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Course: Process and service quality management | Status: optional
Semester No. of No. of hours (weekly) No. of hours (globally) ECTS
weeks Lect. Class Lab. Lect. Class Lab.
8 2 15 2

Lecturers: Jedrzej Charlampowicz, Ph.D.

Contents of study:
1) INTRODUCTION AND OVERVIEW
a. Introduction to the subject
b. Presentation of requirements for final assessment
c. Presentation of the primary literature
2) MODERN ORGANISATIONS
a. Theory of organisations
b. Factors influencing organisations
3) PROCESS MANAGEMENT
a. Introduction to the process management
b. Identification, classification and measurement of processes
4) QUALITY AND SERVICE QUALITY
a. Quality as one of the most important aspects of modern business
b. Service quality as an outcome of processes
c. Methods for service quality measurement
5) PROCESS MATURITY
a. Role of processes and service quality in building competitiveness in
modern organisations
b. Models of process maturity assessment
c. Environmental process maturity

Criteria for assessment:
Lectures: test (60% of points needed to pass)
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