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1. INTRODUCTION

This assessment of Ganja State University (GSU) SER provided by the University of Alicante has been undertaken in accordance with the guidelines provided 
by the Project Co-ordinator.  According to the guidelines the assessment should:

The starting point or assessment of the institutional reports is the European standards and guidelines (ESG). But the main focus is the organization of the QA-
system at the institutions. 

Consequently, the assessment of this SER has been challenging given the fact that GSU took ISO 9001:2015 as the point of reference from which to conduct 
an internal self-evaluation. Following on from the provided Guidelines for Assessment an extract of which appears above, UA has adopted an approach to this 
assessment, that hopefully, provides meaningful feedback from which this Institution can move forward to at least integrate existing QA practices to reflect 
some of the principals of the ESG 

The first thing to be noted is that GSU does not have an Institutional strategy/ vision from which to orient its internal QA policy.  However, there is a level of 
awareness regarding the necessity of quality assurance and the university has an Ombudsman (acting on the part of students), as well as some monitoring 
processes/mechanisms.  The problem is that the internal QA functions are not part of a coherent framework neither documented nor accessible to all 
stakeholders. In addition, monitoring processes appear to be centralized by university management, ad hoc and not well documented. Also, there is no QA 
department and no over-arching information management.  

Consequently, if GSU has a future aspiration to enter the EHEA it needs to be aware that the ESG were formulated to provide a comprehensive and a bottom-
up process for HEI quality assurance.  We aware that current Ministry of Education directives, legislation, etc. may dictate the present top-down approach and 
that there will be a time-lag for both the legislators, and universities to make the transition to a bottom-up approach to QA.  This present situation, however, 
does not prevent individual universities from taking small and realistic moves towards the integration of ESGs to help shape future internal QA systems. As 
well as contributing to the emergence and acceptance of a QA culture in the HEI landscape.
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In order to provide user-friendly and practical assessment of GSU’s SER we have adopted the same approach as that applied to Azerbaijan State Pedagogical
University: 

(a) Provide feedback to help GSU reflect on existing QA efforts as these have been identified in the SER as aligning with the requirements of ISO 
9001:2015; and in the second part of the assessment,

and, and then develop a Plan of Action that will help GSU to:

(b) Identify synergy between existing QA processes/mechanisms and the principals outlined in the ESG; and,
(c) Provide a template of improvement action plan that could be used by GSU to take the short-term action necessary to begin the process of integration 

of the principals of the ESG into day-to day institutional activities

2. Assessment of how well current QA efforts align with objectives for QA systems specified in ISO 9001:2015

As GSU does not have a functioning and documented internal QA system neither does it have a QA office/department UA comments are based on the 
feedback from a Focus Group and a survey (presumably the recipients were the same as those of the Focus Group?).  It is evident from the SER that 
compliance with the requirements of ISO:9001 2015 is either weak or fairly non-existent. One of the problems with this internal review is that the Focus Group 
was not entirely representative of all of the target groups that are generally involved in such a process. In the event that there had been input from most of the 
affected stakeholders, the SER may have reflected a far more comprehensive picture of the current state-of-play within the Institution. 

Neither is it clear if a sound methodology was applied with which to identify compliance or non-compliance with ISO 9001:2015. Or exactly how involved 
University management were involved in the ‘self-evaluation’ process.  Consequently, we remain unclear if the feedback provided in this assessment will be 
viable or practical for this Institution and further more if the desired impact of the EQAC Project will become a meaningful aspiration for GSU.  If more 
information had been provided perhaps the external expert may well have been able to present a far more meaningful and/or realistic assessment of ISO 
9001:2015 related activities.

It also appears that the respondents to the ‘survey’ were the same as those that participated in the Focus Group painting an incomplete picture of the affected 
actors.  Perhaps the starting point for GSU will be to engage in internally guided capacity building in how to develop and implement a Stakeholder 
Identification and Engagement Plan. This does not have to be a sophisticated, costly or time-consuming process. The idea will be to identify the key 
stakeholders and then to establish exactly how best to engage with these important actors.  In fact, Stakeholder Identification and Engagement is a 
fundamental step to invoking a culture of QA within the Azerbaijani HEI landscape. 

The table provided below provides some commentary on how GSU could take the necessary steps to strengthen existing QA functions. Bearing in mind that 
this SER does not address all of the criteria specified by ISO 9001:2015 the table only contains a summary of the specified shortcomings – or non  conformity 
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- of the present QA system and some suggestions provided by the external expert as to what steps can be taken to strengthen the Institution’s QA efforts. A 
revision of the first assessment of the GSU SER by way of a face-to-face in Baku, October 2018 has provided additional information which has been added to 
the table below.  In addition, some comments have been included that may help GSU to crystalise institutional thinking and action in terms of producing a 
QMS and the related internal QA Plan. Now the challenge for GSU is to develop an Institutional strategy/vision or objectives as the foundation of a QA policy 
or plan. And, then to focus on exactly how existing QA efforts can embody the principals of the ESG (outlined in the second part of this assessment) to begin 
this process.

Issue as identified by 
ISO 9001:2015

Conformity Non-conformity Areas for Improvement

1. Understanding the 
organisation and its 
context

Internal and external issues identified to some 
extent.  

Internal: Teaching and learning process to be 
automated this year. Issues such as workplace 
ethics, quality of teaching are evaluated and 
reported to university administration on a weekly 
basis.

An Education Centre has been established the 
aims of which are to provide support to teaching 
staff as well to monitor overall academic progress.

There needs to be a well thought out short 
term institutional strategy and the 
associated external aspirations.  This then 
needs to be made public so that all 
stakeholders are aware of the direction the 
institution intends to take over the short 
term.

Weekly monitoring is an arduous and time-
consuming task.  This particular evaluation 
process could be incorporated into an 
overall QA process that seeks to monitor the
teaching-learning experience in a far more 
streamlined way.

Identify the way in which these 
experience/capacity building activities can 
be used as the basis for developing QA 
mechanisms that: 1. Improve student’s 
learning experience and professional 
development for staff; and, 2. Eventually 
become pillars of a QA policy framed around
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1.1 Understanding the 
organisation and its 
context

1.2 Understanding the 
needs and expectations
of interested parties

External: GSU is involved in many projects funded
by EACEA and the EC. The Promoting Excellence
in Teaching and Learning in Azeri universities 
provides the opportunity for academic professional
development in teaching methodologies and 
through another KA1 project the opportunity to 
improve language skills.  The university also 
collaborates with the MoE at different levels and in
many projects.

Regular surveys are conducted but are not online.
Results of student surveys are used to develop 
some study programs.

GSU has an Ombudsman who is the interface 
between students and the institution

External and influential stakeholders are 
represented internally by way of Student 
Trade Union and Student Youth organisation as 

While the university participates actively in 
many international and national HE 
projects there is no apparent 
comprehensive plan that allows the 
institution to incorporate and build on the 
capacity building expertise gained from this
experience.

It seems that there is plenty of feedback 
gathered from surveys however there is no 
IMS with which to gain meaningful analysis
of the information/data collected from 
surveys.

The process of how students interact with 
the GSU, how feedback is used to 
overcome non-conformities is not 
documented or if it is, it was not offered 
during the SER neither at the interview.

No formal methods or means by which to 
gather feedback from all stakeholders 
exist.

ESGs.

I

In order to ensure that surveys provide 
meaningful results, incorporate the 
Sociology Dept or Psychology Dept (if 
indeed these exist) to provide input to the 
development of surveys and questionnaires 
that provide meaningful results. Place 
surveys/questionnaires online as soon as 
possible.

This unit of GSU needs to be a critical actor 
and should be part of student support 
activities within the QA process.  The 
feedback from this unit needs to be used to 
bolster the quality of all student support 
services and for improvement of the 
teaching-learning process

Feedback from these entities will be critical 
to the functioning of an internal QA system.
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1.3 Determining the scope 
of the quality 
management system

1.4 Quality management 

well as other clubs oriented to on-campus student 
activities.

Quality functions exist but are fragmented at 
various of institutional activity

Some quality processes and mechanisms exist at 
various levels of the institution

There is no IMS.

As for above and existing processes and 
mechanisms to be incorporated into the 
IMS.

No evidence offered in the SER neither 
during the interview October 2018

Refer to above comments

Need to identify all stakeholders from both 
within and without the institution.  Undertake
comprehensive Stakeholder Mapping and 
Engagement Exercise.  

QA dept needs to be established, roles of 
employees defined, reporting system/tools 
defined, training at some future point in time
in ESG and other relevant areas for 
successful QA. Develop a QMS and internal
QA system as soon as possible.

This should be determined as a matter of 
priority.

Refer to above comments
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system and its processes

2. Leadership

2.1 Leadership and 
commitment

1.1.2Customer Focus

The institution does not appear to have published 
a strategy neither any short or long-term 
objectives – the stated focus of activity is student 
tuition and the benefits that academic research 
brings to GSU. University management carry out 
their duties as required by the institutional charter 
and regulations. Just how well they execute these 
functions does seem to be a QA priority.

Student surveys are conducted and Rector meets 
with students.

Student Ombudsman is accessible to students on 
a daily basis

University management develops, implement and 
maintains QA Policy.

Policy developed by Academic Council, then 

There is most likely a commitment on the 
part of senior management to act to 
impliment internal QA as soon as 
reasonably possible, nevertheless nothing 
gained from the SER nor the interview 
indicates this intention.

This is an unnecessary waste of the 
Rector’s time and should become an 
automated reporting process.

The role of the Student Ombudsman and 
the relationship with students is not 
formally available.

Process is not obviously transparent.

Process is not transparent

As a matter of urgency, steps should be 
taken to define either an institutional 
strategy/vision/mission or some short or 
long-term institutional objectives that will 
provide a framework from which a 
comprehensive QA policy could be 
developed.  The strategy/and or objectives 
need to provide a conduit for GSU to 
eventually move into the EHEA.

Questions to be asked: What is the purpose 
of the surveys? How are the results of the 
surveys used to improve quality in 
education?
Do the results of these surveys become 
public?

It’s not clear exactly how this independent 
entity functions within the institution.  Does 
this entity have a charter?  If not, develop 
one that articulates the role of Ombudsman 
and ensure that all affected stakeholders 
understand how the unit functions.

As a first step, this needs to become a 
transparent process. Second step will be to 
take whatever could be incorporated into a 
QA system, then to make the formulation of 
policy a bottom-up approach that involves 
input from all affected Stakeholders.  Policy 
needs to be fit-for-purpose.

This process needs to be revised so that 
changes to policy is accessible by all 
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2.Policy

2.2.1 Establishing the QA 
Policy

2.2.1 Communicating the 
quality policy

2.3 Organizational roles, 
responsibilities and 
authorities

implemented by administration entities.

It appears the aim here is to evaluate teaching 
practices. Monitoring groups have been 
established and report results.  A notable 
improvement in the level of teaching has been 
observed.

No information provided

Process and results need to be made 
available to all stakeholders

stakeholders

First step will be to determine how this QA 
mechanism fits with an overall QA system.  
Then to document how this mechanism 
functions and fits into the overall system

3.Planning

3.1 Quality objectives and 
planning to achieve them

This activity is fragmented throughout the 
Institution. Workplans are developed by Faculties, 
Depts etc. Workplans are determined by 
Administration which are evaluated by Academic 
Council. Objectives and plans updated every 
semester.

Not a formalised and transparent system. This could become a less tedious activity if it
was annual task.  Monitoring and evaluation
process need to be fully developed and then
documented which can be incorporated into 
overall QA plan/policy at a later date.

4.Support
4.1 Resources
4.1.1 General

4.1.2 People

It appears that some consideration is given to how
resources are used and there is collaboration with 
external providers

Decided by Rector and Vice Rector for training

Not a formalised and transparent system

Decision is taken by Senior Management 
without input from all affected stakeholders

As a priority, some kind of QA 
mechanisms/processes need to be 
developed to ensure that Institution has all 
of the necessary resources at its disposal

Needs to be addressed as a matter of 
priority so that Human Resource 
Management becomes embedded in QA 
policy/ system
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4.1.3 Infrastructure

4.1.4 Environment

4.1.5 Monitoring and 
measuring resources

4.1.6 Organizational 
knowledge

4.2 Competence

4.3 Awareness

Infrastructure appears to be fit-for-purpose

Stable environment however no indication of 
whether or not there is conformity of Institutional 
activities with requirements of MoE, other 
interested parties, etc.

Some monitoring activity takes place in 
accordance with protocols and guidelines

No information provided

Knowledge exists but is centralised

Management of this area exists but it is 
fragmented 

Those engaged in QA activities and improved 

Control mechanisms and processes not 
identified

Refer to above comment

Not a bottom up approach and there are no
dissemination mechanisms

Lacking in many areas

No awareness raising plan or strategy

Monitoring and evaluation process required

Each institutional activity needs to be: 
broken down into its individual parts and 
then monitoring procedures/processes 
developed 

An annual comprehensive and transparent 
Environmental Audit is required

Decentralise organizational knowledge

How will the reporting chain function?  Train 
those responsible in QA processes and 
systems. Create monitoring evaluation 
process that feeds into other relevant QA 
activities/mechanisms/processes

Training sessions required to lift awareness 
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4.4 Communication

4.5 Documented information

performance have some awareness of what is 
required.

Lines of communication in place

No information provided

No formal lines of communication

in the need for and functioning of QA 
systems

Clear and fit-for-purpose communication 
channels need to be established.  Detail 
needs to be documented and made public

Refer to comments for Information 
Management

5. Performance evaluation

5.1.1 General

5.1.2 Customer satisfaction

5.1.3 Analysis and 
evaluation

5.2 Internal audit

5.3 Management Review

Monitoring of examination results and attendance 
– assumed to be student attendance.  Reports 
given to Rector on a weekly basis

No information provided

No formal system

No information provided

No information provided

Not a transparent process and no clear 
systematic use of these results

Does not constitute quality assurance 
analysis and evaluation

Lot of effort required here because this is 
one of the central tenets of QA. Perhaps run
a few sessions on the importance of 
Performance Evaluation, Key Performance 
Indicators and other monitoring tools – Key 
Performance Indicators, etc.

Refer to comments for 2.1.2

First step is to make this a transparent 
process

Needs to be compliant with ISO 9001:2015

Needs to be addressed so that it becomes a
comprehensive and transparent review 
conducted on a regular basis
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6. Improvement

6.2 Nonconformity and 
corrective action

Currently the task of University Management. Clearly this an area of utmost 
importance for QA however there are 
no formal processes or mechanisms

Monitoring of non-conformity and corrective 
action needs to be decentralised once a 
clear internal QA process has been 
determined.  Equally important to articulate 
the role of student Ombudsman in this 
proces

3. EXISTING QA ACTIVITIES THAT CAN BE INCORPORATED INTO A PLAN OF ACTION WITH WHICH TO CONVERGE WITH ESG

Although GSU does not yet have an internal QA policy, there are however, some internal QA processes/mechanisms that fall into line with the principals 
articulated in the ESG (provided below).  In order to begin the integration of the ESG into existing QA activities, and to invoke a QA culture at all levels of the 
Institution, below is template (and the ESGs) that can be deployed to guide these efforts. Nevertheless, this task should not be commenced prior to a 
Stakeholder Mapping and Engagement exercise that:

(i) Identifies all of the affected target groups, and;
(ii) Provides an assessment of the influence these stakeholders have in the teaching/learning process

Also, it would be a fruitful for the Institution to obtain feedback from as many stakeholders as possible that will provide additional and useful information 
regarding the totality of existing institutional QA efforts.
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ESG REQUIREMENT EXISTING QA BUILDING 
BLOCKS THAT CONVERGE 
WITH ESG

IMPROVEMENT ACTION PERSON RESPONSIBLE FOR 
IMPLEMENTATION

DEADLINE

- QA POLICY

- DESIGN AND 
APPROVAL OF 
PROGRAMMES

- STUDENT CENTRED 
LEARNING, TEACHING
AND ASSESSMENT

- STUDENT ADMISSION,
PROGRESSION, 
RECOGNITION AND 
CERTIFICATION

Non-existent however some QA 
functions exist and are 
fragmented throughout the 
institution.  Currently, university 
management & Academic 
Council develop, implement and 
maintain QA 
processes/mechanisms

Workplans are developed at 
Faculty/Dept/Admin level and 
evaluated by Academic Council. 
Plans and objectives updated 
every semester

Capacity building in excellence in
teaching
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- TEACHING STAFF

- LEARNING 
RESOURCES AND 
STUDENT SUPPORT

- INFORMATION 
MANAGEMENT

- PUBLIC INFORMATION

- ON-GOING 
MONITORING AND 
PERIODIC REVIEW OF 
PROGRAMMES

- CYCLICAL EXTERNAL 
QUALITY ASSURANCE

Capacity building from 
ERASMUS+ & M of E projects, 
improvement of language skills

Student Ombudsman; Student 
Trade Union and Student Youth 
Organisation

Weekly monitoring; regular 
surveys. Monitoring groups have 
been established to report 
results re teaching practices. 
Some protocols and guidelines 
exist. Exam results and 
attendance are monitored.  
Reporting to the Rector on a 
weekly basis
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EUROPEAN STANDARDS AND GUIDELINES (2015)

POLICY

ESG Standard: 
Institutions should have a policy for quality assurance that is made public and forms 
part of their strategic management. Internal stakeholders should develop and implement 
this policy through appropriate structures and processes, while involving external 
stakeholders. 

DESIGN AND APPROVAL OF PROGRAMS

ESG Standard: 
Institutions should have processes for the design and approval of their programmes. 
The
programmes should be designed so that they meet the objectives set for them, including
theintended learning outcomes.

STUDENT CENTRED LEARNING, TEACHING AND ASSESMENT

ESG Standard:
Institutions should ensure that the programmes are delivered in a way that encourages 
students to take an active role in creating the learning process, and that the assessment 
of students reflects this approach.

STUDENT ADMISSION, PROGRESSION, RECOGNITION AND CERTIFICATION

ESG Standard:
Institutions should consistently apply pre-defined and published regulations covering all
phases of the student “life cycle”, e.g. student admission, progression, recognition and 
certification.

TEACHING STAFF

ESG Standard:
Institutions should assure themselves of the competence of their teachers. They should 
apply fair and transparent processes for the recruitment and development of the staff.

LEARNING RESOURCES AND STUDENT SUPPORT

ESG Standard
Institutions should have appropriate funding for learning and teaching activities and 
ensure that adequate and readily accessible learning resources and student support are 
provided.  Institutions should have appropriate funding for learning and teaching 
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activities and ensure that adequate and readily accessible learning resources and 
student support are provided.

INFORMATION MANAGEMENT

ESG Standard:
Institutions should ensure that they collect, analyse and use relevant information for the 
effective management of their programmes and other activities.

PUBLIC INFORMATION

ESG Standard:
Institutions should publish information about their activities, including programmes, 
which is clear, accurate, objective, up-to date and readily accessible.

ON-GOING MONITORING AND PÈRIODIC REVIEW OF PROGRAMMES

ESG Standard:
Institutions should monitor and periodically review their programmes to ensure that they
achieve the objectives set for them and respond to the needs of students and society. 
These reviews should lead to continuous improvement of the programme. Any action 
planned or taken as a result should be communicated to all those concerned.

4. CONCLUSIONS

GSU does not have an internal QA system, however, between the Academic Council, university 
management, academic and administrative staff and students there seems to be a level of 
awareness of the role that QA plays in the HEI sector.  Currently, internal QA activities are not 
well documented and processes/mechanisms are fragmented at various levels within the 
Institution.  The table provided in Section 1 details how QA efforts comply with the requirements 
of ISO 9001:2015.  However, as Azerbaijan is a signatory to the Bologna Process it would seem
timely, and less labour/resource intensive if GSU began to take small, fit-for-purpose steps 
towards aligning existing QA efforts with the ESG.  Bearing this in mind, and as previously 
stated the first important step will be to identify and engage with all of the relevant stakeholders.

In the second section of this assessment we have provided a template which GSU can adapt to 
suit its purposes.  The template is designed to identify where existing QA 
processes/mechanisms somewhat converge with the ESG.  The idea is for the Institution to 
engage in decision-making as to how it can take the necessary steps with which to develop an 
internal QA policy based on the ESG.  It is recommended that changes are introduced in a way 
that provide a bottom-up approach to internal QA and that these efforts suit the unique 
academic and teaching/learning environment of this particular Institution.
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