional development throughout the program 
through accompaniment based on their academic needs. 
 

2. DESCRIPTION 
 
It is the responsibility of the centre to guarantee the support of the student as well as the 
follow-up throughout their studies. With this purpose, the centre carries out different acƟons 
aimed at receiving and guiding students during their stay at EU Business School. 
 
As one of the iniƟal steps in the academic accompaniment and counselling of students, the 
academic team made basic informaƟon available to them for the development of their 
experience in the school and the program in which they have enrolled:  

 Study plan and courses teaching guides 
 Teaching and exams calendars and Ɵmetables 
 Faculty team of the program 
 InformaƟon regarding internships and final project  
 InformaƟon regarding mobility programs 
 Academic regulaƟons 

 
From the academic department and the counsellors, students are also provided with the 
necessary informaƟon to carry out the academic and administraƟve procedures that they may 
require throughout the development of the program (enrolment modificaƟons, special 
requests, change of program, etc.) 
 
Academic and professional guidance is managed jointly by the academic team, counsellors and 
the careers department, if necessary. Although we work to promote the autonomy of students 
in their academic and professional planning, the centre also carries out support work in a 
direct and personalised way.   
 
In addiƟon, the academic team is responsible for monitoring the students (in collaboraƟon 
with the counsellors) in terms of their academic progression, as well as advising them 
regarding their curricular trajectory and the learning process, recommending study methods 
and indicaƟng the resources available at the centre. 
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The Academic team and the Dean are also involved in moderaƟon of conflicts and disciplinary 
acƟons, if necessary. A one to one meeƟng is scheduled (aligned with the Academic Guidelines 
procedures) in order to evaluate the needs of the situaƟon and, aŌer that, a resoluƟon is sent 
to the students involved with the final decision.  
 
AŌer the evaluaƟon process, the students have the opportunity to appeal (with an applicaƟon 
form where they can add any evidence or explanaƟon). AŌer the applicaƟon, the student will 
receive a communicaƟon with the resoluƟon and the final grade reviewed.  
 
Annually, a saƟsfacƟon survey is carried out to collect feedback from students regarding the 
support received and thus analyze the results obtained. The analysis of the results will help to 
determine the possible improvement acƟons that will be reflected in the school's 
improvement plan (PCI01.02. Measurement and Analysis of results and ConƟnuous 
Improvement (AcƟon Plan). 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students 
Through the established communicaƟon channels (surveys, meeƟngs, group 
sessions, tutorials, etc.), students can help idenƟfy proposals for improving 
degrees. 

Management Staff 
Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
management staff can propose proposals for improving the degrees 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, teachers can idenƟfy and propose 
proposals for improving degrees. The improvement proposals are reflected in 
the improvement plan of the monitoring report. 

Employers 
Through the established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can offer informaƟon regarding the evoluƟon of the parƟcipants' 
academic internships or job placement. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Support AcƟons registry Counsellors /  
Head of Academics 

Record SaƟsfacƟon Survey Quality Manager 
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5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

Number of support 
acƟons Database Annual  Number of support 

acƟons 

% student saƟsfacƟon 
with the support 

service 

SaƟsfacƟon 
Survey Annual ≥ 80% 

% student saƟsfacƟon 
with the support 

service 

 
 

6. VERSION HISTORY 
 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU03. Resources and Services Management 

PSU03.01. Resources Management and Improvement 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Campus Managers (One per Campus) 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
To plan and manage the material resources to provide the Centre with the infrastructures, 
informaƟon technologies, faciliƟes, materials and equipment necessary to guarantee 
academic acƟvity. 
 

2. DESCRIPTION 
 

The management of material resources begins with the planning of the school's needs, then 
the acquisiƟon or purchase of these resources and finally their maintenance. 

The person responsible for its management promotes the renewal and adaptaƟon of material 
resources. 

Material resources come from needs or improvements of: 

- Spaces and faciliƟes 

-Equipment 

-TIC 

- Teaching needs: Audiovisual resources and/or materials for teaching 

Material resource planning 

For each academic year and programmed project, the corresponding collecƟon of material 
resource needs will be made for the preparaƟon of the budget. Every department or campus 
building needs to create their own budget. 

Other areas of the Centre may idenƟfy needs or proposals for improvement and are reviewed 
and approved by the members of the ExecuƟve CommiƩee. 

AcquisiƟon of material resources 

Once the budget and the investment plan have been approved, the process of purchases, 
works and investments is acƟvated by the agents involved.  

The FaciliƟes Manager works on this process and could ask for some support from the Campus 
Directors. 
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Maintenance of material resources 

In order to ensure the correct state of conservaƟon and operaƟon of the material resources 
incorporated in the centre, conƟnuous control and maintenance is carried out and supervised 
by the different areas. 

The Campus Management and team receives any incidents that may occur and communicates 
them to those responsible for the management of material resources.  

Once the analysis is carried out, the possible improvement acƟons are reflected in the 
improvement plan of the centre and/or the degree. 

 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through established communicaƟon channels (surveys, meeƟngs, focus groups, 
tutorials, etc.), students and alumni can help idenƟfy improvements or material 
resource needs 

Management Staff 

Through the channeling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of programs, work 
environment surveys and performance evaluaƟon, management staff can 
idenƟfy improvements or material resource needs 

Faculty 
Through meeƟngs with students, alumni, faculty of the body teachers, 
saƟsfacƟon surveys, communicaƟons in global classroom forums, teachers can 
idenƟfy and propose proposals for improvement related to material resources. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Improvement plan Quality Manager 

Record Budget previous year FaciliƟes Manager /Campus 
Managers 

Record Current butget FaciliƟes Manager /Campus 
Managers 

Record ORP Plan (PrevenƟon of OccupaƟonal 
Risks) Human Resources Manager 

 
5. INDICATORS 

 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% student 
saƟsfacƟon 

regarding to material 
resources 

Results  
Quality surveys Annual ≥ 80% 

Students Responding  
excellent or over Total 
of Survey Responses 
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% saƟsfacƟon of  
Faculty and staff  

regarding to 
material resources 

Results  
Quality surveys Annual ≥ 80% 

Faculty and Staff 
Responding  

excellent or over Total 
of Survey Responses 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

PSU03.01. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PSU03. Resources and Services Management 

PSU03.02. Services Management and Improvement 
TYPE / AUDIT DIMENSION SUPPORT PROCESS / Dimension 6. Learning resources and student support 
PROCEDURE’S OWNER Campus Managers (One per Campus) 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Establish and manage the centre's services necessary to guarantee academic excellence and 
opƟmise their use by students and other stakeholders. 
 

2. DESCRIPTION 
 
The services are classified as Student Care Services and Internal Services. The management of 
the services begins with the detecƟon/planning of the centre's needs, then the acquisiƟon or 
contracƟng of these services and finally the control of them. 

The person in charge promotes the renewal and adaptaƟon of services. Services come from 
needs or improvements of: 

 Student Care Services: ReservaƟon of classrooms/rooms, Libraries, access to the 
faciliƟes, Café, Reprography, Helpdesk, etc 

 Internal Services: Cleaning, repair or maintenance of audiovisual faciliƟes and 
equipment, servers, intranet, Wi-Fi, computer support, etc., travel and contracƟng of 
services, event recording, translaƟon services, event logisƟcs (graduaƟon, 
inauguraƟon...), etc. 

Service Discovery/Planning 

For each academic year and programmed project, the programming area and the student 
services department will be planning and collecƟng their corresponding service needs for the 
preparaƟon of the budget that will be added to the faciliƟes and student services budget of 
the centre. At the same Ɵme, the Infrastructure, Internal Services and IT Managers plan and 
collect needs to prepare the budget that will be prepared by the AdministraƟon and Finance 
Manager. 

Other areas of the Centre may idenƟfy needs or proposals for improvement and are reviewed 
by OMNES Group, for validaƟon and inclusion in the overall budget.  

The Head of Academic is the interlocutor for the allocaƟon of spaces and the control of 
incidents that may arise in the provision of the service. 
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Procurement/contracƟng of services 

Once the budget and the investment plan have been approved, the process of acquiring or 
contracƟng the services by the agents involved is acƟvated. This process includes requests 
from the different areas, the request for quotes from suppliers, the acquisiƟon or contracƟng 
and payments and the provision of the service. 

 

Monitoring, analysis of results and accountability 

In order to analyse the correct development of services acquired/contracted, informaƟon is 
collected as follows: 

 ConsultaƟons with the areas involved on the performance of the suppliers used. 
 Degree of student saƟsfacƟon with the provision of the service (libraries, Helpdesk, 

room reservaƟons, etc.) 
 Degree of saƟsfacƟon with the work environment surveys. 
 Degree of saƟsfacƟon of teachers with the services provided. 
 SuggesƟons from any stakeholder group (students, management, faculty and 

employers) that serve to evaluate and establish an improvement plan. 
 Student incidents or complaints (see PST03.02. Management and review of 

complaints and suggesƟons) 
 Improvement plan for the review report of the Internal Quality Assurance System 

(IQAS) 
 AccreditaƟon self-report and improvement plan. 
 TickeƟng system with OMNES (for tracking the incidences) 

Once the analysis is carried out, the possible improvement acƟons are reflected in the 
improvement plan of the centre and/or the degree. 

 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni Through established communicaƟon channels (surveys, meeƟngs, focus groups, 
tutorials, etc.), students can help idenƟfy improvements or service needs 

Management Staff 

Through the channeling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of programs, work 
environment surveys and performance evaluaƟon, management staff can 
idenƟfy improvements or service needs. 

Faculty 
Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in global classroom forums, faculty can idenƟfy and propose 
proposals for improvement related to services. 
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4. ASSOCIATED RECORDS 
 

DOCUMENT TITLE OWNER(S) 

Record Budget and investment plan Finance Director 
Record Service contracts FaciliƟes Manager  
Record TickeƟng System (for IT requests) IT Department 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% student 
saƟsfacƟon 

regarding to services 

Results 
saƟsfacƟon 

surveys 
Annual ≥ 80% 

Students Responding 
excellent or over Total 
of Survey Responses 

% saƟsfacƟon of 
Faculty and staff 

regarding to services 

Results 
saƟsfacƟon 

surveys 
Annual ≥ 80% 

Faculty and Staff 
Responding 

excellent or over Total 
of Survey Responses 

 
6. VERSION HISTORY 

 

VERSION APPROVAL DATE REASON FOR MODIFICATION 

PSU03.01. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PCI01. ConƟnuous Improvement and Quality Assurance 

PCI01.01. DefiniƟon and CollecƟon of InformaƟon 

TYPE / AUDIT DIMENSION CONTINOUS IMPROVEMENT PROCESS / Dimension 7. ImplementaƟon of 
academic quality and results management systems 

PROCEDURE’S OWNER Quality Manager / Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Establish the way in which the school defines and collects the results from the learning 
processes and the indicators on the employability of students and the saƟsfacƟon of the 
stakeholders, with the intenƟon of facilitaƟng the cycle of conƟnuous improvement and the 
idenƟficaƟon of opportuniƟes for improvement. 
 

2. DESCRIPTION 
 
Results CollecƟon 
The Quality area proposes an annual scoreboard within the framework of the school’s quality 
policy and objecƟves. This table should specify the categories into which the results are 
grouped, the indicators, the mechanisms for obtaining data and the body responsible for 
obtaining them.  
 
Generally, this table includes:  
 
Indicators of the learning process 

 Analysis of IQAS process results and reports: 
o PST02.01. Porƞolio Strategy and Planning 
o PK01.01. Student entry and Recruitment profile 
o PK01.02. Access, Admission and Enrolment 
o PK01.03. Welcome, Support and Guidance to new students 
o PK02. Porƞolio Development 
o PSU02. Support to Students 
o PK03.02. Mobility 
o PSU02.01. Tutorial AcƟon Plan (TAP) 
o PSU02.02. Management of Academic Support for Students 

 Indicators of student academic performance 
 
Indicators on employability 

 Analysis of IQAS process results and reports: 
o PK03.01. Internship 
o PK03.03. Complementary Academic AcƟviƟes 
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o PK05. Professional OrientaƟon and Alumni 
  
Indicators on the saƟsfacƟon of stakeholders 

 Surveys prepared by the centre 
 Indicators collected by the centre 
 Analysis of IQAS process results and reports: 

o PST04. Accountability 
o PK02. Porƞolio Development 
o PST03.02. Management and review of claims and suggesƟons 
o PCI01. ConƟnuous Improvement and Quality Assurance 

 
The reliability of the results collected is guaranteed by the collaboraƟon and parƟcipaƟon of 
different stakeholders, by the interacƟon with the Quality CommiƩee and the raƟficaƟon of 
the collegiate governing bodies. 
 
Analysis of the Results 
In order to analyse the results collected that reflect the centre's quality policy, the Quality 
CommiƩee prepares an annual Indicators Report and proposals for improvements, which 
includes the results of the defined indicators, as well as the conclusions and the necessary 
correcƟve and improvement acƟons.  
 
Finally, the parƟcipaƟon of all stakeholders in the analysis of the results is guaranteed by 
means of the informaƟon published on the website (PST04.01. Public informaƟon and 
Transparency) and the existence of the different channels of parƟcipaƟon (PST03.02. 
Management and review of complaints and suggesƟons). 
 
In addiƟon to the analysis of the results of the training programmes through the monitoring 
reports of the degrees, the Quality CommiƩee annually evaluates the scoreboard and the 
mechanisms for obtaining the data, proposing, if it deems it necessary, the relevant 
modificaƟons to the Academic Council, where it is determined which modificaƟons go to the 
Management CommiƩee for final approval.  
 
In the same way, the Academic Council may request the review of the mechanisms for 
obtaining the indicators or the modificaƟon of the scoreboard. 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, etc.), students and alumni can help idenƟfy proposals for 
improving degrees. Likewise, a student is part of the Quality CommiƩee. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
the management staff can propose proposals for improving the degrees. 
Another way of parƟcipaƟng is through the suggesƟons and comments received 
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in the public exhibiƟon phase of the degree improvement plans. Likewise, 
representaƟves of the management staff are part of the Quality CommiƩee. 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in forums, teachers can idenƟfy and propose proposals for 
improving degrees.  
The improvement proposals are reflected in the improvement plan of the 
monitoring report or accreditaƟon self-report. Another way of parƟcipaƟng is 
through the suggesƟons and comments received in the public exhibiƟon phase 
of the degree improvement plans. Likewise, a teacher is part of the Quality 
CommiƩee. 

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that students 
should have and thus idenƟfy degree improvements. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Monitoring reports Quality Manager 

Record Improvement plan Quality Manager 
Record Quality CommiƩee Minutes Quality Manager 
Record EvaluaƟon report Quality Manager 

 
5. INDICATORS 

 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% of improvement 
proposals closed 
within the 
established deadline 

Monitoring 
reports Annual ≥ 80% 

Number of 
improvement 

proposals closed within 
the established 
deadline / Total 
improvement 

proposals 

% of favourable 
compleƟon of 
proposals within the 
established deadline 

Monitoring 
reports Annual ≥ 80% 

Number of 
improvement 

proposals closed 
favourably / 

Total Improvements 
Proposals Closed 

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PCI01. ConƟnuous Improvement and Quality Assurance 

PCI01.02. Measurement and Analysis of results and ConƟnuous Improvement (AcƟon Plan) 

TYPE / AUDIT DIMENSION CONTINOUS IMPROVEMENT PROCESS / Dimension 7. ImplementaƟon of 
academic quality and results management systems 

PROCEDURE’S OWNER Quality Manager / Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Establish the way in which the school collects, analyses and makes public the results associated 
with the learning processes and the saƟsfacƟon of stakeholders, as well as their influence on 
decision-making for conƟnuous improvement. 
 

2. DESCRIPTION 
 
Based on the results of the quality assessments, the development of teaching and its academic 
results, the analysis of the strengths and weaknesses of the degree, the proposals for 
improvement and any other informaƟon that may be significant (saƟsfacƟon surveys, 
evaluaƟon of the degrees, review of the porƞolio, etc.), an in-depth analysis is carried out that 
results in the Improvement Plan.  
 
The Quality Department assesses the results and prepares the monitoring report of the 
degree, which includes a conƟnuous improvement plan, in accordance with the 
recommendaƟons of the accreditaƟon guides. 
 
During the public exhibiƟon phase of the degree improvement plans, stakeholders can provide 
suggesƟons and comments. Feedback on opportuniƟes for improvement is also received from 
each of the EU Business School campuses. 
Each follow-up report is reviewed by the Academic Council, which can propose further 
improvements, recommending a new revision if necessary.  
 
If required, it is the Quality Area who sends the monitoring report to the Quality Agency in 
charge of issuing the corresponding assessment report.  
 
From this point, the proposals for improvement are implemented within the defined 
deadlines. Possible improvement acƟons are reflected in the school's improvement plan 
(PCI01.02. Measurement and Analysis of results and ConƟnuous Improvement). 
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3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, etc.), students and alumni can help idenƟfy proposals for 
improving degrees. Likewise, a student is part of the Quality CommiƩee. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
the management staff can propose proposals for improving the degrees. 
Another way of parƟcipaƟng is through the suggesƟons and comments received 
in the public exhibiƟon phase of the degree improvement plans. Likewise, 
representaƟves of the management staff are part of the Quality CommiƩee. 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in forums, teachers can idenƟfy and propose proposals for 
improving degrees.  
The improvement proposals are reflected in the improvement plan of the 
monitoring report or accreditaƟon self-report. Another way of parƟcipaƟng is 
through the suggesƟons and comments received in the public exhibiƟon phase 
of the degree improvement plans. Likewise, a teacher is part of the Quality 
CommiƩee. 

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that students 
should have and thus idenƟfy degree improvements. 

 
4. ASSOCIATED RECORDS 

 

DOCUMENT TITLE OWNER(S) 

Record Monitoring reports Quality Manager 

Record Improvement plan Quality Manager 
Record Quality CommiƩee Minutes Quality Manager 
Record EvaluaƟon report Quality Manager 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% of improvement 
proposals closed 
within the 
established deadline 

Monitoring 
reports Annual ≥ 80% 

Number of 
improvement 

proposals closed within 
the established 
deadline / Total 
improvement 

proposals 
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% of favourable 
compleƟon of 
proposals within the 
established deadline 

Monitoring 
reports Annual ≥ 80% 

Number of 
improvement 
proposals closed 
favourably /  
Total Improvements 
Proposals Closed  

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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PCI01. ConƟnuous Improvement and Quality Assurance 

PCI01.03. Approval, ModificaƟon of Procedures and Control of the DocumentaƟon 

TYPE / AUDIT DIMENSION CONTINOUS IMPROVEMENT PROCESS / Dimension 7. ImplementaƟon of 
academic quality and results management systems 

PROCEDURE’S OWNER Quality Manager / Vice-Dean for EducaƟon & Academic Affairs 
VERSION v01 (IniƟal Version) 
APPROVAL DATE XX/XX/XXXX 

 

1. PURPOSE OF THE PROCEDURE 
 
Establish the system to control the preparaƟon, distribuƟon, modificaƟon, and withdrawal of 
all applicable documentaƟon within the Internal Quality Assurance System (IQAS), as well as 
define the necessary controls for the idenƟficaƟon, storage, protecƟon, recovery, retenƟon 
Ɵme and disposiƟon of the records applicable to it. 
All this in order to ensure that all IQAS documentaƟon is accessible at all Ɵmes and, if 
necessary, distributed to interested parƟes, providing evidence of compliance with the 
established requirements and guidelines, as well as the effecƟve operaƟon of IQAS. 
 

2. DESCRIPTION 
 
Management of IQAS documentaƟon 
The IQAS consists of the following internal documents: 

 Quality Policy 
 Quality Manual 
 IQAS Process Map  
 Quality Procedures 
 Indicators 

 
PreparaƟon and/or modificaƟon of documentaƟon 
The internal quality documents are prepared by the heads of each area in collaboraƟon with 
the quality area, once the needs for preparaƟon/modificaƟon by any person linked to EU 
Business School have been idenƟfied. 
 
Once the document or its modificaƟon has been prepared, its review is requested from the 
Quality CommiƩee. This commiƩee checks whether the document is consistent with higher-
ranking documents and with the legal provisions in force and proposes it, if it is correct, to the 
Academic Council for subsequent approval by the Management CommiƩee.  
Otherwise, the Quality CommiƩee returns the document to its manager for correcƟon.  
As a result of the IQAS review process and the Centre's Quality Policy, the Quality CommiƩee 
may modify the internal documents, introducing the corresponding changes and preparing a 
new version. In this case, prior to the approval of the document, a review of it by the person 
in charge and the stakeholders involved in it is requested. AŌer this review, the document is 
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proposed to the Academic Council for subsequent approval by the Management CommiƩee, 
as in the usual procedure. 
 
DocumentaƟon Review 
Annually, the Quality CommiƩee iniƟates the process of reviewing all IQAS documentaƟon, 
requesƟng the areas responsible for the procedures to validate its content, and, where 
appropriate, the changes they deem appropriate to adapt them to the changes that have been 
made.  
This review process is coordinated in each centre by the Quality Manager, who, in turn, must 
ensure the alignment of all internal documentaƟon with external documentaƟon.  
As a rule, those responsible for each of the procedures are those who carry out the review 
process iniƟated by the Quality CommiƩee. Failing that, such review may be carried out by the 
CommiƩee itself, but the approval will be subject to validaƟon by the area responsible for it. 
Thus, the revision of all documentaƟon may lead to the preparaƟon of new documents or the 
modificaƟon of exisƟng ones, following the procedure described in this document. 
Likewise, the Quality CommiƩee must inform all the groups involved of the changes that have 
been carried out in the last period, as well as evaluate, if necessary, new needs that may arise, 
all the conclusions being reflected in the minutes of the CommiƩee. 
 

3. STAKEHOLDERS INVOLVED 
 

STAKEHOLDER MODE OF PARTICIPATION 

Students and Alumni 
Through the established communicaƟon channels (surveys, meeƟngs, focus 
groups, tutorials, etc.), students and alumni can help idenƟfy proposals for 
improving degrees. Likewise, a student is part of the Quality CommiƩee. 

Management Staff 

Through the channelling of informaƟon received by students and teachers, 
parƟcipaƟon in focus group acƟviƟes or 360º evaluaƟon of the programmes, 
the management staff can propose proposals for improving the degrees. 
Another way of parƟcipaƟng is through the suggesƟons and comments received 
in the public exhibiƟon phase of the degree improvement plans. Likewise, 
representaƟves of the management staff are part of the Quality CommiƩee. 

Faculty 

Through meeƟngs with students, alumni, faculty, saƟsfacƟon surveys, 
communicaƟons in forums, teachers can idenƟfy and propose proposals for 
improving degrees.  
The improvement proposals are reflected in the improvement plan of the 
monitoring report or accreditaƟon self-report. Another way of parƟcipaƟng is 
through the suggesƟons and comments received in the public exhibiƟon phase 
of the degree improvement plans. Likewise, a teacher is part of the Quality 
CommiƩee. 

Employers 
Through established communicaƟon channels (surveys, meeƟngs, etc.), 
employers can provide informaƟon on skills and knowledge that students 
should have and thus idenƟfy degree improvements. 
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4. ASSOCIATED RECORDS 
 

DOCUMENT TITLE OWNER(S) 

Record Monitoring reports Quality Manager 

Record Improvement plan Quality Manager 
Record Quality CommiƩee Minutes Quality Manager 
Record EvaluaƟon report Quality Manager 

 
 

5. INDICATORS 
 

INDICATOR DATA SOURCE PERIODICITY REFERENCE VALUE METHOD OF 
MEASUREMENT 

% of improvement 
proposals closed 
within the 
established deadline 

Monitoring 
reports Annual ≥ 80% 

Number of 
improvement 

proposals closed within 
the established 
deadline / Total 
improvement 

proposals 

% of favourable 
compleƟon of 
proposals within the 
established deadline 

Monitoring 
reports Annual ≥ 80% 

Number of 
improvement 
proposals closed 
favourably /  
Total Improvements 
Proposals Closed  

 
6. VERSION HISTORY 

 

VERSION APPROVAL 
DATE REASON FOR MODIFICATION 

Pxxxx. /v01 XX/XX/XXXX Internal Quality Assurance System procedures iniƟal design 
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