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ωThe Polytechnic Institute of Portalegre (IPP)

ωBasics of a Quality Management System (QMS)

ωQMS at IPP: Organisation | Auditing | Processes | Automation

ωWhat is Internationalisation in higher education

ωIPP internationalisation strategy

ωIPP QMS in internationalisation: Activities |Inputs 
|Bodies involved |Monitoring Tools |Matrix |Indicators |Targets | 
wŜǎǳƭǘǎ μ ¢ƘŜ ƎƻƻŘ ŀƴŘ ǘƘŜ ōŀŘΧ 

SUMMARY



IPP AT A GLANCE (students 2016-17)

Total

Short cycle courses
(Professional Courses 
- SC) 

32 60 55 23 170

First cycle courses 
(Bachelor - B)

359 494 237 312 1402

Second cycle courses
(Master - M)

130 64 25 125 344

Other 328

Students 521 618 317 460 2244

Teaching staff 64 69 29 35 197

Areas

Å Education. 
Teacher 
Training

Å Social 
Intervention

Å Tourism
Å Arts
Å Journalism/M

edia

Å Business Admin.
Å Informatics
Å Engineering
Å Bio-Energy
Å Multimedia
Å Design

Å Agronomy
Å Equine Sciences
Å Veterinary 

Nursing

Å Nursing
Å Dental 

Hygiene

Å Civil 
Protectio
n and 
Care



PURPOSE OF A QMS

A systemby which anorganizationaimsto reduce and eventually eliminatenon-
conformanceto specifications, standards, andcustomer expectationsin the 
mostcosteffectiveand efficient manner.*

A good QMS will**:

Å Set direction and meet customersô expectations

Å Improve process control

Å Reduce wastage

Å Lower costs

Å Increase market share

Å Facilitate training

Å Involve staff

Å Raise morale

*https://www.aisc.org/globalassets/modern steel/archives/2010/05/2010v05_what_is_qms.pdf

** https://www.linkedin.com/pulse/quality-management-systems-system-needs-commitments-panzade-ph-d-/



ω Customer focus (customer needs and expectations)
ω Leadership(top management involvement)
ω Involving people (at all levels in the organisation)
ω Process* approach (with each process transforming one or more inputs to create 
an output of value to the customer)
ω Systems approach (giving coherence to the interrelationships between processes)
ω Continual improvement (attention needs to be given to both the voice of the 
customer- through complaint analysis, opinion surveys
and regular contacts ςand the voice of the processes ςthrough measurement, 
monitoring and analysis of both process and product data)
ÅContinuous audits, reviews and assessments**

ISO  (INTERNATIONAL ORGANIZATION FOR STANDARDIZATION) 

MANAGEMENT PRINCIPLES

* Process: A set of interrelated or interacting activities that use inputs to deliver an intended result (output). E.g. 

Internationalisation | Educational offer

** http://www.jhuapl.edu/techdigest/td/td1604/Potocki.pdf



THE PDCA STEPS
ÅtƭŀƴΥ ǎŜǘ ǘƘŜ ƻōƧŜŎǘƛǾŜǎ ƻŦ ǘƘŜ ǎȅǎǘŜƳ ŀƴŘ ǇǊƻŎŜǎǎŜǎ ǘƻ ŘŜƭƛǾŜǊ ǊŜǎǳƭǘǎ όά²Ƙŀǘ ǘƻ Řƻέ 
ŀƴŘ άƘƻǿ ǘƻ Řƻ ƛǘέύ
ÅDo: implement and control what was planned
ÅCheck: monitor and measure processes and results against policies, objectives an 
requirements and report results
ÅAct: take actions to improve the performance of processes

PLAN DO

CHECKACT



PLAN



WHICH PROCESSES TO CONSIDER

ÅWhat processes should be considered? 
ÅShould they be considered at the same level?
ÅHow should they be named and distinguished from each other?
ÅΧ

E.g.: InternationalisationςPromoting, Monitoring and Improving International 
Cooperation



IPP QMS PROCESSES

Curricular Activity
Research
Educational Offer
Inter-institutional and Community Cooperation and Internationalisation

Nuclear/Operational Processes

Support Processes

Image and Communication
Informatics
Resource Management

Cross-cutting Process

Social Responsibility



DO



STRUCTURE OF THE MANAGEMENT 
INTEGRATED SYSTEM AT IPP

Á Strategic Board for Evaluation and Quality Assurance[defines objectives 
and controls the whole system]

Á Evaluation and Quality Assurance Office [supports the Strategic Board; 
monitors implementation of the system]

Á Continuous Improvement Task Forces [in charge of each system process]

Á Management Integrated System Handbook [defines structures, rules and 
guidelines]



CHECK



INTERNAL AND EXTERNAL AUDITING 

AT IPP

Á Internal auditing teams [conduct annual, bi-annual, internal audits to 
processes, to system itself]

Á External certified agency auditing teams [conduct regular external audits to 
processes, system itself]

Á Higher Education Evaluation and Accreditation Agency [conducts regular 
external audits at institutional level and to programmes of study]



TOWARDS THE SYSTEM AUTOMATION (1/2)

ÁCognos Software
Cognos software, from IBM, houses the complete monitoring system and the 
Balance Score Card, including the strategy map and indicators for each process 

ÁBalance Scorecard (BSC)
At this time, and because the Balanced Scorecard itself is evolving, efforts 
are being made towards the automation of the indicators calculation, 
establishing links with existing databases at IPP.



TOWARDS THE SYSTEM AUTOMATION (2/2)

Balance Scorecard Metrics Overview



ACT?



QUALITY MANAGEMENT SYSTEM AT IPP

Å IPP ïFirst Portuguese Higher Education Institution certified as 

a whole [EN ISO 9001:2008 ï2011 ï2016]

Å IPP ïFirst Portuguese Higher Education Institution certified in 

Social Responsibility [NP 4469.1:2008] 

Å Certificate awarded 7 de April 2008 and renewed in 2012 and 2016

Å Includes all Organic Units of the Institute

Å Includes all activities 

Å Includes 5 operational processes, 3 support processes and 1 

transversal process

Å Processes Management integrated into Balanced Scorecard and 

information available on Intranet



WHAT IS INTERNATIONALISATION IN HIGHER 
EDUCATION? (1/2)

Á Three categories in a global internationalisation strategy:

Å International mobility of students and staff 

Å Internationalisation at home ώƛƴǘŜǊƴŀǘƛƻƴŀƭ ŎǳǊǊƛŎǳƭŀΣ ƛƴǘŜǊƴŀǘƛƻƴŀƭ ǎǘŀŦŦΧϐ

Å Strategic cooperation, partnerships and capacity buiding

ω Such categories should not be considered as standing alone, rather as integrated 
elements of a global strategy.

ω ά5ŜǾŜƭƻǇƛƴƎ  ŀ  ŎƻƳǇǊŜƘŜƴǎƛǾŜ  ƛƴǘŜǊƴŀǘƛƻƴŀƭƛǎŀǘƛƻƴ  ǎǘǊŀǘŜƎȅ  ƳŜŀƴǎΣ  ŀōƻǾŜ  ŀƭƭΣ  ǇƻǎƛǘƛƻƴƛƴƎ  
a  HEI,  its  students,  researchers  and  staff,  and  national  systems  in  all  the  relevant  
activities  related  to  research,  innovation  and  higher  education,  within  the  global  
scene,  in  accordance  with  its  individual  profile  and  evolving  labour  market  needs  and  
economic  strategy  of  the  countryΦέ 

ω [in European higher education in the world - Communication from the Commission to the European Parliament, the 
Council, the European Economic and Social Committee and the Committee of the Regions, Brussels, 11.7.2013, COM 
(2013) pp 4-8]



WHAT IS INTERNATIONALISATION IN HIGHER 
EDUCATION? (2/2)

Top reasons that lead to the internationalisation of HEI:

ωto improve student preparedness;

ωto internationalize the curriculum;

ωto enhance the international profile of the institution;

ωto strengthen research and knowledge production;

ωto diversify its faculty and staff

[in aŀǊƳƻƭŜƧƻΣ CΦ όнлмнύΣ άLƴǘŜǊƴŀǘƛƻƴŀƭƛȊŀǘƛƻƴ ƻŦ ƘƛƎƘŜǊ ŜŘǳŎŀǘƛƻƴΥ ǘƘŜ ƎƻƻŘΣ ǘƘŜ ōŀŘΣ ŀƴŘ ǘƘŜ ǳƴŜȄǇŜŎǘŜŘέΣ Chronicle of Higher 
Education, October 22, 2012, quoted byHénard et al, Approaches to Internationalisation and their Implications for Strategic 
Management and Institutional Practice - A Guide for Higher Education Institutions, OCDE: 2012, p. 8, ]



INTERNATIONSALISATIONAT IPP

Based on policy support documents:
ωGeneral policy documents and guidelines
ωInternationalisation policy and programme
ωInternational students attraction programme



OUR INTERNATIONAL STRATEGY (1/3)

Sportive, Cultural, Scientific and Cultural Project
άaƻǊŜ ƛƴǘŜǊƴŀǘƛƻƴŀƭƛǎŀǘƛƻƴ έ όǇΦ ннύ - through strengthening "privileged relations with other institutions, 
creating national and international knowledge networks, to generate synergies in the field of training, research, 
internationalization and the provision of services "(page 23) and the recruitment of" more students, especially 
through the adult public, the public of vocational education and international mobility ... (page 23)

IPP Development Programme
"To foster the development of exchange and cooperation programs" (Goal 7), through, inter alia: 

Å the creation of an Institutional Coordinator and a team to promote the internationalization of IPP; 

Å the strengthening of mobility actions for students teaching and non-teaching staff, and cooperation in 
projects of an academic nature; 

Å full integration into the Erasmuscentro Consortium, 

Å mobility with higher education institutions in Brazil and with the Institute Polytechnic of Macao. 

ωFor all of these areas, actions, indicatorsand goalsto be achieved are defined
within a specific time limit

ωInternationalization integrates the IPP Quality Management System as one of the 
core processes. In this context, indicators and targets, processes and procedures are 
defined. The process is subject to regular internal and external audits.



OUR INTERNATIONAL STRATEGY (2/3)

Internationalisation Programme and Policy
ωA more sustainable Institute ςgoing beyond the region, the country and the continent

ωA more attractive Institute - cosmopolitanism attracts more national and international students and provides 
ƳƻǊŜ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ŦƻǊ ƛƴǘŜǊƴŀǘƛƻƴŀƭ ŜȄŎƘŀƴƎŜǎ μ ά{ǘǳŘȅ ƛƴ ŀƴ ƛƴǘŜǊƴŀǘƛƻƴŀƭ ŀǘƳƻǎǇƘŜǊŜέ

ωA more multicultural and multilingual educational offer ςcurricular units in English; joint/double degrees 
with foreign partners 

ωGreater involvement with/from the community - "Student Friendly Cities" initiative; provision of 
accommodation at controlled costs in the city centers; promotion of cultural initiatives with the students, 
teachers and non-teachers who visit us.



OUR INTERNATIONAL STRATEGY (3/3)
International Students Attraction Programme
Promotion of IPP uniqueness

ωStrong connection to the local community

ωA welcoming institution and an academic environment of diversity and equality

ωA rich academic life, in a region with a vast historical heritage

ωPractical and professionalizing teaching delivery

ωUnique and innovative educational offer (Horse Studies, Veterinary Nursing, Dental Hygiene, Animation Multimedia Design, 
Environment and Renewable Energies, etc.)

ωBiobip Center

ωA vast network of international partnerships (Europe, Brazil, Africa, Macao)

ωPrivileged location next to the Spanish border, two hours from Lisbon and Coimbra and 3 from Porto

ωFirst institution of public higher education with quality certificate ISO 2008 and the only  one unique with Social Responsibility 
certification

In short, IPP - I from Innovation and Identity; P from Passion and Participation; P from Proximity and of 
People

Definition of target population

ωMainly Portuguese-speaking countries

Media and resources

ωInternet

ωMerchandising

ωExternal services ςrecruitment companies; recruitment websites; paid ads

ωInternational recruitment fairs 



QMS IN INTERNATIONALISATION AT IPP



Á(Processes)
ÁActivities
ÁInputs
ÁOutputs
ÁBodies involved and their role
ÁIndicators, calculation method and description
ÁMonitoring and checking procedures and documents

PLAN
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Customer focus  (customer needs and expectations)

²Ƙƻ ŀǊŜ ƻǳǊ άŎǳǎǘƻƳŜǊǎέΚ 
ÅInternal and external Students, Teaching, Non-Teaching Staff

What do they expect from an International Office?
ÅMore opportunities to go mobile
ÅGreater choice of destinations
ÅRecognition of their teaching/learning/training abroad
ÅSufficient grant amounts
ÅMore opportunities to cooperate with international partners

What shall an International Office do to meet these expectations?
ÅIncrease the number of partnerships with other institutions 
ÅInvolve academic bodies in the preparation of mobility (e.g. LA)
ÅUse flexible methods to certify mobility periods
ÅDiversify funding sources
ÅPromote application and support to international cooperation projects

é

DO



USE THE ADEQUATE INPUTS

ωbŜŜŘǎ ŀƴŘ ŜȄǇŜŎǘŀǘƛƻƴǎ ƻŦ ƻǳǊ άŎǳǎǘƻƳŜǊǎέ
ωPolicies and guidelines from external and internal bodies
ωFunding available
ωΧ

DO



INVOLVE THE RIGHT PERSONS AND BODIES

ÅInternal and/or external bodies or persons that participate in the different 
activities, besides the IRO

- E.g. who defines the international policy?

ÅRole of each one, including the IRO

DO



USE THE ADEQUATE TOOLS TO CHECK AND MONITOR ACTIVITIES AND OUTPUTS

Indicators, calculation method and description
Á Indicators
Á Calculation method
Á Target for each indicator 

Documents used to provide evidence for each activitiy
Á Documents provided to show that the different activities are being carried out according to quality 

standards

Balance Score Card
ÁUpdate and Monitor metrics

CHECK



SUPPORTING DOCUMENTS AND TOOLS



COOPERATION AND EXTERNAL RELATIONS 
MATRIX (up to 2016)


