
 

 Das Hauptamt,  
 Personalentwicklung 
 und die VWA laden ein: 
  
 28.10.2008  
 09:00 Uhr - 13:30 Uhr 
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� �� �� Verwaltungs- und Wirt-
schafts-Akademie 



Qualitätsmanagement mit dem 

CAF-Modell �=LHOJUXSSH�(QWVFKHLGXQJVWU�JHU� XQG� )°KUXQJVNU�IWH� � GLH � LQ � LKUHU�9HUZDOWXQJVRUJDQLVDWLRQ� HLQ � 4XDOLW�WVPDQDJHPHQW� �HLQULFKWHQ� ZROOHQ� ��=LHO� GHU� 9HUDQVWDOWXQJ�:HUGHQ� RUJDQLVDWRULVFKH � 9HU�QGHUXQJHQ� JHSODQW� RGHU�QHXH � )°KUXQJVNU�IWH � XQG� 0LWDUEHLWHU� VROOHQ� LQ � GDV � 2U�JDQLVDWLRQVJHVFKHKHQ� HLQJHI°KUW� ZHUGHQ� � LVW� DOV � %DVLVLQ�IRUPDWLRQ� LPPHU� DXFK� GLH � )UDJH � ]X � NO�UHQ� � ZLH � IXQNWLR�QLHUW� XQVHUH � 2UJDQLVDWLRQ� XQG� ZLH � NDQQ� LFK� GLHV � SODXVL�EHO� YHUPLWWHOQ" � �,Q � GHU� 5HJHO� ZHUGHQ� KLHU� RIW� YHUVFKLHGHQVWH � 0HWKRGHQ�XQG� 0RGHOOH � EHP°KW� � GLH � DOO� ]X � RIW� HLQHP� XQYROOVW�QGL�JHQ� $XI]�KOHQ� YRQ� 3X]]OHWHLOHQ� HLQHV � *HVDPWELOGHV � JOHL�FKHQ� � (V � IHKOW� YLHOIDFK� DQ� HLQHP� HLQKHLWOLFKHQ� 0RGHOO� �HLQHU� HLQKHLWOLFKHQ� %HJULIIOLFKNHLW� XQG� 6SUDFKH� � XP� GDV �2UJDQLVDWLRQVJHVFKHKHQ� YHUVW�QGOLFK� XQG� XPIDVVHQG�GDU]XVWHOOHQ� � � 'LHV � LVW� DEHU� ZLFKWLJ� � XP� )°KUXQJVNU�IWH �XQG� 0LWDUEHLWHU� DQ � 9HU�QGHUXQJHQ� WHLOKDEHQ� XQG� ]LHO�RULHQWLHUW� PLWZLUNHQ� ]X� ODVVHQ� XQG� XP� 4XDOLW�WVVWDQ�GDUGV � GXUFK� NRQWLQXLHUOLFKH � 9HUEHVVHUXQJ� � .93� � ZHLWHU�]X � HQWZLFNHOQ� ��'DV � &$)�0RGHOO� OLHIHUW� KLHU� HLQH � JXWH � SUDNWLNDEOH � /ª�VXQJ� � (V � JLEW� HLQHQ� YHUVW�QGOLFKHQ� 2UGQXQJVUDKPHQ� ]XU�VWUXNWXULHUWHQ� XQG� JDQ]KHLWOLFKHQ� %HVFKUHLEXQJ� GHV �2UJDQLVDWLRQVJHVFKHKHQV � XQG� EHLQKDOWHW� ]XV�W]OLFK� HLQ �6HOEVW�%HZHUWXQJVYHUIDKUHQ� � GDV � I°U� GLH � NRQWLQXLHUOLFKH �/HLVWXQJV� � XQG� 4XDOLW�WVYHUEHVVHUXQJ� HLQHU� 9HUZDO�WXQJVRUJDQLVDWLRQ� JHQXW]W� ZHUGHQ� NDQQ� � 'DV �&$)�0RGHOO� OLHIHUW� GLH � *UXQGODJHQ� ]XU� (LQULFKWXQJ�HLQHV � JDQ]KHLWOLFKHQ� 4XDOLW�WVPDQDJHPHQWV � � 740� � LQ �GHP� GLH � YHUVFKLHGHQVWHQ� 0DQDJHPHQW� � XQG� 2UJDQLVDWL�RQVHOHPHQWH � � 160� � 1.)� � 40� � %6&� � 3UR]HVVRULHQWLH�UXQJ� � LQWHJULHUW� ZHUGHQ� NªQQHQ� � �'LH � (UIDKUXQJHQ� YRQ� °EHU� � ��� �&$)�$QZHQGHUEHKªUGHQ� LQ � (XURSD� EHVW�WLJHQ� � &$) � LVW�ZLUNVDP� � NRVWHQJ°QVWLJ� XQG� OHLFKW� DQ]XZHQGHQ� �

'LHVH � ,QIRUPDWLRQVYHUDQVWDOWXQJ� OLHIHUW� ,KQHQ� LP� 5DKPHQ�DXIHLQDQGHU� DEJHVWLPPWHU� .XU]YRUWU�JH � HLQHQ� �EHUEOLFN�]XU� PRGHOOKDIWHQ� JDQ]KHLWOLFKHQ� %HWUDFKWXQJ� YRQ� 2UJDQL�VDWLRQHQ� � I°KUW� LQ � GDV � &$)�0RGHOO� PLW� VHLQHQ� 6WUXNWXULQ�KDOWHQ� XQG� VHLQHP� %HZHUWXQJVYHUIDKUHQ� HLQ � XQG� YHUGHXW�OLFKW� GHQ� 1XW]HQ� I°U� GLH � QDFKKDOWLJH � 9HUEHVVHUXQJ� GHV �2UJDQLVDWLRQVJHVFKHKHQV� � 6 LH � HUKDOWHQ� KLHU� HLQH � JXWH � (QW�VFKHLGXQJVJUXQGODJH � ]XU� VWUDWHJLVFKHQ� 2ULHQWLHUXQJ� LKUHU�2UJDQLVDWLRQ� I°U� GDV � 4XDOLW�WVPDQDJHPHQW� ��6FKZHUSXQNWH � GHU� 9HUDQVWDOWXQJ�� � � 2UJDQLVDWLRQ� V\VWHPLVFK� EHWUDFKWHQ �9HUQHW]W� 'HQNHQ� � 6\VWHPPRGHOO� � :LUNXQJVJHI°JH� �QHXHV � )°KUXQJVYHUVW�QGQLV �� � � &$)�0RGHOO� XQG� 40� � �� 40�0RGHOOH � LP� 9HUJOHLFK� � 4�%HJULIIH� � 740� �� � � � &$)�0RGHOO� XQG� 3UR]HVVRULHQWLHUXQJ�� � 3UR]HVV� � 3UR]HVVPRGHOO� � 3UR]HVVPDQDJHPHQW��� � � &$)�0RGHOO� XQG� 6HOEVWEHZHUWXQJ�� � %HZHUWXQJVYHUIDKUHQ� � 7KHPHQIHOGHU� � .ULWHULHQ� � ,QGL�NDWRUHQ� � 6HOEVWEHZHUWXQJVSUR]HVV �� � � � 40�6WUDWHJLH � XQG� $XVEOLFN�� � 6 WUDWHJLH � ]XU� 8PVHW]XQJ� � =LHOH� � 3ODQXQJ �-HGHU� 7KHPHQVFKZHUSXQNW� ZLUG� PLW� HLQHP� NXU]HQ� � )RUXP�I°U� )UDJHQ� XQG� 'LVNXVVLRQ� DEJHVFKORVVHQ� ��
 � &$) � &RPPRQ� $VVHVVPHQW� )UDPHZRUN� � H LQ � HXURS�LVFKHV � 4XDOLW�WVEH�ZHUWXQJVLQVWUXPHQW� � GDV � VSH]LHOO� I°U� GLH � ªIIHQWOLFKH � 9HUZDOWXQJ� (XURSDV �EHLP� (XURSHDQ� ,QVWLWXWH � RI� � 3XEOLF� $GPLQLVWUDWLRQ� � (,3$� � HQWZLFNHOW�ZXUGH� �� �5HIHUHQ�WHQ� � �+HLQ]� (LFNPHLHU� XQG� 3HWHU� 7K°QV �� 7K°QV � 	� 3DUWQHU� ��2UW� � �:HJHQ� 8P]XJ� LQQHUKDOE� '°VVHOGRUI�ZLUG� GHU� JHQDXH� 9HUDQVWDOWXQJVRUW� QRFK�PLWJHWHLOW� ��7HUPLQ� � ��� � � � � ���� � YRQ� ��� �� � 8KU� � � � � � �� � 8KU��(QWJHOW� � �� ����� � ç� � SUR � 3HUVRQ� �HLQVFKOLHVVOLFK� 3DXVHQJHWU�QN� XQG� 0LW�WDJVLPELVV �

6HUYLFH � GHV� +DXSWDPWHV� �3HUVRQDOHQWZLFNOXQJ ��,QKRXVH�6HPLQDUH �:HQQ� 6 LH � PLQGHVWHQV � � � � 7HLOQHKPHULQQHQ� XQG� 7HLOQHKPHU�HQWVHQGHQ� NªQQHQ� � I°KUHQ� ZLU� 6HPLQDUH � DXFK� DOV � ,QKRX�VH�9HUDQVWDOWXQJ� LQ � ,KUHU� 9HUZDOWXQJ� GXUFK� � 6 LH � VSDUHQ�)DKUWNRVWHQ� XQG� HUKDOWHQ� GDV � 6HPLQDU� ]X � HLQHP� J°QVWLJHQ�3DXVFKDOSUHLV� � 6SUHFKHQ� 6 LH � XQV � DQ� � ��$QPHOGXQJHQ �V LQG� ELV � VS�WHVWHQV � YLHU� :RFKHQ� YRU� 6HPLQDUEHJLQQ� PªJOLFK� �'LH � 7HLOQHKPHU]DKO� LVW� EHJUHQ]W� � :LU� HPSIHKOHQ� GDUXP� �VLFK� IU°K]HLWLJ� DQ]XPHOGHQ� � 6 LH � NªQQHQ� GD]X� GHQ� XPVHLWL�JHQ� 9RUGUXFN � YHUVHQGHQ� �3HU� 3RVW� DQ� � +DXSWDPW� �� � 3HUVRQDOHQWZLFNOXQJ�/DFRPEOHWVWU� � � ������� '°VVHOGRUI�3HU� )D[� DQ� � � ��� � � � �� � ����� ��$EPHOGXQJHQ �V LQG� ELV � VS�WHVWHQV � YLHU� :RFKHQ� YRU� 6HPLQDUEHJLQQ� PªJOLFK� �)°U� 7HLOQHKPHULQQHQ� XQG� 7HLOQHKPHU� � GLH � GDQDFK� DEJH�PHOGHW� ZHUGHQ� � P°VVHQ� ZLU� � VRIHUQ� NHLQ � (UVDW]� JHVWHOOW� ZLUG� �GDV � YROOH � 7HLOQHKPHUHQWJHOW� EHUHFKQHQ� � 'LHV � JLOW� DXFK� EHL �1LFKWWHLOQDKPH� JHPHOGHWHU� 3HUVRQHQ� ��%HL� 5°FNIUDJHQ� ZHQGHQ� 6LH � VLFK� ELWWH � DQ �*DEULHOH � 6FKODWWHUHU� � 6HPLQDUSODQXQJ� �7HOHIRQ� � ��� � � �� � ����� �(�0DLO� � JDEULHOH� VFKODWWHUHU#VWDGW� GXHVVHOGRUI� GH �$QQHWWH � 6 LQJHQGRQN� � 6HPLQDURUJDQLVDWLRQ� �7HOHIRQ� � ��� � � �� � �� ��� �(�0DLO� � DQQHWWH� VLQJHQGRQN#VWDGW� GXHVVHOGRUI� GH�


