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INTRODUCTION
The accelerated evolution of the university mission, the development of an increasingly competitive
environment, the increasing demands of the economic environment, the development of new sectors and
activities have contributed over the past decade to the transformation of the higher education sector. This
change naturally requires enhanced leadership and a wide range of leadership and management skills.
Leadership and management development programmes can help stimulate the equipping of both current
and emerging university leaders and managers with skills that help them improve their leadership
capabilities to respond to current and future challenges.
Although universities have highlighted the lack of adequate competences as a key obstacle to university
development and as an area where support is needed, there are currently very few support mechanisms in
this field. The questionnaire completed by university managers in 2018‐2019 found that the majority of
respondents need this type of support for personal training and development.
Thus, the Leadership and Management professional training programme is intended to ensure effective
management of higher education institutions, under the ever changing university operating contexts and a
tendency to meet society’s demands regarding: the research performance, the quality of professional
training and the relevance of student behavioural acquisitions, from the perspective of integration into an
open, flexible and meritocratic society.
The specialist who has followed this module of improving professional competences will improve his/her
activity as: top manager of the higher education institution (HEI); dean or deputy‐dean of the faculty; head
of department; leader of the structures of the quality management system; manager of the university
structures that ensure the functionality of the institution.
This programme aims to achieve:
addressing the issue of leadership and management in the HEIs in the context of the new university
paradigm and enhancing the socio‐economic role of universities under the conditions of the realities
of the contemporary world;
determining the role and importance of staff management and organisational culture in the from the
perspective of the efficient capitalization of the human resource;
establishing effective principles and models for the management of financial, material and information
resources in universities;
creating conditions conducive to the management of change and organisational development of the
HEIs;
strengthening leadership and institutional management: strategic approaches.
The Leadership and Management training programme aims to develop the professional competences
necessary for effective management in the higher education system. The fundamental objective of the
programme aims to develop the knowledge, skills and attitudes of managers of higher education
institutions in the Republic of Moldova, which would serve as support for the efficiency of management
and leadership in universities through the following competences:
critical approach to various management theories and models in higher education institutions;
elaboration of strategies for the development and socio‐economic and cultural‐scientific integration of
universities in a national, regional and international context;
efficient capitalization of resources through the performance of academic autonomy and taking
responsibility;
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-

identifying the ways in which human resources and academic potential are used, necessary for
effective management and the manifestation of leadership;
creating the conditions for the continuous personal and professional development of employees
through research and self‐training;
atitudinal and factual demonstration of openness to change, as well as demonstration of the capacity
to implement innovations and promote them in a cultural and socio‐economic context.

The professional training programme is of a theoretical‐practical nature, which will be carried out through
training activities provided by various active teaching methods, as well as group projects, through which
beneficiaries will form/develop the competences necessary for effective management. Each of the four
modules of a theoretical‐applicative nature is oriented primarily towards the formation of a particular
competence and allows the flexible organisation of the training course.
The training will be completed with an applicative, integrative project that will contribute to the
finalization/development of the designed competences, being carried out by involving the beneficiary in
research activities of various aspects of university management and the elaboration of a practical work,
relevant to the professional activity.
The stated competences will be formed over 1200 hours (298 hours – direct contact and 902 hours –
individual work), allowing the accumulation of 40 credits.
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Module I

Aim:

LEADERSHIP AND MANAGEMENT IN HIGHER EDUCATION
INSTITUTIONS

Training a positive and open attitude in managers of all levels in higher education
institutions, for the acquisition of leadership and university management competences.

Module objectives:
-

-

Assessment of the specifics and operating conditions of higher education institutions in the
Republic of Moldova, in the context of the new paradigm of inter‐relationship of universities
with the social environment;
Analysis of general approaches and principles of operation of the university management, in
the diversity of levels of operation;
Description of the leadership phenomenon in higher education institutions;
Appreciating the manifestation and importance of the leader's emotional culture in higher
education institutions;
Demonstrating elements of the leader’s communication culture in higher education
institutions, by managing / monitoring a speech, overcoming conflicts, applying negotiation
techniques.

1.1. The activity of higher education institutions under the current conditions
Learning outcomes
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- identify the basic principles of the new concept of higher education;
- report on the process of setting up the EHEA;
- describes various models of the university's operation.
Application
-

analyze the possibilities of the manifestation of university autonomy;
compare different aspects of the paradigm concept;
establish a correlation between the requirements of the socio‐economic environment, the university
potential (human, financial, logistical) and the university model (focused on professional training,
research, entrepreneurship).

Integration
-

estimate the perspective of the evolution of universities in the Republic of Moldova;
appreciate the social importance of universities;
argue the need for university autonomy.

1.1.1. Operation conditions and context of higher education institutions: national and
international trends and realities
Higher education, in the sense of this term and by expressing that level of education, emerged and developed
in response to the demands of society. Over time, universities have joined the socio‐economic environment,
operating in accordance, or depending on the possibilities of relationships with the social environment and
state structures. Starting from a virtually unlimited autonomy, in the beginning (the 11th century), they
managed to maintain their freedom of formation and evolution, in an environment, considered by us
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conservative and restrictive. Subsequently, dependence on the state and political regimes becames more
pronounced, but by the end of the 20th century, through the new conception of the Bologna Process, a return
to many of the basic principles of the university is tried, and at the same time, the tendency to harness the
university potential in order to ensure the progress of the European civilization in the context of globalisation
is being shaped. The core of the Bologna Concept is stipulated in the Magna Charta Universitatum (1987),
which configures the following ideas: the future of humanity depends on education, and universities are
meant to carry out this process; universities must provide young generations with a cultural, social, economic
future through university studies and preparation for continuous training; universities, through education,
must ensure a balance between the natural and social environment (MCU).

Today, the relationship between education and society is a contradictory one: on the one hand, the
society appreciates education as a basic factor in ensuring the quality of life, on the other hand, the
ever‐increasing demands and the pace of change, generate certain tensions, contradictions
between society's expectations and the possibilities of the education system. This has been
increasing since the 70s of the 20th century, being noted by UNESCO's studies and is being
established as the education crisis. The essence of the contradiction lies in the dissatisfaction shown
by the world community with the level of professional training of graduates from professional
education, including higher education, and the ability of graduates to integrate into the labour
market and contribute to the evolution of the economy and influence the quality of life.
The economic systems in Europe, through the Lisbon Declaration (1997), have expressed their stake
for socio‐economic development on the basis of higher education, with an economic objective at
the forefront: the rational use of human capital and labour force. This convention is required in the
process with the title: Recognition of Qualifications concerning Higher Education in the European
Region. The argument in favour of this decision becomes the key idea of the meeting: „Conscious of
the fact that the right to education is a human right, and that higher education, which is instrumental
in the pursuit and advancement of knowledge, constitutes an exceptionally rich cultural and
scientific asset for both individuals and society; considering that higher education should play a vital
role in promoting peace, mutual understanding and tolerance, and in creating mutual confidence
among peoples and nations” (Lisbon Convention 1997).
In the context of globalisation, the transfer of knowledge, the efficient use of resources, is perceived
by the European community as a chance for consolidation and revitalisation, within the parameters
corresponding to the 21st century society, of the European economy. In this respect, universities,
higher education is regarded as the primary means of achieving development goals. For this process
there were premises such as: the technical‐scientific revolution that generated the phenomenon of
globalisation and facilitated indirect communication; the predominance of economic interest on a
regional/global scale in relation to national ideological provisions; increasing social mobility;
demographic crisis in Europe; appreciation of education as the main source of overcoming economic
crises; internationalisation of the economy; strengthening the position of foreign languages.
The establishment of the new concept of higher education took time, and the functionality was
materialized in the configuration mode. During the years of its establishment, the European
Community has developed a mechanism focusing, on the one hand, on key ideas of the concept,
inferred from the pressing needs of the existence of the European community, and on the other
hand, the modalities of intervention at three‐dimensional level have been formulated: regional
European, national and institutional. This approach gave the concept an applicable character and
made it functional from the very moment of its intention to establish it.
The following principles are placed at the basis of the current concept of higher education:
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-

Principle of use/capitalization on the existing international/regional structures, regulatory
framework and practical experience;
Principle of educational responsiveness to socio‐economic issues;
Principle of establishing unity based on diversity;
Principle of openness and flexibility;
Principle of emphasising the prospective nature of education in the context of permanent
changes in the society.

From the those stipulated, we deduce that, in the early 1990s, there was a need to link activities
with a view to establishing a transnational education system, which could have ensured the opening
up and capitalization on academic and scientific potential at regional level. To this end, the European
Network of Information Centres in the European Region on mobility and university recognition
(ENIC Network) was established.
The Sorbonne Declaration (1998) states: „We must strengthen and build upon the intellectual,
cultural, social and technical dimensions of our continent. These have to a large extent been shaped
by its universities, which continue to play a pivotal role for their development. We are heading for
a period of major change in education and working conditions, to a diversification of courses of
professional careers with education and training throughout life becoming a clear obligation. We
owe our students, and our society at large, a higher education system in which they are given the
best opportunities to seek and find their own area of excellence. An open European area for higher
learning carries a wealth of positive perspectives, of course respecting our diversities, but requires
on the other hand continuous efforts to remove barriers and to develop a framework for teaching
and learning, which would enhance mobility and an ever closer cooperation” (The Sorbonne
Declaration 1998).
The guided correlation of the evolution of the higher education system with the socio‐economic
environment, regional and global problems, have strengthened the prospective nature of higher
education. Through this concept, European society has recognised the priority and primacy of
education in relation to the socio‐economic environment.
The new concept of higher education envisaged the establishment of the unique European Higher
Education Area by 2010. The conceptual landmarks of this area are set out in the Bologna
Declaration (1999) “The European Higher Education Area”: “A Europe of Knowledge is now widely
recognised as an irreplaceable factor for social and human growth and as an indispensable
component to consolidate and enrich the European citizenship, capable of giving its citizens the
necessary competences to face the challenges of the new millennium, together with an awareness
of shared values and belonging to a common social and cultural space. The vitality and efficiency of
any civilisation can be measured by the appeal that its culture has for other countries. We need to
ensure that the European higher education system acquires a world‐wide degree of attraction equal
to our extraordinary cultural and scientific traditions”.
The higher education system in the Republic of Moldova consists of more than 30 universities,
including 18 public universities. Over the past decade, which is also based on the Education Strategy
2020 policy paper, higher education in the country faced certain difficulties:
a. There is an inefficiency in the mechanisms for the interaction of higher education institutions
with the reasearch and development area, with the business environment, with the labour
market. According to a study on research capacities, it is found that this important activity,
specific to the university environment, is underestimated, some universities being in fact
only institutions providing training and graduates, as well as the reproduction of social
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structures. The low social prestige of teaching and research positions, as well as unattractive
salaries, are not such as to motivate students to get involved in research.
b. The decrease in the quality of human resources in the education system, which is a derivative
of several factors: economic instability and demographic changes, which have led to the
migration of human resources abroad, but also the decrease in the prestige of the profession
as a result of the erosion of the importance of education in society.
c. The relatively large number of universities, relative to the number of target population,
potential beneficiaries, erodes the formative capacity of the university environment (there
are universities with several hundred students) and generates the inefficient use of the
finances allocated to universities.
d. The openness of universities in Western Europe, the level of study conditions offered to high
school graduates from the Republic of Moldova, when there is a decrease in the number of
domestic beneficiaries, generates unfair competition between the country's higher
education system and education systems in European countries.
The approach to education at European level shows that education at all levels is a fundamental
pillar of European success. Moreover, in a changing world, lifelong learning is becoming more and
more a necessity and a priority, being the key to employability, economic success and allowing
citizens to participate fully in social life. Under these conditions, the universities in the Republic of
Moldova are increasingly involving in the process of continuous professional training and personal
development, offering beneficiaries various training programs based on the capitalization on the
traditions of scientific schools and the formative potential of scientific‐didactic staff.
1.1.2. Rationale for applying new paradigms in higher education: teaching university, research
university, entrepreneurial university.
Operating with the terms „paradigm” and „model” in education requires a broad and multi‐faceted
approach. We see a diversity of the meanings given to the concept of the paradigm. „A paradigm is
a set of concepts, values, perceptions and practices shared by a community, which form a particular
vision of reality, on the basis of which a community is organized” (Joița E. 2009). „By paradigm we
mean what members of a community share, the constellation of beliefs, values, methods within
which they formulate questions and elaborate answers” (Marga A. 2009).
We present a triple meaning to the term paradigm, namely: “the linguistic one, which provides for
the inclusion of the totality of the terms belonging to the same grammatical category; the
philosophical one, providing an example or model of a system of thought and the epistemological
one, which provides for the visualization of paradigms as dominant theories used by the scientific
community in a given era or at a certain stage of its evolution” (Birzea C., 1995). R. Boudon defines
the paradigm as “a set of fundamental principles on which a scientific community is based. A
paradigm is, in a way, the constitution, the set of basic rules that guide the researcher in his work”
(Boudon R., 2006).
The term „paradigm” in its epistemological and philosophical sense was founded by Thomas Kuhn
in the middle of the last century. Kuhn defines paradigms as „exemplary scientific achievements,
which, for a period of time, provide problems and model solutions to a community of practitioners”.
Characteristic for the follow‐up of the paradigm of initial training in higher education is the use of
the Kuhnian term „incommensurability” of paradigms, which succeed and replac.
R. Donmeyer later concludes that “we must get out of the debate about paradigms and abandon
the Kuhnian concept of paradigm, which was useful in the past, but has now exceeded its usefulness
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or, paradigms in the sciences of education suffer oversaturation, a phenomenon that transcends
them in the post‐paradigmatic era, that of the multitude of meanings, outcomes and concepts”.
Cristea S. defines paradigms as „models of application, evolution, development of theory, confirmed
at the scale of the scientific community in a given time and space” (Cristea S., 2003).
If we define the paradigm as a model of organization and conceptual support for the evolution of a university
environment, we could identify several models of the organization and operation of universities: teaching

university, research university, entrepreneurial university.
Research universities are universities where the main focus is on research done by teachers and
students. These universities may be less university education oriented, but they anyway offer
professional training programmes for students who are willing and able to seek the resources
provided, necessary for their professional development and further employment in various
segments of the labour market.
The main characteristics of research universities:
- more interaction with graduate students
Since all research universities also have professional training programmes, they place particular
emphasis on opportunities to interact with graduates. This gives them a collaborative perspective
in research projects, carried out by students and labour market representatives, holders of
bachelor’s and master’s degrees.
- state‐of‐the‐art research facilities / conditions
These are usually large universities with human, financial and logistical potential. The main mission of a
research university is to carry out new and interesting research. For this, they must provide the best
equipment to their students and teachers. This is a great advantage for students in the field of fundamental
sciences, because large research universities have access to the latest technologies.
a wide variety of training routes

Research universities, due to their size and diversity, offer students a wide range of studies.
Although it is sometimes more difficult to change your academic path, or to create your own route
in these universities, because of a large bureaucracy, there are multiple opportunities anyway.
- large lecture halls / classrooms, with less individual attention to students
For most research universities, the large size of the classrooms is characteristic, especially for
theoretical activities, which are common for a large number of students (over 100 students), which
means less attention and personalized feedback. However, most of these large classrooms are
divided into discussion sections, monitored by graduate students, so that it creates the possibility
to interact with other students. Also, as the student moves forward in the training programme
(older years), the class size will be smaller.
- recognized faculties
Research universities attract well‐known faculties because of the resources and opportunities they
offer. The student has the chance to study and train in a network/community of very important
people, united by the common field of interest. The student has the opportunity to work side by
side with renowned researchers, in serious projects, with laboratory activities and to become a co‐
author of the publications resulting from the research carried out.
- international reputation
Research universities have a better reputation on a global scale than smaller colleges/teaching
universities, because large scientific discoveries occur at research universities.
They gain more recognition abroad than universities that might have excellent bachelor’s
programmes, but less solid research capabilities.
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Fig. 1 – Entrepreneurial university Organization Chart
The concept of entrepreneurial university is now recognised as an important driver for self‐
development and innovation and as an appropriate response to succeed in extremely turbulent and
unpredictable markets. The results of the studies carried out on entrepreneurial universities
underline that the model of this type of university represents the next step of development in higher
education. Moreover, it demonstrates that there is still room for improvement, in particular in terms
of encouraging entrepreneurship among students. In general, the high potential of entrepreneurial
universities in extremely turbulent and unpredictable markets is appreciated. However, there are
criticisms that the technical sector is the right place for the implementation of an entrepreneurial
university, as the concept includes many elements of business education and influences the
autonomy of universities. The model corresponds to an image of perfection that everyone wants to
achieve, but few know how to implement it. The entrepreneurial university is a multi‐faceted
process of continuous improvement, which makes it quite difficult to define guidelines and
implement them. Given that the diversity of entrepreneurial approaches adopted by universities is
one of the most important features of the concept, a clear definition of this is quite difficult. Despite
the lack of a clear definition, we must distinguish between entrepreneurial university, which is a
concept that affects all aspects of higher education and „entrepreneurial education”. This last term
is applied at all levels of education and could be regarded as a component or instrument of the
entrepreneurial university. Two important actors must also be distinguished at an entrepreneurial
university: the academic entrepreneur and the entrepreneurial academic environment. University
entrepreneurs are academics who engage in formal marketing activities, which often lead to the
creation of patents, license selling or the creation of new projects and partnership firms.
Course support
2020, V01‐r1

www.mhelm.utm.md

7

LEADERSHIP AND MANAGEMENT – Professional training program

Entrepreneurial academic environment participates in a wide range of activities linking the
university with other organizations, especially in industry. Thus, the entrepreneurial university is not
just a new version of business programmes with the aim of launching startups. It is more an attitude
that opens up new possibilities for both students and faculty members. The motivation of the
entrepreneurial academic environment plays a particularly important role in connecting different
actors. The greatest difficulty of entrepreneurial universities is to identify the best ways to develop
and implement new programmes.

Fig. 2 – Entrepreneurial university
This type of university develops on the basis of three benchmarks: university – industry –
government. Key factors include, for example, local government and the community, which can
bring substantial benefits to the entrepreneurial university. Entrepreneurs have been proved to be
more actively involved in the region where they studied. Therefore, locals should be very interested
in implementing this model. Benefits can be identified for all types of stakeholders: current
students, as well as university structures. Teachers can act as mentors for start‐ups and can also
achieve their own ideas in cooperation with their students. At an entrepreneurial university, close
relationships are established with companies, which help ensure that students receive an up‐to‐
date and relevant education. However, some companies may consider new projects, carried out by
members of the academic community, as potential competitors, and may prefer to limit the roles
of universities to research and consulting services, but usually all stakeholders emphasize economic
progress.
There is the HEInnovate framework, created by the European Commission and the OECD, to assess
entrepreneurial universities. The aspects evaluated can be considered variables of the development
of this type of university: leadership and governance; organisational capacity, people and incentives;
entrepreneurial development in teaching and learning; openings for entrepreneurs; university‐
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2020, V01‐r1

www.mhelm.utm.md

8

LEADERSHIP AND MANAGEMENT – Professional training program

business relationship for knowledge exchange; entrepreneurial university as an internationalised
institution.
Teaching universities usually offer professional training programmes. In the countries of Western
Europe, this mission usually is carried out by university colleges, which can constitute a smaller
academic environment, sometimes of about 1000 students. In recent decades, due to the need to
diversify educational services, it also offers continuous training programmes.
1.1.3. University autonomy
From the moment of its appearance (11th century), the university meant, first of all, an association
of teachers and students, whose potential and interest determine the content of studies. This
feature has played a particularly important role, as it demonstrates the possibility of the free
manifestation of human potential in relation to the conditions and requirements of the living
environment.
Thus, one of the basic principles of the establishment and operation of universities is the principle
of autonomy. This principle allows the university to assert itself as a socio‐economic and cultural
entity. The principle of autonomy is manifested in all aspects of oeration: group association, teacher
selection, finance management, content determination, establishment of structural elements.
Another important principle, which was the basis for the establishment and evolution of
universities, was that of eligibility. This democratic principle manifests itself strongly in an age (the
middle ages), which limited the freedom of man’s action, when social mobility was very low and
decision‐making power extremely limited.
Higher education stakeholders agree with the considerable benefits and importance of university
autonomy. In some of its statements, the European Universities Association (EUA) reaffirmed the
crucial role of institutional autonomy for higher education institutions and society. Although
autonomy is not an objective in itself, it is a precondition for the success of universities in Europe.
Many governments, the university sector and the European Commission have recognised that
increasing university autonomy is a crucial step towards modernising higher education in the 21st
century. In some studies, the correlation between ranking performance, autonomy status and public
funding levels was analysed. The authors found that „universities in high‐performance countries
usually benefit from a certain level of autonomy, be it recruitment or salary determination” and that
„the level of budgetary autonomy and research are positively correlated” (Aghion et al. 2008). In
addition, autonomy helps to improve the quality of standards. The EUA Trends IV study found that,
„there is clear evidence that the success of quality improvement in institutions is directly correlated
with the level of institutional autonomy” (Reichert & Tauch 2005). This correlation was confirmed
by the EUA Trends VI study (Sursock & Smidt 2010). There is a link between autonomy and the ability
of universities to attract additional funds. The EUA study confirms that the ability of universities to
generate additional income is associated with the level of institutional autonomy granted by the
legal framework under which it operates. This link has been established for all dimensions of
autonomy, including organisational, financial, staff and academic autonomy. The information
showed that financial autonomy is more correlated with the ability of universities to attract income
from additional financial sources. Staff autonomy, i.e. the freedom to recruit and set salary levels
for academic and administrative staff, were also found to be positively linked to the level of income
diversification (Estermann & Bennetot Pruvot 2011).
University autonomy is based on several benchmarks:
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a. university autonomy must be exclusively administrative, which means that it concerns
exclusively the way of organization and operation of higher education institutions, within
the established legal framework;
b. must be of a financial nature, which means that higher education institutions have the
financial, material and human resources necessary to achieve their legal competence, as well
as the ability to procure them from extra‐budgetary sources and manage;
c. the governing and administrative bodies of the institution, through which autonomy is
exercised, are the expression of the will of the university communit;
d. university autonomy excludes the subordination of higher education institutions to the
Ministry of Education, Culture and Research or other institutions, but not the authority that
the Ministry can exercise over the higher education institution to constrain compliance with
the legal framework;
e. higher education institutions shall be organised independently of any ideological, political or
religious interference;
f. universities have the right to establish their own mission, institutional strategy, structure,
activities, organisation and operation, management of material and human resources, in
strict compliance with the legislation in force.
g. the fundamental aspects of autonomy are expressed in the University Charter, approved by
the University Senate and endorsed by the Ministry of Education, Culture and Research.
University autonomy is regulated normatively by the Education Code, Government Decisions and
the framework regulations, which ensure the functionality of higher education institutions.
According to the Education Code, art. 79, higher education institutions have the status of university
autonomy. University autonomy consists of the right of the university community to organize and
self‐manage, to exercise academic freedoms without any ideological, political or religious
interference, to assume a set of competences and obligations in line with national policies and
strategies of higher education development. University autonomy covers the areas of management,
structuring and operation of the institution, teaching and scientific research, administration and
funding.
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The administrative autonomy of universities supposes, first of all, their right to organise their own
faculties, departments or research centres, in accordance with quality standards in higher education.
Another dimension of the administration is the student services (dormitories, canteens, career
counselling and guidance centres, artistic clubs, etc.), which the university is obliged to set up and
organise. A third dimension of administration is effectively related to the technical‐administrative
organization of the university, usually organized into subdivisions/directions that comprise services
that are directly subordinated to the rector and ensure the functionality of the university. Of course,
these directions must also comply with the quality standards imposed on higher education, so as to
ensure effective university management, in accordance with the needs of the university community.
According to the Education Code, Article 79 (h), administrative autonomy is ensured by the eligibility
of all management bodies by secret ballot; i) solving the social problems of students and staff; j)
ensuring order and discipline in the university space.
The financial dimension of university autonomy is achieved as a right to manage, according to law
and personal responsibility, funds allocated from the budget or from other sources, including income
from tuition fees, or the provision of educational services. The regulatory framework is provided by:
– Education Code, Article 79: finding additional sources of revenue, managing financial
resources through bank accounts, including transfers from the state budget; the use of the
resources available to carry out the statutory activity in accordance with their own decisions;
accumulation of own revenues from taxes, services provided, works performed and other
specific activities, according to the nomenclature of services provided approved by the
Government; the management of the property of the institution and ensuring the optimal
conditions for the development of the material base of the institution; the use of the
property of the institution and the related rights in order to achieve the statutory purposes
of the higher education institution;
– The Decision on the operation of state higher education institutions under conditions of
financial autonomy No. 983 of 22.12.2012 Official Gazette No.270‐272/1057 of 25.12.2012.
University financial autonomy is the hard core of the development of the university community
concept, as it facilitates an autonomous resource dynamic, relative to the specific needs of the fields
of study and the interests of the community. Therefore, the state leaves universities free to design
and implement their own „business plan” / strategic development plan, which ensures not only the
autonomy of their funding, but also the development of educational or research interests.
Academic autonomy of universities is achieved mainly by: a) organising, conducting and improving
the educational and scientific research process; b) the establishment of specialities; c) drawing up
study plans and syllabi in accordance with state educational standards; d) the organisation of the
admission of candidates for studies, taking into account the criteria specific to the profile of the
higher education institution; e) the selection and promotion of the teaching, scientific‐didactic and
scientific staff and other staff in the educational institution; f) establishing criteria for the evaluation
of teaching and scientific research; g) the award of didactic titles; k) finding additional sources of
income; l) establishing collaborative relations with various educational and scientific institutions,
centres and organisations in the country and abroad. (Education Code, 2014, article 79). The
University has the possibility to initiate a certain study programme (by decision of the Institutional
Strategic Development Council and the Senate), as well as to terminate the study programmes
without prior agreement from the public authorities. They have autonomy in developing courses,
educational strategies and methodical support. Universities in the Republic of Moldova have to
obtain national accreditation, although they are free to apply for additional external accreditation
from any internationally recognized agencies. There are regulatory provisions, which determine
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certain requirements in relation to the structure and content of the study programmes. All study
programmes must include ICT courses, European studies, foreign languages, the internship period
and the training of basic skills.
University autonomy is a singular concept, guaranteed by the constituent law maker in both
accredited state education and private education, since its content cannot be derogated according
to such criteria.
1.1.4. Social stake in relation to university potential. Strengthening the social role of universities
The mission of higher education is stipulated in the Education Code of the Republic of Moldova,
Article 75, (1) Higher education is a key factor for the cultural, economic and social development of
society based increasingly on knowledge and a promoter of human rights, sustainable development,
democracy, peace and justice. (2) The mission of higher education shall be: a) creating, preserving
and disseminating knowledge at the highest level of excellence; b) the training of highly qualified
competitive specialists on the national and international labour market; c) creating lifelong training
opportunities; d) the preservation, development and promotion of national cultural‐historical
values in the context of cultural diversity.
The social dimension of education in general and higher education in particular is stipulated in the
„Education 2020” Strategy: ensuring the sustainable development of the education system with a
view to forming an integrated, active, social and creative personality – main factors of the country’s
human development and social‐economic progress.
The policy documents emphasize the social benefit of university studies: „The correlation between
the labour force market demand and the educational offer will have a considerable impact on
economic development. Modernising the professional training system and improving the
mechanisms for continuous labour force training will enable citizens to adapt to new labour market
conditions. The partnership between the education system and the labour market will lead to the
generation of an educational offer that corresponds quantitatively, qualitatively and structurally to
the demand for labour force” (Moldova 2020 Strategy).
Conceptually, social and educational policies are rallied to international documents. In the
Sustainable Development Strategy, 2030, Objective 4, which refers to education, stipulates:
„ensuring quality inclusive and equitable education and promoting lifelong learning opportunities
for everybody”.
The very emergence of universities was, on the one hand, a result, on the other hand, a requirement
of the processes that took place in society: they constituted a review of the evolution of human
civilization, but at the same time strengthened themselves as centres, which ensured the
perspective of the development of society.
Willem Frijhoff, formulating the functions performed by the university of the modern era, among
other things specified: to provide education as part of the life cycle; to train candidates for a
particular profession or to promote scientific knowledge; to form a social elite; to perform the
custodial function, that is, to educate, in a community, to promote a way of life. In fact, the
University is the only European institution that has retained its models, social role and functions
throughout history.
In essence, higher education ensures, directly or indirectly, the progress of society. In an age when
information and knowledge are becoming key factors in development, the importance of the
university is expected to increase. Social functions in general and social intelligence in particular
Course support
2020, V01‐r1

www.mhelm.utm.md

12

LEADERSHIP AND MANAGEMENT – Professional training program

consist of dynamic reproduction, preservation and transmission of the values of science and culture;
initial and continuous training of staff for economics and culture; developing a creative personality,
competences and attitudes necessary for the pursuit of professional and social activity; meeting the
education requirements of the individual; the formation of national consciousness and identity;
development of national culture and promotion of intercultural dialogue. The role of higher
education is growing in the context of the economic, political and social crisis. Moreover, higher
education must be seen as a strategic factor for development and exit from the crisis. Education is
the foundation of national economic, social, ecological, ethnic security. Universities have a
substantial influence in social reconstruction. Education must be a tool for emancipation and the
restoration of social justice.
The higher education system is a subsystem of the macrosocial system. Society expects to solve
certain problems through higher education, but higher education is also influenced by social
problems. T. Hunsen, identifies an interdependence between the society and the educational
institution. It is noted that a society in transition has an educational institution in transition. The
transition of the educational institution in a society in transition is rich in information but poor in
actions, from the perspective of professional life, it is sometimes felt as a traumatic experience
(Tunsen T.).
The complexity of the social environment, at present, places education in the priority position of
activity of contemporary society. The first cause of this positioning lies in the fact that the progress
of nations is increasingly based on the products of education: attitudes, capacities, skills, habits and
knowledge have become the most solid and valuable treasure of peoples. At the same time, it is not
fair to address university’s problems separately from those of society, as „most of the problems
identified in the educational institution have their beginnings in other institutions of society.
Society’s crises fall on the education system” (Văideanu G. , 1988). However, the social stakes in
relation to universities are quite high. Lately, the relationship between: quality of education –
quality of life is emphasized. The policy documents stipulate that education makes it possible and
thorough the development of all social sectors; there is no development without education, no
economic or social development actions can be launched, before achieving the educational and
competence training levels required by the desired and pursued progress. We therefore see the
difficult situation of higher education institutions. The contradiction that emerges between the
products of education and the needs of society. While until now slow‐moving societies were easily
and willingly absorbing the products of education, or at least finding the solution to accommodation,
such a situation is no longer valid today. The society is beginning to reject a certain number of
specialists offered by universities. One of society’s expectations is for universities to provide an
education that would precede economic development. With all the contradictions that exist, the
economic effects lead to the finding that investing in education is the most cost‐effective for the
individual and society. The only way to go through difficulties is education. In modern society, ideal
conditions have been created that allow each individual to orient their capacities to the type and
totality/volume of education they want.
Multiple studies highlight the benefits of society brought by universities:
a.

they are economic drives, being innovation centres and entrepreneurs. In partnership with
government and business, research and academic technologies, contribute to strengthening
a vital industry. Universities offer students the skills to compete in increasingly global jobs,
being themselves important employers;
b. change the face of a city;
c. attract and harness talent;
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d.
e.
f.
g.

allow international connections to be created;
support addressing society’s challenges/problems;
fosters creativity and open expression;
higher education improves lives. It improves self‐knowledge, employment opportunities and
promotes civic participation.

As agents of social mobility, universities are more than just professional education and training sites.
They are a crucial intellectual point of view where knowledge is created, disseminated and
harnessed. Coming to a university campus (that’s how it should be) would be an aspirational
experience, with opportunities for collaboration, knowledge exchange and social empowerment.
But the efficiency of universities is greatly influenced by the level of funding. As a rule, well‐funded,
resource‐holding universities have an extraordinary social and economic impact. In a recent study
(Kover A. et all, 2019) the author concludes: „The university is an institution that should go beyond
the production of higher knowledge for power elites. Vital is the strengthening of direct relations
between universities and communities, with the aim of building social capital and opening
universities to society”.
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1.2. University management
Learning outcomes
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- describe different theories / schools and university management models, levels of university
management;
- report on the attributions, competencies, skills, responsibilities, rights and obligations of the
manager, the stages of the managerial process, university governance / autonomy,
management strategies, managerial team;
- identify various principles and mechanisms of managerial performance, managerial styles,
various categories of beneficiaries / target groups.
Application
- compare various management strategies and styles;
- choose the management style and the mechanisms of managerial performance in
accordance with the characteristics / specificity of the management level and the target
group.
Integration
- propose solutions to increase managerial performance;
- adapt the managerial style and the mechanisms of managerial performance to the specifics
of the management level and the target group.
1.2.1. Theories / approaches and models
Generalized definitions for activity management
Management is a complex of concerns and actions of the leader (minister, secretary of state,
director general, director, head of department etc), of creating the framework to allow a group of
workers to achieve a certain productive goal (product, service), under conditions of quality, term
and efficiency imposed. The manager is the administrator who (regardless of the level of
management) has the right to decision‐making1.2
From American practice it results that any person who gives orders ‐ so participates in management
‐ is a manager. In the Anglo‐Saxon sense, the manager corresponds to the activity of administering,
ordering, leading, training, directing, explaining, influencing, integrating, classifying, making known,
admitting, informing, saying, and improving. The above elements correspond to the art and science
of leadership. The manager is a creator of conditions and not just a direct performer.
Under the care of the manager, the workers, the materials and especially the ideas can determine
the conditions necessary for the activities of the institution. A different, variable volume of the
leading process is identified on the vertical of the system. In a broader expression ‐ and strongly
related to practice, management considers: planning, directing, control.

1

Serduni Sergiu., Management : (note de curs), Acad. de Studii Econ. din Moldova, Catedra „Management”, Fac.
„Business și administrarea Afacerilor”. – Ch.: ASEM, 2010.
2 Târcă Anca, Management educațional, București, 2011.
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Management
Planning ‐ Company’s external policy
Leading ‐ distribution of activities, ‐ trainings, ‐ implementations
Control
Local (national) economic environment
Local (national) legislation
International (global) legislation
Fig. 3 – Management components and regulations that structure productive‐economic activities
Planning results from the content of the institutionțs policy. Planning is indicated in principles, but
strictly limited to the content of the themes and positions that must be adopted to achieve the set
objectives.
Leading refers to the distribution of activities in established directions and opportune moments.
Control is essential in streamlining activities within the institution and it is effectively achieved from
the exercise of this lucrative function by the top management of the institution. Through
managerial control, the appreciation (evaluation) of the results is achieved. Control, by
appreciation, records the establishment of trust. Trust is established by setting achievable goals
and by demonstrating the integrity and loyalty of employees. In practice, there is a tendency to
simplify control tools in parallel with the decentralization of managerial information.
Management has its own methods and techniques and, at the same time, uses methods and
techniques related to other fields. For this reason, management is becoming an integrative, frontier
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science. The specific approaches substantiate and support national and area priorities, and the
improvement of the productive economic behavior is related to the degree of specific
organizational education. Management also includes more advanced experience processes. Within
management, a significant role is played in terms of understanding and application by leadership.
Leadership is influencing staff to participate in achieving objectives. This influence can be of catalyst
(ensuring informational relations, consolidating employee status, continuous training, new staff
selection criteria) or inhibitory (sufficiently complex hierarchical structure, the existence of
functional barriers and bureaucracy) type.
There are different statements for the notion of leadership, among which are listed:
– to lead means to take responsibility;
– to lead means to use the oldest art and the newest science;
– to lead means to communicate;
– to lead means to make others do what they have to do;
– to lead means to foresee;
– to lead means to get results through others.
Managerial principles and analytical approaches3
Management mainly means the concern for creating and maintaining a desired indoor environment
in an institution, so as to create the possibility to select and execute the tasks necessary to achieve
the planned objectives. The leadership and organizational process involves identifying how to
harmonize individual actions, for a greater contribution to the achievement of group objectives. It
follows that it is strictly necessary to coordinate individual efforts. The principles of management
are located in fundamental theses, which guide the approach, explanation and solution of
organizational and leadership problems.
The most significant influential action in field activities is “systematization of relations between
variables and limits”. A management analysis is related, in principle, to approaches, the complexity
and content of activities, respectively, when exercising organizational approach.
Among the types of managerial analysis approaches, we can mention:
– the causal, empirical approach;
– the interpersonal behavior;
– the group behavior;
– the cooperation system;
– the technical‐economic system;
– the decision theory;
– the system approach;
– the mathematical approach (mathematical, computerized management);
– the situational approach (tangents);
– the approach to the role of management;
– the operational approach.
Main management schools
Management schools are closely linked to the level of economic and social development in historical
perspective, in countries, regions and worldwide. Mainly, the following schools are identified:
3

Gâf‐Deac Maria, Management general /Curs în tehnologie ID–IFR, București, Editura Fundației România de Mâine,
2014.
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The traditionalist, classical school where the main protagonists are considered Ford, Taylor, H.
Fayol, H. Gilberth et a.l, who demonstrated the need to use rational methods in organizing and
leading industrial processes. Contributions are made to the definition of management
functions.
The school of social behavior (Simon, March, H. Leavitt, D. McGregor et al.) focused its concerns
on the human factor and its involvement in productive processes.
The systemic school (P. Druker, L. Newman, E. Dale, O. Gelinier et al.) determined the
reconsideration of economic principles. Resource control and accounting are gaining
increasingly active roles in organization and management.
The operational school (Tinbergen, Kaufmann, Forestes et al.) manifests itself with the
development of management techniques, being introduced a new way of dealing with
uncertainty in the context of internationalization and business dynamism. Statistical techniques
and many other mathematical methods, as well as the use of computers have generated new
possibilities for quantitative and qualitative analysis of the managerial act.
The school of modern management promotes new concepts to support economic and social
mechanisms. The balance between specificity and universality, crisis management and
transition management support the implementation of productive and economic‐social
globalization trends.
Concrete elements of management (organization and leadership) have been exercised since ancient
times in all fields of activity, the situation existing also in contemporary days. Initially, the process
was to direct people, later to direct labor and the means of production to achieve a goal.
Developments in the science of management show that the study of activities / production,
organization and leadership, in a certain context, is in fact the study of human life. Double
professionalization of people involves 1) the acquisition of knowledge and skills for a specific
professional competence (profession) and 2) updated knowledge on organizing and conducting
activities in which the respective people or other members of society are involved.
Developments in the field of knowledge of the qualities required for leadership work have followed
two directions:
– under the influence of classical Roman civilization (it formed the cult of the hero). In this
context, the managerial psychology included the genetic character of the leader qualities;
– the study of the profession and the activity through which the managerial profile is
outlined.
All these theories were developed outside the education system, being subsequently implemented
at the level of educational units with contrasting results.
1.2.2. University management system in the Republic of Moldova. Managerial responsibilities
University management system in the Republic of Moldova 4
The management of the Universities of the Republic of Moldova focuses on the following principles:
a) university autonomy; b) public accountability; d) strategic leadership and e) efficient and
transparent management.

4

STRATEGIA învățământului superior din Republica Moldova în contextul Procesului Bologna
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In order to ensure an efficient management of higher education, the management / administration
structure of the Universities consists of the following components: a) Rector; b) University Senate;
c) Council for institutional strategic development; d) Administration Council; e) Scientific Council; f)
Faculty Council; g) Doctoral School Council. Based on the specifics of the university, there may be
other components as well.
The Senate represents the supreme collective governing body of the University and consists of
scientific‐didactic, didactic, scientific and non‐didactic staff, elected by secret ballot of the teaching
staff of the faculties, departments, of students elected by academic formations and student
associations, of representatives of trade union bodies ‐ elected by trade unions, in accordance with
the Regulation on the organization and operation of the Senate.
The Council for institutional strategic development is a governing body and operates based on the
Universityțs internal Regulations developed in accordance with the provisions of the Education
Code, the Framework Regulation of the Ministry of Education, Culture and Research on the
organization and operation of the governing bodies of higher education institutions in Moldova and
the University Charter, as well as other normative acts in the field.
The Administration Council is subordinated to the Senate, exercises the operative administration of
the University and operates based on the university's internal Regulations. The Administration
Council usually includes the rector, vice‐rectors, deans, the student representative and the union
representative.
The Scientific Council is the superior body for organizing and carrying out doctoral study
programmes and the partnerships concluded between Universities and scientific research
institutions in the field and carries out its activity in accordance with the provisions of the University
regulations on organizing and conducting doctoral study programmes.
The Faculty Council is the decision‐making and deliberative body of the faculty and consists of the
dean, vice‐dean(s), heads of departments / chairs, scientific‐didactic and scientific staff, as a rule,
with scientific and scientific‐didactic title and student representatives.
The Doctoral School Council is the collective management body of the doctoral school. The Council
includes 65% of the doctoral supervisors within the school, 20% of the doctoral students and 15%
of scientific personalities from outside the doctoral school, whose scientific activity has significant
international recognition.
The management system is implemented by the team of university managers: rector, vice‐rectors,
deans, heads of departments and heads of university subdivisions.
University management includes a series of components, which refer to the university activity as a
whole, or only to certain aspects of it. The first category, which addresses the overall problems of
the university, includes strategic and quality management, as basic components, which decisively
influence the progress of the institution. Also here can be included a series of components that refer
to some specific aspects, but which target the leaders of all sectors and their subordinates, such as
time management, or human resources management.
The second category considers activities in which certain structures are mainly involved, but which,
by their nature, inevitably influence the entire university life.
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General / institutional management5
a) Strategic management
As already mentioned, management focuses on a leadership that looks to the future, involves the
participation of all members of the university community, but the guidelines are drawn by the
management team. The activity of leaders in this direction is part of strategic management.
Achieving strategic management requires, first of all, the existence of a vision and a statement of it.
The vision must start from the existing situation, from the socio‐economic context and project the
future activity of the institution, specifying what the university wants to be, the level at which it
should be located, the main goals and the means to achieve them. The vision must be based on a
set of guiding principles, as crucial values that guide professional activity and relationships in the
university environment, are shared by as many members of the community as possible.
The materialization of the vision is achieved by declaring the mission and drawing up a strategic
plan. The strategic plan consists in presenting the objectives to be met in the period to which it
relates, in order to carry out the mission, the means of implementation and the modalities of
evaluation. Strategic management aims not only to develop the strategic plan, but also to
continuously monitor its implementation, with periodic analyzes and bringing the necessary
corrections and evaluation based on performance criteria.
b) Quality management of higher education institutions
In the last 3‐4 decades, there has been a significant fluctuation in the number of students worldwide
and, implicitly, in the number of universities and faculties. Under these conditions, the issue of the
quality of different higher education institutions comes to the forefront and society is trying to
encourage the best performances. Candidates to studies are interested in knowing the universities
that offer them the conditions at the level of their expectations, also, employers want to know
where the graduates come from, in order to have a guarantee on their training.
Apart from the interest shown by outside stakeholders, universities themselves are interested in
knowing their potential and possibilities and their place in the context of academia in a country or
even worldwide. This knowledge allows them to adapt their future plans in order to make the
necessary improvements.
The quality assessment is made on the basis of evaluation criteria and on this basis the ranking of
universities is made. The ranking of universities is a common practice for several decades in the
United States and extends to other countries and continents.
Sector management6
a) Academic management
In any university, the main activities are of an academic nature, i.e. educational and research
activity. The academic activity is regulated based on the normative acts elaborated at national and
institutional level, through the decisions of the university structures of all levels: university level and
the level of the specialized faculties / subdivisions.
The educational activity is oriented towards: the didactic process and extracurricular activities
5

Boțan Corneliu, Managementul institutelor de învățământ superior, Studiu elaborat în cadrul proiectului Politici
educaționale, Chișinău, 2011.
6
Boțan Corneliu, Managementul institutelor de învățământ superior, Studiu elaborat în cadrul proiectului Politici
educaționale, Chișinău, 2011.
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-

Curricular (didactic) issues: elaboration of study plans; establishing forms of education (full‐
time, part‐time, distance learning); ways of teaching, learning and assessment;
Extracurricular issues: a more general context is included, which refers to the formation /
development of the personality, the preparation for the social‐professional integration, the
development of the civic position, of the moral profile, etc.

The scientific research activity is inherent to the university environment, being an integral part of
the activity of the academic staff and of the students, it is carried out individually and in teams. The
results of scientific research, as a rule, are integrated in the educational process, or in technological
and knowledge transfer.
The educational and scientific research activity, in addition to those mentioned, also has the
following concerns:
- Use of information technology in all areas of academic activity.
- Providing a documentation base (libraries, modern means of storing and disseminating
information).
- Cooperations and partnerships at national and international level, with academia, the
economic and social environment.
- Quality control of the teaching and research process, which is intended to guide and correct
any malfunctions.
- Marketing activities: analysis of the job market, offers of research topics, requests for various
forms of training, offers of products and services.
b) Human resources management, which has as a priority the personnel policy
- recruitment of academic and non‐academic staff;
- hiring and monitoring the employment relations between the employer and employee;
- employee motivation;
- performance evaluation.
c) Administrative management
The main objectives that administrative management has to solve are:
- the proper maintenance of the real estate patrimony and of the spaces of the university
campus;
- providing utilities ‐ water, energy supply, heating, communication and computer networks,
cleaning in the entire campus;
- supply of materials for current use;
- ensuring the security of buildings;
- coordination of activities for new investments ‐ new buildings, space arrangements;
- endowment with necessary equipment of the departments / chairs, laboratories and
services;
- maintenance of dormitories, canteens and student spaces;
- providing some social services for students.
For all the above activities, as well as for others of this kind, there must be a short‐term and long‐
term planning, which provides for the accomplishment of the works and the costs.
d) Financial management
- management of financial resources distributed from the state budget;
- management of extra‐budgetary financial resources.
Skills, responsibilities, rights and obligations of the manager
Course support
2020, V01‐r1

www.mhelm.utm.md

21

LEADERSHIP AND MANAGEMENT – Professional training program

Skills – are seen as qualities, innate and acquired characteristics of managers that condition the
simplicity and efficiency of the managerial process. By their nature they can be grouped into three
broad categories: conceptual, technical and human.
a.

b.

c.

Conceptual skills – reflect the ability of the manager to perceive and understand the
organization as the whole dependencies between the parties and its functions, to diagnose
and evaluate different types of managerial problems. They involve the process of systemic
thinking.
Technical skills – very concrete, are developed and emphasized in the process of manager
training. They allow them to circulate methods, procedures and techniques specific to the
field they coordinate.
Skills of initiation, development and completion of human relationships necessary for the
manifestation of relationships with the vital source of the organization ‐ people. They allow
the manager to motivate people, handle conflict and coordinate group work. Thus,
communication skills synthesize the manager's ability to receive and transmit information,
thoughts, feelings and attitudes (they are important for all levels of management).

Responsibility has as its primary objective: the obligation of managers to make decisions and act so
as to contribute to the well‐being of the individual, in the interest of the society and the organization
they lead. The list of manager's responsibilities is determined by the job description. There are four
categories of responsibilities: discretionary, ethical, legal and economic.
Discretionary responsibility – is purely voluntary in nature and consists in the desire to provide
social contributions that do not represent economic, social or ethical obligations, including
generous, philanthropic, non‐profit actions.
Economic responsibility – assumes that managers must use resources and energy in activities
designed to increase profit, and thereby, the well‐being of the organization and individuals.
Legal responsibility – economic objectives must be aligned with the legal framework recognized in
society. For example, the organization must comply with the contractual clauses concluded with
customers, must serve customers on time, not produce defective goods, etc.
Ethical responsibility – implies the obligation of the leader and the organization to make decisions
in accordance with the law, but also impartial, respecting the rights of individuals and the
community.
The rights and obligations of university managers, of various levels, are stipulated in the national
and institutional normative‐regulatory documents: Education Code, University Charter, Code of
Ethics, Framework Regulations and Institutional Regulations.
1.2.3. Principles and mechanisms of university managerial performance.
The current context and the need to modernize university management7
Universities around the world are currently facing a period of turmoil that does not seem to be
ending too soon. As the difficulties they face only increased in the last decades of the twentieth
century and the beginning of the twenty‐first century, higher education lost all traces of its former
stability also because it, under the conditions necessary for such stability, can not withstand the
ever‐increasing and diversified requirements. There is a constantly expanding and changing labour
7

Boțan Corneliu, Managementul institutelor de învățământ superior, Studiu elaborat în cadrul proiectului Politici
educaționale, Chișinău, 2011.
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market and universities are called upon to provide competent specialists. Moreover, the research
base of higher education institutions generates new knowledge and technologies, increasing the
number of specialties and the scope of uni‐ and interdisciplinary fields. Universities are based on
knowledge, but no university or group of universities can keep up with the global increase in the
amount of knowledge, and not even the richest institutions are able to fully cover both old and new
fields.
In turn, society and governments expect universities to do more for society, to help it solve
economic and social problems, but the same governments are reluctant when it comes to financial
support, proving to be not too generous sponsors.
Permanently subjected to the pressure exerted by the new requirements, universities are forced to
modify their study programmes, to restructure their staff and to modernize an increasingly
expensive material base. Some traditional areas have come to be neglected. Universities will have
to rebuild much of their traditional offerings.
The great diversity and complexity of the problems that arise in the field of education and the
difficulties that universities are currently facing clearly show that many changes need to be made in
it. Changes must be made at all levels, starting with the general structure and concepts at the state
level.
An essential requirement for universities and especially their management is vision. Leaders need
to think long‐term and appreciate the extent to which their system fits into a broader context. They
must discern in the confusion and disorder of the present, the elements to be and describe the
guidelines of a possible future that sets people in motion. „No one can lead other people without
showing them a future. A leader is a seller of hope”, said Napoleon, and of course he was right.
It follows that the organization and management at various hierarchical levels must deal with
problems with a high degree of difficulty, especially in unfavorable financial conditions. Leaders are
required to have great skill and will to successfully lead this complex process.
A well‐intentioned leader will always choose the means he or she deems most appropriate to
accomplish leadership tasks. In this direction, the appeal to the concepts and methods of
management theory should not be neglected. This will provide the management with a very useful
support, which will allow the adoption of appropriate solutions, will ensure an efficient, future‐
oriented management.
Basic principles and mechanisms of university management performance
The features specified for an efficient / performance management are ensured by observing some
principles of scientific management, among which we mention:
of efficiency;
of the use of maximum efficiency of the whole system ‐ theoretical elements, processes,
relationships, resources, effects;
of the effectiveness of quality and performance;
of the central role of objectives;
of the specific and responsible participation of all the factors of the institution;
of ensuring the dynamism of management, of promoting norms of participatory conduct,
accountability, initiative, motivation, authority, discipline, cooperation, etc.;
of involving the elements in a rational organization ‐ goals, actions, resources, means,
methods, factors, relationships, results;
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of the adaptation of the management system to the concrete characteristics of the
organization;
of the motivation of all those involved.

Performance management involves solving some problems, and failures can arise precisely from the
incorrect solution of one or more of them.
We further present some of the problems that arise in front of the management, with a brief
emphasis of the shortcomings that may arise from their neglect or failure to resolve:
- Vision and sharing of values: the university must have a statement of its mission, which
provides meaning for everything that is undertaken and there is a deep understanding of the
commitment to the mission at all levels of the university.
- Existence of a strategy: if such a strategy does not exist, or if it does not correspond to the
current demands and realities, or if it does not effectively express the mission, they can get
into difficult situations, which are difficult to overcome.
- Coordination: poor coordination between structure and shared values, between visions and
systems, between university structure and systems must be avoided.
- Leadership style and skills: if the management philosophy and style are not congruent with
the shared vision and values, leadership difficulties may arise.
- Trust: an environment of mutual trust must be created, otherwise emotional reserves are
exhausted, resulting in closed communication, poor problem solving, poor cooperation and
unsatisfactory teamwork.
- Integrity: hypocritical and duplicitous people exist in abundance in all environments and
their presence undermines the culture of trust; the harmful effect of such persons is all the
greater as they are located higher on the hierarchical scale.
- Efficiency of decisions: the quality and efficiency of decisions do not need to be identified; a
decision of modest quality can become particularly effective through adjacent measures,
especially by involving subordinates in the making and execution of the decision.
- Existence of performance agreements: the performance agreement must be explained and
hopes must be explicit and based on a win‐win agreement. Otherwise, unfulfilled hopes or
stressful and painful relationships often occur.
- Time management is a very important factor for achieving efficient management. It should
be noted that in the university environment this problem is somewhat more thorny than in
other areas, as leaders at various hierarchical levels (except for heads of administrative
services) also continue to have professional obligations. Sometimes even the management
and professional obligations are combined in the same action, for example, participation in
commissions for awarding scientific degrees, meetings with students, etc. In any case, the
time allocated to professional tasks decreases as they occupy a higher position on the
hierarchical scale, increasing the time allocated to management obligations. The best
solution for good time management is delegation, which is a true art of the manager.
- Ensuring a control system, compatible with the importance of the university's mission, which
makes the performance of subordinates acceptable and allows the necessary corrections to
be made. Such a system must achieve: setting performance standards; performance
measurement; performance evaluation compared to standards; using feedback and taking
corrective actions when necessary.
- The way in which changes are to be made, which must be aimed in particular at reducing
opposing resistance. We have previously shown that there are multiple causes that
determine a resistance to change and for this reason, managers who are committed to
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introducing change must take the risks of such resistance and reduce them as much as
possible. Every action produces a reaction; only the lack of action does not produce
reactions. Universities must be able to make the necessary changes, assessing the costs and
risks of both their application and non‐application.
For an effective activity in the university, some major behavioral components must be ensured both
to the leaders at various levels and to all the members of the organization. These are:
- the sense of urgency;
- dedication par excellence;
- a reasoned dissatisfaction with the way things are going;
- appreciation for the inspiring responsibilities of the management.
1.2.4. University / institutional governance. The stages / hypostases of the managerial process.
Managerial roles (decisional, informational, interpersonal)
University / institutional governance8
Governance is a broad concept that includes sound and effective oversight of how something is
done, conducted, controlled, or managed in order to protect the interests of the components of
that area, organization, or institution. Governance is also linked to the institutional capacity to
change appropriately and in a timely manner. With reference to higher education institutions, in
English literature the concept of University Governance is used, and in Romanian literature the
concept of University Governance or University Governing is used..
Governance refers to the distribution of roles and responsibilities. Governance models differ
depending on how these decision‐making powers are distributed and achieved in the university and
how they are reflected in the relationship with the Central Administration (Government, Ministry,
Agencies, etc.).
The unicameral model ‐ there is a single decision‐making structure, both for academic and research
issues and for administrative issues. It is the model that existed in the universities of the Republic
of Moldova until the publication of the new Education Code. The rector had full powers, being at
the same time the chairman of the university senate.
Bicameral model ‐ the bicameral model is the most common model found in Canada and the US (at
state universities), but also in some EU countries. The model contains 2 decision‐making
components: a) The university board, which appoints the university chairman and is responsible for
the administrative and financial (including property and business) issues of the university and b) the
academic Senate, responsible for the essential issues regarding the educational and research
process in the university. This model is also adopted in the Republic of Moldova.
Hybrid models ‐ these models are developed mainly for universities that are actually multi‐campus
or university systems, with locations in different cities (e.g. University of California). In such cases,
the decision‐making power must also take into account the decentralization of activities on multiple
universities and campuses, and therefore of managerial responsibilities.
In order to make the decision‐making process as efficient as possible, it is important to clearly state
which body or person has the decision‐making power and is responsible for it, the bodies to be
consulted before the decision is made and who validates the decision.
8

Brătianu C., Guvernanță universitară, Suport de curs pentru învățământul deschis la distanță, Editura, București,
2000.
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The stages / hypostases of the managerial process9
The managerial process consists of a set of actions through which the individual or group manager
provides, organizes, coordinates, makes decisions and controls the activity of employees in order to
achieve the company’s objectives.
The content of the management process can be approached from several points of view:
a) from a methodological point of view, the managerial process consists in the succession of the
following stages:
- defining the purpose, i.e. the desired state of the system,
- analysis of the current situation, i.e. understanding of the current state of the system,
- determining the problem or the contradiction between the current situation and the
proposed purpose,
- the adoption of the decision trying to resolve the contradiction;
b) from an economic point of view, the managerial process includes logical stages aimed at the
correlation between needs and resources, namely:
- determining the needs of the company,
- analysis of available resources,
- allocation of resources,
- use of resources to meet the needs;
c) from a social point of view, the managerial process consists in the involvement of people in all
segments of the activity of a company in the whole process of attracting and managing
resources;
d) from an informational point of view, the management process aims to go through the following
stages:
- research of available information,
- supplementing useful information,
- information processing,
- transmission of information;
e) from an organizational point of view, the management process includes all the rules of operation
of the company, in force at a given time, which give rationality to human actions, namely:
- all regulations and rules,
- all training methods,
- the principles of establishing liability,
- the set of cooperation relations between various links of the organization;
f) from a functional point of view, the management process includes:
- foresight ‐ in which the management activities are oriented towards the appreciation of the
future activity of the economic agent;
- organization ‐ which includes all the activities that establish the work processes, their
grouping by compartments;
- coordination ‐ is intended to ensure that the economic agent adapts to the conditions
existing on the market at any time during its existence;

9

Serduni Sergiu., Management : (note de curs), Acad. de Studii Econ. din Moldova, Catedra „Management”, Fac.
„Business şi dministrarea Afacerilor”. – Ch.: ASEM, 2010.
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decision ‐ in performing this function the manager has a very important role in being
understood by different methods by subordinates;
control ‐ consists of all the actions by which the performance of the economic agent is
verified, or of its various compartments at any time, in comparison with what was planned
to be achieved.

Managerial roles / behaviours
It is known that managers work on different levels that require different qualities. However, what
is the role of the manager? What do they do on their hierarchical level? There are a number of
behaviours (roles) that have been grouped into three general categories: interpersonal roles,
informational roles, and decision‐making roles.
a)

Interpersonal roles

Interpersonal roles ‐ three such roles come into play when the manager needs to engage in
interpersonal relationships:
the figurative role, when an activity of a ceremonial nature is required in the organization.
This role is routine, with a small dose of serious communication and no decision‐making
importance. But, its importance should not be overlooked because at the interpersonal level
it gives members and non‐members of the organization a sense of what the organization is
and the type of people the organization recruits.
the leader role, coordination and control of the work of the manager's subordinates; this
role can be exercised directly or indirectly, employing, training and motivating, involving
direct contact with subordinates. However, setting expectations for the quality of work,
setting responsibility, or hiring time are results of the leader role.
the connection role, contacts with other people either inside the organization or outside the
organization, in order to complete the activities in the institution (for obtaining information
or resources beyond their authority). Ultimately, the connection role enables the leader to
develop a network in order to obtain external information, necessary and useful in carrying
out current and future work.
b) Informational roles
These roles place the manager at the central point of receiving and transmitting information. It also
allows the manager to build a network of interpersonal relationships, which helps him / her in
collecting and receiving information as a monitor and transmitting it both as a disseminator and as
a spokesperson. Among the informational roles of the manager we mention:
the monitor role ‐ obtaining information on activities and events that may constitute
possibilities or threats to the operation of the unit. Much of the information needed by the
manager is also obtained through interpersonal roles.
the propagator role ‐ the information collected by the manager as a monitor must be
properly evaluated and transmitted to the members of the organization. Its transmission
constitutes the actual dissemination.
the spokesperson role ‐ the role of speaking, occasionally, on behalf of the unit, either to
members of the organization or to others outside it. This can happen in an effort to obtain
resources or to call on influential people who can support the unit, etc.
c) Decision‐making roles
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The roles of interpersonal relationships and those of gathering and transmitting information serve
as inputs in the decision‐making process. These allow the manager to assume the following decision‐
making roles:
- the role of the entrepreneur, which is to look for the new ‐ ideas, methods, techniques and
to introduce it in the organization in order to change it for the better, to lead to performance.
- the role of stabilizer that falls on the manager when he / she is forced to make quick decisions
when, due to disruptive factors, the organization he / she leads leaves the stable state. In
such a situation, this role becomes a priority over the others, the „reaction speed” coming
into play and finding the optimal one in influencing the environmental factors in order to
obtain the stability as quickly as possible.
- the role of resource distributor places the manager in a position to decide who receives and
how much of these resources, which can be: money, labour force, time and equipment.
There are almost always not enough resources and the manager has to divide this little in
several directions. The distribution of resources is therefore the most critical of the
managerial decision‐making roles.
- the role of negotiator often puts the manager in the situation of „weighing” to whom to offer
the advantages of a business. Negotiation involves, in order, work, performance, clear
objectives and anything else that can beneficially influence the end result.
1.2.5. Managerial functions vs. managerial style (planning, organization and motivation).
Managerial styles in higher education
Managerial functions1011
„Leaders must be close enough to relate to others, but far
enough ahead to motivate them”
John Maxwell
The first to define the functions of management was H. Fayol, who proposed the division of
managerial activity into five distinct categories of activities: foreseeing and planning, organizing,
staff commanding, coordinating and controlling. Thus,:
 Foreseeing and planning
It is an activity of evaluating the future, of observing the tendencies, the probable situations in which
the influencing factors will act. There are three types of forecasting activities:
foreseeing – in the long‐term, over 10 years, characterizes strategic decisions at the
hierarchically higher level;
planning – in the medium term, from a few years to a semester, the product of planning is
the plan, and
- scheduling ‐ in the short‐term, decade, week, shift, detailed in terms of actions taken, means
and resources used to implement the plan. An important role in this function belongs to the
process of reconsideration and evaluation
The first, reconsideration, fulfills the role of feedback of the foreseeing function and is based on a
series of evaluations of all components of the foresight: programs, budgets, plans and forecasts in
relation to the concrete situations in which the company is.
10

Cecilia Macri, Irinela Nicolae, Vasile Nicoară, Management instituțional și de proiect, Modulul 8, MECTS, București,
2011.
11
Zaharia V., Management, Editura Pro‐Universitaria, București, 2006.
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In turn, evaluation is a process of obtaining information on the analyzed activity, comparing it with
objectives or standards, making decisions on improving the evaluated activity..
 Organizing
It includes the set of activities through which the processes of physical and intellectual work are
established and delimited, their components, realizing their grouping on departments, work
formations. The actions taken are the attribute of the management process that ensures action
coherence, discipline, functional order and the institution's ability to adapt to changes generated by
the environment. The concept of organization can be approached from at least four points of view,
including: managerial function; profit growth factor, in terms of form and content.
 Coordinating
It refers to ensuring cooperation between departments and people, harmonizing their actions, to
avoid parallels and overlaps, waste of forces and means. The harmonization and synchronization of
the individual and collective actions within the institution and their orientation towards the
fulfillment of the objectives, in conditions of maximum profitability, form the content of the
coordinating function. The coordination function can be achieved in two ways: planning and
organizing. Coordinating through organization is achieved mainly on the basis of the process of
analysis and rationalization of tasks and operations, using methods and techniques specific to
management.
The activities contained in the coordinating function are less formalized, and as a result, depend to
a large extent on the human side of the managerial potential. The coordinating function, according
to the specifics of the communication process, takes two forms: bilateral coordination and
multilateral coordination. Multilateral coordination is a process of communication between a
manager and several subordinates.
 Coomanding
It involves the action of the manager to determine the subordinates to participate actively,
responsibly and creatively in the fulfillment of their tasks, in optimal conditions. It is done by
command and motivation. The commanding function has a pronounced operational character and
answers the question:
Why do the institution’s staff participate in setting goals?
As a result, a variety of forms of remuneration have been reached: in directing, in directing
combined with awards for different criteria and in agreement (simple, direct, progressive, etc.). The
theory of needs starts from the concept that man has a set of needs, which he seeks to gradually
satisfy, such as:
- security needs: protection, order, etc .;
- needs for appreciation (esteem): success, recognition ...; and
- needs for self‐realization: creativity, personal development.
The motivation must start by solving the factors of dissatisfaction, such as: salary and working
conditions. Hope must be sustained by a certain way of conditioning satisfactions and results. This
can be achieved through two forms of motivation: positive and negative. In the whole management
process, the quality of the commanding function has a particularly important role in that, to a
decisive extent, it influences the efficiency of the upstream functions (forecasting, organization and
coordination), as well as the control‐evaluation function.
 Controlling
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It consists in supervising the operation of the managed system, comparing the results obtained with
those planned or with the objectives set. The controlling ‐ evaluation function refers to all the
activities through which the performance (results) of the institution and its subsystems are
measured and compared with the objectives and standards initially set, in order to indicate the
levels of fulfillment and to identify corrective measures to remove deviations. The preventive
character of the controlling function consists in its ability to prevent deficiencies.
Adapting control to the levels of the managerial hierarchy must also be done, taking into account
the responsibilities and scope of action of managers. Adapting control to the personal
characteristics of the managers (such as intelligence, understanding, personality) is needed because
it is necessary to find those forms of presentation of the information they need and those control
methods and techniques that are accessible, so that to understand them easily and to apply them
correctly, finally obtaining a beneficial effect.
Managerial styles 1213
The way to conceive and carry out the leadership process varies from one leader to another and is
related to the qualities and personality of the practitioner and is expressed through the leadership
style. Style is a person’s own way of expressing him‐ or herself, a way of working, a way or another
of being, of acting, of behaving.
According to K. Lewin, depending on the exercise of managerial authority, we have the following
managerial styles:
- Auticratic – rejects any suggestion from subordinates, which leads to resistance, apathy and
diminishing their interest. The leader alone determines the activity of the group, it is a strict
control and supervision. Communication flows are predominantly descending. Relatively
effective style in solving simple goals, but generating tensions and frustrations. In the absence
of the manager, the efficiency of the group decreases. The power of the manager is based on
authority, coercion, reward.
- Democratic – practices the delegation of competencies, i.e. allows the participation of
subordinates both in setting goals and in the distribution of tasks, which, in the end,
contributes to the reduction of interpersonal tensions and the active participation of
subordinates in work. Communication is bilateral. Pleasant social‐affective climate. Influence
is based on expert power and charisma. It takes a relatively long time.
- Laissez‐faire – avoids interventions in the organization and leadership of the group ‐
spontaneous leadership. Exaggerated tolerance towards subordinates, does not impose and
cannot maintain discipline. His / her position is not clear. Subordinates have a low morale.
Communication is horizontal.
According to the attitude towards responsibility criterion we distinguish:
- Repulsive style ‐ refuses their promotion to leadership positions based on complexes and
low self‐confidence.
- Dominant style ‐ behaviour aimed at occupying the highest positions in the hierarchy,
corresponds to dynamic and active people who, in making decisions, want to impose their
opinion, but who in case of failure place responsibility on the shoulders of subordinates,
they seek the causes of failure outside. Act firmly.

12

Serduni Sergiu., Management : (note de curs), Acad. de Studii Econ. din Moldova, Catedra „Management”, Fac.
„Business și administrarea Afacerilor”. – Ch.: ASEM, 2010.
13
Târcă Anca, Management educațional, București, 2011.
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- Indifferent style ‐ realistic image about themselves and others. Lack of interest in evolution
on a hierarchical scale. Are on an equal footing with collaborators
According to the bi‐dimensional model of R. Blake and G. Mouton, management styles are
designated based on two criteria: the manager’s concern for people and the concern for
production. Taking these into account, five management styles are highlighted:
- The populist manager (country club) – the manager pays great attention to people and
shows little interest in the business process. These leaders want to create a family
atmosphere at work, assuming that this will lead to maximum worker productivity.
- The incompetent manager (impoverished Management) ‐ pays little attention to both
people and the business process, tries to avoid solving any problems.
- Authoritarian managers (task management / dictatorial or perish style) with little interest
for people and great for the business process. They are only concerned with fulfilling the
tasks of the organization, the needs of subordinates being denied.
- Conciliatory managers (Middle‐of‐the‐Road) ‐ look for the balance between people’s
problems and those of the business process, which allows them to obtain satisfactory
results.
- Manager with a high concern for people’s needs and the business process (team
management). These are the managers characterized by the team style that can create an
atmosphere of trust and esteem in the team.
Factors that determine the type and style of management
The management style depends on the type of leadership system. The collective leadership
system will require a democratic style of management, and the individual system will lead to an
authoritarian style. The factors that influence the type of leadership are:
- the personality of the leading staff;
- the potential and personality of subordinates, and
- the nature of the collective work processes.
Leadership style is correlated with the mentality of the leader, which represents the orientations of
leadership practiced and crystallized in psycho‐social phenomena, such as attitudes, opinions,
judgments, skills of action. If a leader, for example, considers subordinates incompetent, his
behaviour will result in rejection by subordinates. By contrast, a friendly, cooperative style will lead
to the same climate between team members.
Max Weber designed the charismatic model, according to which leaders have innate qualities that
give them the charisma necessary for the role of leaders. In this category it is worth noting the study
of Ralph M. Stogdill, published in 1948, which, starting from the charismatic leader, presents the
profile of some leaders whose features have been grouped in four categories:
- factori fizici și constituționali (vârstă, energie, sănătate etc.)
- factori psihologici (inteligență, cunoștințe, intuiție, originalitate, trăsături
temperamentale)
- factori psihosociali (diplomație, sociabilitate, popularitate, prestigiu)
- factori sociologici (statut economic și social, nivel socioeconomic etc).
- physical and constitutional factors (age, energy, health, etc.)
- psychological factors (intelligence, knowledge, intuition, originality, temperamental
traits)
- psycho‐social factors (diplomacy, sociability, popularity, prestige)
- sociological factors (economic and social status, socio‐economic level, etc.).
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The situational model is added to the charismatic model, showing that the success of a manager is
not only related to personal factors, but is influenced by the character of the group led, by the match
between the personal profile and the particularities of the group..
The researchers also proposed a third model, the mixed model which is considered a function of
the person, the situation, but especially the relationship between them. The relationship between
the manager and the situation is seen in terms of structuring and mastering the situation by the
manager.
However, experience has shown that, as a rule, a manager does not exclusively practice a single
leadership style and that no style is suitable for all situations faced by a leader. Consequently, the
most realistic approach to leadership style is to consider it as consistent with the situation in which
it is exercised, the personality of the leader and the ability of his subordinates, which will determine
the same manager to use different leadership styles.

1.2.6. Team creation and management. Manager vis‐à‐vis the management team in the context
of ensuring managerial performance
Team formation and management1415
There are no universal recipes that will lead the team without fail to achieve its goals with minimal
costs, but there are known rules by which they can be guided to find their own path to performance.
In the opinion of Jean Francois Leroy, the team is „an entity formed by a permanent or long‐term
group, made up of interdependent people who pursue one or more common goals, in a constraining
context”. What brings people together in a team is the existence of a common goal.
The characteristics of the people who make up the team must include:
‐ teamwork experience and professional experience;
‐ technical and communication skills;
‐ willingness to take on responsibilities and self‐confidence;
‐ communicativeness and the ability to interact effectively, to respond operatively to the
requirements of others, to be able to creatively take over the ideas of the group and to offer,
at the same time, unselfish support to others

14

Cecilia Macri, Irinela Nicolae, Vasile Nicoară, Management instituțional și de proiect, Modulul 8, MECTS, București,
2011.
15
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task
people

relations

In building a team three factors are essential:
the task to be performed, the people and the
relationships between the team members.
The team is not simply a group of random
people, but a formation in which a series of
specific relationships between members
appear. The team can solve many problems
without waiting for detailed instructions from
the manager, as it can act as something
autonomous, which alone can formulate tasks,
organize activities and take responsibility.

Team

To define the team, a group of people must
meet the following characteristics:
- to have a common goal, unique for all. If the purpose is identical, it is a union of people who
have a contractual relationship with each other.
- collaboration and mutual interaction of members, which leads to increased potential (synergy
effect).
- mutual psychological recognition and personal identification with the group, the existence of
a culture expressed through common, symbolic values, norms of behaviour, requirements for
the physical and moral aspect.
So, the team is the formation of two or more individuals, who have common goals, perform
various mutually dependent tasks, coordinate common activities and identify themselves as part
of a whole.
Although the team is a group of people, these terms are not mutually substitutable. The manager
can bring a group of people together, but that does not mean a team has been formed yet. The
concept of the team assumes that all its members are part of a common mission and bear a
collective responsibility.
Teamwork 1617
The effectiveness of the organization is largely determined not so much by the efforts of isolated
individuals, but by the results of working together. In order for an institution to remain competitive,
it is necessary to stimulate collective entrepreneurship. Solving the complex, non‐standard
problems the organization is currently facing usually requires the joint effort of all individuals who
have different visions, skills, and abilities. Thus it is necessary to give priority to teamwork which
results in higher effects compared to individual efforts.
The stages that mark the organization of teamwork are:
- setting goals on people
- resource allocation and activity planning
- setting minimum levels of performance
- measuring indicators regarding performance
- gathering the data to be processed
16
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-

measuring performance indicators
announcing the results obtained
highlighting the positive aspects
identifying the causes for partial failures, without resorting to incrimination
setting priorities to follow

Cooperative and open behaviour must be encouraged and rewarded. It has proven that one of the
safest and most enjoyable ways to strengthen team cohesion is the practice called team building.
Fundamentally, team building consists of increasing the variety of human behaviours and
relationships, in order to gain greater behavioural flexibility, which will allow them to adapt more
quickly to changes in their environment.
But there are also a number of factors that decrease the efficiency of teams, for example:
 The time pressure in which the team’s objectives must be achieved ‐ time is „the no. 1
enemy” of the team;
 Some team members may have a different perception of their tasks, imagining that the
tasks, activities, and actions to be performed actually concern others.
A successful team must prove „ethos” (attachment), „pathos” (empathy), and „logos”
(rationality).
Usually, the manager works with a management team, which appears as a response to the
manager’s need to use the special competence of some employees to increase the efficiency of
management. The manager is not obliged to adopt all the points of view of the team. He / she
analyzes the team’s proposals and suggestions.

Shared goals: „Do we know what to do?”
Responsibility through success: „we want to succeed”
Continuous peer working: „we are together”
Continuous improvement: „there is room for better”
Lifelong learning: „learning is for everyone”
Taking risks: „we learn by trying”
Support: „there is always someone to support you”
Mutual respect: „everyone has something to offer”
Openness: „we talk about our differences”
The management team must be made up with a great sense of responsibility. Its members must
have the ability to deal with difficult problems, have a high level of training in the field, be
emotionally mature in dealing with managerial phenomena, be responsible for the tasks they
undertake.
Requirements and qualities of the management team members. John C. Maxwell provides a list of
the top 20 personal requirements for a leader ‐ a member of a management team, but emphasizes
one in particular: „A leader can give up anything ‐ except responsibility.”
1. sense of responsibility: they perform their tasks, they do everything, they are driven by
perfection,
2. positive attitude ‐ "The success of the winner lies in attitude, not in aptitude" ‐ D. Waitley,
3. high energy level ‐ endurance and willingness to work hard,
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4. personal warmth ‐ the way of being that attracts people,
5. integrity ‐ solid character,
6. good self‐representation ‐ has a positive representation of oneself, others and life in general,
7. mental capacity ‐ the ability to learn more and more, to improve,
8. vocation as a leader ‐ influence over others,
9. vocation as a follower ‐ the ability to obey, to play in the team and to follow its leader,
10. lack of personal problems ‐ personal and professional life should be fine,
11. the ability to work with people ‐ the talent to attract and train people,
12. sense of humor ‐ enjoys life, does not take himself too seriously,
13. elasticity ‐ the ability to jump backwards,
14. personal records ‐ proves experience and success, preferably in several situations,
15. great wishes ‐ thirst for success,
16. self‐discipline ‐ willing to pay the price and capitalize on successes,
17. creativity ‐ the ability to see solutions and solve problems,
18. flexibility ‐ is not afraid of change, progresses with the organization,
19. eagle sight „perspective image” ‐ able to see the global image,
20. intuition ‐ the ability to discern and feel a situation without having concrete data.
The members of the management team must be characterized by seriousness, honesty, ability to
take responsibility, courage in dealing with problems, discernment and flexibility in thinking. It is
recommended that the manager choose his / her people from among his / her teammates, and
when he / she fails then to attract a young person with perspectives and to train him / her.
The complexity of the problems that are put in front of the management team, makes each member
have one or more responsibilities and the responsibility of solving the problems. The manager must
know how to distribute responsibilities in a balanced way and use every opportunity to promote the
personality and responsibility of each one.
Manager’s position. The manager is the one who coordinates the management team. It is
recommended that within the team, the manager to act as „the first among equals”, not to
exaggerate in being the hierarchical superior, to avoid expressing criticism towards the collaborators
who make up the management team. Through his / her position as a manager, he / she must not
try to impose his / her own opinion on others or determine the work of the working group according
to his / her conception. The manager must also be properly work loaded and participate in achieving
the goals set. In fact, each member of the management team has the same rights and obligations
resulting from the essence of the group’s work. It is very important for the manager that the
management team be united. For this the manager must:
‐ know the motivation of each member of the team,
‐ define the role of each member,
‐ outline the mission of the management team,
‐ create an identity of the management team,
‐ use the words „we”, „our”,
‐ communicate with all team members,
‐ control the crucial areas without which the authority and success of the manager would not
be possible (finances, staff, planning).
The manager must be assimilated by his / her team, form a whole, not be perceived as a „foreign
body”.
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The manager‐members of the management team interaction most often appears in the form of
interpersonal relationships, relationships that have a psychological character, are conscious and
direct. Manager‐team interaction means not only regular meetings in meetings, but also personal
contacts to get to know and understand them better.
Within the management team, the leader is the member who enjoys the greatest sympathy,
participates most actively in debates, being considered by other members as the most capable in
providing solutions, practically assumes most of the responsibilities. One or more informal leaders
may appear in the management team in addition to the manager. Ideally, through his / her
behaviour, the manager should be not only the formal leader but also the informal leader of the
team.
In order for this team to function as a unitary, efficient whole, it is necessary to have some rules:
‐ concentrating all team members on their tasks;
‐ putting knowledge and capacity at the service of the team’s success;
‐ fighting each for the success of the team and not for personal glory;
‐ the opinions of other colleagues are also important;
‐ listening to each other;
‐ before addressing a problem, clarify all the related issues.
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1.3. LEADERSHIP: CONCEPTUAL REFERENCES AND CONTEXT OF ACHIEVEMENT
Learning outcomes
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- describe leadership models and strategies;
- speak about the leadership role, functions and styles;
- identify the knowledge, qualities and skills a leader needs;
- determine the specifics and advantages of coaching as a teaching‐learning method.
Application
- critically analyze the theories, concepts and principles underlying leadership;
- compare various leadership styles and models;
- establish common issues and differences between manager and leader;
- choose, based on the various models, the leadership style and strategy that will allow the
development of the higher education institution.
Integration
- propose the leadership strategy to enable the university to develop;
- adapt leadership styles to the situational context within the higher education institution
- appreciate the role and work of the leader in the educational organisation
- identify, on the basis of self‐assessment, possible methods of personal development, from
the perspective of the formation of leadership qualities.
1.3.1. Leadership models and theories: concept and main contemporary models
Modern leadership concepts regard this term as „the process by which leaders are not individuals
who are responsible for leading those who follow them, but of members of a working community”
(Horner M.). „Leadership is a mutual relationship between those who choose to lead and those who
choose to follow them” (James Kouzes and Barry Posner).18
Leadership refers to a process by which a person can influence a group of individuals in achieving a
common goal. Managerial authority may exist, but it is not necessary.
Leadership means primarily leading (in the sense of leadership activity), but at the same time the
capacity, the ability to lead, in this case, an academic community in a complex economic and social
environment. In a recent summary of leadership theories, Northouse identified four common topics
on how leadership is expressed: it is an intentional process; involves influence; is carried out within
a group; requires the achievement of an objective19.
Educational leadership can be seen and understood as a process of strengthening and expanding
professionalism by authorizing the teacher to manifest his / her leadership skills and practice
leadership in his / her current work as part of it. Each leader in higher education must be an expert
in several areas:
 know the environment/sector in which he / she works;
 know the specifics of the organization and activity of the university;
 know themselves very well.
18
19

http://onisimbn.ro/sinoiputem/assets/rolul‐leadershipului.pdf, p.1, accesat 07.06.2020
http://onisimbn.ro/sinoiputem/assets/rolul‐leadershipului.pdf, p.2, accesat 07.06.2020
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Theories in the approach to leadership
The theory of born leaders – leaders are born, not made. According to this theory the leader has
innate defining traits, therefore leaders can only be those who were born with these personality
traits. This theory denies the possibility of acquiring leadership skills and competences, it was
contradicted by the simple example that not all people with innate abilities became leaders.
The theory of personal traits – leaders differ from their team’s people by certain characteristics.
More studies have been done to compare the physical, intellectual or personality traits of leaders
and those who follow them, but they have shown that leaders do not tend to be better adapted or
have more accurate social perceptions than others. As a result, this theory is treated as a simplistic
approach to leadership.
The theory of leadership styles – this approach focuses on environmental variables, which could
determine the specific leadership style for certain situations. The styles usually compared are the
authoritarian and democratic one that differs between them by the emphasis they place on power.
According to this theory, no leadership style is perfect for all situations. Scientists White and
Hodgson argue that effective leadership depends not only on the qualities of the leader, but on the
balance between behaviours, needs and context.20
The situationonal theories (contingency theories) ‐ focus mainly on the task to be solved and on
the leader’s position within the group. These theories consider that leaders should be recruited
and/or promoted according to the needs of the organization at a certain time. The best‐known
representatives of this approach are Fiedler and Vroom.21
Researchers have different approaches to leadership issues. However, they agree that the
contemporary environment is changing so quickly and has become so complex that there is no
unique style of leadership suitable for all circumstances. Therefore, there are different types and
models of leadership that are recommended for certain development phases of the organization or
for certain situations offered by the field of activity.
- Managerial leadership – analogous to formal management models, has been criticized
because it is considered more limited and technicalistic. Once the mission and vision have
been defined, once the objectives have been set, they must be converted into strategic and
operational management.
- Transformational leadership ‐ the type of leadership that helps a company go through a
period of transition, of major changes. It characterizes leaders who manage to perceive the
need for change, design and effectively lead major organisational changes.
- Transactional leadership ‐ is largely based on the leader’s ability to negotiate. In order to get
the staff involved and attract it to his / her side, he / shepromises a series of rewards in
exchange for making certain decisions and behaviours, so as to foster a working, collaborative
atmosphere that is appropriate in a stable and well‐known environment. 22
- Distributed leadership ‐ can be differentiated from other models by focusing on collective
leadership, rather than individual leadership, but it is not equivalent to a diminution of the
leader’s role.

20

https://bogdanmandru.wordpress.com/leadership‐teorii‐abordari‐mituri‐si‐realitati‐despre‐leadership/,accesat
18.06.2020
21
https://www.scrigroup.com/management/marketing/TEORII‐ALE‐LEADERSHIPULUI63887.php, accesat 10.06.2020
22
https://core.ac.uk/download/pdf/6242293.pdf, p.31, accesat 02.06.2020
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- Postmodern leadership – is based on multiple individual perceptions, and not on the objective
reality. Each participant has a unique perspective on the institution, so there are multiple
visions instead of one stated by the leaders.
- Cultural leadership ‐ we understand a person’s ability to create an attractive vision, to
influence and motivate others, to engage significantly, physically, rationally and emotionally,
in setting and achieving goals, by taking into account at a high level the symbols, values,
attitudes and norms of behaviour specific to individuals or groups of people. The role of the
leader is to create a vision based on a set of own values, which takes into account the
organizational cultural elements and is accepted by the other members of the organization.
- Emotional leadership – concern for feelings more than facts, recognizing that rational
approaches do not fully explain how rectors implement the leader role.
- Circumstantial leadership – is not a single model, but is a response mode that requires an
effective diagnosis followed by careful selection of the most appropriate leadership style.
What is important is how leaders respond to unique organizational circumstances or
problems.
- Moral leadership – based on the values, beliefs and ethics of leaders. They must behave with
integrity, develop and support goals based on explicit values.23
The four‐corner model of leadership
To be a true leader, a reorientation of thought and action is needed, so that in its spirit the concept
of greaterness occurs. The „Four Corners of Leadership” model, proposed by P. Koesthenbaum,
shows that there are four ways of expressing greatness in thought and action, namely:
- vision, which requires that faculty to distinguish the broadest perspective, which implies a
broad new thinking;
- realitysm, i.e. always obeying the facts, rejecting illusions;
- ethics, expressed by the attention payed to others, since morality means serving others;
- courage to act, to expose yourself, to be persevering in action. After listening and caring, he /
she must have the courage to make decisions. 24
Higher education leaders need to look at how best to lead their organizations and find out which
leadership approach is best. There are a multitude of models and styles, but the most suitable for
universities would be:
- The hierarchical model – typical for higher education, which is used to the autocratic style
supported and teacher‐centred approaches. The status of the teacher compared to that of the
student encourages the creation of an authoritarian position, although students are
increasingly involved and become an important part of the learning community. This model is
not welcome in the leadership of colleagues in academic environment.
- The individualistic model – is based on personal status and professional recognition, for
example combining teaching and research activities by teachers by setting rewards for
reviewed articles, discourages collaborative leadership and increases the performance and
competition one, e.g. applying for a managerial position in a department.
- The peer model – common in universities, because the evaluation of colleagues and the
cooperation between them to carry out administrative tasks is often practiced. It is a kind of
compromise management where academic staff work together, but they also retain their
individual interests.
23

Bush Tony, Leadership și management educațional: teorii și practici actuale, Iași, Polirom, 2015, ISBN 978‐973‐46‐
4290, p.221‐235
24
https://www.scrigroup.com/management/marketing/TEORII‐ALE‐LEADERSHIPULUI63887.php, accesat 15.06.2020
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- The collaborative model – is a newer approach in which collaborative partnerships and the
establishment of non‐hierarchical relationships are emphasized in the academic role. The
applicability of each approach may vary depending on the event, situation and participants.
The validity of the various models also depends on five considerations: the size of the
institution; organisational structure; time available for management; availability of resources;
external environment.
1.3.2. Leadership functions and styles. Manager vis‐à‐vis leader
Leadership manifests itself differently in organizations, being influenced by a wide variety of factors,
the most important being related to the personality of the leader, the characteristics of his / her
supporters and the specificity of the context in which he / she evolves. The interaction of these
elements underpins the leadership styles we encounter at the level of organizations, regardless of
their size or field of activity.
The exercise of leadership role, leadership functions and responsibilities may differ significantly
from the nature of the group, the particular situations and the time when these situations occur.
However, several general functions of the leadership process were highlighted, denoting the main
responsibilities and roles related to the leader, namely: executive (role related to the coordination
at the top of the group’s activities and the oversight of policy implementation); planner (both long‐
term and short‐term, assuming decisions on the ways and means by which the group achieves its
goals); policy creator (setting goals and policies to achieve them); expert (the leader must be a
permanently available source of professional knowledge and skills, even if he / she relies on the
technical expertise and assistance from other members of the group); representative of the group
(official spokesperson of the group and channel of communication with the external environment);
internal relations controller (determination of the specific aspects of the group structure);
motivator (control over group members by the power to offer rewards and impose penalties);
arbitrator and mediator (control of interpersonal conflicts within the group); example (behaviour
model for group members, as an example for what is expected of them); symbol of the group
(creating the unity of the group by offering a certain kind of cognitive concentration and its
development as a distinct entity); substitute for individual responsibility (relieves the members of
the group of responsibility for making personal decisions); ideologist (source of beliefs, values and
standards of behaviour for group members); paternal figure (serving as the object of positive
emotional concentration of the feelings of the members of the group).
Although they have similar tasks and objectives, there are major differences in how leaders guide
their people to achieve their goals. The differences stem from personality traits, professional
experience and the training of these people. Several leadership styles have been synthesized. Each
style has advantages and disadvantages, and the effectiveness of each style depends on when it is
applied and the experience and skills of the people led.
 Autocratic style
Autocratic leaders have total power over their subordinates. They control their work closely and
keep their relationship with them on a strictly professional level. Team members are not at all
involved in the decision‐making process and have no opportunity to make suggestions about
improving the work. People are told what to do and how to do it and the exact performance of the
instructions is expected of them.
The benefit of this kind of leadership is the great efficiency of work, because decisions are made
very quickly and tasks are executed effectively. It can create resistance among employees and
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instability of staff. It is recommended for inexperienced but motivated teams, where work is routine
and in crisis situations, where very quick decisions are needed.
 Laissez – Faire style
The name comes from French and has the meaning of „do not interfere” or „leave things as they
are”. Leaders who use this style prefer to let their team work on their own. It gives people complete
freedom in organising and carrying out their own work. Provides support to the team only when
requested.
Laissez – faire leaders can be effective if they monitor the team’s performance and give it regular
feedback. It is suitable for teams made up of experienced, motivated, initiativeed people who do
not need supervision to carry out their tasks.
The benefit of this kind of leadership is that it gives employees professional satisfaction and can
make them very productive.
The disadvantage of the laissez – faire style is that, in the case of people with poor motivation, poor
time management skills, without the experience and skills necessary to work individually, the
efficiency of work will decrease greatly.
 Democratic/Participatory style
This style is characterized by the involvement of team members in decision‐making. It involves
encouraging people to share their ideas and synthesizing all the information to make the best
decision. Members are encouraged to express their opinion in the decision‐making process, but the
responsibility for the final decision lies with the leader.
People led by such a leader are very motivated and satisfied professionally, because they have a
sense of control over their own work.
The disadvantage of this style is the slow down in the decision‐making process – all team members
are encouraged to express their opinion. The participatory style is less recommended in contexts
where the speed and efficiency of the activity are important, for example in crisis situations, where
precious time can be wasted listening to each team member.
The approach is appropriate when the quality of work is more important than efficiency or
productivity and when the emphasis is on teamwork. It is recommended for teams made up of
experienced, professional people, being the style that can best value the expertise of such a team.
It is the most effective leadership style.
 Transformational style
Leaders who use this style inspire people, because they expect everyone to give the best of it. They
emphasize the „transformation” of team members to become better. They appreciate initiatives
that can add value to the organization. The transformational style leads to increased productivity
and commitment from team members.
Transformational leaders are good connoisseurs of the professional field, they are energetic, they
do not shy away from taking risks. They challenge their people to think independently. They increase
their morale and motivation, inspiring them to align their personal goals with those of the company.
The disadvantage of this style is that leaders tend to pay insufficient attention to detail. Although it
is a very effective style, there are situations where it must be used in combination with other styles
to ensure the efficiency of the activity.
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 Task‐oriented style
Task‐oriented leaders focus on getting their team to achieve their goals. They set up roles, plan,
organize and monitor team activity. They ensure that performance standards are met.
The main advantage of this style is that it ensures compliance with deadlines. It is recommended for
teams where people do not have very good time management skills.
By not paying attention to people’s individual needs, this style can lead to decreased motivation and
instability of staff. 25
Leader versus manager
Leadership and management are not similar, although they are very often used as synonyms.
Managers and leaders make decisions and solve problems. Both some and others manage and lead,
but have different levers. Ideally, the leader should possess some management skills and vice versa,
managers have leadership skills. According to author Max Lindsberg, the formula by which an
effective leader acts is as follows:

Vision

Inspiration

Momentu
m

Leadership

Most research shows that leaders think strategically, an effective leader needs to know both his /
her strengths and limits. Max Lindsberg formulates the differences between leader and manager,
dividing them into three categories or points of view: vision, inspiration and momentum.26

25

http://www.lidoproject.eu/wp‐content/uploads/2020/03/ROM‐COURSE‐FOR‐TEACHERS_v02_1a.pdf, p.49, accesat
20.06.2020
26
https://leaders.ro/newsfeed/diferentele‐dintre‐lideri‐si‐manageri/, accesat 18.06.2020
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From the point of view of VISION:
Manager:
Makes things right
Focuses on the present, short‐term results and
the overall direction of action
Searches for order
Limits risks
Appeals more to rationality than to memory
From the point of view of INSPIRATION:
Manager:
Uses control
Structures the team and organizes it
Applies incentives
Appeals to the „official” approach
Emphasizes structure, tactics and systems

Leader:
Does the right thing
Focuses on the future, long‐term results and
perspectives
Enjoys change
Takes risks
Appeals to both emotion and rationality
Leader:
Relies on trust
Attracts people and aligns them to the new
direction
Inspires
Appeals to a common cause
Emphasizes essential values, common
philosophy and the common good

From the point of view of the MOMENTUM:
Manager:
Orients towards efficiency
Asks „how, when?”
Administers
Optimizes in a rigid framework
Exercises the authority conferred by the
position

Leader:
Focuses on efficiency
Asks „what, why?”
Innovates
Elucidates the rules and policies or changes
them
Uses personal influence

1.3.3. Theoretical and praxiological benchmarks regardin the becoming of a leader. Personal
development. Coaching: advantages, types and result
To become a successful leader specialists identify the need for the existence of individual attributes,
which relate to the personality of the leader, his / her motivation and general and crystallized
cognitive abilities. The development of the leader also involves the accumulation of skills based on
sound knowledge, as well as critical thinking, problem‐solving and social skills. They can be innate,
but also formed with experience.
Între un conducător de succes și trăsăturile lui personale există o strânsă corelație. Studiile efectuate
evidențiază un număr mare de trăsături care pot fi sistematizate astfel:
There is a close correlation between a successful leader and his / her personal traits. The studies
carried out highlight a large number of traits that can be systematized as follows:
 physical characteristics – age, height, weight;
 characteristics of training – education, social status, mobility;
 intelligence – ability, reaction to stimuli;
 personality – influence, enthusiasm, independence, vigilance, authority, aggression,
emotional stability, maturity;
 social characteristics – popularity, prestige, tact, diplomacy, cooperation;
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 workplace‐specific characteristics – responsibility, initiative, perseverance, need for success.
 common generic characteristics:
- self‐confidence: confidence in the built vision; confidence in the ability to find solutions;
trust in those with whom they will have to achieve the intended purpose,
- determination: the will to achieve a proposed goal; dominance in relation to others;
motivational force,
- Integrity
- sociability,
 characteristics from a behavioural perspective.
This perspective focuses on the leader’s behaviour: what he / she does and how he / she does it.
The research was focused on two directions: behaviour in relation to tasks; behaviour in relation
to others.27
Leadership capacity results from the combination of the two behavioural components in order to
achieve the proposed objectives. Being appointed as a leader of a group or organization does not
always mean being recognized naturally by all members and having the skills to become an
authentic leader. This is the difference between the „formal leader” and the „informal leader”.
The formal leader is the one appointed as leader of a group by the external authorities, but not
having the skills to be recognized naturally as a leader by colleagues and subordinates.
The informal leader has a genuine leadership status, is naturally recognized by the group and
inspires them to evolve as an organization. 28
Several specialized studies have tried to highlight some correlations between leadership and certain
personality traits. As characteristic features of successful leaders highlighted are: strong orientation
towards taking responsibility and full engagement in the performance of tasks; tenacity in pursuit
of established goals; bold spirit and originality in problem solving; the desire to manifest the
initiative in various social frameworks; self‐confidence and strong personality; readiness to accept
the consequences of other people’s actions and decisions; the ability to cope with stress and
availability to tolerate frustrations and delays (within permissible limits); the ability to influence the
behaviour of others and the ability to structure interpersonal relationships in such a way as to
facilitate the achievement of goals.
Given that managers in higher education come from academia, the previous demonstration of some
management skills is not mandatory and candidates must demonstrate these skills in the candidate
support process. On the other hand, top university managers must have a successful career path in
their field of activity in order to earn the respect of their colleagues. Having an academic status
alongside managerial experience seems to be a successful recipe, and the respect they earn allows
them to lead. From an organizational point of view, the most comprehensive development of a
leader in higher education combines:
 work experience,
 educational initiatives,
 guided practical experience,
 feedback on the performance in a systemic process of leader’s development.

27

http://onisimbn.ro/sinoiputem/assets/rolul‐leadershipului.pdf, accesat 05.06.2020
http://www.lidoproject.eu/wp‐content/uploads/2020/03/ROM‐COURSE‐FOR‐TEACHERS_v02_1a.pdf, p.14, accesat
22.06.2020
28
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Numerous studies have looked at people who are particularly effective in higher education, trying
to identify the characteristics that contribute to their success. One such study identified five
characteristics of the most effective rectors:
 good cooperation with members of the Senate;
 demonstrating a strong ambition to achieve their objectives;
 maintaining attention so as not to miss opportunities;
 unexpected reactions;
 demonstrating a sixth sense for opportunities.
Texas A&M University’s Leadership Skills Development Program defines the leader based on the
following characteristics:
- mentor of the faculty/university and employees;
- cabalist for critical thinking and political support;
- a person in the service of others, who puts his / her own interest on the second place;
- a visionary, who plans, estimates and acts.29
The programme identified eight key competences of these leaders, which must be encouraged
through curriculum development: communication, decision‐making, system use, professional
ethics, team development, supervision, planning – teaching – guiding, creativity and innovation.
Coaching
There are leaders around the world who face different life situations and complex decisions, and
coaching makes a great contribution to helping them overcome them. Coaching is an effective
technique that helps to support the person in identifying and maximizing their personal talents and
abilities. It uses a wide range of communication skills (such as listening, questioning, clarifying, etc.)
to help the leader change his / her perspectives and discover solutions to achieve goals. Practicing
coaching involves accumulating know‐how, and learning is based more on acquiring skills rather
than on accumulating simple theoretical notions in a particular field.
Coaching is used both for: personal development, life coaching, organizational development, and in
professional fields (education, sport, music, business, theatre, oratory, etc.). Unlike traditional,
standard educational methods, coaching offers personalized, independent ways of learning. It takes
into account the leader’s own style, his / her agenda and his / her need within the institution.
Coaching is a new and special method of personal training and development, which aims to enhance
the quality of the leader’s performance and learning capacity, and a psychological process that leads
to behavioural change.
Coaching models:
 Appreciative investigation: targets the qualities, resources, competences and opportunities of
the individual, instead of his or her problems. The person’s ability to reflect on and solve their
problems is highlighted.
 Reflective coaching: starts from reflecting on the individual’s own problems, without feeling
compelled to give an answer.
 Observational coaching usually involves three phases:
- observation and data collection (the coach observes the leader during activities, then gives
him / her direct and constructive feedback);

29

http://old.uefiscdi.ro/Upload/08833c56-1725-4a45-bf9c-86c8d84b0633.pdf, accesat 13.06.2020
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- analysis (the data collected is analyzed and the aspects that require coaching are
determined);
- formulation of strategies and action plans to achieve the objectives and results defined in
phase two.
Peer coaching: when one of the interlocutors has a higher level of expertise and gives the
other feedback, assistance, alternatives, suggestions or when the two interlocutors have a
compatible level of training and experience and who observe each other and provide feedback
and support in common learning situations.
Systemic coaching: is offered to leaders/managers and aims to recognize their place in the
system and how the individual changes they make influence the system as a whole.
Coachingul de echipă sau de grup: implică lucrul cu mai mulți indivizi într‐o serie de sesiuni tip
atelier (workshop), de‐a lungul câtorva săptămâni sau luni.
Team or group coaching: involves working with multiple individuals in a series of workshop
sessions over several weeks or months.30

1.3.4. Leadership strategies and levels of manifestation
The strategy is also seen as the „combination of objectives for which the organization strives and
policies to achieve its goal” (Nickols, 2012), and strategic management is the mechanism by which
the strategy is implemented (Sourkouhi, Keivani, Almasi, Bayat&Makouei, 2013). 31
The components of the strategy are: the organisation’s mission, strategic objectives, strategic
options, resources, deadlines and competitive advantage. The mission is the rationale of being of
the organization, the social justification of the existence of the organization. The mission determines
the evolution of the organization in the sense of turning the vision into reality. While the vision
expresses a possible ideal state, the mission expresses a programmatic evolution towards this state.
The strategic objective – is, in fact, the transcription of the mission of the educational institution in
expected results within clearly established time intervals. Another definition addresses the
objectives of the strategy as „quantitatively expressed summary statements of what the
organisation aims to achieve within a certain time frame”. (Russu C.). The strategic objectives are
set for a period of 4‐5 years, so inevitably they are formulated in fairly general terms, similar to the
general purpose (the mission of the institution). If these objectives are formulated in specific and
quantifiable terms, then they are no longer strategic objectives, but become operational objectives.
The steps to be taken in the strategy development process are:
 formulating the organisation’s mission, setting strategic objectives and options;
 highlighting strengths and weaknesses;
 identifying opportunities and threats that can influence the development of the organisation;
 correct positioning of the company within the environment in which it operates;
 allocation of material, financial and human resources.
Strategic management models, operating in different countries of the world, are highlighted, and
the most significant, in terms of effectiveness, being:
- Shared leadership school – decentralisation of decisions and motivation of human resources,
- School based management ‐ decentralisation of the education system,
30

https://proform.snsh.ro/campanie‐online/coaching‐ul‐noua‐tehnologie‐de‐invatare‐si‐schimbare, accesat
12.06.2020
31
http://doctorat.feaa.uaic.ro/doctoranzi/pagini/Popovici_Laura_Mirela/Documents/Rezumat_Management_Popovici
.pdf, accesat 15.06.2020
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- Distributed leadership – broadly responsible managers.32
The specialized literature shows that there is a close link between high‐quality management and
improved educational outcomes, the main difference in this respect is the leadership exercised by
the university manager.
Classification of types of management strategies that can be found in education systems in different
countries of the world. These are the following:
- Value system‐oriented strategy: equity, justice, equal opportunities, performance.
- Human resource investment‐oriented strategy: teachers are the only variable that can
compensate for student deficiencies in socio‐economic terms.
- Strategy oriented towards the use of resources in the organization, i.e. the administration of
the university in the short term.
- Strategy oriented towards decision‐making autonomy and decentralisation, based on
transformational leadership. The study of the literature mentions that, in most cases, in
practice there is a mix of different types of strategies, depending on the particularities of the
organisation maximizing, as far as possible, the chances of the organisation to achieve its
objectives and achieve competitive advantage.
In this context, the leadership strategy becomes a vector for differentiating between the
expectations and perceptions of beneficiaries, direct and indirect, about the quality of the public
education service.
Leadership in higher education can be achieved at 3 distinct levels:
I

Personal educational leadership (internal level)

At this level, the leader „leads” his / her own professional development. Starting from the personal
and professional values they have, they identify the obstacles/issues they encounter along the way
that do not allow them to carry out a quality activity that corresponds to the values they share.
II Educational leadership Level II and III
Educational leadership is manifested at the department (micro level) and institution (macro level)
level through joint research that will solve the identified problems; dissemination by leaders of
positive experiences in the activity, including in the research process, and the inspiration of fellow
teachers to improve their work, to participate in development activities – all of which have a positive
impact on the operation and activity of the institution. At the macro level, a leader must ensure the
link with the institution’s stakeholders and not only greater performance, but also visibility and
involvement in their community.33
Studies in the field mention that strategic planning in universities can be done horizontally and
vertically. From a horizontal perspective the decision‐making process must be compatible with the
social demand and strategic interests of the university. Vertically, leaders should cover the following
3 areas:
i.
infrastructure and technologies,
ii.
organizational changes (academic services, library)
iii.
innovation in teaching (motivation and incentives)
32

http://doctorat.feaa.uaic.ro/doctoranzi/pagini/Popovici_Laura_Mirela/Documents/Rezumat_Management_Popovici
.pdf, p.11, accesat 15.06.2020
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https://ibn.idsi.md/sites/default/files/imag_file/18_22_Leadershipul%20educational%20%E2%80%93%20o%20resur
sa%20importanta%20pentru%20imbunatatirea.pdf, p.3,accesat 16.06,2020
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1.3.5. Leader’s activity in the learning organisation
The concept of learning organization has been in vogue for the past two to three decades, being
substantially developed by the theorists F. Kofman and P.M. Senge in numerous applicative studies.
In the organization that learns, according to Peter M. Senge, people continually develop the ability
to achieve the results they really want, new thinking models are encouraged and cultivated, and
employees are constantly learning how to learn together. 34 This is characterised by the total
involvement of employees in the cooperative guidance process, in ensuring collective responsibility
for change in the direction of the organisation’s values or principles. In these organizations,
continuous learning is appreciated and valued, being the most effective when each experience is
seen as an opportunity to learn. The most important features of the learning organization are:
 continuously provide learning opportunities for all its members;
 uses training to achieve organisational objectives;
 ensures the permanent combination of individual performance and organizational
performance;
 supports research, dialogue, questioning and makes people feel safer, more open and take
risks;
 consider creative tension as a source of energy and renewal.
The stronger emphasis on teaching and learning management, as core activities of the educational
institutions, gave birth to the concept of „leadership of training” or „learning‐centered” leadership.
The leadership of training requires that the focus of leaders is the behaviour of teachers engaged in
activities that directly influence student development and the quality of the educational process.
Learning‐centred leadership involves three aspects:
 dialogue with the teaching staff;
 promoting professional development among teachers;
 encouraging reflexive teaching.
The notion „leadership of training” comes from North America, being substituted in the UK, but also
in other educational systems by the „learning‐centered” leadership. Rhodes and Brundrett (2010)
argue that the latter is more generous in meaning and has greater potential. The authors explore
the transition from the leadership of training, concerned with quality assurance of teaching, to
leadership for learning, incorporating a wider spectrum of actions that support learning and learning
outcomes. Leaders can influence learning through three basic strategies:
i. Modeling – wearing the example
ii. Monitoring ‐ attending classes and providing feedback to teachers
iii. Dialogue ‐ creating opportunities for teachers to exchange ideas on learning and teaching
with colleagues and leaders in the system.35
All this is only possible if teachers work in a learning organization that creates a professional
community with common visions, in which cooperation is stimulated and performance is
encouraged through collaborative leadership. Thus, one of the priority psycho‐pedagogical
conditions for the formation of the leading teacher and the successful implementation of
educational leadership is the professional learning community (PLC), or, in the view of P. G.
Northouse (2004), leadership necessarily involves a group context and the achievement of a

34

Bezede R., Repere psihopedagogice ale leadershipului educațional, Teza de doctor, Chișinău, USM,2015
Bush Tony, Leadership și management educațional: teorii și practici actuale, Iași, Polirom, 2015, ISBN 978‐973‐46‐
4290, p.235
35
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common goal 36. A learning community is a group of people who share common emotions, values
or beliefs, are actively involved in the learning process, supporting each other. Dynamic learning
communities are structures where all members have control and each learn, focused on important
principles of educational leadership that reflect the relationship between the learning community
and the manifestation of the leading teacher. The effectiveness of PLC can be assessed based on the
results obtained. The community is viable by solving various everyday problems: big and small,
strategic and tactical, etc. These problems can be solved in a participatory manner by involving
teachers in research‐action processes, which, on the one hand, would contribute to the construction
of new knowledge and, on the other hand, would influence the operation of the institution for the
better.
Organisational culture is another key concept and an important psycho‐pedagogical condition in the
teacher’s approach as a leader and in promoting educational leadership. Organizational culture
plays a major role in the development of the university, in its transformation into a learning
organisation.
It is important to stress that the improvement of teaching staff contributes to the change required
for the progress of the educational institution. Teachers adapt more easily to the new and cope with
change not only in the case of material and intellectual investments in their training and
improvement, but also when they are working in an environment that encourages participation in
decision‐making, when their professional performance is recognised, when they are given the
opportunity to advance in their careers and disseminate positive practices.
In this context, leaders of educational institutions may be recommended to strengthen a learning‐
based organisation by:
- the inclusion of educational leadership in the education institution’s Strategic Development
Project as an element of organisational culture;
- facilitating the research‐action activity of teachers by creating appropriate contexts for the
manifestation and promotion of personal and institutional professional values;
- conceptual‐pragmatic implementation of the educational leadership methodology and
consistent creation of an institutional environment for the development of administrative,
academic and research staff.
In conclusion: the University is not only a knowledge‐based organization, but also an intelligent
organization capable of learning and adapting to the ever‐changing conditions of contemporary
society. By analogy with the structure of the human personality, the school organization can also be
approached as a structured set of knowledge, their dynamics being identified with cognitive
processes which, depending on their articulation and orientation, can lead to organizational
learning. Contributing to the transformation of the university into an epicenter of change, providing
resources and possibilities, advisory assistance; stimulating and encouraging collaboration;
establishing a favourable psychological climate, institutional leaders ensure the efficiency and
continuity of professional development, which, in the institutionalisation phase, creates a culture of
teaching staff, increasing the quality of the educational process.

36
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1.4.

EMOTIONAL CULTURE OF THE LEADER
Learning outcomes

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- define emotional culture;
- identify the problem of human affectivity in the context of higher education;
- describe the laws of occurrence and the mechanisms of reducing stress in the workplace.
Application
- argue the role of emotional competences and emotional balance in the manager/leader’s
work;
- apply strategies and mechanisms to reduce stress in the workplace in order to develop the
emotional culture.
Integration
- estimate the effects of emotional burning/exhaustion on the quality of the management
process in the institution;
- recommend to subordinates strategies for developing the emotional culture of the
constructive manager/leader.
1.4.1. Defining emotional culture
As a result of the evolution of theories about emotions, communication and professional culture, the
concept of emotional culture is fully integrated into common academic thinking as a result of an
evolution that marked the 1990s. Subsequently, the years 2000‐2014 are considered a period in
which emotional culture gained popularity and special scientific status. Emotional culture acquires
not only popularity, but also a certain scientific status, with representative researchers in the field
experimentally demonstrating the priority value of the emotional coefficient in defining human
excellence, in relation to the academic intelligence coefficient.
Culture includes values, the bearers of which are the representatives of a group and the rules which
they adopt and follow. Affective cultural capital, embodied in a set of emotional values, can take two
forms of expression: explicit and implicit. Culture is a dynamic system, the unseen interaction of these
forces shapes the communication between the individual and society. The speech about the need for
emotional culture by managers and university leaders derives from the arguments outlined by M.
Rocco, in which the author emphasizes that emotions ensure:
 survival – functions as an inner guidance system;
 decision‐making – is a valuable source of information;
 setting limits – helps us in drawing boundaries, necessary to protect mental health;
 communication – expresses a wide range of feelings and emotional needs;
 unity – become a source of unity of all members of the human species, feelings being
universal37.
In the study of the emotional life of managers we promote the concept of emotional culture, which
implies a dynamic formation of personality, reflected in the unity of intrapersonal and
communicative‐relational dimensions represented in a system of emotional values.
37

ROCO, M. Creativitate și inteligență emoțională. Iași: Polirom, 2004. 247 p. ISBN 973-681-630-3.
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Emotional culture, in the view of managers, is perceived as:
 competences that ensure the management of emotional energy;
 affective‐motivational factor;
 managerial performance;
 emotional leadership capabilities;
 abilități de percepere și stăpânire a stresului la locul de muncă etc.
 skills of perception and control of stress in the workplace, etc.
Emotional culture is a complex entity, organically integrated into the personality structure,
determined socio‐professionally, which highlights socially learned behaviours, expressed in
emotional competences, integrated into a charismatic style of managerial communication, catalyst
of professional comfort and emotional values. In this context, we infer that, in general, emotional
competence is expressed through self‐disciplinary capacities of affective life, and emotional culture
mobilizes the full potential for the adequacy of emotional action strategies based on moral values.
The values of emotional culture are the affective behavioural performance achieved through
education/self‐education efforts: optimal interactions and balance between emotionality and
rationality; emotional reactivity; complex involvement; positive general mood and professional
satisfaction, assessment of one’s own affective state and of the others; awareness of emotional
involvement in communication; managing and channelling emotions; intelligent expression of
emotional states; awareness/recognition/differentiation of emotions, etc. These emotional values
fall within the area of the competences of the emotional culture. Emotional culture is a major
variable in the assessment of the personality of the manager/leader, which depends on both
intrapersonal elements and social conditioning.
The criteria for assessing emotional culture correlate with the indicators and values of emotional
culture with managerial specificity. Therefore, optimal emotional involvement, emotional activism,
emotional flexibility, positive emotional orientation, emotional expressiveness, affective stress
resistance, emotional creativity, etc. constitute some of the emotional competences specific to
successful managers/leaders.
In the table below we reflect the indicators of emotional culture, which can serve as a benchmark
in the evaluation and self‐evaluation of the manager’s emotional culture.
The complexity of managerial responsibilities, their vulnerability to mental exhaustion and
emotional exhaustion explain the need to study the pedagogy of emotional culture to ensure mental
health through the development of emotional competences and determine the importance of the
professional training of teachers in order to make intelligent use of the emotional spectrum and the
development of functional and productive interpersonal relationships in the educational institution.
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Table 1.4.1 – Indicators of emotional culture
Intrapersonal dimension
Self‐image

Motivational‐
normative

Connotative

Cognitive



















awareness of own emotions
self‐confidence
self‐esteem and steem for others
objective self‐assessment
positive emotional orientation
continuous amplification of well‐being
self‐inspiration
reasons for power, compliance, achievement and self‐realization
standards of attitude towards others
differentiating emotional states
concern for emotional development
individual spectrum of emotions embodied in the communication style
knowledge of the typology of emotions
wide spectrum of emotional experiences
optimal balance between emotionality and rationality
recognition of personal and other emotions
determeniation of the origin of emotional phenomena in managerial
activity
Communicative‐relational dimension

Managerial

Discursive

Integrative

Axiological
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management of emotions in professional conduct
emotional self‐regulation
prediction of emotional reactions
appropriate affective decisions
ensuring the retroaction in directing the circuit of affective‐emotional
content released under the conditions of interaction
empathy, affective resistance
creating the climate of affective resonance
adequate reaction to emotional oscillations
affective expressiveness
prosocial value orientation
reorientation of emotional conduct
maximum insertion through managerial values
emotional self‐regulation
complex emotional involvement
professional satisfaction
communicative tolerance
trend of expansion and amplification of the emotional spectrum
managerial responsibility for externalized emotions
existential and managerial optimism
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1.4.2. The problem of human affectivity
The emotional life of the person consists in the constant appearance of contradictions, followed by
the concern of solving them and the appearance of others. Emotions, feelings, affective states are
internal, subjective, delicate processes, unique and very strongly personalized; a hidden, discrete
reality that can hardly be observed and which sometimes escapes self‐observation.
The last two decades attest to intense research into the problem of human affectivity. There is an
increasing need to express emotionality in a natural and appropriate manner that would intelligently
highlight specific human conduct.
It is noted the absence of research of affective phenomena in the literature until the classical era
because of the ignoring of emotions, considered inferior human expressions, primary impulses.
Scientific research of existential phenomena involves both cognitive and emotional aspects. An
explanation of the increased interest in emotionality is the triumph of cognitive orientation that
failed to define the complex model of social success, as it left in the shadows aspects of affective
knowledge, which clearly influence the quality of human activity.
In the organization of the psychic system, affectivity occupies an interface position between
cognition and motivation, with which, moreover, it is most closely intertwined. In universal specialty
literature, affectivity tends to be approached from two perspectives: affectivity as a state and
affectivity as a trait, resulting from needs. As an affectivity state, it refers to the emotional states
themselves: discrete emotions or current situational emotions and moods. Affectivity as a trait refers
to the relatively stable characteristics of the emotional condition (positive affectivity or negative
affectivity), acquired over time, by keeping the person in emotional states of the same sign (either
positive emotions or negative emotions).
Positive affectivity refers to the tendency of the person to experience predominantly positive
emotions, and negative affectivity refers to the tendency to experience predominantly negative
emotions.
Affective processes are complex psychic phenomena, characterized by physiological changes, a
conduct marked by emotional expressions and a subjective experience.
Beliefs launched in this regard were developed by M. Rocco, who argues that, although different in
nature, affective and cognitive processes are inseparable in the individual’s activity. By obviously
increasing the chances of social integration, emotional competences clearly undermine negative
theories about the inferiority of the emotional in relation to the rational. Experimental social
psychology, like anthropology, considers the opposition emotion‐rationality artificial and
inaccurate. Therefore, emotions do not oppose rationality.
In the conceptual delimitation of human affectivity, we have focused on the analysis of the meaning
of terms that would facilitate the understanding of the content of studies of psychology of emotions
in general, and the deciphering/interpretation of affective phenomena aimed at ensuring the socio‐
affective climate in the educational institution: emotion, emotional quotient (QE) or emotional
coefficient, affective potential of personality, affective development, emotional maturity, emotional
intelligence, emotional culture, emotional competences, emotional contamination, emotional
values, emotional creativity, emotional style etc.
The history of the term emotion presents certain etymological curiosities. The primary meaning of
the concept – restlessness or agitation. In French (Larousse dictionary, 1870) emotion means
„excitement”, „physical and moral disorder”. Emotion means movement and passion in English
(Oxford, 1933). The last term (passion) appeared in Ancient Greece, having the meaning of physical
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and moral mood. It later extends to the meaning of affection. Aristotle is the first author of Western
culture to systematically examine the problem of emotions, stressing the idea that the speaker must
know how to excite his / her audience.
Currently the term emotion most often is associated with one of the six basic emotions: anger,
disgust, joy, sadness, fear and surprise. Current research defines emotion as an „affective state”
with two main characteristics of pleasure or pain, being able to identify both the circumstances and
the reasons that provide the affective feelings.
Emotion is a social construct interpreted as an affective state and as a personality trait with many
components, inferred from the interaction of certain indicators.
Componentele structurale ale emoției sunt:
The structural components of emotion are:
 the feeling of conscious experiencing emotion;
 appreciation of the emotional event;
 the tendency to act in certain circumstances;
 physiological changes expressed;
 emotional self‐regulation of the person’s conduct38.
Emotions can be studied at individual, interpersonal, group, intergroup and cultural level. By
preparing the body for a certain type of rational response, emotions trigger an emotional reactive
process with distinct stages:
1) conscious subjective experience;
2) vegetative physiological changes;
3) behavioural manifestations;
4) resonancing with others.
The main functions of emotions in mental life: self‐regulation, adaptation, energetic support of
other psychic, social, catharsis processes.
The approach of emotions in various investigative approaches has led to the emergence and
development of concepts of emotional intelligence and emotional culture interpreted as a result of
the affective development of personality. Seemingly similar in the level of criterialogical
fundamentals, the concepts of emotional intelligence and emotional culture are, however, different.
We can easily see that emotional intelligence is a comparatively narrower term than emotional
culture, between which positive interconditions and continuity ratio are established given the
openness of the concept of emotional culture to reflect professional specificity.
The emotional quotient (EQ) is the index of the level of affective development.
Emotional development is a phased process, oriented towards the formation of emotional and
social capacities, serving as a catalyst for intellectual, affective and professional evolution, the
degree of emotional development being represented by the measure of the development of a
system of emotional competences that determines the social efficiency of the individual.
A distinct feature of the dynamics of the affective area is the force of emotional contagion within
interpersonal relationships, which consists in the transmission of positive or negative situational
38
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emotional experiences to the whole group and the increase of the intensity of the experiences in a
trajectory of the type of feedback, phenomenon, called by social psychologists, affective
amplification.
Emotional discipline is an important condition in the management of the educational institution
that offers the opportunity to assess emotional comfort in the workplace.
The concept of affective mobility is of undeniable value in the area of the problem of human
affectivity, reflecting emotional dynamics, expressed in the power to control the triggering of
excitability and mastering the energetic impulses, revealed as a result of the action of internal and
external factors.
Emotional creativity is the productivity factor of intellectual processes, aimed at developing new
emotional, effective and authentic mechanisms, which facilitate the expression of new emotions
and the development of the emotional coefficient that ensures awareness, decoding, development
of emotional information and self‐regulating affective behaviour.
Affective/emotional maturity is the integrative phenomenon that shows the degree of affective
development, which shows the extent to which a person’s emotional behaviour corresponds to his
/ her chronological age, needs, aspirations and personal values, but above all, social norms.
Depending on the subjective value of emotional experiences, correlated with the affective needs of
personality, the following types of „valuable emotions” are highlighted in the literature, necessary
to achieve the affective/emotional maturity of people working in the educational system39:
 altruistic (which arise on the basis of the need to influence and help people) – the desire to
bring joy and happiness, the sense of anxiety for the fate of subordinates, the care for them,
compassion for their failures, fidelity, the feeling of co‐participation;
 communicative (reflecting the need for communication) – the desire to communicate, to
exchange opinions and experiences, the feeling of sympathy, availability, a sense of respect,
gratitude; desire to gain gratitude and appreciation;
 glorious (generated by the need for self‐assertion and prestige) – the tendency to gain
recognition, authority, sense of self‐love, sense of personal dignity, interest in combat, thirst
for acute sensations, tendency to expose oneself to risk, feeling of volitional and emotional
tension and mobilization of physical and intellectual capacities;
 axiological – the need to face danger, the feeling of the maximum importance of mystery‐
filled events;
 gnostic – the need for cognitive harmony, the tendency to understand, to penetrate into the
essence of phenomena, the feeling of wonder and uncertainty, the clarity of thought, the
tendency to confront individual contradictions and judgments, to put everything in order, to
assume the solution, the joy of discovering the truth;
 romantic – the tendency towards everything that is unusual, unknown, to expect something
original, attractive, fascinating, the feeling of satisfaction in enhancing one’s own value;
 praxiological – the need for activity, to change the course of actions, to face the difficulties
and to complete successfully, the feeling of tension, satisfaction for the results obtained from
their own efforts, pleasant fatigue, happy with the results obtained;
 aesthetic – the need related to lyrical experiences, the desire and pleasure of beautiful,
uplifting, great and graceful, the tendency towards reflection, states of joy of the soul.
39
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The emotions listed, advisable to the managers of educational institutions and leaders, actually
reflect the diversity of human needs and influence the perception of managerial reality, aspirations,
projects and professional creativity.
1.4.3. Emotional competences and emotional balance in manager/leader’s work
Entering the universe of the person’s affective life is difficult and requires the formation of
emotional competences, because people’s social behaviour cannot be explained only by rationality.
Emotional competences, addressed as meta‐competences, determine and explain to what extent
man can use all individual capacities to understand the attitudes of others and to manage his
affective behaviour.
The literature proposes various definitions of emotional competence that demonstrate the
existence in the scientific community of two main visions.
The first vision – the concept of Russian scientists, who define emotional competence as “mastery”,
“degree of affective maturity”, “a system of affective capacities” that denotes good knowledge and
professionalism of the person in monitoring emotions.
The second vision – of the scientists in the Francophone and Anglophone space, which
demonstrates that an emotional competence shows on the affective development on some
particular dimensions, for example: empathy, assertiveness, emotional balance, etc., also called
affective capacities, some of which are of a complex structure – charisma.
The conjugation of the semantic essence of the two options in the definition of emotional
competence led to the finding that they do not contradict, but complement, their common semantic
core being the idea that a competence has a classical structure:
 affective values – attitudes that relate to one’s own beliefs regarding certain aspects of
human existence;
 psychomotor/action values – capabilities that show what a person can do with the
knowledge gained on a particular subject, arising from the attitudes/beliefs formed;
 cognitive values – knowledge that can be measured by the amount and quality of information
about something.
The term emotional competence was introduced into developmental psychology by Carolyn Saarni
(1990), integrating the following emotional abilities:
- the ability to recognize one’s own emotional states;
- ability to differentiate emotions;
- the ability to use accepted forms and expressions of emotions in a given culture;
- the ability to master emotional scenarios to perform certain social roles;
- the ability to be empathetic;
- the ability to realize that the true emotional state of the individual does not always correspond
to explicit emotional expressions;
- the ability to appreciate how one’s own feelings and emotional expressions influence the
mood of those around them;
- the ability to repress one’s own negative feelings using strategies of emotional self‐regulation;
- the ability to appreciate how much the character of one’s own emotional expressions
influences interpersonal relationships with others;
- capacitatea de a fi eficient emoțional și de a corespunde propriilor reprezentări despre
echilibrul emoțional;
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- the ability to be emotionally effective and to correspond to one’s own representations of
emotional balance40.
- Emotional competence means a construct that reflects the affective maturity of the
individual, integrating the emotional, intellectual and regulating components of the human
psyche, converted into the process of achieving professional goals and personal aspirations.
The basic components of emotional competence are: self‐regulation, regulation of interpersonal
relationships, reflection and empathy that form the functional blocks – behavioural, cognitive,
intrapersonal and interpersonal. From this accepted structure also in the academic environment of
the Republic of Moldova, the researcher Maia Cojocaru‐Borozan (2012) proposes a definition of
emotional competence that means the result of EQ enhancement, a belief/attitude system on the
importance of disciplining affective behaviour, the varied spectrum of knowledge about the
affective life of the individual, the set of capacities that allow the proper management/channelling
of emotional energy, successful integration into any social environment and the creation of a career
of resonance.
Emotional management is the competence to manage own emotions and other people’s emotions
in the direction of emotional discipline of conduct.
Emotional competences can be formed as a result of various educational influences and allow the
social functioning of the individual. Emotional competences imply the manifestation of frustrational
tolerance, defined as the person’s ability to overcome various difficulties and impediments without
losing their psychological adaptability. Frustration tolerance is based on adequate assessment of
obstacles and the ability to find a solution.
The way to overcome the frustrating situation determines the person’s behaviour. In the manager’s
work in the area of relations with human personnel, obstacles, complications, conflicts often occur.
Knowledge and selection of the appropriate way of behaving are important for his / her further
interaction with human resources.
In managerial psychology research it has been shown that the frustration of the leader of the
organization destructively influences the institutional process. Tolerance to frustration is a quality
absolutely necessary for the manager/leader to overcome the various difficulties and conflicts in his
/ her professional activity. In our view, tolerance to frustration encompasses only part of what is
meant by emotional balance.
Quoting P. Popescu‐Neveanu, we can say that the personality trait, the emotionality, has two
general characteristics: emotional balance and imbalance.
Emotional balance implies a state of homogeneous tension, moderate state of activation, balance
between polarized affective experiences – sthenic and asthenic, positive and negative.
Emotional imbalance is characterized by malaise, depression, anger, sadness, abandonment or
irritation, anger, indignation, fury, aggression. Emotional imbalance destructively influences human
activity. A cause of emotional imbalance may be the hereditary physiological constitution, prone to
exaggerated emotionality; there is, however, also acquired emotionality. Poor health intensifies
hyperemotiveness; maladiile din adolescență provoacă nivelul înalt al anxietății41.
The substructure „attitude towards oneself” determines the behavioural substructure, the basic
40

SAARNI, C. The Development of Emotional Competence. New York: The Guilford Press, 1999. ISBN 9781572304345.
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psychological mechanism, which is the satisfaction of the leader of himself and his / her managerial
activity. By the concept of satisfaction we mean the correlation between the motivational sphere
of the manager’s personality and the possibility of acting successfully in order to achieve the
reasons. The manager/leader certainly needs a sense of satisfaction with his / her professional
activity. This is for maintaining the emotional stability of the manager, for maintaining the necessary
emotional tone, feeling of his / her own dignity, pride for his / her profession and for him‐/herself.
Summarizing the above, we conclude that the optimal personality is the one that acquires a
maximum, effective experience, without asperities, does well in his / her work, reaches an inner
state of well‐being. The optimal personality has an intraindividual motivational, cognitive
consistency, characterized by the individual adaptation of the person, in the sense that he / she is
free from internal, motivational or conscious conflicts. By summarizing the characteristics of the
optimal personality we consider them to be: the need for flexibility, the flexibility of interpersonal
relationships, the flexibility of inter‐generation‐ relationships, emotional stability.
Specialists in the field have established experimentally, 5 types of emotional balance:
 The type of expressive balance – characterizes sensitive people, who can be easily disturbed
by aggressions and life contrarys, react quickly, but just as quickly return to the balance that
characterizes them.
 The type of balance in imbalance corresponds to people controlled by unresolved internal
tensions, and for the externalization and maintenance of an appropriate behaviour a great
effort and waste of energy is required.
 The type of tension balance is specific to those who manage to display a balance according to
the ambience, but to the detriment of inner life; support of this balance is voluntary effort and
not genuine emotional experience.
 Tipul de echilibru cu dominație pesimistă și tendințe depresive apare la indivizii total dominați
de situația exterioară, care nu‐și găsesc resursele interne în a răspunde adecvat și eficient.
 The type of balance with pessimistic domination and depressive tendencies occurs in
individuals totally dominated by the external situation, who do not find their internal
resources in responding adequately and effectively.
 The mixed type more characterizes the unbalanced people, to whom the affective experience
is not consistent with the way reality is perceived42.
Finally, we conclude that different notions and concepts are used to characterize the
manager/leader’s affective dimension in various researches. Within the structure and dynamics of
the manager’s personality, emotional balance is a major variable of a constellation nature. It
depends both on the internal elements of the body, on the content of the personality system, and
on social conditioning.
1.4.4. Stress at work: the laws of occurrence and the mechanisms of reduction
The daily life of each of us is very different, often the intensity of emotional feelings, fatigue,
exhaustion, stress is unavoidable. The definition proposed in DEX gives concrete expression to the
meaning of the concept, stress being „name given to any environmental factor (or set of factors)
that causes the human body an abnormal reaction; adverse effect on the human body by an
environmental factor”. From an etymological point of view, stress means tension, pressure, effort,
strain, burden.
42

BAXAN, Iu. Echilibrul emoțional al cadrului didactic în societatea postmodernă. Chișinău: Știința, 2001. 180 p. ISBN
978‐9975‐75‐572‐6

Course support
2020, V01‐r1

www.mhelm.utm.md

58

LEADERSHIP AND MANAGEMENT – Professional training program

Those who are stressed should know that they can also benefit from stress (eustres), not only health
problems (distress). This unpleasant effect on our body can help us to have better professional
performance, argue specialists.
Stress goes through three phases:
 Alarm phase – clear notification of the presence of a stressor;
 Resistance phase – stress expands its presence, the person wastes more energy, resists,
struggles with stress, the yield is very low, suffers from it and becomes restless thinking about
a possible failure;
 Phase of exhaustion/fatigue – characterized by tiredness, restlessness and depression, often
occurring separately or together.
According to most models in work and organizational psychology, stimuli with the potential to
generate stress within an organization can be categorized into four classes, that can be seen in the
next table.
Table 1.4.2 – Categories of stressors
Category

Stressor

Content of work

overload/underload of work, complexity of work, monotony of work,
increased responsibility, work with increased degree of danger
Working conditions
toxic substances, inadequate ergonomic conditions, position during
work, excessive physical demands, dangerous situations, lack of
hygiene and protective measures
Employment conditions working hours, low payment level, reduced career development
opportunities, inflexible employment contracts, labour insecurity
Social network at work defective management, low social support, low participation in
decision‐making, discrimination
Among the workplace stressors, the scientist Z. Bogathy highlights: leadership style, status, role in
the organization, career, decision and control, workplace relationships, workplace design, work load
and work pace, work schedule, non‐involvement, aggressive behaviour, immature behaviour,
negative behaviour, other stressors at work43.
Stresul ocupațional are diverse efecte, ele fiind categorizate de Cox astfel:
Occupational stress has various effects, and they are categorized by Cox as follows:
 physiological: increased blood sugar, increased heart rate and blood pressure, dry mouth,
heavy sweating, pupil dilation;
 subjective, psychoindividual: anxiety, aggression, apathy, boredom, depression, fatigue,
frustration, irritability, decreased self‐esteem, nervousness, feelings of inferiority;
 cognitive: inability to make relevant decisions, decreased ability to concentrate attention,
hypersensitivity to criticism, mental blockages;
 behavioural: predispositions to accidents, toxicomania, emotional outbursts, bulimia, alcohol
or tobacco abuse, nervous laughter, noisy crying;
 psycho‐organizational: absenteeism, decreased productivity, alignment in the relations with
other members of the organization, reduced involvement, dissatisfaction in work, decreased
confidence and loyalty to the organization.
43
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The occupational stress of teachers affects both the quality of professional and personal life. If the
requirements (internal and external) permanently exceed the possibilities of the teacher, the state
of emotional balance is violated (emotional imbalance occurs).
The phenomenon of occupational stress is determined by social‐economic, moral, cultural, political
and ideological social needs and is governed by the following laws:
 Occupational stress – health interdependence indicates that stress is the consequence of
health problems and, conversely, stress can occur as a reaction to poor health.
 Occupational stress – decision interdependence shows that stress influences the quality of
professional decisions and, under certain conditions, it occurs as a result of failed professional
decisions.
 Occupational stress – group management interdependence explains the influence of stress on
the quality of group leadership which in turn can become a source of occupational stress.
 Occupational stress – performance interdependence elucidates the determinant charater of
stress on professional performance.
 Occupational stress – evaluation/self‐evaluation interdependence explains the influence of
stress on decisions in evaluation and self‐evaluation which, in turn, formulated imprecisely or
incorrectly, generates professional stress.
 Occupational stress– socio‐professional integration interdependence explains the influence of
stress on the degree of compatibility with members of the socio‐professional group expressed
by inadequacy and minimal insertion into the educational environment, by decreasing the
ability to concentrate on adaptation strategies, by low level of feedback in interpersonal
relationships44.
The laws of the occurrence of occupational stress are of specifically human character (people
employed in the labour market are affected by occupational stress), broad essentiality character
(affects all spheres of the teacher’s life), dynamic character (changing in relation to changes in the
social, family, professional life of the teacher), systemic character (interacting, they constitute a
normative set of theoretical‐actional decrease of the occupational stress phenomenon).
There are managers/leaders with similar professional experience, but who respond in extremely
different ways to the same event in their teaching activity. Some are resistant to stress, for example,
while others collapse emotionally. The latter become anxious, depressed or unable to cope under
adverse conditions. The resilient ones are somehow able not only to cope, but even to benefit from
certain stressful events and to turn adversity into an advantage. Different people have different
emotional styles. So, there are combinations of emotional styles that integrate into each of the five
great traits:
1) Impulsive: a combination of attentionless concentration and low self‐awareness.
2) Patient: a combination of self‐awareness at a high level and sensitivity to context at a high
level.
3) Shy: a combination of being slowly in recovery, in the size of resilience and having a low
sensitivity to context.
4) Anxious: a combination of being slow in recovery, having a negative perspective, having high
levels of self‐awareness and lacking the concentration of attention.
5) Optimistic: a combination of being fast in recovery and having a negative perspective.

44
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6) Chronically unhappy: a combination of being slow in recovery and having a negative
perspective, with the result that that person cannot maintain positive emotions and gets stuck
in the negative ones as a result of obstacles.
In conclusion, the emotional style is manifested by emotionally balanced didactic behaviours,
resistance to professional stress and is in an interdependence relationship with personality traits,
decision variables, didactic behaviours, methods, techniques, strategies, content structures, forms
of organization and planning of educational activity.
As a result of the research of the specialty literature we believe that the diminishing/reduction of
stress in the workplace is possible through the formation of the competence of occupational stress
management, which develops according to the classical stages of formation of any competence:
 unconscious incompetence – the person does not have the competence to manage
occupational stress, and also does not realize that he or she needs it;
 conscious incompetence – the person realizes that he / she does not have the competence to
manage occupational stress and is looking for ways to overcome the situation;
 conscious competence – the person, in the process of exercise, reflection, controls his / her
emotions, behaviours, reporting them to what he / she has recently learned;
 unconscious competence – is formed as an extension, after sufficient exercise over time, when
knowledge, skills and pedagogical anti‐stress behaviours become automatisms.
From a practical point of view, the researcher A. Percek (1992) chooses two variants of coping:
problem‐centered and emotion‐centered. The so‐called problem‐centered coping implies that the
individual tries to solve the problem he / she is facing, makes efforts, sometimes desperate, to
remove the situation. In the context of the other variant, called emotion‐centered coping, the
individual focuses mainly on the emotional state generated by the problem, and less on solving it.
Both variants have advantages and disadvantages.
There is no recipe to guarantee a stress‐free life, but there are opportunities to diminish it. In this
respect, A. O. Țabără45 considers that the most effective ways of managing occupational stress
are:
- information on sources of stress;
- awareness of stress reactions;
- developing stress management skills and behaviours;
- establishing and maintaining adequate social support;
- developing a healthy lifestyle;
- self‐esteem development;
- time management.
Managers/leaders should also follow certain principles of anti‐stress conduct:
- formulating the objectives as correctly as possible;
- time planning as well as possible;
- carrying out activities for pleasure at least once a week;
- having a moment of silence every day;
- maintaining a balance between work and recreation, between work and family;
- using relaxation procedures;
- offering and receiving affection regularly;
45
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-

discussing difficulties with others;
using humor;
positive thinking;
exercising and walking, on a daily basis,.

Bogathy Zoltan (2007) suggested that employees are more efficient when the following 9 variables
exist in the comfort zone: the workload; clarity of job description and evaluation criteria; physical
variables (work space, temperature, noise, light, pollution, size, etc.); status of the profession;
responsibility; variety of tasks; human contact; physical problems; psychological problems:
It is worth highlighting the characteristics of people who cope effectively with stress:
- know themselves well and accept their qualities and defects;
- have various interests apart from work;
- have a variety of reactions to stress, not repeatedly the same;
- prove tolerance and acceptance towards those who have values and styles to be different
from personal ones;
- are active and productive both at work and outside it.
Finally, we propose some rules to reduce occupational stress:
- do not get too tired.
- convince yourself that you like the work you do.
- plan your activities.
- Do not try to do more than one thing at a time.
- form a correct mental attitude, remember that everything that is easy or difficult in your work
depends on how you relate to it.
- become effective in the work you do.
- train to be relaxed. Calm solves everything.
- comply with the default schedule.
- be organised and consistent.
In conclusion, ready‐made recipes in avoiding occupational stress situations do not exist. Moreover,
the primary principle that all managers must take into account is that everyone has the right to
make mistakes without always feeling guilty.
1.4.5. Emotional burning/exhaustion: premises, modes of manifestation, ways of prevention and
overcoming
The phenomenon of emotional burning in managers and employees has been in the attention of
specialists for more than 40 years. The term emotional burning is often used when trying to explain
the state of chronic stress in people working in a field that involves interaction with other people,
such as, in our case, higher education.
University managers spend much of their time in the workplace, being involved in relationships with
teachers, non‐teaching staff, auxiliary staff, students, parents, educational agents, etc.
All these relationships require a great emotional, psychological, intellectual and even physical effort
and are resource‐intensive (time, but also financial), managers often giving up their own needs to
be „up to date” with information in the field.
Emotions and feelings, so human, have become, for many, real obstacles, if not enemies, to success.
As a result, our body fails to cope with the stressful situation and, under these conditions, emotional
burning develops.
Course support
2020, V01‐r1

www.mhelm.utm.md

62

LEADERSHIP AND MANAGEMENT – Professional training program

Specialists in the field identify three symptoms of the emotional burning syndrome:
1) Emotional exhaustion is expressed by the feeling of fatigue and emotional imbalance, caused
by work, which do not pass after night sleep. After rest periods (weekend, holiday), it becomes
less expressed, but with the return to work, it returns with the same intensity. The person
becomes unable to work with the same energy. The work is done formally.
2) Depersonalization involves a lack of emotions, an inhuman and cynical relationship with
subordinates, who are perceived as depersonalized objects and are usually treated with
indifference. Negative attitude towards the work performed causes pessimism, lack of desire
to communicate, accompanied by behaviour of ignorance. Initially, the person retains his / her
emotions, but gradually finds it difficult to refrain and in the end can become aggressive.
3) Reducing personal achievements is accompanied by a decrease in the person’s self‐esteem.
The main manifestations of the symptom are: the tendency towards negative appreciation of
one’s own person, own professional achievements and successes, negativity in relation to
work obligations, decreased professional motivation, etc. The manager loses hope in his / her
professional prospects, has less satisfaction at work and, as a result, he / she finds a sense of
incompetence, of fate at failure. In this case, you can already talk about a complete burning
of the specialist. The person still retains respectable appearances, but on closer examination,
the „empty look” and „cold heart” become evident: everyone has become indifferent to
them46.
Paradoxically, the burning syndrome is a defence mechanism of the body, as it requires the
economic dosing and distribution of energy resources.
Among the factors that condition the appearance of emotional burning syndrome we highlight:
 General factors: chronological age, gender, age, professional experience, marital status and
type of educational institution in which they work.
 Organizational factors: overload, role ambiguity, social support, job satisfaction, stress.
 Personal factors: level of self‐image, place of control, character traits, type of temperament.
Although some factors that trigger emotional burning are outside of administrative and individual
control (such as gender, age, work, neuroticism, extraversion/introversion), many of the
organizational, social and even individual causes can still be removed, for example, stress (certain
stressors), emotional control, work dissatisfaction, changing working conditions, etc.
Managers who are aware of the sources and symptoms of emotional burning and who are informed
of the existence of adaptation strategies and preventive measures might be able to avoid this state.
Analyzing the evolution of emotional burning syndrome, Iu. Baxan determines four stages in the
evolution of the phenomenon:
1) idealisation and increased self‐requirements;
2) mental and emotional exhaustion;
3) dehumanization as a self‐defence mechanism;
4) the syndrome of non‐acceptance of oneself and others.
A prudent approach to burnout syndrome involves, first of all, taking preventive measures before
burning occurs.
When we talk about burnout we assume two approaches in the intervention programmes:
1) trying to change the person;
46
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2) trying to change the organization.
Programmes that aim to intervene at the personal level are more successful than those involving
interventions at the organizational level.
M. Cojocaru‐Borozan (2012) proposes overcoming emotional burning in teachers by developing
emotional competences, which would contribute to resistance and tolerance to the frustration and
stress factors expressed in critical situations in the form of emotional reactions. In the author’s
opinion, the most important emotional competences specific to the teaching profession would be:
emotional involvement and contamination, emotional identification, positive emotional orientation,
emotional compassion, emotional activism, emotional expressiveness, emotional perception,
emotional stress resistance, psychological and emotional depth, emotional reactivity (emotional
flexibility, emotional excitability, increased speed of blocking emotional exciting stimuli)47.
In this way, the need for the development of emotional culture is felt, as it leaves its mark on all
manifestations of personality, being a factor of professional efficiency and actional productivity,
contributing to the energetic‐stimulating support of the activity.
To diminish/reduce emotional burning syndrome, we recommend managers in higher education:
a) at individual level:
- familiarizing with the notion of emotional burning, (knowledge of causes, characteristics,
symptoms and consequences);
- reducing/decreasing the level of the syndrome by developing emotional competences;
- reducing stress levels and developing coping strategies;
- increasing the level of self‐confidence;
- developing of positive thinking;
- strengthening social and health skills;
- setting priorities and correct time management;
- refusing extra tasks and avoiding delays at work;
- compliance with the working, rest and nutrition regimes. Personal life must be clearly
separated from work life;
- determining the goals and possibilities for professional growth;
- arranging the workplace, creating the maximum comfortable conditions possible.
b) at institutional level:
- providing managerial assistance to human resources, including those newly employed, in
order to prevent the „shock of reality”, which consists in the connection between
expectations/effort/reality, by organising group meetings or individual discussions;
- establishing the mentoring service, which would allow the sharing of the experience of
teachers with a more extended work experience for teachers with less work experience
and the guidance of the latter in adapting to the realities of the profession;
- increasing attractiveness within the profession by: promoting prospects, by emphasizing
positive feedback and recognizing the contribution. Staff must be supported through
discussion and encouragement even when things are not going well;
- organising activities to promote health at work (free provision of sports sessions) and to
maintain the balance of working life (avoidance of overloading or underloading with tasks);
- setting up a „professional support network” by opening a telephone line, e‐mail address,
where the staff of the institution could anonymously ask for advice, recommendations on
47
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stressful situations, where they could discuss the symptoms, psychological states that
alarm them.
1.4.6. Strategies for developing the emotional culture of the constructive manager/leader
The development of emotional culture is a phased process, oriented towards the formation of
emotional and social competences, serving as a catalyst for intellectual and professional evolution,
the degree of development of emotional culture being the measure of the development of a system
of emotional competences that optimizes social efficiency.
Factorii dezvoltării culturii emoționale sunt:
Factors for the development of emotional culture are:
 of an internal nature – the individual needs and system of values, which determines the
orientation of the personality;
 of an external nature – planned actions to motivate self‐development and to establish
constructive reasons for professional development.
The scientific concerns of scientists in various geographical areas make it possible to discover the
essence of what ensures career promotion. This involves emotional work, which means self‐
inducing/maintaining positive affective feelings to maintain the external appearance that would
produce an appropriate state of mind. Everyday interactions involve emotions and feelings.
Controlling emotions is necessary because it allows us:
- to maintain our civility in social relations;
- to maintain conflicts within bearable, resolving and reversible limits;
- to be cautious about emotional expressions as well, because the expressions are partly
nonverbal, and the nonverbal part is considered to express true emotions more sincerely than
the verbal part;
- to control communicative activity which means controlling the body to the same extent
through voice and movement;
- as part of the group, to control our own emotions, but also to direct our partners’;
- to direct the expression and impression we make on others..
The development of emotional culture can be achieved in various ways. We will list some of them.
Defence mechanisms are a psychoanalytic expression that designates the operations used by the
self to protect from affective experiences incompatible with the demands of the Supra‐me and
which would risk causing unpleasant effects such as shame, culpability, disgust, if the underlying
phantasm became conscious. The role of defense mechanisms is to protect the self against anguish
and unpleasant affections. In everyday life, every person gets to use different mechanisms that must
be considered as adaptation rather than defense.
Of the defense mechanisms, repression is the oldest, most important and best known as it is also
the most commonly used. Repression can be defined as a psychic process whose mission is to keep
unacceptable representations out of consciousness. Repression uses complementary mechanisms,
such as isolation, reactionary formation, displacement, repression, and condemnation.
Isolation consists in separating embarrassing representation from libidinal and affective bonds.
Therefore, representation can subsist in a distant or deviant affect, such as in the case of humor,
cinism and chaffing, but also repression, condemnation or intellectualization.
Reactionary formation results from the reversal between affections and representations: for
example, the attraction to „misery” is transformed into an almost compulsive desire for cleanliness;
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the attraction to disorder changes into an exemplary concern for order; aggression is replaced by
excessively affable or polite behaviours, etc.
Displacement is a reorientation of affections and desires to other substitutable objects.
Projection, which turns the inner danger into external danger. The universe becomes populated
with malevolent and dangerous enemies, and the subject lives his / her relationships as a way of
persecution.
Cleavage by which the investment objects are divided into „good” and „bad” by a mechanism of
projection of the self, which is also split into two simultaneous and contradictory attitudes. The
cleavage allows reality to be perceived and to act as if it were a different one, even as if it did not
exist. It is associated with denial, which belongs to the category of delusional mechanisms.
Following the analysis of the defence mechanisms we note two aspects:
1) these mechanisms do not necessarily involve the pathological, they serve to adapt and are
normally used in daily life, which without them would be impossible or too anguished;
2) defence mechanisms relate only to the control of undesirable effects and are used mainly to
avoid anguish.
Theoretical studies on the development of emotional culture highlight a common core of the basic
values of the constructivist manager/leader. In this connection, we highlight the distinct directions
of contribution in the initial and continuous formation of managers:
- the formation of a belief about the mission of the constructivist manager –
creator/builder/explorer of his/her own personality, employee personality, interaction
environment and professional career;
- monitoring the process of improving management staff at the level of the affective
component of managerial culture;
- harnessing/expanding managers’ emotional experiences through reflexive activities on their
professional efficiency.
The analysis of the practice of developing emotional culture in various geographical areas
contributed to the emergence of conceptual considerations regarding the emotional development
of managers:
- effective managers impress by the originality of emotional expressions, provoking attitudes,
stimulate the development of positive orientation;
- the manager’s professional efficiency is given by the quality of emotional competences;
- through the status given by the position, the manager is responsible for the emotional feelings
of the employees;
- the manager sets/presents emotional standards (models);
- the emotional spectrum of the leader reflects the level of his / her managerial culture;
- the emotional leader must have the grace/charisma to magnetize his / her employees by
exerting a measurable influence on their general mood;
- through his / her charisma, the manager will attract employees into his / her emotional orbit;
- the manager can influence/ contaminate employees with positive emotional states through
released emotional signals (expressivity of the face, voice and gestures in expressing feelings);
- managers with a high level of emotional culture attract employees to cooperation, those who
transmit a negative register of emotions, being irritable, irascible, domineering, cold, grumpy,
remove employees;
- the manager must design/transmit emotional content and episodes that will generate positive
moods;
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- employees prefer to be around optimistic, enthusiastic and positive managers who make
them feel good;
- the manager will be responsible for providing employees with a cooperative participatory
mood; the quality of mood dictates the quality of work;
- smile is the barometer within the manager’s reach for measuring affective/emotional
resonance with employees;
- the manager’s emotional dissonance (lack of harmony, discord) causes employees emotional
discomfort;
- the manager’s primary emotional responsibility is to always take an interest in the emotional
state of the employees and to meet their emotional needs by inducing enthusiasm, optimism,
passion for professional activity and inspiring confidence;
- effective managers turn to humor even in tense situations, sending positive messages that
optimize the emotional context of the interaction;
- the manager will permanently connect to the mood of the employees, controlling own
impulses and ensuring emotional integrity;
- the manager will continuously assess his / her emotional repertoire;
- resonant managers excel in the art of interpersonal relationships, through their democratic
style, based on a system of emotional competences.
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1.5.

THE CULTURE OF THE LEADER’S COMMUNICATION
Learning outcomes

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- describe communication styles, negotiation techniques;
- speak about the stages of a speech;
- identify different categories of beneficiaries/target groups.
Application
-

compare different communication styles;
choose the communication style and negotiation techniques in accordance with the
characteristics/specifics of the target group.

Integration
-

propose solutions to prevent/diminish/overcome a conflict;
adapt, through simulation, managerial communication to the specifics of the target group.

1.5.1. Managerial communication. Communication styles
The peculiarities of managerial communication in relation to other types of communication are
generated by the purpose, objectives and roles of that communication, the organisational
framework and structure and the context of the organisational culture. At the same time,
managerial communication is subject to certain specific ethical rules, which are found in the
organizational culture, the policy of the organization and, obviously, the individual ethics of
managers. The process and products of managerial communication are based on characteristic
concepts, principles, standards and rules and take specific forms.
The competent
communication
communication
communication
organization48.

manager shall communicate according to a strategy with regard to the act of
itself and, at the level of the organisation, he / she shall adopt certain
strategies to support the implementation of the organisation’s strategy. All
behaviours of managers generate the communication climate specific to the

Broadly speaking, managerial communication has the same components characteristic of any
communication.
The basic components of communication can be represented as answers to a number of questions:
Who? (transmitter): who is precisely the transmitter of the message (person/group/organizational
structure).
What? (message): what the transmitter wants to communicate, the content of the message, what
information needs to be entered in order for the message to be clear, concise, polite, constructive,
correct and complete.
How? (code and channel): the message will be communicated verbally or in writing, in words or
images, by meeting or telephone call.

48
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To whom? (the receiver).
Where and when? the message will be transmitted so that it is received and used.
Why? what the purpose pursued in the communication is and what effect the transmitter wants to
achieve (information, influence and persuasion).
The flow of information should not be omitted in opposite direction (feed‐back) as well, as
communication is only carried out for the purpose of obtaining a response. Communication is an
intentional process: the transmitter transmits information to the receiver via a channel in order to
produce certain effects on the receiver.
Managerial communication is effective when it harnesses the functions of communication.
- training, education and motivation
 information
- promoting organisational culture
 transmission of decisions
 dialogue
Effective communication has certain characteristics:
 transparency in communication
 using only the correct information
 rapid circulation of information on all
levels and in all directions

informing employees of changes that could
affect them
avoiding tense states ‐ open discussions
rational argumentation of the decisions
made

A manager must be always prepared to cope with both the transmitter and receiver role.
From the perspective of managerial communication, the manager performs multiple roles:
interpersonal, decision‐making, person/figure of representation; information monitor;
entrepreneur, leader, information disseminator, malfunction solver, liaison person, spokesperson,
resource allocation responsible, etc.
Internal managerial communication refers to the exchange of messages that takes place within the
organization, involving individuals or groups and can be formal and informal49.
Formal communication
Communication is formal when messages are transmitted over preset channels. Top‐down
communication is usually initiated and used for the transmission of provisions and directives, for the
explanation of regulations and practices specific to organisations, and for the delimitation of
employees’ responsibilities. In effective organizations, formal top‐down communication also aims
to motivate employees as well as to keep them periodically aware of the policy, goals and strategy
chosen by the organization. Top‐down communication should be used with caution because it
presents the danger of managers being detached from the realities of the organization due to a lack
of feedback. For this reason, top‐down communication must be complemented by bottom‐up
communication, which has employees as transmitters and managers as recipients.
Another level of formal communication is horizontal communication, which is carried out either
between managers in similar positions within the organisation or between other persons within the
various departments.
Informal communication
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This type of communication shall be carried out through the exchange of information which takes
place outside official communication channels. Informal communication is generally carried out
through spontaneously created channels. However, if it is mediated by informal channels of
communication, there is a danger that the information will turn into rumor or gossip, which is not
desirable either for the internal working environment or for the overall operaation of the
organization. These channels can neither be banned nor closed down, they should be encouraged
because they provide optimal feedback.
Depending on the managerial style, harnessing formal and informal communication,
communication networks can have different configurations: circle, chain, Y network and star
network.
The circle and chain are non‐centralised networks (there is no privileged position in the flow of
information); experience shows that these networks, where group organisation and role‐sharing are
quasi‐non‐existent, are unanimously appreciated, albeit ineffective, (so satisfaction in such a
leaderless network is greater);
The Y‐type network and the star network are centralised networks (there is a communication
organisation and a group leader); although these are the most efficient networks (the star network
is the most efficient), the amount of information circulating is lower and the satisfaction of members
is low, with the exception of leaders who have maximum access to information and preferential
position in the network.
Communication styles
Depending on various criteria, we can identify several styles of managerial communication.
 Task‐oriented and relationship‐oriented
Task‐oriented managers are people with an autonomous or analytical performance style, low
willingness to communicate and have relationships with colleagues, with a clear preference for
competition and personal affirmation. In relations with employees, leaders of this type require
strictness, competence and professionalism, without worrying about staff satisfaction or
organizational climate.
Relationship‐oriented ones have a social performance style, for which communication and
maintenance of relationships with colleagues is an important concern, through which they pursue
both feedback on their satisfaction and a permanent diagnosis of problems, culture and
organizational climate.
 Attitude towards responsibility: repulsive, dominant, indifferent
The repulsive style is characterized by the tendency to refuse promotion to leadership positions,
shows an exaggerated respect for the independence of subordinates. In special situations he / she
will adopt hasty and inefficient solutions. The dominant style refers to managers characterized by a
behaviour oriented towards the acquisition of power. People with this style are dynamic, active and
generate a climate to which tensions, conflicts are specific. Leaders with a dominant style generally
have a good opinion of themselves, a high degree of self‐confidence and a firm belief that the
leadership positions are theirrightful, only they are fit and equipped to carry out the tasks related
to these posts in an exemplary manner. The indifferent style underlines the lack of interest in their
own evolution in the hierarchy. People with this style do not particularly seek to occupy leadership
positions, but, once promoted in these positions, they have every chance to be effective managers.
 Authority exercised by the manager: authoritarian, democratic, permissive
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The authoritarian style is specific to those managers who refuse to accept the participation of
subordinates in the performance of managerial duties.
The democratic style is characteristic of managers who ensure the participation of subordinates in
the management process. Managers with this style turn to the collaboration of subordinates both
in setting goals and in task‐sharing.
The permissive style (laissez‐faire) is characterized by avoiding any intervention in the organization
and leadership of the group, placing the emphasis on spontaneous organization and leadership.
 Involvement and attitude towards oneself, communication and interlocutor: passive,
aggressive, passive‐aggressive, affirmative (assertive)
Passive communication is a style in which individuals have developed a model of avoiding the
expression of their opinions or feelings, protecting their rights, as well as identifying and satisfying
their needs. Passive communication usually appaers from low self‐esteem. These people think, „I
don't deserve to be taken care of”.
Aggressive communication is a style in which individuals express their feelings and opinions and
advocate their needs in a way that violates the rights of others.
Passive‐aggressive communication is a style in which individuals seem passive on the surface, but
act furiously, indirectly or behind others.
Assertive (affirmative) communication is a style in which individuals clearly express their opinions
and feelings, and are firm in defending their rights and needs without violating the rights of others.
1.5.2. Management of a speech
Oral addressing, as a way of communication of the manager, must take into account many context
factors such as: organizational culture, experiences during previous communications, various
reasons underlying personal, social and professional relationships, delicate competition‐
cooperation balance, characteristics and needs of the socio‐political environment in which the
organization operates, of the community.
Oral addresses within the organization take place in connection with: exchange of information
(project meetings, training, etc.); training on the different specific aspects of work or the introduction
of new employees; creating or changing individual and group identities; maintenance of a certain
organizational culture, preparation and implementation of changes, observance of traditions and
customs, performing rituals (celebrations).
Oral addresses outside the organisation are mainly aimed at presenting and explaining the
organisation’s policy; creating an adequate image of the organization in front of all its partners and
the community; creating and maintaining relationships with the organisation’s partners.
Oral addressing has speech/presentation, briefing, situation report and final report as specific more
important forms.
Issues related to speech preparation and context 50

50

Roxana Cioclov. Ghidul de comunicare și discurs public. Program multi‐regional integrat de stagii de practică pentru
studenți în vederea creșterii gradului acestora de angajabilitate

Course support
2020, V01‐r1

www.mhelm.utm.md

71

LEADERSHIP AND MANAGEMENT – Professional training program

Presentations can take place inside or outside the organization. In the case of presentations within
the organisation, it can generally be assumed that the audience has common characteristics
(amount of knowledge, career guidance, purposes, interests, set of values).
In connection with presentations to an external audience of the organization, two important issues
may arise:
1) the difficulty of adapting the speech to the external audience and framework, less familiar to
the speaker;
2) difficult question‐and‐answer phases.
The main shortcomings that can be seen frequently in connection with speeches/presentations are:
- presentations are boring: the presenter will use techniques to keep attention and interest;
- presentations are confusing: the information will be organised so that the audience can follow
and understand it.
- speeches are too long: the conciseness, along with clarity, is always positively appreciated.
- the speeches are unconvincing: the presenter must convince that the information presented
is important, that the arguments are correct and that addressing the basic issues is
appropriate; persuasion tactics must be used.
- the information presentation style is deficient: just as form and content are interrelated,
information and style are also interrelated.
No matter which or how many of these negative issues occur, they will render communication
ineffective and affect the credibility and image of the speaker. These shortcomings can be avoided
by strategic approach to the presentation, taking into account several variables related to the
presenter (purpose, objectives, credibility, degree of involvement required), the audience (features
and mode of appeal/motivation), the message (structure related to the character of the message,
the need for emphasis and restraint) and variables related to the context of the presentation.
The physical context (room, visual means, seating, microphone, temperature and lighting of the
room, etc.) and the psychological context (interest, attitude towards the presenter on the basis of
previous acts of communication, etc.) of the audience and the speaker must be well analysed and
prepared by the latter. Repeating the presentation at least once and raising awareness of possible
problems related to public anxiety are two other issues that the speaker should consider.
Structuring the presentation 51
In general, the presentation, regardless of its purpose, includes an introduction, a limited number
of major points and a conclusion.
Tips: between 10% and 20% of the time of the speech is given to the introduction, 60‐80% of the
time is allocated to content problems and 10‐20% of the time is kept for conclusions.
The role of the introduction is to arouse the interest of the audience, to gain or enhance the
credibility of the speaker, to link the speaker, the subject of the presentation and the audience. The
key question: „Why would anyone want to listen to me?” To arouse the attention the speaker can
begin, for example, by referring to something unusual (rhetorical question, promise about what you
will discuss, a vivid image, a surprising example or story, a shocking statistic). The humor itself can
be used but, beware, it must be correlated with the presentation, the style of the presenter and the
characteristics of the audience. Also in the introductory part the orientation of the presentation will
be suggested. To convince the public, the speaker must state the problem or need that the
51
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presentation will remedy. Next comes the presentation structure so that the audience knows what
to expect.
When discussing the major points of the presentation the speaker must be clear, make obvious the
transitions from one point to another and use summaries along the way. In the pesuasive
presentation limit yourself to 3‐5 major points and group complex ideas into 3‐5 major areas. As
transitions, expressions such as: „The second recommendation is...”, „Then...”, „Another benefit of
the system is...”, „In addition...” will be used.
How to end the presentation is very important. In the case of information presentations, it is
welcome to summarise the main ideas or return to the way the issue was initially presented (to the
rhetorical question, to the image or story told, to the promise made). If the presentation was
intended to convince the audience, on the basis of what was said, the speaker may invite to action
or refer to the benefits that the audience would have if they did what they were proposed to do.
Recommendations. Practicing the presentation at home, with the watch, in front of the mirror, is a
great way to check that the selection of materials fits within the required time frame. Recording the
presentation and then analyzing it can reveal both paraverbal and content and logical deficiencies.
Preparation of clear and easy‐to‐follow notes, adopting the format of sheets written on one side
(and not at all on A4 sheets of paper written on both sides).
Use of visual aids
Effective use of visual aids is another issue that the manager needs to pay attention to. Visual aids
are also intended to increase the retention power of the audience. They may contain the structuring
of the presentation, summarizing additional ideas, arguments, information, or graphical data. Only
„key” words and sentences will be used, the graphic message is for the audience to analyse it and
must be complementary to what the speaker says. Attention to correct spelling, punctuation and
expression!
It is recommended to avoid the following visual clichés:
- animated buttons;
- melting one image into another;
- the appearance of text by falling letters;
- increasing the spectacular nature of the transition from one page to another by using the
soundtrack.
Addressing „questions and answers” situations 52
Answering questions related to an oral speech/presentation, whether the questioner is part of the
organization or belongs to the general public, is an extremely difficult and delicate communication
activity. It is good to consider the following two aspects:
When should we accept the questions?
We start from the desideratum that the speaker keeps control of the communication at all times. In
the case of a speech or presentation, the speaker will announce from the beginning if he / she wishes
to answer questions during the communication or at the end. Various phrases may be used, such
as, „please ask any question as it arises”, or „please remember all questions so that you can answer
them at the end”, or „please interrupt me with any clarification questions but, since we only have
one hour, please keep the questions that involve debate and discussion at the end”. If questions are
52
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asked along the way, the answers will be more relevant to the questioner and the feedback will be
immediate. On the other hand, they may disrupt the prior programming of the material and the
time allotted or may introduce information prematurely. To avoid this and maintain control the
speaker may postpone the answer to certain questions for the end. If the questions are asked at the
end, the speaker will control the process but risk losing the attention of those who would like
clarification. If the questions are asked at the end, it is recommended to keep a few minutes after
this period so that, in conclusion, the conclusions can be summarised and formulated. Eventually,
the last question can be used to recall the major points of the speech. The audience must be left
with the impression that the speaker has retained control from the beginning to the end.
What attitude should we adopt?
The self‐control of the attitude is absolutely necessary. Defensive or aggressive attitude should be
avoided and the question should be approached as a compliment (the questioner is interested in
the opinion, ideas or person of the speaker). It is necessary to keep eye contact not only with the
person asking, but also with other members of the audience. Often, however, people may appear
who ask to attack, to stand out, to take control of communication. What attitude should be taken
in such situations? Some suggestions would be:
- the answer can start by complimenting the one who wants to be noticed: „interesting (good)
question, it is worth developing in detail, after I finish what I have to say”, or „this is a special
question, I would like to have more time to treat it in proper detail” (and another opportunity
can be established to do so).
- the question may be diverted: the person who wishes to be noticed or attack may be invited
to give his „speech” after the speaker finishes; questions of a personal nature will clearly
underline their irrelevance and the fact that only questions relating to the subject in question
will be accepted (note, the control belongs to the speaker who cannot be obliged to say what
he / she does not want).
- questions can be paraphrased; if it is a question that wants to block the speaker, you have to
ask how the interlocutor would answer it.
- in the case of questions with an intent to attack, first of all, credibility must be restored and
any attack on the person must be avoided.
If time is needed to formulate the answer, the speaker can, for example, repeat the the question by
paraphrasing, ask the audience what would it do, comment on the question, write down the
question points. In question‐and‐answer communication situations, it is also important to consider
the following:
- before answering, the speaker must be sure that both he / she and the audience have correctly
understood the question and answer briefly and clearly. If the speaker does not know the
answer, he / she must be honest and say so, possibly by offering to find the answer (contact
details will be exchanged).
- it is useful to have additional data and prepared answers to some possible questions at hand.
The speaker must show to the whole audience that, no matter who asks, the majority of the
audience is on his / her side. He / she can even turn to the audience using phrases like „I think we
all agree that...” or „let’s give others the opportunity to ask questions...”. For no time will he / she
lose sight of the purpose and subject matter of the speech, no matter how long the question‐and‐
answer period lasts. Once it is completed, the conclusions of the presentation and discussions must
be summarised.
1.5.3. Conflict management. Negotiation techniques
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Noțiunea de conflict provine din termenul latin „conflictus”, cu sensul de „interferare violentă”,
dezacord și tensiuni între membrii unui grup. Această situație presupune o atmosferă tensionată și
neînțelegeri în privința unuia sau mai multor aspecte ale activității în organizație sau luptă simbolică
între valori, poziții, putere, resurse în care scopurile oponenților sunt de a neutraliza, leza sau
elimina pe adversar (Coser).
The notion of conflict comes from the Latin term „conflictus”, meaning „violent interference”,
disagreement and tensions between members of a group. This situation implies a tense atmosphere
and misunderstandings about one or more aspects of activity in the organization or symbolic
struggle between values, positions, power, resources in which the goals of the opponents are to
neutralize, damage or eliminate the opponent (Coser).
Conflict could also be a situation where interdependent people differ (manifests or latents) in
meeting individual needs and interests and interfere in the process of achieving goals (Donohue) 53.
Classification of conflicts
I.

Location, depending on the extension of the covered area:
 intra‐organisational:
- intrapersonal conflicts (often the inner conflicts of employees generate other conflicts,
because individuals either express themselves in awrong way or misperceive);
- interpersonal (employee‐employee);
- intragroup: in a department, a section of the organization;
- intergroup: between departments, subsidiaries of the organization.
 inter‐organisational.

II.

Visibility: conflicts – manifests or latents: (i.e. „symptom” and „cause”)

III.

Level:
- discomfort: the individuals involved have a state of transient discomfort, which does not
fundamentally affect the relationship, a state that may not be aware;
- incident: an unpleasant, unforeseen but fleeting occurrence, the echo of which lasts from
a few minutes to a few days;
- misunderstanding: the wrong or confuse understanding of the message and actions of
the other (by shifting the accent, assigning another meaning, arbitrarily filling a gap,
eliminating the context);
- tension: similar to discomfort but more intense: constant change in the attitude of the
people involved, accompanied by persistent opinions: the relationship becomes a source
of stress, there are times when it breaks out;
- crisis: the most obvious manifestation: those involved manifest themselves verbally or
physically aggressively.

IV.

By systems/parts:
- symmetrical: equal camps and resources;
- asymmetrical: unequal individuals or resources.

Causes of conflict
a. Competition (with the variant of the fight for limited resources): psychosociological
experiments have shown that when the success of any member of the group increases the
53
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b.

c.

d.

e.

f.

g.

chances of success of the other members (so the situation requires cooperation), it is much
less likely to occur a conflict. More tolerance and mutual affinity were found in cooperative
groups during joint activities, more encouragement and positive mutual evaluation.
On the contrary, conflict becomes more likely when the situation involves competition, when
the success of one member means the failure of another. In competitive groups there was
greater individual independence, a lower desire to gain the respect of others and a lower
cohesion of the group (a greater likelihood of triggering a conflict).
Incorrect influence strategies refer to the tendency to influence other employees in
frustrating ways for the latter: threat, sanctioning, harassment (whether those who use them
achieve their goals, latent aggression in the group increases and accumulated tensions break
out sooner or later in the form of conflicts).
Interpersonal orientation („competitive” employees): ambitious, enterprising, proud,
independent in working style will seek in all circumstances to increase their personal benefit
to the maximum, even at the cost of misunderstandings. The „cooperative” employees
empathetic, flexible, egalitarian in conceptions, will be attentive to the preservation of fairness
within the working group.
Personality differences (accented personalities, people with internal problems or conflicts):
internal conflict is usually the cause of all other conflicts at a more developed level
(interpersonal, intragroup conflicts, etc.) because those persons either misperceive the
conduct and objectives of those around them or express themselves in a wrong way and
hence the conflict is transferred at the interpersonal level.
Communication problems (blockages or disturbances) that cause messages to be misquoted
or received, and hence the influence on relationships between employees (who perceive
their personal goals and objectives to be threatened).
External factors (conscious or non‐conscious intervention of other people in an interpersonal
relationship): some employees use the influence they have informally or interpersonally to
trigger conflicts between other employees in order to gain various advantages (e.g. to get a
managerial position at various levels or to be better seen by bosses).

When and how should managers intervene in interpersonal conflicts?54
Management intervention must be selective. The selection is based on two variables that
characterize interpersonal conflict:
 the amplitude of the conflict (when an interpersonal conflict tends to take proportions, to
form camps, to affected organizational efficiency);
 the intensity of the conflict (if it is a conflict‐crisis, which through violent externalizations
affects the organizational climate).
Strategies and techniques for managing this type of conflict may involve:
- underlining and encouraging cooperation to the detriment of competition;
- changes in the formal structure (separation of persons involved in the conflict);
- creating a clear reward and promotion system that discourages unfair strategies to gain
influence;
- formal communication and employee information system to prevent rumours etc.

54
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One of the techniques (methods) that can be applied at the interpersonal level is the conflict map
that assumes the involvement of a psychologist‐specialist in human resources as a mediator in
the conflict and solving through several stages:
 Formulating the problem in simple terms.
 Identification of the parties (of the camps).
 Identification of needs and purposes for each party, thus:
Camp 1

Camp 2
a)
b)
c)
d)
e)
f)

How to define the problem
What needs are involved
What values are accepted
Individual objectives and priorities. Fears
Limitations. The history of the relation
Possibilities for reviewing attitudes.

(a) Analysis of the situation, identifying:
 the common vision, common objectives and values, hidden needs (participants may
declare that they have certain needs, but the reality is actually different, the
undeclared needs underlying the conflict are different);
 the specific fears that prevent the conflict from resolving, the possibilities of positive
relationship development.
(b) Generating solutions through brainstorming (this is the stage where direct employee
coordinators or other psychologists/sociologists from the human resources department can
participate).
(c) Evaluation of solutions and application of the chosen solution (win‐win solution, leading to
solving the problem and not only to a compromise situation).
Causes of conflict at intergroup level:
- lack of mutual knowledge and contact (lack of information leads to the formation of
stereotypes);
- sharing of the same resources (resource competition);
- differences in goals, values, attitudes, lifestyle;
- the mechanism of social identity (the association of positive values for „in‐group” and negative
values for „out‐group”).
Intergroup conflict management strategies for their rapid reduction may include:
 the myth of „common enemy”/ external threat ‐ both groups focus on the fight against a
danger from outside the organisation, so as to fight together and cooperate (cohesion from
within increases in the face of pressure from outside the organisation);
 common problem (e.g. insufficient resources or the need for cooperation for resource
conservation);
 initiation of joint projects (tasks performed by mixed teams);
 team‐building: with members of the groups involved (informal communication ‐ jointly
organised events so that they get to know each other much better) and creating opportunities
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to communicate;
 turning the conflict into open, sporty competition, possibly rewarded.
1.5.4. Adaptation of communication to the behavioural specifics of the beneficiary
Managerial communication has specific objectives and is carried out according to ethical norms and
principles imposed by own culture and organisational structure. Through its form and content,
managerial communication is subordinated to the objectives of the organization, being the basic
tool used to support and implement the company’s strategy.
An effective manager must adopt a well‐defined communication strategy both within and outside
the organisation. Studies show that a leader devotes 80% of his time to communicating within the
three essential roles he / she performs within the company:
 Interpersonal (leader, binder, representation).
 Informational (monitoring, dissemination, spokesperson).
 Decision‐making (entrepreneur, negotiator, crisis resolution, resource allocator).
The effectiveness of a manager’s message depends not only on the way it is formulated, but also on
the way it is transmitted.
Managerial communication involves two partners: the manager and his / her subordinate or
collaborator. Both partners may be transmitters or receivers and shall also aim to facilitate the
achievement of the objectives set by communication. The personality of the manager in many cases
inhibits communication between the two partners, so it is important to determine what role each
plays in the communication process, what their obligations are.
The manager, by his / her position, exercises considerable power and influence over the
interlocutor. For some of the employees, the leader is the first representative of the authority, a
wise person who directs, protects, supports, gives advice. This „transfer of feelings”, usually
unconscious, explains why the leader is a „model”.
Managerial communication is strongly influenced by the manager‐subordinate relationship and
often generates in the latter an „ambivalent” attitude, both positive and negative. The manager, as
a transmitter, must realize that the influence he / she exerts on the receivers can be strong and by
practicing this influence he / she takes on a great moral responsibility.
Developing good communication with employees requires long‐term work and a well‐developed
strategy, not just momentary initiatives. Thus, communication must be constant and consistent and
take into account the personality type of the employee, which greatly influences that
communication.
Personality type

How do we communicate effectively with employees depending on their (behavioural) personality
type? Firstly, we will get acquainted with the four personality types 55:
TYPE A
STRENGTHS: Direct, open, active, stimulating, good at working with people, persuasive, taking risks,
likes competition, self‐confident.
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WEAKNESSES: Dominant, restless, anxious, makes pressures, manipulates others, harsh, has strong
reactions, controls others.
People like this are usually spontaneous, they like to interract with others. They want to be
respected by those around them. Others may feel that they are pursuing their goals in a very
aggressive way. They do not like the unenthusiastic, the ones who make them wait, the undecided,
the rigid or who want to „do everything by the book”. They like to be paid attention, to accomplish
things and yearn for recognition, adventure and enthusiasm.
TYPE В
STRENGTHS: Practical, ambitious, efficient, methodical, direct, pursues results, conventional,
determined, motivated, organized, trustworthy.
WEAKNESSES: insensitive, critical, abstinent, unproductive, reserved, does not accept compromises,
distant, insistent, stubborn, inflexible, inaccessible.
These people like to direct and take responsibility. They pursue their tasks and must always win.
They dislike sensitive people, ambiguity, disrespect and laziness. They like self‐controlled and loyal
people, they like to move forward at a fast pace and they like responsibilities.
TYPE С
STRENGTHS: Team spirit, warm, faithful, enthusiastic, cooperative, easy to approach, trustworthy,
sensitive, good listener, good friend, likes change, open, represents others.
WEAKNESSES: Too empathetic, indecisive, unreasonable, defenseless, makes things patchily,
subjective, hesitant, irrational, vulnerable, easy to beat, passive, wants to please others, easy to get
out of the way.
These people have a strong desire to help others, they internalize stress and rarely put themselves
on the first place, protect the weakest, want everyone to love them and often have passive
behaviour. They dislike insensitive, quarrelsome, dishonest or selfish people. They like warm, good
and affectionate people.
TYPE D
STRENGTHS: Rigid, meticulous, fair, inhibited, diligent, sensitive, serene, has high standards, avoids
risks.
WEAKNESSES: Postpones things, perfectionist, unsociable, uninteresting, thinks too much,
shameful, passive, does not like change, monotonous.
These people follow the details more than type A. They like to work alone, often in accounting,
technical field or engineering. They dislike people who are dishonest or overly imposing, careless or
arrogant. They like perfectionists, consistent, well‐informed people with practical sense, who do a
good job and can get along easily.
How do we communicate with a different personality type?

We will continue with some suggestions for communicating with employees, depending on the
personality type they belong to.
Type A: Praise them and constantly appreciate them. Be sociable with them. Treat them as if what
they do is important. Encourage them to use their creative skills. If they are hyperactive, refocus
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their energy, help them choose their priorities. Don’t show indecision. Do not be too friendly. Don’t
give many details.
Type В: Give them the possibility to coordinate some tasks. Supervise them less, give them more
freedom. Make them feel important. Use their effective, practical, ambitious nature. Use their
organizational skills. Respect their conventional values and methods. Be flexible and accept them, if
it does not negatively affect the process, the way to fix things.
Type С: Don't be disturbed by their desire to be liked by everyone. Treat others as fairly as possible
when you are in their presence. Take an active attitude in discussions with them. Give them the
opportunity to be close to the others. Show patience with their indecision.
Type D: Listen to their ideas. Help them set deadlines. If it does not negatively affect the process,
let them do their job the way they want. Use logics and facts in discussions. Show them respect.
For a competent manager it is very important to support and develop communication relationships,
to manage different types of relationships with various people with difficult behaviours as well as
difficult situations. Difficult and disturbing behaviours are any behaviour that produces adverse
effects and/or emotional states to others. The tendency of most people in this case is to avoid
communicating/relating to them or to enter into open conflict with these people.
Specialists propose the following effective techniques to annihilate difficult/disturbing behaviours
in managerial communication:
1. Active listening – is a conversational technique by which we communicate to the speaker the
meaning we give to his / her message. It is very useful in the professional activity of managers as
well as in solving everyday problems. Active listening optimizes communication. It can be used for
three purposes:
- information (obtaining from the interlocutor a clear picture of the problem, necessary in
resolving the conflict, sometimes starting with the correction of the erroneous perception that
the speaker has about the conflict);
- moral support, counselling, calming the other (I show the interlocutor that I recognize and
understand his / her situation);
- response to the verbal attack, irritation of the other (I convince the aggressor that I have taken
note of his / her problem and diminish his / her strongly negative emotion).
2. Assertion – I – by assertion – I communicate something to another person about how we feel
about that situation, without blaming and without imposing the way of resolution. An assertion – I
shows, in an impersonal way, what is the situation that makes me uncomfortable, what effects this
has on me and how I would like it to be.
3. Paraphrasing – is a special way to pay attention to the speaker involving the ability to
recommunicate to the person concerned what has been said above, i.e. providing feedback on what
has been understood. The paraphrase will confirm to the other party that we have received his /
her message correctly. If it proves to be incorrect, the speaker has the opportunity to correct us, to
meditate on the message and to penetrate deeper into its essence.
4. Reflection – can be considered synonymous with the response to the affective part of the
message, involves encouraging the interlocutor to express feelings, to help become aware of the
feelings that dominate him / her.
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5. Summarizing is similar to paraphrasing and reflecting feelings, but requires a broader focus on
what has been said for a longer period of time, the discovery of the keywords and the relations
between them, and their reformulation.

Course support
2020, V01‐r1

www.mhelm.utm.md

81

LEADERSHIP AND MANAGEMENT – Professional training program

BIBLIOGRAPHY
1.
2.

Codul Educației al Republicii Moldova, MO Nr. 319‐324, 2014.
Strategia de dezvoltare a educației pentru anii 2014‐2020 „Educația‐2020”, MO Nr. 345‐351,
2014
3. Kover A., Franger G., University and society. Interdependencies and exchange, Elgar, 2019
4. Boțan Corneliu, Managementul institutelor de învățământ superior, Studiu elaborat în cadrul
proiectului Politici educaționale, Chișinău, 2011
5. Camelia Gavrilă, Andreescu Magda, Cornelia Andrici Liliana, Modele europene de progres și
inovare în educație prin management și leadership performant, Editura Spiru Haret, Iași, 2013
6. D. Druguș, A. Landoy. Leadership in Higher Education. Bulletin of the Transilvania University of
Brașov Series V: Economic Sciences • Vol. 7 (56) No. 2 – 2014
7. Tony Bush. Leadership și management educational. Teorii si practici actuale. Editura Polirom,
2015
8. Cojocaru‐Borozan M. Tehnologia dezvoltării culturii emoționale. Chișinău: Tipografia UPS „Ion
Creangă”, 2012. 240 p. ISBN 978‐9975‐46‐126‐9
9. Șova, T. Managementul stresului profesional al cadrelor didactice. Chișinău: Tipografia UPS „Ion
Creangă”, 2014. 277 p. ISBN 978‐9975‐46‐196‐2
10. Rodica M Candea și Dan Candea. Comunicare manageriala: Concepte, deprinderi, strategie,
Editura expert, Bucuresti, 1996
11. Dobrescu E. Comunicarea managerială. Metodologie și eficiență. București: WoltersKluwer,
2010

Course support
2020, V01‐r1

www.mhelm.utm.md

Module II

STAFF MANAGEMENT AND ORGANIZATIONAL CULTURE IN HIGHER
EDUCATION INSTITUTIONS IN THE REPUBLIC OF MOLDOVA

Aim: Training of skills and abilities of staff management, training and team building by managers
of any level in higher education institutions.
Module objectives:
- analysis of the applicable regulatory framework for staff management in higher education
institutions, highlighting the most important specific legal regulations (in terms of
applicability in practice), which need to be known by managers of higher education
institutions;
- determining the elements of organizational culture specific to higher education institutions:
mission, vision, language, values, beliefs, assumptions, norms, behavioural models,
traditions, rituals, ceremonies, history, stories, symbols, operational processes, standards
and requirements for the final educational product;
- description of procedures, techniques for the recruitment and selection of staff in higher
education institutions;
- determination of quantitative and qualitative performance indicators (criteria) specific to
higher education institutions underlying staff assessment, as well as the determination of
the correlation between performance indicators and the size of staff stimulation in higher
education institutions;
- analysis of the principles of professional development of staff in higher education
institutions, as well as identification of academic career development needs.
2.1.

Peculiarities of staff management regulation in higher education institutions in the
Republic of Moldova
(5 training activities + 1 round table = 12 hours)

Learning outcomes
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
the normative acts governing the staff management in higher education institutions;
the organisation of working and rest time in higher education institutions;
the key concepts and specifics of the salary of staff in higher education institutions;
the arrangements for the conclusion and termination of employment in higher education;
the legal valences of the rules of professional ethics and deontology.
Application
explain how to employ staff in higher education institutions and how to terminate their
employment;
analyse various specific regulations applicable to staff in higher education institutions;
identify situations that would precede an employment dispute and resolve them.
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Integration
identify the legal framework applicable to certain situations;
argue the need to comply with the principles of professional ethics and deontology in the higher
education system;
identify/formulate relevant problems in the field of staff salaries in higher education institutions.
2.1.1. Employing staff in higher education institutions
The procedure for employing staff in higher education institutions in the Republic of Moldova is
regulated by the Labour Code of the Republic of Moldova no. 154‐XV of 28.03.2003, Education Code
No. 152 of 17.07.2014, Code on Science and Innovation of the Republic of Moldova No. 259‐XV of
15.07.2004, Government Decision approving the Regulation on the occupation of teaching posts in
higher education institutions no. 854 of 21.09.2010 and Government Decision on the approval of
the Methodology for the confirmation of scientific and didactic titles in higher education no. 209 of
25.03.2020.
In accordance with Article 117 of the Education Code of the Republic of Moldova1 there are several
categories of staff in higher education institutions, namely:
a) scientific‐teaching staff: university lecturer, university associate, university professor;
b) scientific staff: scientific researcher, senior scientific researcher, coordinating scientific
researcher and main scientific researcher;
c) teaching staff: university assistant, trainer, concert master, training master, mentor;
d) auxiliary teaching staff: librarian, IT specialist, laboratory assistant, accompanist;
e) other categories of staff: administrative and technical staff, secretary‐referent, technician,
engineer‐technician, doctor, nurse, as well as auxiliary and service staff
Depending on the type of staff required to be employed the procedure and the necessary
documents for employment are different.
Once the selection process has been completed, by making the final decision, the employment
formalities of the selected person will be made. Prior to employment, the employer is obliged to
inform the person to be employed of the conditions of activity in the proposed position by providing
them with information from the content of the individual employment contract, as well as
information on the notice periods to be observed by the employer and the employee in the event
of termination of employment. The information in question shall be the subject of a draft individual
employment contract or an official letter, both signed by the employer.
The employment shall be carried out in accordance with the legislation in force by the conclusion of
an individual employment contract, for a fixed or indefinite period, subject to the conditions laid
down during the interview.

1

https://www.legis.md/cautare/getResults?doc_id=113669&lang=ro
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Upon employment, the employee shall be provided with additional collective agreements applicable
to him/her, the collective work agreement, the internal rules of the unit and information on
occupational safety and health requirements relating to his/her activity.
When employing foreign citizens in the Republic of Moldova, the provisions of the legislation in the
field of labour migration, as well as the relevant provisions of the International Treaties to which
the Republic of Moldova is a party, will also be taken into account.
Mandatory employment documents are:
- identity card or other similar document. In the case of foreign nationals and stateless persons
– residence permit (document issued by public authorities attesting to the identity of a
person);
- military record documents (for recruits and reservists);
- diploma of studies, certificates of qualification;
- medical certificate, in the cases provided for by the legislation in force, the single standard
form, approved in the manner established by the Ministry of Health, Labour and Social
Protection confirming the health condition of the applicant and being issued by the medical
institutions.
On the basis of all those acts, the Employer is obliged to:
- conclude the individual employment contract with the employee;
- register the individual employment contract in the register of individual employment
contracts;
- conclude the job description;
- issue the employment order;
- complete the MR2 personal file;
- issue a copy of the employment order to the employee and provide proof of receipt by the
employee;
- issue an original copy of the individual employment contract and provide proof of receipt by
the employee.
The individual employment contract is the agreement between the employee and the employer,
whereby the employee undertakes to perform work in a particular specialty, qualification or
function, to comply with the internal rules of the institution, and the employer undertakes to
provide him/her with the working conditions, as well as to pay his/her salary on time and in full.
The natural person may conclude an individual employment contract at the age of 16, but also at
the age of 15, with the written consent of his/her parents or legal representatives, if, as a result,
his/her health, development, training and professional training will not be jeopardised.
The employment of persons under the age of 15 years and the employment of persons deprived of
the right to hold certain functions or to pursue a particular activity in those functions and activities
shall be prohibited.
The content of the individual employment contract shall be determined by agreement of the parties,
taking into account the provisions of the legislation in force.
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It is prohibited to lay down for the employee, by means of the individual employment contract,
conditions below those laid down by the normative acts in force, collective conventions and
collective labour agreements.
The individual employment contract shall, as a rule, be concluded for an indefinite period.
The individual employment contract may be concluded for a fixed period, in the cases referred to in
Article 55 of the Labour Code of the Republic of Moldova, including with scientific collaborators
from research and development institutions, with teachers and rectors of higher education
institutions, as well as with the heads of pre‐school, primary, secondary general, special
complementary, artistic, sports, secondary vocational, secondary specialized educational
institutions, on the basis of the results of the competition conducted in accordance with the
legislation in force.
In order to employ scientific‐teaching staff, it is necessary to carry out the employment procedure
by competition expressly regulated by the Government Decision for the approval of the Regulation
on the occupation of teaching posts in higher education institutions no. 854 of 21.09.2010.
According to Article 3 of the said normative act, teaching posts (except for the post of assistant
professor) are declared vacant every 5 years and are filled by competition. The competition shall be
valid only for the higher education institution concerned.
Teaching posts occupied by persons who are on maternity leave, creativity leave, for the completion
of the doctoral thesis, for the elaboration, at the order of the Ministry of Education, Culture and
Resaerch or at the order of ministries the higher education institutions are subordinated to, of
textbooks, methodical works, monographs or by other persons (beneficiaries of various types of
social leave) can not be considered vacant and announced for competition, in accordance with the
legislation in force.
The decision on the announcement of the competition for teaching posts shall be made by an open
vote by the Senate of the educational institution three months before the expiry of the term of
election by competition, at the request of the head of the respective department.
The public announcement of the competition for teaching posts shall be made on the basis of an
opinion, published by the educational institution in a profile newspaper, in other republican
newspapers and on the website of the higher education institution, indicating the deadlines and
conditions for participation in that competition.
For the purpose of organising and conducting the competition for teaching posts, the rector shall
designate the Competition Commission annually, in the composition approved in advance by the
Senate by open vote. The competition commission shall include the chairman, the secretary and
three other members.
Candidates in the competition for teaching posts, within 30 days of publication in the republican
press and on the website of the higher education institution of the notice relating to the
competition, submit and register with the Human Resources service the application for registration,
to which they attach:
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-

personal staff record sheet;
copy of the work license;
copies of their bachelor’s, master’s or equivalent degree diplomas;
copies of the diploma of doctor habilitate or doctor in the field of science corresponding to
the post, of the diploma of university professor or associate professor, as well as of honorary
diplomas or titles (as appropriate);
- copies of the certificates of completion of the training courses (traineeships), specifying the
courses followed, the promotion tests and the mark/grade obtained;
- list of published scientific and methodical works (the original copy of the work and the works
exhibited at various republican and international exhibitions are also presented upon
request).

Candidates who work in that educational institution and participate in the competition repeatedly
submit and register with their Human Resources service only copies of the documents missing in
the personal file.
The Senate of the higher education institution is entitled to lay down additional criteria and
requirements that assess the professional performance and qualification of candidates.
The person who successfully passed the competition shall be employed in that post on the basis of
the individual employment contract for a period of 5 years.
On a proposal from the head of respective department, the person holding the master’s degree or
the bachelor’s degree in the field corresponding to the post shall be employed on the basis of the
individual employment contract in the university assistant post for a specified period not exceeding
5 years. After the expiry of this period, the person concerned may participate in competitions to fill
other teaching posts.
The person who has reached retirement age, in accordance with the legislation in force, shall
continue to carry out teaching activities until the expiry of the term of election in the post. After the
expiry of this period, an individual employment contract for a specified period not exceeding 5 years,
which may subsequently be extended, may be concluded with the retired person who has
permanently achieved meritorious results in teaching and scientific activity.
On the basis of the Senate’s decision, retired persons holding the title of university professor may
participate in the competition for teaching positions for a period of not more than 5 years after
retirement.
The minimum qualification requirements for teaching positions in higher education is to hold a
qualification of at least level 7 ISCED – master’s degree.
In order to occupy a scientific‐didactic position in higher education it is necessary to hold a
qualification of level 8 ISCED ‐ doctoral higher education.
In order to fill the teaching positions, graduates of non‐pedagogical higher education programmes
will necessarily follow the psycho‐pedagogical module corresponding to 60 transferable study
credits.
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The part‐time employment of teaching, scientific‐teaching and scientific staff shall be carried out on
the basis of the equivalence of the functions, as follows:
a) the function of scientific researcher shall be equivalent to the function of assistant professor
and vice versa;
the function of senior scientific researcher shall be equivalent to the function of university lecturer
and vice versa;
the function of coordinating scientific researcher shall be equivalent to the function of associate
professor and vice versa;
the function of main scientific researcher shall be equivalent to the function of university professor
and vice versa.
With reference to the procedure for the employment of scientific staff, the Code on Science and
Innovation of the Republic of Moldova no. 259‐XV of 15.07.2004 regulates in Article 103 the
following categories of functions:
a) trainee scientific researcher;
b) scientific researcher;
c) senior scientific researcher;
d) coordinating scientific researcher;
e) main scientific researcher;
f) scientific consultant;
g) invited scientific researcher.
Master’s or residential higher education and research skills are required to fill the position of trainee
scientific researcher.
In order to fill the position of scientific researcher, in addition to meeting the requirements specified
above, the candidate must present the publications in the scientific journals.
In order to occupy the position of senior scientific researcher, the candidate must hold the scientific
title of doctor or doctor habilitate in the job profile, seniority in the fields of research and innovation
for at least 3 years, to present publications in national and international scientific journals.
In order to occupy the position of coordinating scientific researcher, the candidate must hold the
scientific title of doctor or doctor habilitate in the job profile, seniority in the fields of research and
innovation of at least 5 years, to present valuable publications in national and international scientific
journals.
In order to occupy the position of main scientific researcher, the scientific degree and/or title of
doctor habilitate in the job profile or scientific‐didactic title of university professor and/or research
professor, seniority in the fields of research and innovation for at least 10 years are needed.
In order to occupy the position of scientific consultant, the title of full or associate member of the
Academy of Sciences and/or the scientific title of a doctor habilitate, a scientific degree of research
professor and/or a scientific‐didactic title of a university professor, a length of service of at least 30
years, 25 of which in the fields of research and innovation and/or in the scientific‐didactic area, and
the retirement age limit set by the legislation in force are required.
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The invited scientific researcher shall be employed in the research and innovation organisation in
the function indicated in the invitation, in compliance with the above‐mentioned provisions, on the
basis of a fixed‐term individual employment contract or contract for the provision of services.
2.1.2. Working time and rest time of staff in higher education institutions. Suspension of the
individual employment contract. Specific regulations applicable to staff in higher
education institutions
Working time is the time that the employee, in accordance with the internal rules of the unit, the
individual and collective employment contracts, uses to fulfil his/her obligations of employment.
The normal working time of employees in the units may not exceed 40 hours per week.
For certain categories of employees, depending on age, health condition, working conditions and
other circumstances, in accordance with the legislation in force and the individual employment
contract, the reduced length of working time shall be determined.
Reducing working time
The legislation of the Republic of Moldova establishes a reduced weekly working time for certain
categories of persons, depending on age, health condition, working conditions or intellectual and
psychoemotional effort.
Thus, the legislation provides that the following categories of employees benefit from a reduced
working time:
a) employees aged 15 to 16 – 24 hours a week;
b) employees aged 16 to 18 – 35 hours per week;
c) employees working in harmful working conditions, works and jobs included in the
nomenclature approved by the Government – 35 hours per week;
d) persons with severe disability – 30 hours per week;
e) Teaching staff (employees whose work involves increased intellectual and psychoemotional
effort) – up to 35 hours per week.
The employer may employ employees by day or week of part‐time work, the actual duration of part‐
time working time being recorded in the individual employment contract. Part‐time working time
may also be determined after the conclusion of the individual employment contract, with the
agreement of both parties thereto. Part‐time work is remunerated in proportion to the time worked
or according to the amount of work performed.
The allocation of working time during the week is usually uniform and constitutes 8 hours a day for
5 days, with two days of rest.
The working week time, the working hours ‐ the duration of the working hours (shift), the start and
finish of work, breaks, alternation of working and non‐working days ‐ shall be determined by the
internal regulation of the institution and by the Collective Agreement, and/or by the Individual
Employment Contracts.
Night work shall be considered work performed between 10.00 p.m. and 6.00 a.m. The duration of
night work (shift) is reduced by one hour. The duration of night work (shift) shall not be reduced to
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employees for whom the reduced working time is fixed, as well as to employees employed
specifically for night work, unless the collective agreement provides otherwise. Any employee who,
within a period of 6 months, performs at least 120 hours of night work, shall undergo a medical
examination at the expence of the employer.
Additional work performed over the normal working time shall be considered. During the period of
action of the state of emergency, siege and war or the state of emergency in public health, the
competent authorities for the management of that state may order, for certain categories of
employees, the attraction to additional work exceeding the limits laid down in the Labour Code of
the Republic of Moldova, as well as the conditions for its provision.
Attraction to additional work is ordered in accordance with the provisions of Articles 104‐105 of the
Labour Code of the Republic of Moldova.
Attraction to additional work shall be carried out on the basis of the reasoned order of the employer,
which shall be made known to the employees concerned under signature.
Part‐time work (work by cumulation) is the performance by the employee, in addition to basic work,
of other work, permanent or temporary, outside working hours, under a separate individual
employment contract.
Individual contracts for part‐time work (work by cumulation) may be concluded with one or more
employers if this does not contravene the legislation in force. Part‐time work (work by cumulation)
may be performed both within the same institution and in other institutions. The consent of the
employer at the basic workplace shall not be required for the conclusion of the individual
employment contract for part‐time work (work by cumulation). Employees employed part‐time (by
cumulation) shall enjoy the same rights and guarantees as other employees in that institution.
In accordance with the provisions of Articles 34 and 35 of the Government Decision on the salary
conditions of staff in educational institutions operating under financial‐economic self‐management
no.1234 of 12.12.2018 the workload of teaching staff, auxiliary teaching staff and scientific teaching
staff must not exceed 1.25 teaching norms. In case of insufficient number of staff, the heads of
educational institutions may establish to teaching staff, auxiliary teaching staff and scientific
teaching staff a maximum workload of up to 1.5 teaching norms.
Management staff, including heads of institutions, is allowed to carry out teaching activities during
working hours up to 0.5 of the teaching norm. Management staff shall not be allowed to combine
the tasks of other functions during working hours.
Approval of the additional amount of hours will be done by issuing an order by the rector of the
institution on the basis of the Senate Decision, indicating the subject matter, the additional number
of hours and the period for which the order is valid.
The actual duration of working time and rest time at work by cumulation shall be determined in the
individual employment contract.
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Work at home may be carried out in the case of persons who have concluded an individual
employment contract relating to the provision of work at home with the use of the materials, tools
and mechanisms made available by the employer or procured by their own means.
In the case of the employee’s use of his own instruments and mechanisms at home, he/she shall be
paid compensation for their wear. The payment of this compensation, as well as the compensation
of other expenses relating to the provision of work at home, shall be made by the employer in the
manner laid down in the individual employment contract.
The manner and time limits for the insurance of employees with work at home with raw materials,
materials and semi‐manufactures, the payment for finished production, the reimbursement of the
consideration of materials belonging to employees with work at home, and the taking over of
finished production, shall be determined by the individual employment contract.
Work for employees with work at home cannot be contraindicated according to the medical
certificate and must be carried out under conditions of compliance with the rules of safety and
health at work.
Remote work is the form of organisation of work in the fields of activity, whereby the employee
performs his/her duties specific to the occupation or position he/she holds in a place other than
that organised by the employer, including the means in the field of information and communication
technology.
Employees with remote work are employees who have concluded an individual employment
contract or an additional agreement to the existing contract, which contains remote work clauses.
The employee with remote work shall enjoy all the rights and guarantees provided for by law, the
collective employment contract, the individual employment contract or other normative act at unit
level applicable to employees whose work place is organised by the employer.
Particularities relating to remote work may be provided for in the individual employment contract,
in the collective agreement or in the internal regulation of the institution or in another regulatory
act at unit level.
The individual employment contract relating to remote work shall be concluded and amended under
the conditions laid down in this Code, including by the exchange of electronic documents using
qualified advanced electronic signature.
The individual employment contract relating to remote work must contain, in addition to standard
clauses, clauses relating to:
a) conditions for the provision of remote work;
the programme in which the employer is entitled to verify the employee’s activity and on how to
carry out the control;
the manner in which hours of work performed by the employee with remote work are recorded;
the conditions for incurring the costs of working on a remote work basis;
other conditions agreed by the parties.
Rest time
Course support
2020, V01‐r1

www.mhelm.utm.md

II – 91

LEADERSHIP AND MANAGEMENT – Professional training program

In the daily work schedule, the employee must be given a lunch break of at least 30 minutes.
The actual duration of the lunch break and the time during which it is granted shall be laid down in
the collective agreement or in the internal rules of the institution.
The duration of daily rest, between the end of the working hours on a day and the beginning of the
working hours on the next day, may not be less than the double duration of the daily working time.
Weekly rest is granted for 2 consecutive days, usually on Saturdays and Sundays.
The duration of uninterrupted weekly rest in any case shall not be less than 42 hours, except where
the working week is 6 days.
Work on rest days, as a rule, is prohibited. Attracting employees to work on rest days is allowed by
concluding additional work agrrements.
In the Republic of Moldova non‐working holidays, with the maintenance of the average salary, are:
o January 1st – New Year;
o January 7th and 8th – The Birth of Jesus Christ (Christmas in the Old Style);
o March 8th– International Women’s Day;
o the first and second days of Easter according to the church calendar;
o Monday one week after Easter (Easter of the Dead);
o May 1st – International Day of Solidarity of The People of Labour;
o May 9th – Victory Day and the commemoration of fallen heroes for the independence of the
Fatherland;
o May 9th – Europe Day;
o August 27th – Independence Day;
o August 31st – the holiday "Our Language";
o December 25th – The Birth of Jesus Christ (Christmas in the New Style);
o the day of the patron saint of the church in that localty, declared in the manner established
by the local council of the municipality, city, commune, village.
For the purpose of the optimal use by employees of rest and non‐working holidays, the head of the
institution, after consulting the employees’ representatives, shall be entitled to transfer the rest
(working) days to other days. For public institutions, the right to transfer rest (working) days to other
days, including by changing the daily working time, belongs to the Government.
Employees who were not yet in employment with the institution concerned on the day declared on
the rest day, employees whose individual employment contracts were suspended on that date, and
employees who were on sick leave, maternity leave, part‐paid childcare leave until the age of 3, on
additional unpaid leave for the care of children aged 3 to 4, on annual leave, on unpaid leave and
on study leave, are not required to report to work on the day declared working day.
Paid annual rest leave/holiday. All employees shall be granted paid annual leave of a minimum
duration of 28 calendar days, with the exception of non‐working holidays.
The teaching, scientific‐teaching and research staff of higher education institutions usually benefit
from 62 calendar days of paid leave at the end of the academic year annually.
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Auxiliary teaching staff and administrative staff in education shall be entitled to paid annual leave
of 28 calendar days.
Teaching staff in educational institutions shall be granted, not less than once every 10 years of
pedagogical activity, a leave of up to one year, in the manner and under the conditions, including
those of payment, determined by the founder and/or the status of that institution.
Unpaid leave
For family and other good reasons, on the basis of a written request, the employee may be granted,
with the consent of the employer, unpaid leave of up to 120 calendar days by issuing an order. The
duration of unpaid leave may be extended in the case of express regulation in the provisions of the
collective employment contract at the level of the institution.
One of the parents who have 2 or more children up to 14 years of age (or a child with disabilities),
single unmarried parents who have a child of the same age shall be granted annually, on written
request, unpaid leave of at least 14 calendar days. This leave may be attached to annual leave or
may be used individually (in whole or divided) during periods agreed with the employer.
2.1.3. The specifics of the salary of the staff in higher education institutions
General considerations on the salary system
The salary system within an organisation is one of the most important elements to be taken into
account. We can say this because the fidelity and motivation of its staff is, in most cases, the result
of a satisfactory salary. Salary is one of the essential elements of the individual employment
contract, and is also the object and cause of the contract. Salary is an object because it is the
employer’s consideration for work performed by the employee and is the cause, because it is the
reason why a person employs.
Where the majority of private‐equity organisations establish their own salary system, salaries
granted in organisations financed from the state budget, including public higher education
institutions, shall be governed by regulatory acts. Thus, Article 135, par. (3) of the Labour Code of
the Republic of Moldova states that the system and conditions for the remuneration of employees
in the budgetary sector shall be laid down by law and Article 145, par. (5) of the Education Code of
the Republic of Moldova establishes that the salary conditions of staff in educational institutions
operating under financial‐economic self‐management are approved by the Government.
The salary system for employees in public higher education institutions is based on the following
principles:
b) the rule of law, according to which the establishment and granting of rights of a salary nature
is carried out in accordance with the legislation in force;
competitiveness, according to which the income level in public higher education institutions is
balanced with that of the private sector for categories of functions or activities similar or
comparable in terms of complexity and responsibilities;
proportionality, according to which the salary system ensures the establishment and payment of
the salary in relation to the level of competences required for the job, the complexity of the work
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carried out and the degree of responsibility, the working conditions, on the basis of the general
criteria for the classification of functions;
motivation, according to which the salary system allows career development, under the law,
recognition and reward of individual professional performance;
equity and coherence, according to which the salary system creates equal opportunities by applying
uniform principles and rules to similar functions and competences of employees;
flexibility and adaptability, according to which the salary system allows regular adjustment of
employees’ remuneration to salary developments in the light of economic developments and the
financial capacity of the institution, legislative and institutional changes;
salary ranking, according to which the salary system is based on job differentiation on the basis of
the following criteria: knowledge and experience, complexity, creativity and diversity of activities,
judgment and impact of decisions, influence, coordination and supervision, contacts and
communication, working conditions;
responsibility, according to which the employer is responsible for respecting the rights of employees
governed by the legislative framework, and the employees are responsible for the performance of
their duties and the fulfilment of obligations, under the law;
transparency, according to which the mechanism for determining employees’ salaries and other
salary rights falls within the category of information of public interest and does not contravene the
legal provisions on the confidentiality of wotk remuneration.
The administration of the salary system in public higher education institutions shall be ensured by
the rectors, with the inclusion in the financial resources and in the organization chart approved
annually, in accordance with the methodology and the labour remuneration system approved by
the Councils for Institutional Strategic Development and their Senates.
The sources of payment of salary in public higher education institutions shall consist of the following
financial means:
- means allocated by the beneficiary of the services/founder for the educational services
provided by the institution under the contract signed with them, for the purpose of training
the specialists according to the Plan (State Order) – in accordance with point 37 of
Government Decision no. 1234 of 12.12.2018: for the purpose of annual planning of the
expenditure of the state budget related to educational services for the implementation of the
state training order for specialized staff, staff costs shall be determined from the fixed part of
the salary, the performance increase, the compensation increase for work performed in
unfavourable conditions, the increase for hours of work carried out outside the normal working
time or on non‐working holidays and/or on rest days and the increase for night work;
- financial means from the revenue collected from admission, study or training fees applied to
the beneficiaries of educational services;
- financial means from the revenue collected from services for the concluding and issue of study
documents and their duplicates;
- financial means from the rental/lease of public property under the management of public
higher education institutions;
- financial means from the revenue collected from the production activity of the internal
subdivisions of public higher education institutions (teaching and auxiliary households,
experimental lots, workshops, canteens, etc.);
- other revenue collected in accordance with the legal provisions.
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Legislative regulations on the salary system in higher education institutions
According to Article 128 of the Labour Code of the Republic of Moldova, the salary represents any
reward or gain assessed in cash, paid to the employee by the employer under the individual
employment contract, for the work performed or to be performed. At the same time, no
discrimination on the basis of sex, age, disability, social origin, family situation, membership of an
ethnicity, race or nationality, political options or religious beliefs, membership or trade union
activity is allowed in the establishment and payment of the salary.
The salary is confidential and guaranteed.
At the time of the preparation of this course support, the current regulatory framework on the
remuneration of work in public higher education institutions consists of an imposing number of
normative acts, of which we mention the following:
General legal framework:
o Labour Code of the Republic of Moldova no.154‐XV of 28.03.2003 (Chapter III)
o Education Code of the Republic of Moldova nr. 152 of 17.07.2014;
o Salary Law No. 847‐XV of 14.02.2002;
o Law no.270 of 23.11.2018 on the unitary salary system in the budgetary sector.
The regulatory framework governing the salary system of staff in educational institutions operating
under conditions of economic and financial self‐management:
o Decision of the Government of the Republic of Moldova „Regarding the implementation of
the provisions of Law No. 270/2018 on the unitary salary system in the budgetary sector”
no. 1231 of 12.12.2018;
o Decision of the Government of the Republic of Moldova „Regarding the salary conditions of
staff in educational institutions operating under financial‐economic self‐management” no.
1234 of 12.12.2018.
Secondary legal framework governing the salary system of staff in educational institutions operating
under conditions of economic and financial self‐management:
o Government Decision No.152 of 19 February 2004 „On the amount of the compensation
increase for work performed under unfavourable conditions”;
o Decision of the Government of the Republic of Moldova for the approval of the Regulation
on the organization of the workload in the branches of the national economy no. 98 of
04.02.2013;
o Collective employment contracts;
o Internal regulations on the salary system;
o other regulatory acts in force which determine the economic, legal and organisational
principles of labour remuneration.
On 1 December 2018 Law No. 270 of 30.11.2018 on the unitary salary system in the budgetary
sector, which regulates the structure of the salary system, the salary rights, the establishment of
the salary according to the salary grades and steps, as well as the maximum limit for the variable
part of the total salary in the budgetary sector. Subsequently, on 14 December 2018, Government
Decision No. 1234 on the salary conditions of staff in educational institutions operating under
financial‐economic self‐management was approved.
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In accordance with Article 4 of Law No. 270/2018, the basic salary is an element of the fixed part of
the monthly remuneration to which the staff of the institution is entitled, corresponding to the
salary class determined according to the category of qualification, the length of service, the level of
the budgetary unit where the activity is performed, in accordance with the corresponding legal
framework. It shall be determined and paid for the work carried out, during normal working time,
in proportion to the actual time worked, during a calendar month.
In accordance with point 3 of the GD no. 1234 of 12.12.2018 the monthly salary of staff in
educational institutions operating under financial‐economic self‐management for the activity
carried out during the normal working time consists of:
the fixed part, consisting of:
c) basic salary (point 4 of the GD no. 1234/2018);
d) monthly increase for the holding of the honorary title (point 19 of the GD no. 1234/2018).
the variable part, comprising:
the performance increase (point 21 of the GD no. 1234/2018);
specific increases (point 23 of the GD no. 1234/2018).
In addition, staff in institutions benefit from:
compensation increase for work performed under unfavourable conditions (Art. 18 of Law no.
270/2018, point 28 of the GD no 1234/2018 and the GD no.152 of 19.02.2004 which determine the
amounts of this increase);
increases for additional work, night work and/or work performed on non‐working holidays and/or
rest days (Art. 19 of Law no. 270/2018, paragraphs 29 and 31 of the GD no. 1234/2018 and Articles
103‐105, 157, 158 and 159 of the Labour Code);
awards (point 24 of the GD no. 1234/2018).
How to determine salaries in public higher education institutions
The following actions shall be taken to determine salaries:

 Identification in the Annexes to the normative acts governing the new system of
remuneration of functions within educational institutions (for teaching and teaching–
auxiliary functions including with managerial functions, Table 1 of the Annex to the GD no.
1234/2018 will be used; for staff with specialized functions (service and teaching auxiliary)
in the field of education and staff with complex functions (technical, auxiliary and labour
service) the salary class and salary coefficient are established in accordance with Annexes
no. 7‐10 to the Law no. 270/2018 on the unitary salary system in the budgetary sector).
 Determination of the basic salary according to the salary coefficients provided for in Tables
1 and 2, as well as in the annexes to the Law 271/2018, in relation to the function held (‐ 4
salary classes in the case of deputies), the level of education (‐ 5 classes in the case of
inadequate level of education), the teaching degree, length of service or salary level (+ „n”
number of classes), as appropriate. Important: According to the GD no. 1231/2018, the
length of service of teaching, scientific‐didactic and scientific staff to be taken into account
when determining the salary level corresponding to the length of service shall include:
1) periods of actual teaching and research activity carried out;
2) the period of activity of tenured scientific researchers temporarily requested abroad to
work in the fields of research and innovation and in the teaching area under contract,
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under intergovernmental or interdepartmental treaties, as well as those delegated
abroad to specialisation or state missions.

 Determination of differences in salary, as referred to in point 38 of the GD no. 1234/2018
(ensuring the maintenance of salaries established before the entry into force of the GD no.
1231/2018 and Law no. 271/2018, as well as the granting of the minimum salary in the
amount of 200 lei per month). In order to ensure compliance with the legal provisions, the
monthly salary (fixed part + variable part) calculated under the new conditions is compared
with the average monthly salary of the employee calculated for March – November 2018. If:
the monthly salary under new conditions < the average monthly salary calculated in 2018,
the difference in salary is paid; The average monthly salary calculated in 2018 < the monthly
salary under new conditions < 2000 lei, compensatory payment is paid.
 General formula: the salary coefficient corresponding to the final salary class determined for
the job occupied * the reference value (rounding up to 10 lei in favour of the employee). The
salary class shall be determined in relation to the position held, the level of education, the
qualification category, the teaching degree, the length of service or the salary level, special
conditions of activity, as the case may be. The reference amount shall be determined in the
law of the State budget for that year. IMPORTANT: Educational institutions apply for 2020
the derogatory reference value in the amount of 1750 lei for teaching and scientific‐teaching
functions including managerial positions (rector, vice‐rector, dean, deputy‐dean, head of
department/chair, director of the doctoral school) and the basic reference value in the
amount of 1650 lei for the rest of the staff. The reference value shall also be 1750 lei for staff
who, in accordance with the annexes to the Law no. 270/2018 on the unitary salary system
in the budgetary sector, falls into the salary classes from 1 to 25
Table 2.1 – Functions, salary classes and salary coefficients for
teaching, scientific and scientific‐teaching staff, including
management funtions, in higher education institutions 2
Function name

Salary class

Salary coefficient

category I institution

114

10,62

category II institution

109

9,57

category III institution

104

8,62

Dean

87

6,04

Director of the doctoral school

87

6,04

Chairman of the Scientific Council

85

5,79

Head of chair/department

83

5,55

Head of section/research centre

80

5,22

1.1. Management functions
Rector:

2

Hotărârea Guvernului Republicii Moldova „Privind condițiile de salarizare a personalului din instituțiile de învățământ
care funcționează în regim de autogestiune financiar‐economică” nr. 1234 din 12.12.2018, publicată în M.O. 480‐485
art.1311https://www.legis.md/cautare/getResults?doc_id=113662&lang=ro
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Head of research laboratory

79

5,11

University professor

78

5,00

Associate professor

75

4,70

University Lecturer

70

4,23

Trainer

78

5,00

University assistant

61

3,51

Concert master

61

3,51

Training master

61

3,51

Coach

61

3,51

Social pedagogue

39

2,21

Scientific consultant

73

4,51

Main scientific researcher

73

4,51

Coordinating scientific researcher

70

4,23

Senior scientific researcher

65

3,81

Scientific researcher

60

3,43

Trainee scientific researcher

57

3,23

1.2. Execution functions

Higher education institutions shall relate to one of the categories 3, as follows:
a) category I – higher education institutions with a number of students (cycle I, cycle II and cycle
III of studies), postdoctoral students, residents, clinical secondary doctors, learners (trainees) of
more than 9000 people, which have scientific research units;
b) category II – higher education institutions with a number of students (cycle I, cycle II and cycle
III of studies), postdoctoral students, residents, clinical secondary doctors, learners (trainees)
from 3000 to 9000 people, who have achieved performance in the field of scientific research;
c) category III – other higher education institutions with a number of students (cycle I, cycle II
and cycle III of studies), postdoctoral students, residents, clinical secondary doctors, learners
(trainees), up to 3000 people.
Specific regulations on the salaries of managers of public higher education institutions:
- the functions of rector and vice‐rector shall not be added salary levels corresponding to the
periods of service;
- the performance increase, the specific increases and the awards for rectors shall be
determined by the founder at the initiative of the governing bodies of the institutions (the
Senate and the Council for Institutional Strategic Development).

3

Hotărârea Guvernului Republicii Moldova „Privind punerea în aplicare a prevederilor Legii nr.270/2018 privind sistemul
unitar de salarizare în sectorul bugetar” nr. 1231 din 12.12.2018, publicată în M.O. 480‐485 art.1310
https://www.legis.md/cautare/getResults?doc_id=109594&lang=ro
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- the total monthly amount of the rector’s salary shall be limited to the fifteenth size of the
average monthly salary set up as a whole per unit managed in the period from the beginning
of the year to the management month. In the total amount of the rector’s salary, subject to
the limitation to the fifteenth size of the average monthly salary per unit run, the awards and
salary payment for teaching activity and projects financed from external and research sources
shall not be included.
2.1.4. Încetarea raporturilor de muncă a personalului în instituțiile de învățământ superior
The individual employment contract may terminate:
 in circumstances that do not depend on the will of the parties;
 by written consent of the parties;
 at the initiative of one of the parties.
In all cases mentioned the day of termination of the individual employment contract shall be
considered as the last day of employment.
The individual employment contract shall cease on the basis of the employer’s order, which shall be
made known to the employee, under signature, at the latest on the date of release from service,
unless the employee does not work until the day of release from service (unmotivated absence from
work, deprivation of liberty, etc.). The employer’s order of termination of the individual
employment contract shall contain reference to the corresponding article, paragraph, point and
letter of the law.
The individual employment contract shall terminate in circumstances that do not depend on the will
of the parties in the event of:
a) death of the employee, declaring him / her dead or missing without a trace by the court
decision;
b) a finding of invalidity of the contract by the decision of the court – from the date of the final
stay of the respective decision;
c) withdrawal, by the competent authorities, of the authorisation (licence) of the unit’s activity
– from the date of its withdrawal;
d) withdrawal, by the competent authorities, of the authorisation (licence), the permit, which
grants the employee the right to work in a particular profession, occupation or to carry out a
particular work – from the date of withdrawal of that act;
e) application of the criminal penalty to the employee, by the decision of the court, which
excludes the possibility of continuing work at the unit – from the date of the final stay of the
respective decision;
f) expiry of the term of the individual fixed‐term employment contract – from the date laid down
in the contract, unless the employment relationship actually continues and neither party has
requested their termination.
g) completion of the work provided for in the individual employment contract concluded for the
period of performing of a particular work;
h) end of the season, in the case of the individual employment contract for the performance of
seasonal work;
i) the celebration of the age of 65 by the head of the state unit, including the municipal unit, or
of the majority state‐owned unit;
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j) force majeure, confirmed in the established manner, which excludes the possibility of
continuation of employment relationships;
k) reinstatement at work, according to the decision of the court, of the person who previously
performed the respective work, if the transfer of the employee to another job according to this
code is not possible.
The individual fixed‐term employment contract concluded for the period of fulfilment of the
employment obligations of the employee whose individual employment contract is suspended or
who is on leave shall terminate on the day that employee returns to work.
The employee shall have the right to resign – termination of the individual employment contract,
on his / her own initiative, by announcing this to the employer, by written request, 14 calendar days
in advance, in the case of the head of the unit, or his / her deputies and the head accountant, the
time limit shall be one month.
In the event of the employee’s resignation in connection with retirement, the determination of the
degree of disability, the child care leave, enrollment to an educational institution, moving to another
locality, the care for the child up to the age of 14 or of the child with disabilities, the choice in an
elective function, the employment by competition at another unit, the violation by the employer of
the individual and/or collective employment contract, of the labour legislation in force, the
employer is obliged to accept the resignation within the reduced period indicated in the application
submitted and registered, to which the document confirming that right is attached.
For 7 calendar days from the date of submission of the resignation application, the employee shall
have the right to withdraw his / her application or to submit a new application, cancelling the first
one. In this case, the employer is entitled to release the employee only if, before the withdrawal
(cancellation) of the application submitted, an individual employment contract has been concluded
with another employee under the terms of this Code.
Dismissal – the termination of the individual employment contract of indefinite duration on the
employer’s initiative, as well as the fixed‐term contract – shall be allowed for the following reasons:
a) the unsatisfactory result of the probationary period;
b) the liquidation of the unit or termination of the activity of the employer as a natural person;
c) the reduction of the number of staff in the unit;
d) the finding that the employee does not correspond to the position held or the work
performed because of his / her state of health, in accordance with the medical certificate;
e) the finding that the employee does not correspond to the position held or the work performed
due to insufficient qualification, established by the attestation carried out in the manner
prescribed by the Government;
f) change of the owner of the unit (in respect of the head of the unit, his / her deputies, the head
accountant);
g) repeated breach of employment obligations over the course of a year if the employee has
previously been disciplinary sanctioned;
h) absence without good reason from work for 4 consecutive hours (without taking into account
the lunch break) during the working day;
i) presentation at work in an alcoholic state, state caused by narcotic or toxic substances,
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j) the commission of an offence or contravention against the property of the unit, established
by the decision of the court or by the act of the body in whose jurisdiction the application of the
infringement penalties is subject;
k) comiterea de către salariatul care gestionează nemijlocit mijloace bănești sau valori materiale
ori care are acces la sistemele informaționale ale angajatorului (sisteme de colectare și gestiune
a informației) sau la cele administrate de angajator a unor acțiuni culpabile, dacă aceste acțiuni
pot servi drept temei pentru pierderea încrederii angajatorului față de salariatul respectiv;
l) the commission of culpable actions by the employee who directly manages money or material
values or who has access to the employer’s information systems (information collection and
management systems) or to those administered by the employer, if such actions may serve as a
basis for the loss of the employer’s confidence in the employee concerned;
k1) breach of the obligations covered by Law no.325 of 23 December 20134 on the assessment
of institutional integrity;
m) repeated serious violation, over the course of a year, of the status of the educational
institution by a teacher;
n) the commission by the employee performing educational functions of an immoral act
incompatible with the position held;
p) the application, even once, by a teacher of physical or mental violence towards learners;
q) the signature by the head of the unit (subsidiary, subdivision), by his / her deputies or by the
head accountant of an unfounded legal act which has caused material damage to the unit;
r) serious breach, even once, of employment obligations5;
s) the presentation by the employee to the employer, at the conclusion of the individual
employment contract, of false documents, which is confirmed in the established manner;
t) the conclusion, covering employees performing work by cumulation / part‐time, of an
individual employment contract with another person who will exercise that profession, specialty
or function as a profession, specialty or basic function;
u) transfer of the employee to another unit with the agreement of the transferred and both
employers;
the refusal of the employee to continue work in connection with the change of the owner of the
unit or its reorganisation, as well as the transfer of the unit under the supervision of another body;
refusal of the employee to be transferred to another work for health reasons, according to the
medical certificate;
the refusal of the employee to be transferred to another locality in connection with the relocation
of the unit to that locality;
y1) holding by the employee of the status of pensioner for age limit;
other reasons, inter alia: the failure in the competition for the scientific and managerial functions
provided for in the statutes of that organisation; failure, in accordance with the statutes of that
organisation, to certify scientific researchers, workers in the companies, institutions and ancillary
organisations for the service and administration of scientific activity.
Dismissal of the employee during his or her being on sick leave, on annual leave, on study leave,
on maternity leave, on partially paid child‐care leave up to the age of 3 years, on unpaid
additional leave for the care of the child aged 3 to 4, during the performance of state or public

4

art. 7 alin. (2) lit. a) din Legea nr. 325 din 23 decembrie 2013 privind evaluarea integrității instituționale

https://www.legis.md/cautare/getResults?doc_id=94552&lang=ro
5

Articolul 2111 Codul muncii al RM https://www.legis.md/cautare/getResults?doc_id=120714&lang=ro
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obligations, as well as during the period of detachment, except in cases of liquidation of the unit,
shall not be allowed.
The dismissal of employees, members of trade unions, shall be permitted with prior consultation
with the trade union body of the unit. The trade union bodies shall communicate their agreement
or disagreement (advisory opinion) in writing regarding the dismissal of the employee within 10
working days of the date of the employer’s request for the agreement (advisory opinion). If the
reply has not been received by the employer within that period, the agreement (communication
of the advisory opinion) of that body shall be presumed.
At the same time, in the event of the dismissal of employees in connection with its liquidation or
in connection with the reduction of the number of staff or in connection with the transfer to
another unit, specific procedures will be observed and the guarantees and compensations
provided for in Articles 88, 881 and 183‐186 of the Labour Code of the Republic of Moldova will
be offered.
The contract concluded with the employee performing work by cumulation may also terminate
in the event of the conclusion of an individual employment contract with another person who
will exercise that profession, specialty or function as a profession, specialty or basic function.
An employee who has concluded an individual employment contract for a period of up to 2
months shall be entitled to its termination before the expiry period, notifying the employer in
writing of this at least 3 calendar days in advance. The employer shall be obliged to notify the
employee by order under signature of the termination of the individual employment contract, in
connection with the expiry of the period, at least 3 calendar days in advance.
2.1.5. Discipline of work in higher education institutions. Internal regulations of the higher
education institution. Legal valences of the Code of Ethics and professional deontology
Discipline of work in higher education institutions. Internal regulations of the higher education
institution.
According to Article 201 of the Labour Code of the Republic of Moldova “Labour discipline
represents the obligation of all employees to comply with some behavior rules established in
accordance with the present code, with other normative documents, with collective conventions,
with collective and individual labour contracts, as well as with other normative documents at entity
level, including with the entity internal regulations”. According to the Romanian author I. Tr.
Ştefănescu ”subordination constitutes the support of the right to give guidance to the employee, as
well as of the disciplinary power of the employer”6. Failure to comply with this “power”, the
discipline of work, by breaching functional obligations and the commission of disciplinary
misconduct, results in disciplinary, material, contraventional or criminal liability, as the case may be.
At the same time, Article 202 of the Labour Code of the Republic of Moldova states that “Labour
discipline is provided within the entity through creation by the employer of economic, social, legal
and organizational conditions necessary for performing a work of a higher productivity, through
formation of conscious attitude towards work, through application of stimulations and recompenses
for the conscious work, as well as sanctions in case of committing some disciplinary breaches”. Thus,

6

I. Tr. Ștefănescu, „Trăsăturile fundamentale ale raportului juridic de muncă în lumina noii reglementări privind organizarea şi

disciplina muncii”, în Revista Română de Drept nr. 12 din 1970
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we find that there are two ways of achieving the discipline of work, namely: measures of an
organisational, preventive and stimulating nature, which consist in the moral motivation of
employees to carry out their tasks conscientiously and effectively and subsequently to stimulate
them for results in work and measures of a constraint nature, which consist in the application of
disciplinary sanctions against those who violate the discipline of work.
For success in work, incentives are applied in higher education institutions in the form of:
o thanks;
o awards;
o merit diplomas.
For outstanding success in the work, merit to society and to the state, employees can be advanced
to state distinctions (orders, medals, honorary titles), they can be awarded state awards.
For breach of work discipline, employer shall have the right to apply the following disciplinary
sanctions on the employee:
o
o
o
o

warning;
reprimand;
severe reprimand;
dismissal (following the reasons stipulated in the art.86 paragraph (1) letter g)‐r) of the
Labour Code.

The procedure applicable in the case of disciplinary liability for violation of the discipline of work is
described in Chapter II, Title VII of the Labour Code of the Republic of Moldova, as well as in the
Internal Regulation of the higher education institution. The internal regulation, according to Article
178 of the Labour Code of the Republic of Moldova, is a legal act which is drawn up in each unit, in
consultation with the employees’ representatives, and is approved by order (provision, decision,
judgment) of the employer and contains the following provisions:
a) occupational safety and health within the institution;
b) respect for the principle of non‐discrimination, the elimination of sexual harassment and any
form of harm to dignity at work;
c) the rights, obligations and liability of the employer and employees;
d) discipline of work in the institution;
e) disciplinary misconduct and penalties applicable under the legislation in force;
f) disciplinary procedure;
g) working and rest time.
The internal regulation shall be made known to all employees and shall not replace the University
Charter or the Institution’s Code of Ethics.
Legal valences of the Code of Ethics and professional deontology
The Code of Ethics and Professional Deontology of Higher Education Institutions is an internal
normative act, which aims to guide and regulate the conduct of all members of the university
community, within and in relation to it, and is drawn up in accordance with the provisions of Articles
107 and 109 of the Education Code of the Republic of Moldova. This code is a tool for shaping the
university community in the spirit of principles generally approved and recognized, including by
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European universities, in order to prevent violations of university ethics rules. It comprises the
mission, values, procedures and ethical and professional standards that define the university
activity. Seen as guidelines for employee behaviors, students, they also give consistency and a
valuable context to the mission and academic values. The principles on which patterns of behaviour
of members of a university community can be established are the following: academic freedom,
competence and professionalism, integrity, collegiality, loyalty, justice and fairness, public
responsibility.
Violation of these values, principles and rules is a justification for the termination of certain
collaborations (dismissals, expellings). At the same time, the code is a guarantee that the higher
education institution ensures the ethical behaviour of the staff, but also the way in which it carries
out its activities.
There is no single model of code of ethics and professional deontology, which is an expression of its
own and specific to each institution, but it must be sufficiently comprehensive to cover the full
spectrum of action of the higher education institution. The Code of Ethics and Professional
Deontology shall not replace the laws and regulations in force in the field of higher education nor
may contravene them.
The collective body, which shall ensure compliance with the precepts of the Code of Ethics and
Professional Deontology, shall be the Ethics Commission established in accordance with the own
procedure of each higher education institution.
The sanctioning of deviations from the ethics rules is carried out in accordance with the provisions
of the Labour Code of the Republic of Moldova and the Internal Regulation of each higher education
institution.
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2.2.

Organizational culture and value system in higher education institutions in the Republic
of Moldova
(5 training activities + 1 case study based on a film/text = 12 hours)

Learning outcomes:
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
theoretical bases and principles for the establishment and functioning of the organisational
culture;
key concepts and ethical behaviour models in the higher education system;
ways of encouraging and promoting ethical conduct in higher education institutions;
strategies for addressing ethical dilemmas in higher education institutions;
theoretical bases for determining values in the higher education system;
concepts of organisational change and development focused on the values of higher education.
Application
explain the relationship between professional ethics, values and professionalism in higher
education;
analyse the diversity of managerial roles in promoting ethical conduct within the organisation;
establish a functional relationship between the culture of employees of higher education
institutions and the culture of students;
identify relevant strategies to encourage fairness, diversity and inclusion in the higher education
system;
select models for effective resolution of ethical dilemmas;
analyse the benefits of organisational culture under the current conditions of rethinking the
higher education mission.
Integration
argue the need to apply the principles of the establishment of organisational culture and ethical
conduct at the level of institution and higher education system;
assess the benefits of culture and organisational climate at the level of higher education
institutions;
estimate the importance of compliance with professional deontology in the proper operation of
universities;
argue the significance of respecting values, the code of ethics and professional conduct in the
higher education system;
identify/formulate relevant problems/dilemmas in the university employee culture and student
culture;
develop strategies to promote fairness, diversity and inclusion in higher education institutions.
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2.2.1. Organizational culture and the complex system of subcultures
Universities have, at all times, been a factor of culture and civilization, a factor of change and
progress, a laboratory for the formation of the nation’s elites.
Research dedicated to organizational culture offers a multitude of variations on culture. The concept
of culture is divided into a different series of collective values, ideas and beliefs, symbols and
meanings, values and ideologies, rules and norms, emotions or behavior, model of structures and
practices, which can be studied and developed individually. Definitions given to organizational
culture have the value of history, myths, symbols, values, beliefs, norms or expectations, the
organizational culture being composed of patterns transmitted by values and ideas that determine
the behavior of employees.
Organizational culture is the totality of values, symbols, rituals, ceremonies, myths, attitudes and
behaviours that are dominant in an organization, are transmitted to the next generations as the
normal way of thinking, feeling and acting and which have a decisive influence on the results and
evolution of it”. The elements of organizational culture can be found in: group norms derived from
the mission and vision of the university, mental models and/or linguistic paradigms, shared values
and qualities, beliefs, behavioural models, traditions, rituals, ceremonies, history, stories, symbols,
organization of a particular climate.
When we talk about the organizational culture of higher education institutions, we are talking more
about the importance of symbols, rituals, myths and stories for people, about the influence of ideas,
events or experiences on the group to which they belong. At university level, organizational culture
can be defined as the values and beliefs of university stakeholders (academic and administrative
managers, members of the senate and faculty‐level councils, teaching staff, students and
administrative staff), based on tradition, verbal or nonverbal communications. The culture of the
university can be considered as the personality of the institution. By observing the architecture of
the buildings, the campus, the maintenance of the infrastructure, as well as the interaction between
students or between students and the teaching staff, the way they dress, we can get a picture of
the culture of the university.
Organizational culture is the way in which a particular university differs from others by the models
of activity (action) common and shared by the members of the institution, based on accepted values
and products, amplified and protected by beliefs and basic ideas, materialized in behavioural norms,
professional attire and strategies for the achievement of educational tasks and objectives,
externalized by manners, language, ceremonies, rituals, myths, tales and stories, through material
and intellectual product, architectural environment and distinctive insignia.
The formation and evolution of an organizational culture is a complex and lasting process, which is
carried out under the conditions of the action of a complex of factors identified by C. Handy in his
work Gods of Management:
- The size of the organization, which makes the culture in small organizations focused on the
more important personalities (club culture), and in large organizations, towards a role culture,
specific to bureaucratic organizations.
Course support
2020, V01‐r1

www.mhelm.utm.md

II – 106

LEADERSHIP AND MANAGEMENT – Professional training program

- The degree of integration of the activity: when activities are successive and interdependent or
when they can be divided into autonomous groups of activities, organisational culture tends
to become bureaucratic.
- Characteristics of the environment and degree of adaptation to the environment: a stable,
predictable environment, favours organisational routine and bureaucracy.
- The history of the organization: the personality of the founder, their reputation, the important
events that the organization went through, marks the features of the organizational culture,
any change being difficult to undertake.
- Managers and especially senior managers influence the culture of the organization through
their personality and charisma.
- The economic and financial situation of the organisation, the resources at its disposal and
those to which it has access influence the organisational culture.
Kim S. Cameron and Robert E. Quinn believe that the elements of organizational culture are given
by the uniqueness of language, symbols, rules and ethnocentric feelings. Moreover, the
organizational culture is represented by accepted fundamental values, the style practiced by
leadership, language and symbols, standard and routine procedures and, last but not least, the
definition of success from the perspective of the organization, making the emergence of several
typologies of organizational cultures conditional:
a) The hierarchical organizational culture is characterized by control, formalism, structuring
and predictability, „procedures govern what people do, and leaders are good coordinators
and organizers”. That organizational culture is characterized by a formal structure, the rules
dictate what people do, effective leaders are the ones who coordinate and organize the
work.
b) Market culture is based on competition, oriented towards the external environment and
with competence, efficiency and productivity as essential features. In the case of this kind of
culture, the long‐term concerns of the organisation are competitive actions and the
achievement of elastic objectives.
c) Clan culture, also called the culture of consensus, is defined by collaboration, with
teamwork, employee involvement in decision‐making, loyalty, tradition, participation and
consensus as specific elements. The dominant values of this type of culture are morals,
mutual respect, integrity, cohesion between group members, active participation and a high
degree of orientation towards individuals.
d) The culture of adhocration is characterized by innovation, risk‐taking, creativity, adaptability,
entrepreneurship and dynamism. The emergence of Ad‐hoc culture occurred in the context
of the transition from industrial to information era. The constant change and dynamics of
the environment have led to the adoption of assumptions for which innovation and
revolutionary ideas determine success, assumptions centered on product development and
the future orientation of organizations and creativity.
Functions of organisational culture:
- Integration of employees into the institution. This is a continuous function that is not limited
to new employees; represents a permanent maintenance of the cultural‐organizational
integration of employees, so as not to manifest major conflicting states.
- Targeting employees to achieve the institution’s objectives. It is the most dynamic, complex
and difficult function of organizational culture. Its purpose is to contribute to the triggering of
the latent energies of employees, with a view to carrying out certain actions, so that the
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objectives contained in the institution’s strategies and policies are achieved. The adoption of
certain organisational behaviours is crucial.
- Protection of employees from potential environmental threats. The financial, social, political,
scientific context determines developments that can affect both positively and negatively the
employee community within the institution. Organisational culture is the support of
organisational behaviours of a preventive nature or of the direct fight against the
consequences within the institution.
- Preservation and transmission of the organization’s values and traditions. Organizational
culture is the main depository of the values and traditions specific to each institution outlined
over time. The important thing is, especially when generations change within the organisation,
that they persist.
- Dependence of institutions’ performance on their organisational capacity. This function
consists of providing an appropriate framework for the development of organisational
capacity. The modern institution relies primarily on resources, knowledge and then on capital
and equipment.
Like any other type of organization, the university presents an organizational culture and a complex
system of organizational subcultures, derived from specific employee groups, organization
departments, basic assumptions, value core, etc.
The student culture is shaped and manifested against the background of the institutional relations
in the university environment established between them and the teachers. Although it is
predominantly informal and implicit, student culture is also subject to a set of formal rules. This
category of formal rules has two dimensions: rules which have their source in institutional
regulations, relating to the functioning of the university organisation and which are absolutely
binding and rules which have their source in the specifics of the teaching process, most of which is
explicit and quasi‐formalised.
We can identify several typologies of student culture:
o student culture (in general);
o student culture from a particular university;
o student culture drom a particular faculty;
o culture of the student group.
Taking into account the various approaches to the nature of organisational culture, we summarise
that:

 Culture is an atmosphere that refers to „what it's like to work in this organization”.
 Culture represents models of behaviour, they refer to „how things are done by us”.
 Culture is actively created by the actions of people in the organization and is not „given” by
someone.
 Culture is imprinted in the minds of members of the organization and exists as a perception
or as a social‐accepted definition.
 Culture is shared, refers to agreed and accepted standards of behaviour, represents values
and beliefs, is the social binder that strengthens the organization.
 Culture is transmitted to new members of the organization through a process of social
integration.
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2.2.2. Ethics, values and professionalism in university education. Determining the values of
higher education
Ethics is defined as science dealing with the theoretical study of human values and condition from
the perspective of moral principles and their role in social life. Ethics is also the moral system or
code of a particular person, professional group, religious confessions, etc. Ethics makes it easy to
find an answer to questions such as: how the individual should act in relation to him‐/herself, the
human group to which he / she belong to and society.
Ethics, as a branch of philosophy, is science that studies norms, moral ideals, values and principles
and can rightly be considered a substantial element of organizational culture. Ethics cannot be
confused with morality, which represents all the rules of cohabitation, of people’s behaviour
towards each other and towards the community, and whose violation is not sanctioned by law, but
by public opinion.
The higher education system will be reduced to zero, if the need to know how/and the freedom to
choose the rules of moral conduct on the basis of axiology, in relation to the moral ideal, on the
basis of values determined by academic ethics in axiological and normative aspect will not be put at
the basis of all activities. In addition, the higher education system is called upon to promote the
professional ethics of academics, which are the doctrine of the rules of conduct and the ethical
obligations of the profession.
The assimilation of the content of ethics in universities is very important, because its content reflects
the essence of institutional/public relations characteristic of a civilised society. In the higher
education system ethics is the way to interact as legal representatives of universities, employers,
employees, colleagues, teaching staff, administrative staff, auxiliary staff, students, trainees,
partners or members of the university community. Ethics teaches us to assume the freedom to
appreciate the coherence of the academic normative framework, designated by morals according
to the values of the higher education system.
University organizational culture brings together the most diverse values that form a system. In a
first approximation, we distinguish general‐human (fundamental) values that can be considered
purpose‐values (truth, good, justice, beauty), and democratic values, treated as middle‐values
(freedom, human rights, solidarity, tolerance).
The universal core values that define higher education institutions have been enshrined in the
Constitution of the International Association of Universities, in its more recent policy statement
entitled Academic Freedom, University Autonomy and Social Responsibility, as well as in the Magna
Charta Universitatum. These values were further assimilated by UNESCO Member States in the 1997
Recommendation on the Status of Higher Education Teaching Staff. Together, these documents
recognise academic freedom, institutional autonomy and society responsibilities as the sine qua non
condition for the uninterrupted pursuit of truth and the free dissemination of knowledge within
higher education institutions and reaffirm the foundation of responsibility for overseeing and
respecting these values within the higher education sector.
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Without intending to propose an exhaustive presentation of university ethical values, we will
highlight a set of values specific to the university environment, frequently found in the
methodologies of external evaluation of universities:
o Academic freedom proclaims that the university is a space free of interference, pressure and
constraints other than those of a scientific, legal and ethical nature.
o Personal autonomy ensures the exercise of one’s own consent and the possibility of choice
over programmes, competitions and study and research opportunities.
o Transparency refers to ensuring public access, in a timely manner, to all categories of actions,
data and information of interest to members of the university community and the society to
which it is a member.
o The ethics of relations between members of the academic community require the avoidance
of links and positions leading to conflicts of interest and incompatibilities likely to affect the
judgments, objective assessments and actions of members of the community and to enable:
favouritism; favoring close people; the application of double standards in
appreciation/assessment; acts of persecution or revenge.
o Respect, care and tolerance impose the value of the dignity of every member of the academic
community in a climate free of any discrimination, harassment, humiliation, contempt,
threat, intimidation; resolving disputes through rational arguments and not by using
language (words, labels, style and tone) or attitudes/actions inadmissible in academia;
encourages politeness, courage, respect, solicity, appreciation, pride, altruism, empathy,
understanding, solidarity, promptness, optimism.
o Justice and equity determine fair attitudes and rejection of discrimination, inequality of
opportunity and exploitation; promoting the organisational culture based on performance
and probity; stimulating advisory and flexible working methods and techniques; deterring
and eliminating any form of corruption.
o Professionalism means competence in the exercise of the profession; confidence in the
validity of professional decisions and towards the profession; protection from amateurism,
dilettantism and imposture; identification with the specialist and those in the same field;
attachment to academic career; the moral obligation to work in the service of students,
avoiding arbitrariness and unjustified preferential treatment; maintaining professional
standards; solidarity and fair competition.
o The primacy of meritocracy consists in the recognition, cultivation, reward of
personal/collective achievements, value and quality and in encouraging: effectiveness,
efficiency and performance; dedication to the profession and to study; talent and creativity;
loyalty to the institution and members of the academic community.
o Professional and social responsibility requires involvement in professional and public
matters, fellowship and responsible citizen spirit; guaranteeing the right to publicly criticise
– well‐founded and reasoned – breaches of professional and quality standards; prohibition
of disinformation, slander, public denigration of persons in the institution and curricula;
responsibility to students, to subordinates, to employees.
In academia, the following actions are considered deviations from the ethical value system:
 obstruction of teaching, scientific, administrative activity or any other function of the
university;
 fraud in any form in the educational process, scientific research and other activities in
the university;
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acceptance/lack of reaction to corruption, favouring it, obtaining, claiming or not
denying undue advantages;
misleading the university’s leadership through misinformation;
physical or moral aggression committed in any form against members of the university
community or in connection with academic activity;
discrimination in all forms of its manifestation.
favouritism, in any aspect;
participation in university activities by violation of the legal provisions and the provisions
of the university charter regarding the consumption of alcohol, drugs and other
prohibited substances;
the practice of indecent, insulting or obscene attitudes and behaviours and the use of
language not conforming to the academic spirit;
public denigration of staff or institution by members of the university community;
misuse of membership of the academic community;
the organisation and conduct of activities not permitted in the university, the use of its
name, human, financial or material resources for unlawful or contrary to it purposes;
destruction, alteration or falsification of university documents and databases, as well as
their use for illicit purposes;
unauthorised intrusion into premises where access is regulated by special measures;
unauthorized use and the guilty provocation of harm to the university’s heritage.

Higher education institutions must go beyond the declaration of the values and principles they
protect and promote, fully integrating them into institutional strategies, curricula, management and
leadership processes, and relationships with outside stakeholders, including international partner
institutions, while continuously developing and updating their Code of Institutional Ethics and
monitoring its application to ensure relevance and efficiency.
In accordance with those basic values and principles, the implementation of institutional procedures
for the promotion of ethics, values and moral norms, the monitoring of compliance and the
preparation of related texts, including the development/training of employees in matters of
institutional ethics, is the responsibility of university management, assisted, where appropriate, by
an enlarged institution or group, and in consultation with the active participation of all groups of
the academic community and external partners. In order to continue transparency, accountability
and constructive dialogue in support of building a culture of values and principles, universities
should adopt a regular self‐assessment of the conformity of university life with the existing
Institutional Code, including public reporting and discussions on findings, recommendations and any
changes in institutional policies or practices.
2.2.3. Managerial roles in promoting ethical conduct within the organization
While ethical principles can be incorporated in a period, context and historical culture specific to
the higher education system, there are certain fundamental and universal values and principles that
guide university education and academic work. These ethical values and principles require
promotion through effective management and leadership procedures. Recognizing this
responsibility requires a shared understanding by managers of higher education institutions of what
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constitutes ethical academic behaviour, inherent to the basic universal values, by promoting
institutional principles, values and culture.
Promoting ethical conduct in the higher education institutions involves a set of responsibilities and
roles related to the manager/leader:
o executive (role focused on the top level coordination of the activities of the university
community and overseeing the implementation of policies to promote ethical conduct);
o planner (both long‐term and short‐term, assuming decisions on the ways and means by
which the group will achieve the goal);
o policy creator (setting objectives and policies to develop organisational culture and promote
academic ethical conduct);
o expert (the leader must be a permanently available source of professional knowledge and
skills, in terms of organisational culture, institutional conduct, etc.);
o representative of the group (official spokesperson of the group and channel of
communication with the external environment, model of the promotion of organizational
ethical values and conduct);
o controller of internal relations (role taking into account the determination of the specific
aspects of the group structure);
o motivator (relating to the control of group members by the power to offer rewards and
impose punishments in relation to desirable/undesirable institutional conduct);
o arbitrator and mediator (control of interpersonal conflicts within the group);
o example (behaviour model for group members, providing an example of what is expected of
them);
o symbol of the group (relating to the edification of the group unity by offering a certain kind
of cognitive concentration and its development as a distinct entity);
o substitute for individual responsibility (relieves the members of the group of responsibility
for making personal decisions);
o ideologue (source of beliefs, values and standards of behaviour for individual members of
the group);
o paternal figure (serving as the object of positive emotional concentration of the feelings of
the members of the university group);
o „scapegoat” (target of group hostility, must take the blame in the event of failures).
Promoting ethical conduct within the higher education institution is a challenge and an
indispensable responsibility for the managerial function. The International Association of
Universities and the Magna Charta Observatory have jointly developed a set of guidelines for the
elaboration of the Institutional Code of Ethics/Code of University Ethics/Code of Conduct or its
equivalent in higher education, to encourage the development of institutional ethical codes or to
help revise existing institutional codes.
The codes of institutional ethics in higher education serve to supplement the codes of conduct
defined by national or international professional societies. Such codes do not, however, replace
national and international legislation on the protection of human rights or other rights and
obligations.
Managers of higher education institutions will monitor the process of drafting/updating the Code
of Institutional Ethics, ensuring the transparent process and including consultation of the various
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groups that form the academic community ‐ faculty members, students, teaching staff,
administrative staff, researchers, governing bodies ‐ respecting their rights and noting their
responsibilities. The International Association of Universities and the Magna Charta Observatory
recommend that managers of higher education institutions to draw attention to7:
(a)
-

Promoting academic integrity in teaching and research by:
establishing, disseminating and monitoring policies and procedures related to integrity issues;
providing sufficient information, support and recognition to all members of the academic
community to support ethical practices;
ensuring that institutional research policies underline, within the framework of academic
freedom, individual and group responsibilities for the ethical conduct of research;
sanctioning academic misconduct.

(b)

Developing educational programmes to uphold ethical values and academic integrity by:
- integrating discussions on academic integrity as part of the curriculum;
- encouraging extracurricular awareness activities in relation to modern ethical dilemmas;
- mentioning the vital importance of academic integrity and its importance for the broad social
role of higher education.

(c)

Supporting equity, justice, equal opportunities, fairness and non‐discrimination both as an
employer and as a higher education institution by:
- full and public adherence to the application of the principle of fairness in relations and
interactions with members of the academic community;
- establishing clear standards, practices and monitoring procedures for the hiring, promotion
and dismissal of all staff, as well as for the admission of students and related activities;
- ensuring that all complaints and appeals are heard and dealt with fairly and in a timely and
transparent manner.

(d)

Obligation of accountability and transparency in all operations when investigating cases of
academic conduct, by:
- implementing clear and transparent internal mechanisms to improve quality and disseminate
information on performance and achievements on a regular basis, both internally and
externally, to the wider community;
- interpreting the principle of confidentiality so as to allow for detailed and objective research
of all data and analysis in cases of possible academic behaviour;
- applying these rules of conduct equally to the institution and to individual members of the
academic community.

(e)

Tracking individual and/or institutional reputation and advertising, based on and guided by:
- commitment to provide accurate and factual information;
- institutional mission and principles of declared academic freedom;
- sanctions for the use of improper, illegal or untrue means to enhance personal or institutional
prestige or to demand material rewards.

7

Guidelines for an institutional code of ethics in higher education, final draft, July 2012, International Associations of
Universities and Magna Charta Observatory (accesat online la https://www.iau‐
aiu.net/IMG/pdf/ethics_guidelines_finaldef_08.02.13.pdf)
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(f)

Avoiding abuse of power by any member of the academic community for political, economic
or personal gain by:
- developing and disseminating clear definitions and rules governing conflict of interest, abuse
of power, including political, economic, sexual and/or moral harassment;
- establishing mechanisms that all members of the academic community can use with
confidence to file complaints of such abuses and know that investigations will follow.

(g)

Promoting critical analysis, freedom of expression and reasoned debate by:
- guaranteeing academic freedom within the profession and allowing all members of the
academic community to express themselves as professionals;
- respect for students’ right to reasoned dialogue, argument and debate.

(h)

Encouraging social responsibility at institutional and individual level, including responsibility
for promoting equity in access and success in higher education; sustainable development;
human rights and democratic citizenship, by:
- ensuring that these issues are an integral part of educational and research activities, as well
as institutional governance;
- raising public awareness, including within the institution, on these topics;
- raising awareness among all members of the academic community of their individual and
collective responsibility to lead, including in critical areas.

(i)

Exercising vigilance with regard to applications for and receipt of external funds and ensuring
market independence in order to avoid any reduction in academic freedom or freedom to
disseminate research results by:
establishing clear rules and procedures to be followed by all persons applying for external
financial support for research, teaching and information services;
ensuring an environment of openness and transparency for contracts concluded between the
academic community and external partners and ensuring that these relationships do not
interfere or adversely affect the academic integrity of the institution;
presenting risks and potential dangers to avoid when accepting external funds;
informing all members of the academic community of their individual responsibility to ensure,
before accepting funds from external sources, that they comply with the relevant institutional
rules.

-

-

(j)

Fair management of intellectual property and promotion of free and open dissemination of
knowledge and information by:
- establishing a clear, comprehensive and fair legal framework to regulate intellectual property
and prevent internal and external abuses;
- facilitating and satisfying the implementation of the principles of open access.

(k)

Promoting solidarity, respect for diversity and fair international partnerships and
collaboration by:
- building international links and cooperation on the basis of the basic values of academic
freedom, institutional autonomy and local and global responsibilities of society;
- ensuring the short‐term as well as the long‐term impact on each participant and the wider
society;
- the placement of common interests, the pursuit of mutual benefits and the avoidance of
adverse effects on the basis of all international exchanges.
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University managers/leaders will ensure that institutional processes are carried out whereby the
ethical standards of conduct set out in the Institutional Code apply to all members of the academic
community, including institutional management, members of university subdivisions,
administrative staff, students, trainees, collaborators of the higher education institutions.
2.2.4. Behaviour within the organization: individual perspective and group perspective. The
culture of HEI employees and the culture of students. Professional deontology
The rules of university organisational culture appear as a set of regulations, formulated in a manner
which expresses the requirements to be complied with and, where appropriate, the consequences
of their infringement. The rules can be developed at formal level (institutional rules, legal
framework) and informal (unwritten codes of conduct and moral conduct). Thus, individual and
group behaviour within the HEI derives from the developed/promoted/tolerated rules of
universities. The rules set out not only expectations of behaviour, but also of clothing, language, and
way of relating in and outside the university space.
For the most part, university education depends on people who generate new, innovative ideas and
who often have different views. For the most part, universities are dependent on diversity: scientists
in various fields work together; students and teachers with diverse training make it possible to have
different perspectives; cultural and linguistic diversity facilitates learning through comparative and
distinctive approaches.
Analysis of organisational behaviour is one of the tools by which the head of the institution in the
university education system can develop the culture of HEI employees and the culture of students.
Of particular importance is the organizational behaviour of the manager. By organisational
behaviour we will understand the effect obtained according to satisfaction from our own work, the
existence of reasons contributing to efficiency or lack thereof.
The Institutional Code, which articulates ethical standards of conduct, should describe how they
apply to each group and each member of the academic community.
In this context of rapid change, diversification and expansion of university offers, members of the
academic community ‐ higher education leaders, subdivision members, administrative and auxiliary
staff, students and trainees must be prepared to face and solve ethical dilemmas of great
complexity.
Each member of the community should be aware of his or her rights, but also of their personal
responsibility to comply with the Code of Institutional Ethics, in particular with regard to:
- supporting academic integrity and independence, based on the principle of honest and open
search and dissemination of knowledge, without internal institutional censorship and external
pressures, industrial lobbies, governments and political and/or religious groups that
compromise or threaten this principle;
- avoidance of fraud of any kind, including plagiarism, deliberate fabrication or falsification of
data, unauthorised duplication and undue authority, piracy of the thesis or projects, and the
use of ghost writers and unjustified co‐authorship;
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- promoting decision‐making based on merit, together with capacity and performance, as key
criteria in the standards used for the selection, compensation and promotion of faculty
members, teaching and administrative staff, as well as students;
- avoiding conflict of interest in all areas of university policy and making sound decisions
concerning, for example, student research, admission and evaluation, the performance of
subdivisions, career promotion, etc.;
- ensuring policies and resources that ensure high quality of teaching, adequate student
monitoring and fair and transparent evaluation of student and employee performance in
accordance with pre‐available criteria;
- promoting and protecting mutual respect in the „teacher‐student” relationship system, non‐
discrimination, trust and avoidance of all abuse of power and harassment;
- prevention of any corruption, including the sale or receipt of favourable results for
examination, awarding of qualifications, employment and promotion, etc.;
- maintaining a high level of confidentiality by protecting the integrity and security of university
information systems, including student registries, employee files, personal data records and
contract negotiation documents;
- ensuring that university resources, staff time, supplies, equipment, services and travel
budgets are used exclusively for university‐related purposes;
- respect for and protection of university property;
- avoiding the misrepresentation of institutional interests when establishing international
cooperation partnerships or pursuing international cooperation projects;
- providing access and the right to a fair hearing to all members of the university community in
all cases of alleged abuse or abuse of power, discrimination or harassment, as well as the right
to appeal;
- promoting a high level of commitment to social, institutional and individual responsibility.
The institutional code of ethical conduct, the policies of the HEI, specifies the behaviour within the
university from the individual and group perspective. Policies and documents with internal
applicability should relate to a specific set of student rights and responsibilities as new entrants to
the higher education community, how they demonstrate dignity and respect for teaching staff,
administrative staff and fellow students, while being treated in the same manner, in order to
internalise a culture of academic honesty and ethical behaviour, social responsibility and to respect
institutional properties and facilities.
It is the responsibility of individuals or groups to seek guidance and, if necessary, approval for any
activity that may be ethically sensitive. The Institutional Code should establish clear and specific
review and approval procedures for members of the academic community to follow in this regard.
The institutional code specifying behaviour within the university, from an individual and group
perspective, must be widely disseminated within the institution in order to ensure understanding
and ownership of all. The reference to the code and the emphasis on ethical principles should be
included in the university’s statutes and on the website.
In order to strengthen institutional behaviour, focused on ethics, academic values and the
promotion of organizational culture at individual and group level, it is recommended to organize
regular seminars for collaborators and students, including international students, to promote and
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uphold the principles of the Institutional Code and to provide clear information about the expected
conduct for all members of the academic community.
Institutional responsibility requires that all types of malpractice and incorrect academic behaviour
are identified and investigated and that sanctions are applied whenever necessary. Information
about what constitutes incorrect/correct academic conduct and investigative procedures, including
“safe” reporting mechanisms and disciplinary action, must be widely available to the entire
university community.
The culture of the behaviour of the HEI employees and students starts from the values of higher
education: academic freedom, institutional autonomy, social responsibility, solidarity and
cooperation, tolerance, equity in access and access to knowledge, scientific integrity and ethical
behaviour, quality in learning, research and information, etc. Thus, we determine the following
types of organizational behavior:
- satisfied and motivated;
- motivated but unsatisfied or constructive opposition;
- satisfied with work, but unmotivated;
- unsatisfied and unmotivated.
Professional deontology evolved from a general deontology, in which problems were addressed
from a predominantly theoretical perspective (outside the concrete context of the profession) as
“theory about duty, about the origin, character and norms of moral obligation in general” to branch
or professional deontology.
Moral consciousness, integrated into the work of the academic staff/researcher, manifests itself in
the form of various professional prohibitions, called to prevent inadmissible actions from the point
of view of the interests of the profession. Thus, in the content of ethics, together with notions of
value, such as: justice, responsibility, sincerity, freedom, wisdom, solidarity, respect, honor, dignity,
modesty, pleasure, happiness, humanity, etc. with their oppositions, rules and principles are
integrated that reflect what must be, thus representing a guide to good action. Ethics is meant to
form representations of what human conduct should be like. Morality expresses what we should do
and what we should not do if we were rational, benevolent, impartial, and well‐intentioned.
2.2.5. Argument for encouraging fairness, diversity and inclusion
The legitimacy, credibility, support and autonomy of higher education institutions shall be based on
the quality of their activities and services related to teaching and learning, research and information,
as well as the integrity and transparency of their procedures.
The formative and socializing role of higher education in the training of an increasing number and
often a group of students more culturally diverse, and the long, sometimes unpredictable
consequences of scientific and intellectual investigation place additional responsibility on the entire
academic community to deepen self‐esteem, act with integrity and continually examine the ethical
foundations and implications of their actions in the wider community.
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Universities are called upon to effectively promote ethical values: moral integrity and prohibition of
all forms of corruption and corruptibility, academic freedom, personal autonomy, meritocracy,
competence and professionalism, impartiality, justice and equity, honesty and intellectual
correctness, transparency, respect and tolerance, care and goodwill, fair competition, etc.
In a democratic and legal state it is necessary that any function or duty be exercised fairly and
honestly, and for this two cumulative factors are required: ethics and trust. If ethics require
impartiality in the performance of its tasks and resistance to corruption, then trust represents a
sense of security towards honesty, good faith, sincerity of a concrete person.
At the heart of the university training system is the ethical ideal, formed by a certain culture. The
ethical ideal in itself concentrates all representations of the community of people about the value
foundations of existence and the possibilities of their application/compliance. The ethical ideal
encompasses the culture’s answer to the question of human existence, has a moral content and
reflects man’s representations of the Absolute.
Human dignity, freedom, democracy, equality, the rule of law and respect for human rights,
including the rights of persons belonging to minorities, are values that are common to all European
universities. Inclusive and high‐quality professional education and training at all levels is, together
with the European dimension of teaching, an essential factor in the creation and maintenance of a
European solidarity society.
The Council of Europe adopted the Recommendation on promoting common values, inclusive
education and the European dimension of teaching. This recommendation aims to promote a sense
of belonging – the transmission of common values, the exercise of inclusive education and the
teaching of courses about Europe and its Member States in order to help increase the sense of
belonging to the school, locality and country, as well as to the European family. This
recommendation aims to strengthen social cohesion, combat xenophobia, radicalisation, divisive
nationalism and the spread of fake news. To this end, the following measures are proposed:
- promoting common values at all stages of education;
- fostering inclusive education;
- encouraging a European dimension in teaching, while strengthening the competences of
national administrations in the field;
- facilitating access for teachers and educational institutions to a wide range of support.
The need to promote academic integrity places responsibility on every partner in the educational
community to balance high standards of integrity with interest and compassion. Processes for the
conduct and implementation of successful programmes in terms of promoting academic integrity
can be developed on the basis of the following recommendations that are compatible with any
higher education institution. An academic institution should [7, p. 42]:
- develop codes, policies and procedures for assessing and ensuring academic integrity.
- consequently and consistently implement these policies and procedures for academic
integrity.
- inform and educate the whole community about academic integrity policies and procedures.
- rigorously promulgate and apply these top‐down policies and procedures in the academic
system.
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- develop a clear, accessible and fair system to „judge” any misconduct and violation of
academic integrity policies.
- develop integrity promotion programmes at all levels of the academic community.
These programmes should include discussions about the importance of academic integrity, the
relationship with all ethical aspects of university life.
All institutions should encourage actions and policies to promote and support the values of
academic integrity. Campus dialogue, national dialogue and institutionalised actions are key
elements in the process of strengthening academic integrity.
Because diverse environments are more creative, diversity leads to improved education and
research, says a report by the European Universities Association, based on a survey of 159
institutions from 36 European systems. A holistic approach is needed for the many initiatives under
way in universities, and capacity development and staff training are essential. “Diversity is a key
concern for universities. It is a condition for excellence and to face competition in various parts of
university missions”, writes Professor Michael Murphy, President of the European Universities
Association (EUA).
Universities wishing to maintain their high level of excellence must be able to attract talent at all
levels, and in a globalised world, it means being open to diversity. Various research environments
are obviously more creative and produce better results; different learning environments are also
more stimulating than homogeneous ones.
Consequently, promoting diversity, equity and inclusion in European universities supports
institutional growth and capacity building to better meet the needs of European society”.
Universities cannot be exclusive at a time when society is evolving rapidly and awareness of the
dimensions of diversity ‐ cultural, gender or sexual orientation ‐ increases. “University values of
openness and tolerance require that we celebrate diversity and be inclusive”, Murphy says.
In the transformation of societies with changing demographics, technological development and the
need for new competences/skills, social diversity and inequality are frequently debated, and access
to lifelong learning has become a high priority to ensure that no one is left behind.
The internationalisation of higher education and research, as well as student and staff mobility, are
a determining factor for diversity and are on the rise, and cultural diversity on campus is also
expected to increase and create the need to adapt programmes and methodologies.
The study notes that inclusion has become a strategic question for higher education institutions.
Many have acted to identify new ways to allow people from less represented backgrounds to find a
place in higher education.
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2.3.

Planning, recruitment and selection of staff in higher education institutions in the
Republic of Moldova. University autonomy in the field of human resources
(5 training activities + 1 round table = 12 hours)

Learning outcomes:
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
procedures for the recruitment of human resources in higher education institutions;
key concepts and how to achieve university autonomy in the field of human resources;
requirements for the regulation of activities in higher education institutions;
methods of diagnosing efficiency in the management of staff in higher education institutions.
Application
develop strategies for planning and recruiting staff in higher education;
identify and assign tasks correctly to subordinate staff.
Integration
initiate the development of internal documents, procedures and regulatory acts relating to staff
planning, and policies against discrimination and equality in the workplace.
estimate the staffing needs and make their activities more efficient.
2.3.1. Integrated human resource management in higher education institutions. Development
strategy and staff policies. Equality in the workplace. Non‐discrimination policies
Integrated human resource management in higher education institutions
It requires a continuous modernisation of higher education with competent, motivated, integrated
and competitive human potential. The basic strategy for attracting and maintaining a competitive
academic staff is the appropriate working conditions, the ways of recruiting and selecting
transparent and equitable teachers, continuous professional training, recognition of teaching and
research performance through an established system of remuneration and motivating stimulation.
Staff development strategy
It is based on the following principles: university autonomy, competitiveness of studies, integrity of
staff, and responsibility of the university towards employees. Staff policies within the HEI aim at the
training of highly qualified staff for the national economy, the carrying out of fundamental and
applied scientific research, aimed at solving the current problems in society, the creation of training
opportunities throughout life, the promotion and implementation of extension services.
The objectives of achieving staff policies in the HEI are:
- promoting modern university education in line with the requirements of a society based on
knowledge and lifelong learning;
- ensuring a high standard of theoretical and practical training for students, in line with the
profiles and competences required by the requirements towards the future profession;
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- training of highly qualified specialists in the fields of training of the HEI, taking into account
their demand on the labour market in the republic and abroad.
- training in students of all levels of research skills in order to educate an attitude of practice of
professions specific to the fields of training in the HEI;
- promotion and conduct of doctoral studies within the Doctoral School;
- harnessing the results of scientific research by publishing them in nationally and
internationally recognised journals, participating in scientific events, various scientific
collaborations, etc.
The purpose of the staff in the HEI – is to ensure their own qualitative dynamic professional
development through the elaboration, consolidation, amplification and promotion of modern
scientific ideas, theories and concepts.
The mechanisms for hiring staff shall consist of the development and approval of unified procedures
for the recruitment and employment of scientific and teaching staff, within the limits laid down by
the legislation and regulations in force.
Staff monitoring and evaluation mechanisms shall consist of the application of regular and
permanent control and evaluations, in ensuring sound competition, in personalised accountability.
The mechanisms for motivating staff shall consist of the application of procedures to encourage
staff as well as to penalise them within the limits laid down by the legislation in force.
Staff optimisation mechanisms consist in establishing effective procedures for determining the
optimal number of teaching and scientific positions.
Equality in the workplace
It consists of preventing and combating discrimination and ensuring equalty of staff in the
workplace. Prohibition of discrimination in the field of employment which have the effect of limiting
or undermining equal opportunities or treatment in employment or dismissal, in direct activity and
in professional training. Subjects with responsibilities in the field of preventing and combating
discrimination and ensuring equality. The right to protection of the victim of discrimination and the
burden of proof.
2.3.2. Predictive management of staffing needs: analysis of human resource insurance in higher
education institutions. Workload requirements with regard to activities to determine the
staffing needs in higher education institutions. Calculation of the teaching workload in
higher education institutions
A university’s progress is ensured by its strategic management in supporting and promoting changes
that ensure a competitive positioning in a dynamic academic field. The process of building the
strategy in general and with regard to the human resource in particular, becomes one of design
based on systemic analysis and a vision of leadership. The university’s perspectives take the form of
opening positions, in which each component of the university makes its own contribution to its
stability and competitive advantage.
Peculiarities of predicting the staffing needs in the university environment
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Planning of staffing needs is a managerial process that allows for the proper structuring of human
resources within an organisation in general, but also of a higher education institution in particular.
On the basis of an environmental analysis, in the context of which they operate, institutions set
targets for future periods and formulate strategies for their implementation. The strategies shall
take into account staffing capacities, which involve the likely analysis of the reserve and need for
employees, with a view to achieving academic performance under conditions of maximum
efficiency. Basically, by planning the staff within the university, the need for posts for next year is
established. The predictive management of the staffing needs allows the institution to be provided
with staff both quantitatively and qualitatively, locating its placement in accordance with the
institution’s organization chart.
For higher education institutions, human resource planning can be addressed as:
- periodical monitoring activity, whereby reserves and human resource flows and their
relationship to the needs of the institution can be better understood, assessed and controlled,
problems can be better highlighted and it is possible to predict possible response to any
unforeseen events;
- investigative activity, through which the human resource implications of certain problems and
situations of change can be studied by investigating the effects of several policy variants and
institutional actions.
The classical concept of long‐term forecasting of staffing needs loses its validity in the case of
university staff, since the ability to cope with this estimate is limited by the difficulty of rigorous
forecasting of events outside the institution. In this context, the human resource planning focuses
rather on the designation of the competences necessary in the future to university staff. In the
context of university autonomy, each HEI has the right to exercise academic freedoms and assumes
a set of competences and obligations in line with national policies and strategies for the
development of higher education. They cover, inter alia, areas relating to the structuring and
organisation of the teaching and scientific research work carried out, including, by:
- organisation, conduct and improvement of the educational and scientific research process
- selection and promotion of teaching, scientific‐teaching and scientific staff, as well as other
categories of staff in the educational institution.
Contexts of analysis of university staffing needs
The elements that determine the predictive management of staffing needs originate from both the
external and internal contexts.
At the level of the external context, the achievement of the prediction of the university staffing
needs is influenced by the limits of the legal framework, but also trends (in terms of demand) in the
educational services market, with reference to higher education. Thus, all categories of staff are
employed and managed within the university according to the provisions of the Labour Code of the
Republic of Moldova and the Education Code of the Republic of Moldova. The determination of the
workload for the activity takes place in accordance with the provisions of the Framework‐regulation
on the determination of the workload for scientific and didactic activity in higher education.
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The identification of elements specific to the external context of the university is complemented by
the analysis of its internal structures. The organisational subdivision, under whose responsibility
these activities are largely, is the human resource department, found in the institution’s
organization chart as a service, section, department (the generic term Department will be used). In
this regard, an analysis of the current profile of university staff is carried out in terms of:
- specifying academic components (faculties, departments/chairs, research centres),
identifying the relationships between them in the form of different flows, in particular human
ones;
- analysis of academic/research staff resources on each academic component identified, but
also totally per university (in relation to study programmes) depending on study level, age,
scientific performance, etc.;
- analysis of managerial levels according to the needs of the university and its components;
- assessment of the employability of the institution’s own graduates in various posts in its
organisation chart.
The information obtained creates the picture of possible competitive advantages or corrective
intervention areas specific to the university. This also includes a systematic comparative approach
to the dynamics of development specific to the external environment of the university.
Insurance with human resources
All categories of staff mentioned above are forecast and managed by the university on the basis of
the legal framework and the record of the teaching activity. On this basis, the function states shall
be drawn up and approved at the level of the institution’s top management.
Within the higher education institution, activities on staff provision are carried out on two
dimensions:

 The Human Resources Department has tasks with regard to the development of human
resources planning procedures based on labour law, the performance of all employment
formalities; the planning of the remuneration elements, according to the organisation chart
and positioning within it, the number of approved posts and the teaching functions
according to university rules.
 The academic department/chair, starting from the study plans, the study formations and the
workload, shall draw up the function states, in coordination with the subdivision responsible
for organizing the studies, which shall then be approved by the management of the
institution.
The determination of the workload for the university staff activities
The scientific‐teaching workload shall be established by the university senate on a differentiated
basis in accordance with the study plans and on the basis of its own methodology. Functions:
teaching, scientific and scientific‐teaching are filled in by competition in accordance with the
normative framework established by the Ministry of Education, Culture and Research, and the
number of posts is determined by the institution’s own methodology, which is approved by the
senate. The following particularities shall be identified in determining the workload:

 for teaching and scientific‐teaching staff in higher education the workload is determined by
the regulatory framework in the field of higher education;
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 the workload for other categories of staff in higher education shall be established in
accordance with the Labour Code.
The scheme for the employment of university staff, by establishing the number of teaching and
scientific‐teaching working hours, shall be drawn up and approved within the higher education
institution by the beginning of the academic year. In the staff states, teaching, scientific‐teaching
and scientific posts occupied or vacant are entered in hierarchical order. Depending on the
employment relationships established with the university, staff in higher education may be
employed: full‐time or part‐time.
By the methodology approved by the senate of the higher education institution, depending on the
profile and specialization, the activities specified and included in the scientific‐teaching workload
are quantified in conventional hours, within a time unit (usually week, semester, year of study). A
scientific‐teaching workload, performed part‐time constitutes, in total, 35 (astronomical) hours of
work per week.
The determination of the workload for scientific‐teaching activity is done based on the following
types:
I

Teaching activity

II

Methodical, scientific research and technological transfer activity

The teaching activity involves classroom and non‐classroom teaching activities, which can be
increased or reduced in order to carry out research, technological transfer, artistic creation, sports,
methodical activity, only on the basis of the methodology approved by the senate. Thus:
1.1 – The determination of the workload for classroom teaching activity
It is achieved taking into account the number of effective teaching working hours established at the
department/chair level. The number of teaching working hours, in turn, is determined according to
the number of students and how they are grouped into study formations. The number of hours for
the annual classroom teaching activity of each specific teacher shall be determined by the
department/chair on a differentiated basis, the differentiation shall be made according to whether
or not the teacher has a scientific/scientific‐teaching title. The classroom teaching activity during a
year of studies is reflected in course, seminar, laboratory activities, practical work, examination, and
consultation workload and other forms approved by the senate, and is calculated in conventional
hours.
1.2 – The determination of the workload for non‐classroom teaching activity
It is the second component of the teaching workload and includes the coordination of internships,
the management of didactic‐artistic/sports activities, the supervision of year projects/thesis,
bachelor’s/master’s thesis, the monitoring of individual student activity, assessment activities,
monitoring of students’ extracurricular educational activities and other activities provided for by
institutional regulations.
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Methodical, research, and technological transfer activity is a mandatory component of the scientific‐
teaching workload. In turn, each of the components has distinct significance, namely:
2.1 – Methodical activity
It includes the elaboration and editing of the following types: preparation for course teaching,
elaboration of course materials, didactic design of activities (including individual ones), curriculum
development, elaboration of methodical recommendations for students, elaboration of
methodologies and tests for assessment of academic results, chairing methodological seminars,
other activities provided for by institutional regulations.
2.2 – Research, technological transfer, artistic, literary, journalistic, sports creation activities
It shall be carried out within departments/chairs, laboratories and other own units and/or in
partnership with other institutions, economic agents or public authorities. They include: patenting
the results of the research; elaboration and editing of monographs, scientific proceedings;
completion of doctoral/postdoctoral thesis; making compositional, literary, fine arts, decorative or
design creations; performing in recitals or concerts as soloist, conductor, member of the artistic
group; the production of journalistic products; making shows and films; the achievement of central
roles in theatrical, film and/or television productions; participation in scientific projects and
coordination of scientific projects; participation in scientific conferences, exhibitions of plastic
artists, artistic festivals and sports competitions; other activities covered by the institutional
regulations.
Methodical, research, technological transfer, artistic creation, sports activity, included in the
scientific‐teaching workload, is quantified in conventional hours based on the methodology
approved by the senate of the higher education institution, according to profile and specialization.
In conclusion, we can specify that data and information on the forecast of staffing needs allow
universities to develop rational managerial decisions in relation to recruitment and selection
activity, avoiding its random or subjective conduct. The results obtained provide a great deal of
information for the skill inventories and also create the necessary basis for an integrated human
resource system and for their permanent diagnosis at institution level. An objective academic
planning process can act as a lever in attracting young graduates with teaching skills and real
scientific concerns. Thus, through university autonomy in regulating the field of forecast
management of staffing needs can be a strong option for the future of a career still in an
environment with many challenges.
As a result, the integration at the level of the higher education institution of all activities related to
human resource management requires careful analysis and planning by setting up a strategy for
harnessing human resources in line with other resources in order to achieve the efficient mission of
the higher education institution.
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2.3.3. Recruitment ‐ the basic activity of the staff insurance process. Selection of staff in higher
education institutions. Staff employment and integration
Recruitment of staff is the process of ensuring a sufficiently large number of qualified candidates
from which to select those who best suit the organisation’s requirements.
In higher education institutions this process is provided for in the Regulation on the employment in
teaching posts in higher education institutions, approved by Government Decision no. 854 of 21
September 2010 (hereinafter Regulation).
In order for the institution to achieve success it must solve a number of problems:

 Identification of qualifications or skills and the choice or selection of candidates that best
meet the requirements of new or vacant posts;
 Identifying and attracting competitive candidates using the most appropriate recruitment
methods, sources or environments;
 Compliance with the relevant legislation.
The recruitment of human resources refers to the confirmation of the need to employ staff, to some
changes in the staff employment situation, and to the actions taken to locate and identify potential
applicants and to attract competitive candidates capable of meeting the requirements of posts as
efficiently as possible. It may be permanent and systematic or can only be achieved when a
particular need arises. If recruitment is carried out continuously and systematically, the organisation
has the advantage of maintaining permanent contact with the labour market.
In higher education institutions the competition for the occupation of scientific‐teaching posts is
organized annually in accordance with the decision of the University Senate announcing the
Competition for the filling of vacant scientific‐teaching positions.
The recruitment needs of higher education institutions may be:
o strategic, as they meet long‐term requirements (creation of new posts, restructurings,
retrofits, etc.);
o may respond to temporary emergencies or conjuncture requirements (leaving the
organisation for various reasons, continuing studies, performing military service, illness,
etc.);
o spontaneous, when individuals turn to a particular organization;
o provoked, when the organisation wishes to take up a particular position.
Staff recruitment is also an important step in the employment process.
An important step in the recruitment process is to identify recruitment sources that may be internal
or external.
Internal recruitment involves providing vacancies to employees in the institution, who perceive
promotion as an important incentive. Internal sources of recruitment of staff shall be considered
as: current employees of the organisation, acquaintances and relatives of employees, developing
staff, redundant employees, persons who participated in recruitment in previous periods but who
were not employed.
Internal recruitment assumes the following advantages:
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o
o
o
o
o

the competence of the person occupying the post is well known;
recruitment is faster and at lower costs;
the time required for training is less because the candidate knows the organization;
the employee motivation for future promotions increases;
the chances for competent and serious employees leaving the organisation reduce,

but there are also disadvantages:
 a „propagation” effect of vacancies is created when promoting or transferring an
employee;
 favouritism may manifest itself;
 at a rapid pace of expansion of the organisation, the possibilities of filling posts from
among existing staff may be overcome;
 promotions could be made before the promoted one is ready for the new post;
 if all recruitments are made only from internal sources, we can witness a loss of
flexibility on the part of employees.
External recruitment is using sources outside the organization. External sources of recruitment of
staff are: graduates of educational institutions, specialised recruitment firms, labour offices, the
labour market, job fairs.
External recruitment also involves some advantages:
o the effect of „propagation” of the vacant post is avoided;
o new ideas and points of view are brought in;
o savings are made in the preparation costs, as ready‐prepared people are coming;
o people from the outside can be more objective,
but also disadvantages:
 because the external market is much wider and more difficult to investigate the costs
are higher for the organisation;
 assessments of those recruited are based on less secure sources;
 discourages permanent employees, as it reduces the chances of promotion.
We can also mention that a number of principles must be used in the proper development and
conduct of recruitment activity:
a) competence – the performance of work tasks, as well as the holding of: a level of intelligence,
a level of creativity, an ease of integration into working groups, etc.;
b) length of service / work experience – depending on this criterion the institution can recruit
young people, who can be modelled more easily and are more flexible or people with some
experience, who do not need additional training;
c) development potential of employees – it is good to be identified, as it is the key to a
prosperous development within the institution.
It is therefore necessary for the institution in the recruitment process to apply objective criteria and
principles and to avoid discrimination against potential candidates by sex, age, etc., as well as the
formulation of false or exaggerated conditions in the recruitment materials.
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Selection of staff in higher education institutions
The next step after recruitment is the selection of human resources, which aims to identify the most
suitable candidates for the vacancies.
The selection of human resources is the process by which the candidate who best corresponds to
the professional qualities of the vacancy is chosen according to criteria established in advance.
In other words, selection shall result in a sorting / shortlisting of candidates for a particular position,
based on an assessment which takes into account the professional training, skills and working
capacity of each candidate.
In higher education institutions, the selection process involves the sorting of the files submitted by
the teachers in the period immediately following the publication and the appearance of the
announcement on the conduct of the competition, which lasts 30 days.
According to the literature, the selection of human resources can be carried out by two methods:
1) The empirical method – is applied to lower or non‐managerial positions and is carried
out on the basis of recommendations, CVs, letters of presentation, the way candidates
present themselves in the discussions, etc.;
2) The scientific method – is applied for the selection of candidates for management posts
or for posts with a high degree of specialisation and involves the use of scientific criteria,
specific means or methods and techniques for evaluating candidates.
For teachers the selection shall be organised in accordance with the requirements of point 15 of the
Regulation, which provides that candidates in addition to the application for registration shall also
submit other documents, and if the committee accepts the applicant’s application, then the teacher
shall be obliged to give a lecture or 2 in front of the students, with the participation of the members
of the staff of the department, the faculty, the members of the Quality Commission and at least one
member of the Competition Commission.
The objective of each step is to accumulate as much relevant and useful information as possible.
Each stage of the selection process is eliminatory, i.e. after each stage some of the candidates are
rejected because they do not meet the requirements of the vacancy.
Candidates for posts declared vacant no later than 20 days after the expiry of the deadline for entry
to the competition shall present at the meeting of the department the report on the didactic‐
scientific activity of the last 5 years. At the meeting of the Chair, the presence of a member of the
Competition Commission and at least 2/3 of the members of the Chair shall be required. The
Chair/Department, by secret ballot, expresses its pro/con opinion for the person concerned to fill
the post. Only the basic teaching staff of the department participates in the voting process. The
minutes of the chair meeting and the candidates’ personal files shall be submitted to the
Competition Commission no later than 5 days after the chair meeting. The Competition Commission
shall examine the materials submitted by the Chair and, by open vote, shall decide whether or not
to recommend to the Senate the person concerned for election to the requested post. The
Commission may invite the person concerned to its meeting.
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Application for employment
It is a standard form drawn up by the institution and it differs from institution to institution,
depending on the information the employer wants to know about the candidate. The application
for employment must be short, concise and drawn up in a direct or specific style. In order to facilitate
the comparison, it is recommended that applications for employment provide the same type of
information in the same place. It is welcome for the institution to use several types of application
forms.
The application for employment is always accompanied by curriculum vitae, which is the starting
point in the selection process. In turn, any CV shall be presented together with the letter of
presentation or covering letter.
Decision of employment
It is made after the completion of the candidate selection process. Where the number of applicants
coincides with the number of vacancies, all persons shall be employed. But if the number of
candidates is less than the number of vacancies, then for the organization this recruitment and
selection process will prove a failure, because the whole activity has imposed a large consumption
of time and financial resources.
Staff employment and integration
The issue of employment is generally a legal one. The employment of any person must be in
accordance with the legislation in force in that field. The employment of any person must be done
by complying with labour law. According to the Labour Code of the Republic of Moldova,
employment is done by concluding an individual employment contract between the institution and
the employee.
Socio‐professional integration
It is the process of assimilating a person into the professional environment, adapting him or her to
the work and behaviour requirements of the collective in which he or she works, of adequacy of his
or her personality to that of the group.
Purpose of integration
It is to help new employees adapt as best and as quickly as possible to working conditions and
environment and to increase interpersonal acceptance, which aims to facilitate the entry of the new
employee into the working group in which they are to work.
This objective can be achieved through different means, of which:
- creating a favourable initial impression of the educational institution in which he/ she is to
work, on the basis of an appropriate integration programme.
- creating the optimal conditions for ensuring the interpersonal acceptance of the new
employee by all members of the collective (important is that the new employee is not limited
only to relations with the members of the profile department).
For rapid and effective integration, the new employee must receive both information on the subject
matter, the way of organisation, the place occupied in the socio‐economic context, the facilities
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provided to the staff, as well as information on the position occupied, and the subdivision to which
he / she belongs, the tasks, the components, the responsibilities, the working conditions, the
criteria for evaluating the results, the expected behaviour, the persons with whom he / she will
collaborate etc.
Knowing new employees takes time, and their integration will depend on a number of factors that
concern motivation, behaviour, interpersonal relationships, work performance. Theoretically the
process of integrating the new employee can be considered completed when he / she is able to
perform the tasks of the job he / she occupies correctly.
Professional integration
It is a post‐employment phase. During the integration period, new employees receive information
about the duties of the new post, their job, colleagues, bosses, subordinates and the organisation
in general. Professional integration has psychological, social, organizational and pedagogical
implications. It covers a number of objectives, the most important of which is to support new
candidates in familiarizing themselves with new working conditions, to facilitate the new
employee’s accommodation with the work group and to create an atmosphere of safety,
confidentiality and affiliation. Privacy and affiliate issues can materialise within an affective
integration programme. This will give the new employee self‐confidence.
Professional integration means not only helping the employee, but also observing him / her during
a longer period after employment, identifying his / her attitude, interests, aspirations, pace of
progress, reactions to different stimuli and participation in the achievement of the institution’s
objectives.
The training of new employees is carried out in such a way that they feel that they belong to the
organization and are useful to achieve the objectives. This can only be done if new employees are
entrusted with concrete tasks and if they are assigned precise objectives and newcomers feel the
need to be useful. Therefore managers and members of work groups (by departments/chair, non‐
teaching subdivisions) must be prepared to receive new employees. The information necessary for
new employees is grouped into three categories:
a) general information on the day‐to‐day activities of the institution and the work that the
employee is to carry out;
b) information about the history of the HEI, objectives, mission, strategy, policy of the
institution, etc.;
general information, preferably written, internal regulations, facilities of any kind enjoyed within
the institution.
2.3.4. Job description and assignment of tasks. Development and approval procedures
The job description is an important operational document, which details all the elements necessary
for an employee to be able to exercise the assigned post under normal conditions. The job
description is a guide in which the employee is given a detailed description of the job in terms of the
responsibilities they must assume at the level of the organization. Although it is an annex to the
individual employment contract, the job description is equally important. The elements to be
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included are: job name, individual objectives, tasks, authority, responsibilities, relations with other
posts, specific requirements relating to the qualities, knowledge, aptitudes, skills necessary to
achieve the individual objectives laid down for that post.
The following basic rules shall be taken into account when drawing up the job description: (a)
agreeing the objectives, tasks, authority and responsibilities of the post with the psycho‐social and
human qualities of the job holder; (b) setting objectives and tasks to incentivise the holder of the
post to improve his / her training and, in this way, to increase his / her contribution to the
achievement of the institution’s objectives; (c) the use of clear language in the drafting of the job
description which the holder of the post can understand; (d) the job description shall be drafted by
the head of the department concerned, on the basis of the main elements contained in the rules of
organisation and operation for that organisational subdivision and in consultation with the holder
of the post.
It follows that the job description mirrors the up‐to‐date situation of the details of the organisational
structure. All this highlights the two major roles of the job description, namely: (a) an organisational
document indispensable to each employee, to which he / she provides the information necessary
to carry out effective work; b) support for the assessment of the employer’s work and behaviour.
Most of the time, the staff in the human resource department drafts the job description. They not
only draft it and are aware of all the legislative changes, but they also keep it.
But it is not excluded that the manager is involved in drafting the job description, especially when
talking about a new position. The direct manager knows best what the future employee is going to
do and exactly what his or her activities are.
Last but not least, the representatives of the top management approve the job description, but also
have the final decision on the recruitment of candidates.
Current employees may also be involved in the drafting of the job description. For example, when
it is appropriate to review or enrich it with new tasks or even when the job description is drawn up
from scratch. Often the employees who already occupy this role are those who know best the real,
concrete data about the tasks and activities they perform.
2.3.5. Diagnosing efficiency in staff management. Efficiency of staff activities in the context of
university autonomy
In the process of developing a knowledge‐based society, universities are undergoing profound
changes, facing intense competition for resources, students and prestige.
The coherence of the entire higher education system and university autonomy are determined by
the increase in synergy of the component elements, including:
- accelerated decentralisation of specific university processes and activities
- increased accountability of university management in the decision‐making process with
regard to the institution
- monitoring of higher education institutions in a flexible but demanding manner.
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Given that the performance of universities is decisively conditional on human resources, they
become an essential source in ensuring and increasing quality. The given context determines the
need for the use of tools, which would allow a thorough analysis of the state of human resources
within the university. Diagnosis (diagnostic analysis) can be used for this purpose.
Diagnostic analysis is a systemic way of rendering an overall image of the organization, analyzed
from a managerial point of view, being a way of evaluating the activity carried out in a given context.
Diagnosis investigates all the managerial aspects of an organisation (in the given case of a higher
education institution), its content having a complex structure, which aims at synthetic study of all
the areas of activity of the institution, as well as the interconnections between these areas.
The purpose of the diagnosis is a functional description of the evolution and possible trends in the
activities of the institution, which can be carried out in a preventive or curative manner. The
objectives of a diagnosis relate to:
- analysis of the correlation of operation and management with the objectives;
- identification of non‐conformities and all causes;
- proposal of an action plan to improve the situation.
For the purpose of carrying out a rigorous diagnosis, the university may use both quantitative and
qualitative criteria. Quantitative criteria may include: number of students enrolled, level of income
from research activities, level of staff fluctuation, etc. In the case of qualitative criteria they can
include: the image and reputation of the university in the market of educational services, the success
of graduates in the labour market, etc.
The typology of the diagnosis can be illustrated according to several criteria, some of which (relevant
to the study in question) are summarised in the table below:
Table 2.2 – Typology of diagnostic analysis
CRITERIA
Areas of coverage
Time periods

TYPES OF DIAGNOSIS
the whole institution
short‐term

Purpose

separate subdivision/resource

medium term

deficiencies

Time periods
advantages

By virtue of the field under investigation, the subsequent detail will refer to the diagnosis for a
separate subdivision/resource (also called partly), in the case of human resources, for a period of
time depending on the needs of the institution. As regards the purpose, in order to formulate
relevant recommendations for the work of the university, it is advisable to make an analysis of both
its strengths and vulnerabilities. Moreover, it can be seen that by addressing weaknesses, the
institution comes to take advantage of its strengths.
Stages of diagnostic analysis
Several steps are taken in carrying out the diagnostic analysis, namely:
I

Defining objectives and collecting data
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II

Analysis and interpretation of data

The development of an improvement plan involves the formulation of future actions with regard to:
- identification of the mode of intervention
- establishing a programme of future actions
- estimation of the forecast budget of the action and the resources used.
On the basis of a thorough analysis, it is important to establish actions to correct identified
weaknesses. They will allow the overcoming of shortcomings and the improvement of the situation.
For strengths, it is recommended to implement actions, which would allow for an increase in their
favourable impact, and in some cases even to remedy the weaknesses.
Areas specific to human resource diagnosis
The diagnostic analysis with regard to university staff can be carried out according to any of the
areas considered relevant to the institution, but, based on the specifics of the HEI system, some of
these will be specified:

 The management area of all HR is probably relevant to any of the institutions, given that it
involves an overall analysis of the activities with regard to university staff and allows for an
overall picture of the state of human resources regarding:
1) staff insurance process: planning, recruiting and selecting it;
2) activities related to staff retention: integration of new employees, reward system,
working conditions;
3) staff development: performance evaluation, training programmes, career management.
The basic purpose of the diagnosis of this field is fully correlated with the objectives of the human
resource department. It takes into account the way in which human resources are structured within
the institution, the correct and timely record of staff, the analysis of the elements of stability, the
presence of employees at work, the leaves approved by management, eventual resignations or
dismissals.
The field of human resource development represents a smaller one as a scope compared to the
previous one. Given that each HEI operates in an extremely dynamic environment, and to meet all
the challenges, it needs adequate staff. The institution’s efforts in this regard must be accurately
monitored, and in particular the results of those efforts, in order to be able to identify good practices
with regard to:
- success of continuing professional training programmes
- individual and organisational career development
- performance assessment and analysis of the degree of motivation.
The diagnosis of this field aims to analyze the effective training, the skills of the employee and the
development of their career, using both internal and external resources of the institution. This
category also includes a number of measurements on knowledge accumulation, training needs and
methods for identifying potential employees. With regard to benefits consideration is given to the
application of specific systems for the fair and transparent award of rewards. We also find activities
such as succession planning, leadership development.
Course support
2020, V01‐r1

www.mhelm.utm.md

II – 133

LEADERSHIP AND MANAGEMENT – Professional training program

 The field of labour relations includes compliance with the provisions of labour law in the
following areas:
1) occupational health and safety policies;
2) protection programmes;
3) analysis and resolution of conflict situations;
4) respect for employees’ rights and obligations.
The diagnosis of labour relations analyses policies and procedures regarding relations between
employees within an institution. This category focuses on improving communication and good
interrelationship, with a view to ensuring functional and efficient management that contributes to
the strengthening of staff teams. Another element of it is the establishment of a new organisational
culture or the change of the existing one, adaptability and reactions to change. Consideration shall
also be given to ensuring the legal conditions and responsibilities of fair treatment for all employees,
as well as actions prior to the fulfilment of those conditions. It is therefore necessary to ensure an
optimal level of involvement and responsibility in the application of labour protection rules. Security
also involves the protection of documents relating to human resources, information and facilities
provided to employees.
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2.4.

Performance management. Motivation and stimulation of staff in higher education
institutions in the Republic of Moldova
(2 training activities + 1 round table = 6 hours)

Learning outcomes:
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
key concepts of performance management;
criteria for assessing the performance of human resources in the HEI;
forms of expression of performance;
factors leading to lack of performance;
methods of assessing academic staff.
Application
determine the performance criteria for academic staff;
analyze various ways of assessing academic staff;
establish the assessment process;
select the persons who will carry out the assessment;
determine the forms of motivation of academic staff to boost performance.
Integration
argue the need to apply effective performance management at the level of the institution and
higher education system;
assess the criteria for determining performance;
develop regulations to assess the performance of academic staff.
2.4.1. Determination of quantitative and qualitative performance indicators (criteria), specific
for HEIs. Low performance management
Staff management requires a continuous and effective improvement of the work of human
resources in order to unanimously meet all the objectives of the institution. In order to achieve
organisational success, the importance attributed to staff management directly implies the
presence of a complex system of activities:
- performance assessment at all hierarchical levels,
- stimulation and reward based on the results achieved by the employees.
One of the basic factors in achieving social and professional success in any activity is the person,
(personality). There is no doubt that individual and organisational personality, competence,
intelligence and performance will propose unanimously recognised modelling and redoubtable
tools that will ensure the development of a higher education institution.
By determining the importance and definition of the term “performance”, being a basic and
essential component of performance management, which can play a key role in ensuring the
necessary conditions for the conduct of an integrated and coherent range of staff management
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processes, which support each other and contribute as a whole and together to improve
organisational effectiveness.
Hierarchical levels of performance management (within the organisation):
III

Individual hierarchical level

IV

Operational hierarchical level

V

Strategic hierarchical level

The term of performance can be used at different hierarchical levels of the higher education
institution: the individual, operational and strategic one, in order to achieve the overall successes
and/or results of the higher education institution, (such as in sport), or why not compare a scientific
reference or result to a colleague, team or organisation. Next we will systematize performance
management at all hierarchical levels of an organization; individual, operational and strategic.
Individual performance represents the level of results obtained by the teacher (university assistant,
university lecturer, senior university lecturer, associate professor, university professor), both in
quantitative and qualitative relation based on the performance and performance of the tasks set
out in the individual plan. The assessment of the individual performance of teachers is the process
of measuring and assessing the degree achieved by the level of performance in relation to the
obligations provided for in the individual plan and the assessment criteria established.
If we talk about performance management at the operational hierarchical level, then this activity is
attributed to the management of operations, because it aims to achieve the objectives and goals of
departments, sections or a team. In 1911 Frederick Taylor published one of his most important
works, entitled: “Principles of Scientific Management”, which was based on the concept of the
“scientific” improvement method of economic efficiency and labour productivity, proposing a
performance‐based salary system. The method devised by the author was based on the analysis of
existing working methods through observation and measurement of the work of each individual
employee.
The forms of expression of performance and the factors leading to a lack of performance within an
organisation are shown in Figure 2.1.
Similarly, performance management at the strategic hierarchical level, expressed by the Romanian
author Valentina Naescu, identifies that – “performance management is the sum of strategic
interventions that influence the long‐term activity of the organization, leading to improvements in
economic results. We are actually talking about a set of actions specifically designed to improve the
results of employees, departments and the whole company”.
A similar characterization of the importance of performance management at the strategic
hierarchical level is expressed by the French emeritus professor Michel Lebas who – “Characterizes
performance as having an impact in the future, a successful business is the one that achieves its
defined objectives. Thus, performance is about both capability and the future”.
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Lack of performance
within an
organization

• Staff fluctuation
• Discipline in activity
• Absenteeism

• Productivity
Achieving
performance within
an organization

• Loyalty
• Motivation
• Innovation

Figure 2.1 – Factors leading to lack of performance
The elaboration and publication of international and national rankings (ratings) of higher education
institutions and organisations from different areas, including research ones, has become a fairly
common phenomenon. The emergence of these rankings is directly determined by the increase in
competition in the academic and educational services market, a phenomenon directly driven by the
needs and demands of consumers of these services to make a comparison between the quality of
education and research in different institutions. The nominated phenomenon was facilitated by the
launch of technologies capable of obtaining and processing a large amount of scientometric
information.
Why it would be appropriate to carry out rankings and especially in the higher education system,
the answer is given in a survey conducted by Magenta Consulting during 2015. The survey was
conducted on a sample of more than a thousand people, with a margin of error of 3%. Regarding
the given study, obtaining higher education is the number one priority for most young Moldovans.
That is, nine out of ten participants in the survey believe that first, in life, you must obtain a
specialisation of at least Cycle I bachelor’s degree level and then employ in the work force. Each
third young person believes that the next step would be to develop a career and achieve
professional performance as advanced as possible. The share of this indicator is largely attributed
to men.
On the other hand, women consider that after completing their studies and obtaining a job as
acceptable as possible, it would be a necessity and an objective to start a family, instead, this priority
for men is ranked only in the fourth place. The next goal would be to buy a house. Only after
achieving all these goals listed above would the younger generation choose to bring a child into the
world. In general, virtually all rankings are made on the basis of a range of basic criteria, however
each institution carrying out an independent classification determines the quota and size assigned
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for each criterion, country, area, type of institutions, selected areas, number of publications,
number of employees and/or students, economic and financial aspect, and so on, these selective
criteria. International and national rankings of institutions in different spheres, in particular higher
education, have become a tool in the competition to attract as many students, funds and
cooperation partners as possible.
Table 2.3 – Methodology for classifying an institutional
rating
CRITERION

A SHORT DESCRIPTION OF THE CRITERION

Educational activities of
the institution

Assessment of the number of students from all cycles (bachelor’s,
master’s degree). Estimating the number of teachers working full‐time,
on a workload. Assessment of the level of qualification of the teaching
staff (QTS). Evaluation of study programmes. Assessment of the quality
of candidates to studies. Assessment of consumption per student.
Assessment of the institution’s capacity to supply with the resources
necessary to carry out the educational process, including the technical‐
material basis. Assessment of the level of organisation and conduct of
the educational process. Public opinion.

Scientific and research
activities of the
institution

Effectiveness of doctoral and post‐doctoral studies. Evaluation of
educational programmes regarding the training of specialists for
research and scientific activities. Assessment of supply capacity with
resources, materials and a technical‐material basis necessary to carry
out a complex process of training and research. Assessment of the level
of performance and organisation of the research process. QTS
estimates regarding achievements in the field. Public opinion.

The social‐cultural
activities of the
institution

Evaluation of educational programmes on social and humanities
disciplines. Evaluation of activities relating to the supply of a technical‐
material basis necessary for a logistic chain of a socio‐cultural nature.
The presence of the institution internally or externally. Public opinion.

Activities relating to the
international relations
of the institution

Evaluation of academic performance through mobility of students,
teachers, researchers. Evaluation of educational programmes for non‐
residents. Assessment of the institution’s international rating.
Assessing the impact of education and research in external markets,
soft power. Actual estimates of the amount of funds attracted from
international activities. Public opinion on the process of
internationalisation of the institution.

Branding of the
institution

Age of the institution. The mission of the institution, the development
strategy. Graduate performance, institutional achievements in the
process of selecting elites at local and international level. Public
opinion.

Public opinion on
institutional activities

Stakeholders’ opinion on institutional activities:
- representatives of the academic community;
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CRITERION

A SHORT DESCRIPTION OF THE CRITERION
- representatives of organisations in different fields and potential
employers;
- representatives of the business environment.

The QS ranking has some similarities to the previous rankings, but places greater emphasis on
citations, the university’s position in the national rankings and the reputation in the polls (Table 2.4).
However, a detailed description of how the surveys are conducted is not given on the official
website. Like the previous classification, QS does not include institutions that do not have students,
because the stated purpose of the ranking is to help students make comparisons between
international study options. The ranking of more than 800 universities is published annually, for the
first 400 individual positions are indicated, then the institutions are grouped by 10 to 500, 50 to 700
and the rest in the group exceeding the position700.
Table 2.4 – Indicators used for Times Higher Education
World University Ranking and Quacquarelli Symonds
World University Ranking
Indicators in THE
Teaching: learning environment
with 5 indicators
Research: volume, income and
reputation, with 3 indicators

Share,
%

Citare: influența cercetării, un
indicator
Quote: influence of research, an
indicator

30

Academic reputation, as
measured by a global teacher
survey

40

30

Employer reputation, as
measured by a global employee
survey

10

30

Revenue‐industry: innovation, an
indicator

2,5

International perspective: staff,
students, research, 3 indicators

7,5

Share of teachers from other countries

Share,
%

Indicators in QS

Quotes per teacher, according to
Scopus

The students and teachers ratio
Share of students from other
countries

20

20
5

5

The evaluation of teaching and scientific staff can be carried out on the basis of the following basic
areas of activity:
- didactic‐methodical;
- scientific research
- the impact of the teaching/scientific staff on the development of the HE where they carry out
their research,
- academic,
- scientific.
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The assessment criteria assess the professional abilities and skills required/behavioural
characteristics of the employee to perform the basic and additional tasks. The assessment of the
employee’s contribution to the achievement of the results shall be made on the basis of the
following general evaluation criteria:
- knowledge and experience;
- complexity, creativity and diversity of activities;
- conceptualisation and accountability, including decision‐making;
- management, coordination and supervision (additional for management functions);
- communication;
- volume, quality and efficiency of the tasks performed.
Table 2.4 – Indicators used for The Center for World
University Rankings
Share,
%

CWUR INDICATORS
Quality of education, measured by the number of university graduates who have
been awarded, internationally awarded with multiple and superior distinctions,
awards and medals compared to the size of the university

25

Employment, as measured by the number of university graduates who have held
senior positions (director general) in the world’s top companies compared to the
size of the university

25

Faculty quality, measured by the number of teachers who have been awarded,
international medalists with multiple and superior distinctions, awards and medals

25

Publications, measured by the number of scientific articles appearing in various
world‐renowned journals

5

Influence, measured by the number of scientific articles that appear in various
world‐renowned journals

5

Quotes, measured by the number of highly quoted scientific articles

5

Impact factor, measured by the university’s h‐index

5

Patents, measured by the number of international patents

5

Where appropriate, depending on the specific nature of the work carried out and the specific tasks
of certain subdivisions/functions, additional evaluation criteria may be established by the
institution’s internal regulatory act or some of the listed criteria which are not relevant to the
specific activities carried out may be substituted.
The institution shall draw up the levels of manifestation of each criterion (4 for each criterion),
according to the category of staff to which the assessed person belongs (management function,
execution function, auxiliary staff, etc.), based on the indicators described.
On the basis of those criteria, the evaluator shall give marks from 1 (representing the minimum
level) to 4 (representing the maximum level), without tenths, the mark expressing an assessment of
the level of manifestation of each criterion provided for in the employee’s evaluation sheet. The
final evaluation score is the arithmetic mean of the marks awarded for each criterion.
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The evaluator and the evaluated person may attach documents/materials relevant to the evaluation
process and results to the evaluation sheet.
2.4.2. Determining the forms of motivation of human resources in HEIs (material and moral)
The decisive role of higher education institutions in the training of highly qualified specialists is
undeniable in a well‐developed modern society with a knowledge‐based economy.
The competitiveness of a higher education institution is accentuated by its competent human
resource, which operates in a climate conducive to value professional development. The UNESCO
Recommendation on the status of teachers in higher education institutions (11.11.1997) recognises
the decisive role of teachers in these institutions in improving higher education and their
contribution to the development of humanity and modern society, tending to ensure that teaching
staff in higher education institutions enjoy the status corresponding to their role.
In order to maintain the valuable human resource in the institution, universities develop policies
and regulations to motivate staff. Motivation is the process of stimulating employees to carry out
the activities that lead to the realization of the institution’s mission; is what drives human resources
to be better performing and interested in the process of achieving the institution’s objectives and
has a double connotation, as follows:
- spiritual, moral motivation, which refers in principle to meeting needs and aspirations of a
spiritual nature, focusing on the system of values, attitude and behaviour of employees.
- economic motivation – achieved by classical means, which also aim to satisfy the economic
aspirations and expectations of employees.
National legislation specific to the higher education system does not contain express rules on staff
motivation. Article 11 of the Labour Code of the Republic of Moldova establishes that the minimum
level of labour rights and guarantees for employees is established by the Labour Code and other
normative acts containing rules of labour law, and by individual employment contracts, collective
agreements and collective agreements may be established for employees additional rights and
guarantees to those provided for by the Labour Code and other normative acts. At the same time,
the implementation of non‐discriminatory, performance‐oriented staff policies strengthens the
motivation and commitment of employees.
The following mechanisms can be applied for the moral motivation of employees in higher
education institutions:
- the award of merit diplomas for prodigious activity and on the occasion of jubilee dates and
professional holidays;
- the award of honorary titles, established in accordance with institutional regulations;
- appropriate working conditions;
- organizing activities to increase team cohesion/team‐building in the institution;
- regular discussions on the institution’s work and development plans;
- the creation of rest/relaxation spaces;
- offering badges, clothing, office supplies with the application of corporate symbolism of the
higher education institution;
- training and professional development opportunities, etc.
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The economic motivation of employees in higher education institutions is achieved by applying the
following mechanisms:
- motivation for performance by applying additions to salaries;
- allowances for compliance with the specific terms of the individual employment contract
(confidentiality clause, for compensation for transport costs, which are granted to employees
whose work activity requires travel during the working day);
- insurance with work telephone;
- insurance with work transport;
- compensation for the costs incurred in the delegation of employees.
The motivation of performance by applying additions to salaries is provided for by the GD 1234/2018
and takes place in the following forms:
(a)

Additional payment for performance
- shall be allocated annually up to 10% of the annual amount of basic salaries at institution level
and shall be paid on the basis of the Internal Regulation, approved by the CISD and the Senate
of the higher education institution
- the limitation of the performance addition at employee level is regulated by the internal
regulatory act (order establishing the performance addition).

(b)

Additional payment with specific character
- shall be granted in relation to the specific conditions of activity, in order to compensate for
the effort made or the risk taken, for the time worked under those conditions.
- the mechanism for granting specific increases shall be governed by the institution’s internal
administrative act, approved on the basis of the decisions of the Senate and the Council for
Institutional Strategic Development of the higher education institution. The means necessary
for the granting of specific additional payments shall be planned annually by the institutions
according to the financial resources available.

(c)

Salary addition for individual professional performance at work
- is stimulating and is based on the quality of work, employee input and professionalism,
objectivity and impartiality and is determined and paid according to the level of achievement
of the performance indicators. We consider it appropriate for higher education institutions to
set their own performance indicators for employees, taking into account institutional
indicators, which contribute to increasing the quality of academic supply. Such indicators
could be by way of example, articles published in the reference year in ISI journals listed in the
Thomson Reuters (Citation Journal Reports) database with an impact factor of 0.5 or more,
scientific papers indexed in Web of Science databases in sources without IF or Scopus
(magazine articles, conference papers; books or chapters in the book , citations in Google
Scholar, etc. Each institution is entitled to identify its indicators from its own quality policies
and the objectives outlined. Achieving performance indicators increases the visibility of the
institution and contributes to favorable positioning in various national and international
rankings.
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2.5.

Professional development of staff in higher education institutions in the Republic of
Moldova
(4 training activities + 1 master class = 10 hours)

Learning outcomes:
At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
stages and principles of the professional development process of staff in higher education
institutions.
Application
identify professional development needs at organisational, occupational and individual level by
applying various assessment tools;
plan and monitor the professional development activities of staff in higher education institutions.
Integration
design the professional development strategy for staff in higher education institutions.
2.5.1. Factors of change and professional development of staff in HEIs. Principles of the
professional development process of staff in HEIs. The staff development cycle in HEI
The importance of training and professional development has increased considerably due to the
pace at which change takes place in contemporary society, between the two phenomena there is a
very strong inter‐conditioning relationship. The forces that provoke change and put pressure on
firms towards training and professional development are:
o Globalization of the competition.
o Major changes in technology.
o Moral wear and tear of knowledge.
o Major changes in the workforce.
Principles of the professional development process of staff in the HEI
The process of continuous professional development in the HEI is organised and carried out on the
basis of the following principles:
- observance of the employee’s right to professional development – every employee must be
provided with equal opportunities for training, at home and abroad, without any
discrimination on grounds of sex, age, nationality, political option, confession, health, etc.;
- obligation of professional development – each employee must be aware of the need to update
their own knowledge and skills, to maintain through continuous professional training their
experience and qualification at the level necessary for the efficient performance of their
duties;
- orientation towards training needs – training programmes must necessarily be geared
towards meeting individual, group (subdivision) and organisational development needs (at
institution level);
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The Regulation on continuous adult training, approved by GD no. 193 of 24.03.20178 specifies the
following principles on which continuous adult training is based.
- ensuring the predictability and continuity in the training‐development of the human
personality;
- adapting professional training programmes to the requirements of an ever‐developing
society;
- preparation of personality in order to adapt optimally to the conditions of rapid change of the
education system;
- mobilising and capitalising on all information media available within institutional and non‐
institutional limits;
- professionalism.
Staff development cycle in the HEI
The consequences of a training and professional development approach being particularly
important, as well as the costs and the time interval it may extend on, the question arises of the
systematic approach to training and professional development activity. Since it is important to
provide a continuous nature to the professional development activities of the staf in the HEIf, it is
necessary to address them in a structured manner, according to the staff development cycle,
presented below:
I

Identification of development needs

In order for the financial, human and time resources invested in the implementation of professional
training programmes to bring benefit, real training needs must be identified very precisely.
Depending on these needs, the objectives of the training will be defined and the contents of the
training programmes will be constructed. There are several ways to identify actual training needs
starting with:
(a)

The strategic objectives of the institution clearly defined by the management team are the
first benchmarks of identifying training/professional development needs.

(b)

The main problems or weaknesses/dysfunctions of the institution, identified by the employees,
often refer to urgent professional training/development needs. Using the questionnaire
technique, an analysis of the socio‐professional climate can be carried out which highlights
the main problems existing in the institution based on the opinions of employees at different
hierarchical levels. Analysis of opinions collected by the questionnaire may lead to the
identification of formative solutions.

(c)

The analysis of job‐specific professional requirements may define other categories of
formative needs. Following the job analysis, the professional competences ignored by the
current employees but identified by the analyst as important for carrying out a performance
activity can be identified. Similarly, by formulating questions in a training needs questionnaire,
the staff of the institution can be asked about the problems that arise in their work, about the

8
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changes they would introduce in order to increase efficiency, about the new professional
skills/competences they would like to have, etc.
(d)

Analyzing the existing performance differences between different categories of employees
may be another starting point for defining professional development needs. By analyzing the
performance of a large group of employees and identifying skills or competences that
differentiate those who achieve high performance from those who perform poorly, we can
identify new directions of training. This procedure involves the professional evaluation of the
staff concerned (skills, competences, training line, previous experience, motivations,
attitudes, etc.) in parallel with the ranking of the same employees according to professional
performance.
II

Planning development activities

In accordance with the needs identified at the previous stage, the institutional subdivision
responsible for the continuous training of HEI staff shall draw up the Annual Professional
Development Plan which includes the names of professional development activities, type and forms
of training, duration, deadlines for implementation, categories of participants, responsibles and
other elements of a training plan.
In relation to trainers, both internal and external trainers may be involved. By appealing to in‐house
trainers, it is possible to set up a training programme, based on the competences and level of
expertise of the trainers rather than on the concrete objectives, as they cannot have a too wide
range of competences (external trainers can be chosen according to their expertise in a narrow
field). In addition, the effectiveness of the training programme can be discussed in other terms with
external trainers (in contractual, measurable terms) compared to internal trainers (usually paid with
a fixed salary). The resulting training programme is an official document governing the conduct of
theoretical courses and practical applications, their duration and content, the methods used, the
materials offered to learners, the forms of assessment and verification of the extent to which the
objectives of professional training have been achieved.
In the development of training programmes it is recommended to observe certain principles:
a) priority will have the training of skills, practical competences;
b) the theoretical knowledge provided in the course of the training must be closely related to
the practical side of the programme;
c) the content of the courses/applications must be compatible with the requirements of
modern technologies, not exceeded;
d) the contents and methods must take into account the level of learners (as long as they do
not conflict with the objectives of the training);
e) during training, trainees shall make applications, produce, experiment;
f) in addition to checking the level of assimilation of information, proof of skills training,
practical competences will be carried out by means of actual work/task achievement tests.
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III

Implementation of the training programme

The management of the institution must ensure all the necessary conditions for the implementation
of the training programme under optimal conditions: spacious, bright classrooms; sufficient
teaching materials, reasonable training hours, etc. It is preferable that training courses be scheduled
during the morning, in the first days of the week with the temporary release of learners from
professional responsibilities. Another option would be that of weekend internships
(Saturday/Sunday) but no more than three weekends per month. A good idea is that, in parallel with
the formative sequences, employees are encouraged to apply in their concrete work what they have
learned in training courses.
The success of a training programme may also be conditional on the quick feedback that learners
can provide, possible feedback only if they check the usefulness of information and skills or
problems that may arise in the current professional activity.
IV

Assessment of the outcome of development activities

The impact assessment of training programmes is unanimously recognised as being particularly
important. Reality, however, shows us that the impact of a formative programme is difficult to
assess. The simplest scheme for assessing the impact of a training/professional development
programme is the one described by M. D. Carolan in 1993:
(a)

Reaction assessment – aims to evaluate how learners assess their experience with the training
course, their opinion of the topic, content, usefulness of applications, lecturers’ attire and
talent, training conditions, etc. This is an immediate assessment, without guaranteeing that
the information or skills acquired during the training period will be applied and will lead to an
increase in professional performance.

(b)

Learning assessment – refers to testing learners to see to what extent the formative objectives
have been achieved. This evaluation will be carried out at the end of the training programme
using docimological (knowledge) questionnaires and/or application samples specific to the
field and objectives of the training programme. The aim is to measure the degree to which
learners have acquired the knowledge, abilities or skills envisaged in the programme.

(c)

Behaviour assessment – consists of assessing the extent to which the knowledge and skills
acquired under the programme are applied in the workplace. The objective of each training
programme is not only to provide information and to train skills but also to form attitudes and
influence behaviours. Reality shows that employees rarely actually apply acquired information
or newly formed skills in their current activity.

2.5.2. Elaboration of the staff training strategy in HEIs. Tools for identifying the professional
development needs of staff in HEIs
Starting from the established ways of analysing human resources, the approach of the university
career through the academic professional profile of the university teacher focuses on the idea of
performance, competitiveness and student‐centering. This determines the need to redefine the
dimensions of the professional status, namely the characteristics, roles and competences, which are
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the foundations of the training system. Thus, the professional development of university staff, from
the perspective of lifelong learning, can be approached as an evolutionary and motivating
development of the career in the idea of achievement in fullness of academics, both academic and
non‐academic staff. This determines not only the development of the institution, in particular, but
also of the whole community in general. Through its institutional dimension, investment in the
continuous development of academics serves as a guarantee for the competitiveness and
performance of universities.
The training system for academics, in particular teaching staff, can be oriented according to the
summary strategic dimensions specified in the following elements:
 the development of competences specific to university teaching staff through a systemic
approach to initial training, taking into account the professionalisation of the university
teaching career;
 adapting the certification system to recruitment and selection arrangements, and
professional promotion, thereby ensuring consistency at the beginning of the university
teaching career;
 balancing the roles and components specific to the university career by restructuring the
system of evolution in the teaching career in various roles: expert role, didactic role, research
role, educational role, community role, professional development role;
 exploiting the formative and recognition valences of both formal and non‐formal/informal
competences, making the specific mechanisms for progress in the university career more
efficient.
Taking into account the fact that the budget of a HEI is generally limited and the training needs are
multiple, there is a need to set certain priorities. The strategic approach recommends identifying
the answer to a number of questions:
WHERE – it is intended to reach and what would be the elements on which to focus the efforts. The
answer to this question must also identify the need for those efforts.
WHAT – competences and resources are available to carry out the staff development strategy. This
response will reveal not only the existence of financial means, but also material (spaces, necessary
means) and human resources (the existence of trainers within the institution).
HOW – the available capabilities would allow achieving the destination desired to be reached. The
answer will highlight the planning of efficient use of available resources, in other words: maximum
effect with minimal effort.
Success in the professional development approach of the staff of the HEI can be expressed by
identifying the specifics of the university activity in relation to the teaching functions, the correlation
determined by the level of knowledge, skills and competences used in the performance of the duties
and responsibilities of the function. In order for the preparation efforts to result in expected results,
careful planning and coordination of the process is necessary. This is done by identifying and
implementing the development strategy of university staff.
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In defining the typology of strategies applied for this purpose, three criteria for grouping them can
be identified, namely:
I

Generic strategies in the human resources field – represented by strategies that have
as their starting point the strategy of the institution. Depending on this, the following
alternatives may be applied:

(a)

Investment‐oriented staffing strategy – starts from investment decisions within the
institution. In the future development of the university, staff becomes themselves or
investment element. The staff development component is contained in the institution’s HR
strategic plans.

(b)

Value‐oriented staffing strategy – mainly focuses on respecting the interests, wishes or
aspirations of the institution’s staff while making appropriate use of its potential. This strategy
is also determined by the reputation of the university. Professional development programmes
are dependent on the management culture and traditions of the institution.

(c)

Resource‐oriented staffing strategy – refers to the considerable influence of the staff
insurance process by the content of the institution’s strategy in general, and the staffing
operation (compartment) actively contributes to its development and implementation. In this
way, human resources issues are already included or considered in the formulation of the
university’s strategy, and the aspect of professional development focuses on relational
architecture – the way in which it is communicated, interacted, made decisions both within
the university and in relation to other organisations and institutions.
II

Strategies based on employee development effort – refers to strategies that start
from the budget allocated by the institution for training activities of university staff.
The following alternatives shall be identified according to this:

(a)

Conciliation strategy – involves allocating a small level of expenditure for the development
activities of university staff, which has the priority of preventing possible social conflicts.

(b)

Survival strategy – refers to the establishment at institution level of a special fund for
expenditure on the development activities of university staff.

(c)

Jumping strategy – includes allocating large amounts for staff development, but these are of
an occasional nature.

(d)

Investment strategy – involves the continuous allocation of large sums for the development
of the institution’s human potential.
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III

Strategies based on the individual career stage of employees – determined by
strategies established according to the professional course and path. According to this
approach, the following alternatives may be applied:

(a)

Socialization strategy – refers to the integration of new employees into the organizational
culture of the university.

(b)

Specialisation strategy – involves the development of those competences of university staff
which are specific to the position on which they are assigned.

(c)

Development strategy – carried out in two ways: the horizontal development of employees
through their rotation by posts (cases where possible) or the extension of their scope of
responsibilities and duties; the vertical development – promotion, which involves moving to a
higher hierarchical level than the current one, also involving a greater sphere of
responsibilities.

(d)

Value strategy – includes the achievement of staff development by harnessing the
competences and experience of university employees established as mentors for other
members (the usefulness of this strategy is evident, in particular, in the case of young
teachers, who do not yet have sufficient experience in the field).

Strategies determined by SWOT analysis
In order to identify optimal strategies, taking into account both the university’s strengths and
weaknesses, as well as the opportunities and threats of the environment in which the university
operates, the matrix can be developed in which to highlight possible areas of interdependence
between the four components. It is the strategic analysis model known by the acronym SWOT. It,
having a wide applicability, can be used in identifying strategic solutions for a number of problems
with regard to the development of university staff with regard to:

 The extent to which the university’s strengths allow opportunities to be exploited (identified
in the external environment) in establishing attractive (advantage) strategies for the
development process of university staff. In the professional development of employees, the
university identifies the opportunities for which it has resources and will direct them
accordingly. It is possible to identify the need to first transform weaknesses into strengths
and only subsequently apply advantage strategies, which implies solving the problem from
a different perspective, as set out in the following statement.
 The extent to which the university’s weaknesses can create vulnerabilities or obstacles in
harnessing staff development opportunities. It is, in fact, necessary to identify which of those
weaknesses should be remedied as well as the assessment of the effort in this respect. These
are also called strategies for overcoming weaknesses.
 The extent to which the use of the university’s strengths is directed to reduce vulnerability
to external threats. It is necessary to note that the mere existence of strengths will not
generate competitive advantages for the professional development of university staff. They
will depend on the ability to exploit them, the more significantly this becomes in an uncertain
environment.
 The extent to which the university’s management needs to be concerned about
environmental threats and what (propulsive) strategies are needed to protect against those
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threats. In this case, a defensive action plan is carried out with the aim of
reducing/eliminating the possibility that weaknesses may increase the vulnerability of the
professional development process in relation to threats.
Identification of training needs
The strategy developed will aim to achieve a continuous process of human resources development,
which is transparent and flexible, and will ensure that the staff of the institution can fulfil their
responsibilities by using at the highest level the knowledge and skills they possess, in a manner that
enables a level of excellence in terms of quality to be achieved, relevance, timeliness and accuracy
of the services provided. In the first phase, the training needs are determined; the objectives of the
preparation effort and the criteria are established. The development of the strategy focuses on the
following aspects:

 Analysis of the applicable legislative framework in the field of training of academic and non‐
academic staff, but employed in universities.
 Identification of the target group within the categories of staff of the institution.
 Assessment of training needs of staff within the identified group.
In view of the requirements relating to the methods of analysis and the time resource available for
the development of the strategy, it may be noted that an analysis of all posts or training needs could
be found based on the recommendations in the individual performance evaluation reports. This,
however, could be covered by questioning a sufficiently large number of respondents in each
category of the target group, and then concluding on the basis of those questionnaires. In order to
draw the relevant conclusions as a result of the survey, respondents should include both managerial
and non‐managerial university staff. Thus, the acquisition of professional knowledge does not occur
only in one context, but their identification is an analytical step necessary to underpin any training
programme.
2.5.3. Forms / types of adult training. Strategies / tools for evaluating training programs
(content, need, impact)
Forms/types of adult training. The learning process at an adult age reflects a situation of
restructuring and reorganisation, its motivation being much more complex than that of the
schoolchildren. This process leads to a continuous transformation of ideas, the accumulation of new
knowledge, independence in the process of structured, logic‐based thinking.
The adult has well formed psychic processes and makes more complex emotional associations with
the factological material, takes responsibility for the quality of knowledge acquisition and knows
exactly what he / she wants to learn or know. He / she is motivated by intrinsic needs or desires. In
general, the adult student participates in training programmes because he / she wants or needs
informational content in order to carry out his or her job or develop him‐/herself.
Adult learning is achieved when the learning process:
- is directed by the adult;
- responds to recently identified needs;
- is participatory;
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- is experiential;
- is reflective;
- provides feedback;
How does the adult learn?
Education in adulthood led to the shaping of the Andragogic model of education, based on the
following principles:
o The trainee plays the main role in the process of his / her formation.
o The trainee tends towards self‐realization, independence, self‐management and considers
him‐/herself capable of it.
o The adult life experience can be an important source of learning for both him / her and his /
her colleagues.
o The adult learns to solve his / her problems and achieve his / her goals.
o The adult tends to apply immediately in practice the knowledge, skills and competences
acquired in the learning process.
o Adult learning activity is largely determined by professional, social, time and space factors
that hinder or favour this process.
o The adult trainee participates with the trainer at all stages of the learning process: planning,
achievement and evaluation.
Barriers to adult learning
Starting from the premise that a training event is primarily an experience where participants are
offered valuable development opportunities, it is important for a trainer to be aware of a series of
barriers that could hinder adult learning. These barriers often constitute important impediments to
the professional and personal development of the participants in the training event, but also
depending on how they manifest themselves, valuable opportunities can be to ensure the desired
change in the participants’ attitude towards their own development.
(a)

Previous experience – any learning experience aims to provide new knowledge and the
training of new skills that often contradict the previous experience of one or more
participants.

(b)

Lack of confidence – the critical sense, which is very developed in adults, creates a certain lack
of confidence oriented to the new information, or to the person of the trainer. The task of the
latter is to create confidence in the achievement of the objectives of the training event.

(c)

Lack of motivation – often, participants in a training event do not exhibit the necessary level
of motivation. This is due both to the multitude of personal and professional concerns that an
adult has, as well as to atitudinal and value factors.

(d)

Fear of failure – because for adults it is very important that the effort they invest in learning
leads to tangible results, fear of failure is an impediment that often affects the process of the
training event, because any possible failure would mean a waste of time and effort. Similarly,
the fear of failure is also caused by the role of the individual within a group and by the nature
of the relationships already established.

(e)

Lack of interest – being largely similar to lack of motivation, this barrier is generated by the
impossibility and even inability to see the usefulness of learning for further performance.
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(f)

Fear of change – because each individual has a well‐formed set of personal values and
attitudes, it is often difficult to condition a change, even a minor, in them, a change that will
subsequently lead to a change in performance in the desired sense. Every individual finds it
difficult to change their skills and unwillingness, conscious or not, often turns into
manifestations that denote the fear of change.

(g)

Wrong approach techniques – Being largely determined by the trainer’s experience and
mastery, the techniques used in the training process directly influence the involvement of the
participants and determine the degree of achievement of the training objectives.

For the most part, the barriers presented manifest themselves in different ways. They could be
presented as follows:
 open hostility to the trainer manifested by provocative questions, phrases and verbal
phrases denoting disagreement, instigating other participants to not accept content or
process elements or, more seriously, the trainer’s authority;
 hidden hostility manifested by unwillingness to participate in the activities of the
training event and by refusing to express openly the concerns and disagreement;
 indifference manifested by attempts to leave the site of the training event, non‐
involvement in activities, etc.
To ensure the success of the training the trainer must be aware of the presence of all these barriers
during a training event, but distributed differently among the participants. All of these events
presented above are tracked and, where appropriate, addressed at the very moment when they
have been observed, as otherwise they may lead to less necessary consequences.
Motivation of adults for learning
Another aspect of immeasurable importance of adult training is motivation, which differs greatly
from that of children. And that is because these two age groups have varied sources of motivation.
Motivational sources of adults:
o social relations: adults come to development courses or other instructional activities to make
new friends or to be with friends/colleagues/relatives;
o social expectations: adults engage in instructional activities at the insistence of an authority,
at the advice of the spouse, at the suggestions of friends;
o social well‐being: in order to develop their willingness to serve the community, to be useful
to society, adults take courses without tangents with the basic profession;
o professional advancement: adults engage in the training process to obtain material benefits,
professional advancement, social prestige, to face competition;
o refuge or stimulation: to escape boredom, avoid the routine at home or at work, adults find
salvation in learning;
o cognitive interest: most adults learn for the sake of learning, looking for new information to
satisfy their curiosity.
Modern forms of adult training:
o full‐time courses, conference‐based;
o work‐based training programmes: the content of the training is more relevant, with
individuals having the opportunity to combine work with study;
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o open, flexible, distance learning programmes: involve individual learning situations, by
means designed for individual study according to a programme chosen by the person; the
institution provides tutorial support, advice;
o resource‐based learning: the institution provides training, advice, access to materials and
equipment;
o online learning: computer‐aided;
o collaborative learning: is used in working groups;
o independent study: allows the curriculum to be adapted to the individual needs of the
trainee;
o discussions guided by the trainer’s questions: they are didactic in nature and involve the
orientation of the whole activity;
o seminar: a discussion group, usually around a challenging or controversial topic, in which
everyone participates with ideas;
o simulations and role‐playing games: allow to experience specific experiences or behaviours;
o debates: presenting and supporting contrasting points of view;
o forums: systems based on principles similar to groups on the Internet that discuss a topic of
common interest – each user can add a message or join in the discussion.
Roles of the adult trainer in the teaching‐learning group
The trainer is the specialist involved in continuous adult training that designs, conducts, evaluates
and revises theoretical/practical activities and/or professional competence training and
development programmes, carried out in specialized institutions or in the workplace.
A number of competences define the personality profile of the trainer sought today in the education
services market:
- to conduct adult learning processes in such a way that they not only acquire simple
knowledge, but develop practical‐applicative, immediately demonstrable skills and
competences;
- to identify learning concepts and activities relevant to the real contexts in learners’ daily lives;
- to manifest him‐/herself as a dynamic, flexible person, accepting the independence of the
learners;
- to adapt to the diversity of learners, so that they can provide each person with what they
expect to achieve through the educational programme in which they participate (depending
on: learning needs, personal characteristics, knowledge interests), by selecting training
strategies appropriate to their educational needs, past training, cultural values, age and other
personal characteristics;
- to work in a team with other trainers and to promote teamwork also the level of activities
carried out by learners;
- to communicate easily with course participants and facilitate communication processes
between them;
- to easily establish contacts with individuals, institutions and the community interested in
carrying out certain adult education programmes;
- to stimulate learners’ motivation by highlighting the progress and practical usefulness of the
knowledge taught;
- to plan an educational programme and assess its results
Strategies/tools for evaluating training programmes (content, necessity, impact).
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The professional development activities carried out shall be assessed according to indicators
established in the training planning process, including on the quality and results of the training. The
evaluation of professional development activities shall be carried out, as appropriate, by:
(a)

beneficiaries of training programmes:
- participants in training activities;
- the managers who coordinate the work of the staff of the institution – participants in the
training activities;
- collaborators of the human resources subdivision in the process of monitoring professional
development;

(b)

providers of training services;
- ministries, other public authorities that have organised external training on subjects in the
field of expertise.

The evaluation of professional development activities is carried out by various methods and tools,
including: reports, questionnaires, tests, interviews. The evaluation procedure shall apply, as
appropriate:
- at the end of the training activities;
- after certain periods of time.
The evaluation at the end of the training activities shall assess:
- the level of knowledge and skills acquired by the participants during the training, including
compared to those previously acquired;
- the degree to which the professional development objectives have been achieved; 3. the work
of trainers/instructors‐practitioners.
The evaluation after certain periods of time shall assess:
- the degree to which the staff of the institution apply in their day‐to‐day practical work the
knowledge and skills obtained from participating in the training activities;
- the performance of the staff of the institution resulting from participation in the training.
Following the evaluation, conclusions are drawn on:
- the correctness of the identification of training needs and the setting of training objectives;
- the correctness of the selection of the type, forms and methods of instruction;
- the compliance of the training programmes achieved with the objectives set;
- the correctness of the selection of the training service provider (in the case of external
provider);
- the quality of the services provided by the training service provider;
- the involvement of the institution’s staff in training activities;
- the impact of training on the results of the work and performance of the institution’s staff.
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Module III

RESOURCE MANAGEMENT IN HIGHER EDUCATION INSTITUTIONS

Aim: Training the positive attitude and openness of university managers to increase their
theoretical and practical competences on planning, allocating and making the most efficient use of
resources within the HEI.
Module objectives:
- identification and appreciation of the particularities of the financial strategy and
management within the HEI in the context of the financial autonomy of the universities of
the Republic of Moldova;
- defining the methods of funding the HEI by assessing international experience and
revealing their potential and opportunities in national practice;
- knowledge of the methods of planning and forming the revenue and expenditure budget of
the HEI, arising from the diversity of financial sources and the main expenditure directions;
- assessing the importance of implementing the internal management control system in
identifying and preventing risks, as an internal tool for top management and for managers
of different levels of the HEI;
- knowledge and follow‐up of material resource management procedures and processes in
order to optimise their use within the HEI;
- analysis and appreciation of the approaches and principles of the functioning of the
university information system in the diversity of operating levels.
3.1.

Management of financial resources in higher education
Learning outcomes

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- understand the specifics of the formation of sources and the management of financial
resources within the HEI in the light of academic autonomy and responsibility for the use of
public money;
- know the principles and methods of forming revenue and expenditure budgets at different
levels of management;
- define effective directions and methods for the rational use of financial resources;
- know and understand the importance of monitoring expenditure and financial reporting
within the institution;
- be aware of the basic principles of the application of internal management control in order
to avoid financial risks.
Application
- develop and apply tools and techniques for assessing financial needs;
- rationally determine the needs for financial resources by drawing up budgets for different
areas of activity of the HEI;
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- select and use appropriate techniques to monitor and evaluate the use of budgets for
different university activities;
- propose solutions for the allocation of financial expenditure for various university activities;
- identify risks in the work of the HEI and develop measures to prevent them.
Integration
- argue the achievement of the planned tasks by making rational use of own and budgetary
financial resources;
- develop social responsibility for the use of public money;
- propose innovative methods of reducing the HEI’s expenditure on the basis of the cost‐
benefit analysis for recommended solutions;
- anticipate financial loss situations using the ongoing evaluation of plans for the use of
financial resources.
3.1.1. Development of the financial strategy of the HEI. The national and institutional
normative framework that regulates the financial activity of the HEI. Financial autonomy
as a component part of university autonomy. Uncertainty and risk in HE funding
Building on the requirements and exigencies of a university’s success, it can be said that the
development and realization of university strategy is one of the factors of university success, but
which depends very much on:
- the aims of the university;
- long‐term university objectives;
- the means used to achieve the objectives;
- determining the resources necessary to carry out the activity and how they are allocated;
- specifying the deadlines for achieving the objectives.
The strategy of an educational institution can be ensured and protected by the related ratio of the
level of institutional autonomy, the level of management and the level of control of the institution.
The main purpose of strategic management is to support the stability of the university, but also to
promote those strategic changes that would ensure a competitive positioning in a changing
academic field. To achieve this goal, universities must develop strategic management tools. They
must take into account the strengths and weaknesses of the institution, possible opportunities and
the context in which it operates. The economic reality present in our country’s educational
institutions in terms of institutional management demonstrates that processes must be reprofiled
and adapted to the modern procedures of developed countries, based primarily on modern
financial management. Of course, the financial strategy is governed by the overall strategy of the
HEI and can be considered the most important component, because an institution cannot operate
without financial resources.
The main objective of the financial strategy of the HEI, as well as of any identity, is to implement a
system of financial management methods and techniques that determine the stability of its
activity on the internal and external market of educational services, as well as a degree of
independence in relation to other universities.
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The financial strategy is designed to help solve the problems related to the achievement of the
vision, mission and objectives set by the HEI, to obtain the necessary means of development, to
optimise the activity model, but also to optimise resources in order to achieve the objectives
proposed, through efficient management capable of making efficient use of budgetary and extra‐
budgetary financial resources.
In order to achieve the National Development Strategy “Moldova 2020”, approved by Law no.166
of 11 July 2012, as well as with the aim of ensuring the continuous modernization of the education
system, the Education Development Strategy for the years 2014‐2020 “Education 2020” was
approved by the Government of the Republic of Moldova, by Decision no. 944 of 14.11.2014.
In order to achieve the objectives set out in the Education Strategy 2020, an undeniable role is
played by funding the education system and making public money allocated for education more
efficient. In this context, the HEI, through the GD mentioned above, as well as the provisions of GD
983/2014, have the obligation to develop and approve their own Development Strategies for a
period of 5 years, arising from the strategic objectives at national level.
The financial strategy of the HEI based on global funding ensures administrative flexibility, but at
the same time determines to a considerable extent the economic motivation in the elaboration of
the general strategy, which is an essential tool of university management, but also an expression
of university autonomy.
The basic characteristics of the current financial strategy of the State are as follows:
- the achievement of differentiated funding with the support of educational and research
specialisations which prove to be competitive;
- supporting centres of excellence and departments that provide a closer relationship with
the socio‐economic and cultural environment;
- encouraging initiative and competition.
With the State’s contribution reduced, there is a need to attract additional financial resources, so
each university must diversify its sources of funding by developing revenue‐generating activities.
Thus, the diversification of own resources or the attraction of additional extra budgetary resources
is an important objective in the Financial Strategy of the HEI.
According to the legislation in force for the HEI, all income earned in addition to the funding
provided by the relevant Ministries (MECR, MHLSP, Ministry of Agriculture) according to the Plan
(State Order) for the training of specialists and scientific research activities: revenue from state
research programmes, external grants, own income and tuition fees etc. are considered as income‐
generating activities.
At the same time, the task of the top university management must be to ensure that all core
activities are properly managed and operate as effectively and efficiently as possible, because in
the view of international experts the simplest – but not the only – way to obtain resources is to
maximise the income from the core activity.
The financial strategy of the HEI is based on university autonomy, the freedom of universities to
design, approve, execute and report their own budget in accordance with current legislation and
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their own objectives. Since 2013 the HEIs have passed to operation under conditions of university
autonomy, including financial autonomy. This was determined by the approval and
implementation at national level of a number of regulatory acts in force, as follows:
-

a)
b)
c)
d)

Knowledge of the legislative and regulatory framework
Education Code of the Republic of Moldova nr. 152 of 17.07.20141;
Government Decision no. 944 of 14.11.2014 on the approval of the Education
Development Strategy for the years 2014‐20202;
Law on public finance and budgetary‐fiscal responsibility no.181 of 25.07.20143;
Law on accounting and financial reporting no.287 of 15.12.20174;
Law on internal public financial control no. 229 of 23.09.20105;
Government Decision no. 983 of 22.12.2012 on the operation of state education
institutions under conditions of financial autonomy 6;
In accordance with the provisions of article 101 of the Education Code, higher education
management focuses on the following principles:
the principle of academic autonomy and academic freedom;
the principle of public accountability;
the principle of strategic leadership;
the principle of efficient and transparent management.

The national legal framework required the elaboration, approval, adjustment and application by
the HEI of the internal normative acts governing the economic and financial activity. In financial
aspect, the principle of public accountability consists in the obligation to ensure managerial
efficiency, as well as the efficiency and effectiveness of the use of resources.
In accordance with the provisions of article 102 of the Education Code, the HEIs have set up new
governing bodies representing top management with competences and tasks, including for
financial activities. In accordance with article 103, the Senate of the higher education institution
representing the supreme collective governing body approves the institution’s budget and the
Council for Institutional Strategic Development, in accordance with article 104, has the following
competences and tasks relating to the financial management of the HEI:
 monitor, assess the efficiency of the use of financial resources and submit to the
Senate for approval the draft budget of the educational institution;
 approve the standard study contract and the amount of tuition fees;

1 http://lex.justice.md/index.php?action=view&view=doc&lang=1&id=355156
2 https://mecc.gov.md/sites/default/files/1_strategia_educatia-2020_3.pdf
3 https://mf.gov.md/ro/content/legea-finan%C8%9Belor-publice-%C8%99i-responsabilit%C4%83%C8%9Biibugetar-fiscale-nr181
4 https://mf.gov.md/ro/content/legea-contabilit%C4%83%C8%9Bii-%C8%99i-raport%C4%83rii-financiarenr-287
5 https://mf.gov.md/ro/content/legea-privind-controlul-financiar-public-intern-nr229
6

https://www.legis.md/cautare/getResults?doc_id=18842&lang=ro
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ensure institutional management on intellectual property and technology transfer
rights;
 make decisions, with the favourable opinion of the Senate, on:
o development and consolidation of the institution’s assets, with at least 2/3 of the
votes of the members;
o the methodology for staff salary and incentives;
o entrepreneurship activities, public‐private partnerships and cooperation with the
business environment.
In view of the above, the financial management of the HEI in all the activities it carries out must
meet the basic financial functions, which involve:
- forecast/budgetting;
- execution;
- analysis;
- control and coordination.
As mentioned, by virtue of university autonomy, financial autonomy is the right of the university
to design, approve, and execute its own budget, in accordance with legal provisions and its own
objectives. With the implementation of the Education Code (since 17.07.2014), the HEIs have had
the status of university autonomy. University autonomy covers the areas of management,
structuring and operation of the institution, teaching and scientific research activities,
administration and funding.
In financial terms, university autonomy is achieved by:
a) the management of financial resources through bank accounts, including funds allocated
from the state budget;
b) the use of the resources available to carry out the statutory activity in accordance with
their own decisions;
c) the accumulation of own income from taxes, services provided, works performed and
other specific activities, according to the nomenclature of services provided approved by
the Government;
d) the management of the property of the institution and ensuring the optimal conditions for
the development of the material base of the institution;
e) the use of the property of the institution and related rights to achieve the statutory
purposes of the higher education institution.
In terms of managing financial resources through bank accounts – the HEI is entitled to open bank
accounts with different commercial banks, to apply for bank deposits, and thus to obtain
additional income. The decision to use the resources available for the conduct of the statutory
activity is approved by the University Senate with the positive opinion of the CISD.
The nomenclature of services provided for payment by the HEI, which are included in the category
of own income is approved by the Government, and the direction of use is approved by the
decision of the university senate, in accordance with the Development Strategy. The HEIs are
entitled to purchase movables and real estate from their own financial sources in order to expand
the spectrum of services, to ensure optimal working conditions and to develop the technical and
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material basis of the institution. At the same time, the HEI is entitled to allocate unused spaces for
the purpose of generating its own additional revenue.
In the same context, the Education Code provides that the HEIs are entitled to establish
institutions representing new fields of activity and thus additional sources of income.
Taking into account the fact that the HEIs are public, non‐profit institutions, the own income
generated from the provision of services, execution of works, interest, sponsorships, donations are
public means and can be used exclusively for statutory purposes.
Financial autonomy gives the HEIs freedom to ensure income and allocate financial resources, to
establish tuition fees, accommodation fees in hostels, fees for provision of services, to finance and
co‐finance university research, to use and store financial resources, using own procedures for their
efficient management.
Particular attention is paid to programme‐based and performance‐based budget development in
the Education Strategy 2020. The budgetary financing of any activity is based on the development
of performance‐based programmes and sub‐programmes, on performance indicators, one of
which is to achieve the planned results from the efficient spending of public money. At the same
time, in the context of market competition, the logic of financial autonomy implicitly provides for
stimulating the efficient management of money by universities.
Currently the HEIs in Moldova are facing great changes in identifying and obtaining financial
resources to carry out the activities characteristic of an educational institution, oriented to
academic and research activity. The democratisation of society, the transition to a market
economy has caused and continues to cause changes both in the system of activity of the HEIs and
in the financing system of these institutions. From the multitude of factors that bring uncertainty
and risks in the financing of the HEIs can be listed the following:
 facing major changes related to the ambiguity of the HEI financing method. Reforming
the funding mechanism endangers universities that are currently heavily dependent on
budgetary resources and do not have the capacity to attract extra‐budgetary
resources. Moreover, the situation will worsen for universities offering training in
similar specialties.
 identifying and attracting new financial resources;
 increased competition for budgetary funds;
 increased competition for students and budgetary funds;
 competition for academic and research staff;
 increasing costs conditioned on new technologies, new salary systems, etc.;
 increasing the costs of purchasing goods and services;
 increase in tuition fee;
 dissatisfaction on the part of potential students and their families with the increase in
the tuition fee;
 competition between universities, etc.
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3.1.2. Reconsideration of funding HEIs at international level
In recent years, methods of financing higher education institutions around the world have
undergone substantial transformations, developing increasingly complex and demanding funding
systems based on performance and university strategic objectives. The implementation of a
formula for calculating the financing of the HEIs in the Republic of Moldova brings an increased
interest in getting acquainted with the financing practices of other states. This can address
differences and similarities in the different education funding systems, as well as identify possible
examples of good practice in overcoming common challenges.
The ongoing international and national economic reforms have changed the approach to the
financing of the HEIs. The general decrease in budget allocations for higher education has led to an
increase in the autonomy of the university both in the use of the revenues attracted and its
responsibility in the efficient use of resources allocated from the state budget. The widening of
financial autonomy has placed institutions at a severe responsibility for the use of public funds,
optimisation of expenditure and ensuring financial sustainability by seeking additional sources of
funding. Thus, the correlation between university autonomy and the efficiency of the use of public
funds, measured based on performance indicators correlated with the achievements of public
policy objectives, becomes an imperative in the vision of new funding systems.
The transformations also indirectly influenced the way budgetary funds were allocated to
universities, with a clear trend in allocating funds more through the block grant than on the
budget line. Traditionally, historically, HEIs were financed based on the budget line, according to
which universities receive funds based on cost elements and/or activities. The decision to allocate
by cost elements and/or activities is usually taken by the relevant Ministry. As a result, universities
cannot make decisions on the reallocation of these revenues or carry out this process only within
certain limits. This method is also found, in particular, in some Eastern European countries.
In almost all EU countries, universities receive basic funding in the form of a block‐grant, which
they can allocate for internal activities. Block grant or block subsidy is intended to cover the costs
of teaching (courses and seminars/practical works), administrative expenses and/or research
expenses. The level of the block‐grant shall be determined in the following ways: by negotiation,
on the basis of a calculation formula or on the basis of the funding history. Block grant funding, the
amount of which is determined by negotiation, is only used in a few countries, such as Austria,
Germany, and Spain. Establishing the value of the block grant on a formula basis is the main way
of allocating public funds to the state HEIs and is found in most countries included in the EUA
study. In practice, however, the ways for determining the amount of the grant are used in
combination at the country level7.
The realization of the full principle of university autonomy consists in the fact that only the
university then decides how to use it according to the needs of the institution. But even declaring

https://eua.eu/downloads/publications/financially%20sustainable%20universities%20ii%20%20european%20universities%20diversifying%20income%20streams.pdf

7

Course support
2020, V01‐r1

www.mhelm.utm.md

III – 162

LEADERSHIP AND MANAGEMENT – Professional training programme

principles of university autonomy, most countries impose restrictions, tougher or more relaxed, in
structuring the grant for internal needs (staff costs, material expenditure, infrastructure, research,
and teaching). Only in eight countries (Austria, Belgium, Estonia, Norway, Poland, Slovakia,
Switzerland and the United Kingdom) universities have no restrictions on the spending of allocated
resources.
Currently there are several approaches, calculation formulas, but the central question is not yet
defined: to what extent public funds allocated to a HEI should be correlated with input or output
elements. It is only clear that indicators must be related to the institution’s performance in terms
of teaching and research activities.
The main input indicators refer to the resources used and/or the activities carried out by the HEI,
as a rule are the number of students and the number of employees. Often the number of students
is grouped by cycle, and the number of employees structured by academic and non‐academic
staff, with and without scientific titles, etc.
In a performance‐oriented university funding mechanism, examples of output indicators can be as
follows: the number of ECTS students accumulated, the number of diplomas awarded, the number
of publications or patents awarded. These are results that universities can control. Other output
indicators, which lie a little beyond the scope of university control, would be: the relative success
of graduates in the labour market, the number of graduates working in jobs corresponding to their
training, or the success of universities in generating additional funding from contract activities.
Choosing output indicators is a controversial issue. The main reason is that a university’s services
are not “sold” on a market based on the law in which the offer meets demand and prices are
formed on the basis of cost and quality. The market in which universities operate is an imperfect
market. Therefore, a multidimensional measure takes place, a number of different indicators will
be used to approximate many institutional dimensions, both quantitative and qualitative.
However, in practical situations and to prevent some injustices towards HEIs, governments often
use a number of input indicators alongside output indicators.
Another principled question related to the financing of education is the relative cost of education,
for which there is no concrete calculation by areas, levels of education, etc. The financing costs of
a student may fluctuate because they differ from the overall costs at the economic level. There is
also a different approach depending on the strategy of the economy and the country as a whole.
According to several studies carried out at European level, several methods of allocating financial
resources for HEIs and several methods of distributing them to universities are outlined, with a
variety of ways of applying methods at national level, also used as management tools in higher
education. The most common models of budget funding by universities are: formula‐based
funding, performance‐based funding, objective‐based funding (through negotiation or
competition) or historical data‐based funding. European practice shows that these ways of
allocating public funds are used in combination (e.g. part of the block‐grant is determined by
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formula, part by negotiation, and another part can be determined on the basis of the funding
history)8.
In European countries, formula‐based block‐grant funding is the most widely used way of
allocating public funds, but grants allocated through negotiation also remain an important option
in many countries, most of them using a combination of different ways and models of funding.
The formula‐based funding model (distribution) is defined as an algorithm that calculates on the
basis of standard criteria the size of the public grant allocated to the HEI for the teaching process
and/or the conduct of operational activities, in some cases also for scientific research. In practice,
there are several terms used to describe formula‐based funding mechanisms, such as: funding
based on the number of students, funding formula for the teaching process, model/formula based
on unit costs, or regulatory cost‐based funding formula.
Many studies specifically mention three general types of such models, depending on the category
of indicators or criteria used in the calculation formula.
Input‐oriented funding
This type of funding uses calculation formulas based on input criteria, such as: the number of
employees or their salaries, the number of employees with a scientific title of PhD, the number of
students in the bachelor’s, master’s, etc. cycle, most often encountered at the level of the
financing formula of the didactic process. Currently, the use of the number of teachers criterion
has decreased in importance, with most countries using the number of students criterion.
An example of funding based on input indicators would be the state funding of HEIs in Portugal9.
For 2005 the formula had the following structure:
𝐵

80% 𝐵

80% 𝐵

10% 𝐵

𝐵

𝐼

10% 𝐵

𝐵

𝐼

,

where:
BR is the budget of each institution (now called the „reference budget”);
BPi – standard budget for initial training;
BPa – standard budget for advanced training;
I1 – 1,02 x (total number of teachers with the PhD title / academic staff) + 1,00 (total
number of teachers with the master’s degree / academic staff)
𝐼

∑ 𝑓 c, d ,

where:
fi is the number of research units, classified by research units and dimensions;
fc – the cohesion factor used to grant that for each institution its budget for year x is no more
than 4% lower or more than 1.2% higher than the budget for year x‐1.

https://eua.eu/resources/publications/387:financially-sustainable-universities-towards-full-costing-progressand-practice.html

8

Amaral, Alberto & Rosa, Maria & Dias, Diana. (2007). From Equity to Efficiency: Changes in the Allocation
Mechanisms in Portugal.

9
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Output‐oriented funding
In the case of this approach, calculation formulas based on output criteria are used, such as: the
number of ECTS accumulated by students, the number of bachelor’s and / or master’s degree
graduates, the degree of integration of graduates in the labor market, the number / proportion of
graduates working in the specialization for which they were trained, etc. This way of financing is
an innovative one, in the context of the current trend of the „new public management” it makes a
direct and much better connection between the financing of universities and the performance
expected from them. However, the debates taking place at EU level mention the difficulties of
universities in properly measuring performance indicators, with effects in achieving long‐term
goals.
In practice, education funding formulas tend to be mixed, using both input and output criteria, the
most common criteria being the number of students enrolled and the number of graduates.
An example of mixed funding, based on input and output indicators, would be the state funding of
HEIs in Sweden10
𝐵

𝑁𝑠î x 0.4Cu

𝑁𝑠 x 0.6Cu ,

where:
Ba represents the reference annual university budget;
Nsîa – the number of physical students at the beginning of the academic year;
Nsab – the number of equivalent students calculated on the basis of the number of credits
accumulated at the end of the year;
Cu – unit cost for a physical student;
Important! The unit costs are differentiated by fields of study, starting with 1 for humanities and
up to 6 for art.
Another mixed model is used for the financing of HEIs in Denmark11. The financing mechanism is
known as the „taximeter” model. Funding is based on the number of credits obtained by students
annually. The financial grant is allocated on the basis of information from the previous year. The
number of equivalent students (Nse) being calculated according to the calculation relation:
𝑁

𝑁𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑎𝑛𝑛𝑢𝑎𝑙 𝑐𝑟𝑒𝑑𝑖𝑡𝑠
60 𝑐𝑟𝑒𝑑𝑖𝑡𝑠

The cost per equivalent student varies depending on the field of study. There are three different
levels of the taximeter:
Level 1
42.000 dkr (social sciences, humanities)
Level 2
64.000 dkr (music, IT “soft”)
Level 3
98.000 dkr (health, engineering)

10 Rezultatele

proiectului TEMPUS EUniAM http://www.euniam.aau.dk/euniam/

11 Rezultatele

proiectului EUniAM http://www.euniam.aau.dk/euniam/
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Thus, the final calculation relation being the following:
∑ 𝑁𝑠𝑒

𝐵

𝐶𝑢𝑠𝑒 ,

where:
Ba is the annual university budget;
i – study level 1, 2 or 3;
Nsei – the number of equivalent students for the concrete level of studies i;
Cusei – the cost per equivalent student for the concrete level of studies i.
A similar model is used to finance universities in Romania12. The financing of state HEIs is made on
the basis of a contract concluded between the Ministry of National Education and the respective
higher education institution. The financing from public funds of the state HEIs is made from the
MNE budget and has 3 main directions: core, additional and complementary financing. Of the
amount allocated in the national budget for the institutional financing of universities, 1.5% is
allocated for the financing of special situations, which cannot be integrated in the financing
formula. For the financing of doctoral grants for doctoral students, an amount calculated based on
the field of financing is allocated. The remaining amount is distributed as follows:
a) core financing: 72%;
b) additional financing: 26,50%;
c) the fund for institutional development: 1,50%.
The amounts allocated to each university for basic financing, for students enrolled on the basis of
enrollment figures received by the university, in a bachelor's and master's degree programme, are
allocated in proportion to their number of equivalent students per unit. The number of unit
equivalent students of the university is determined by weighting the physical number of its
students with the equivalence and cost coefficients. The equivalence coefficients depend on the
level of education (cycle), the form of education and the field of training.
The budget of a concrete university is calculated according to the formula, Ba:
𝐵

𝑁

𝐶 ,

where:
Nse is the number of equivalent students in the university;
Cu – the calculated cost per equivalent student, determined as the ratio between the total
budget intended for core financing across the HEI's budget system and the total number of
equivalent students across the HEI’s budget system.
The additional financing aims to stimulate quality indicators such as: teaching and learning
indicators; scientific research, artistic creation, sports performance; international orientation,
regional orientation and social equity.

12

https://www.edu.ro/finantare-universitar
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Complementary financing is provided for grants for accommodation and meals, funds allocated on
the basis of priorities and specific rules for endowments and other investment expenditure and
capital repairs and funds allocated on a competitive basis for university scientific research.
Performance‐based funding
This approach to university funding is a way to improve formula‐based funding by considering
performance specific to the university system. The basis of this funding model is to provide higher
funding to high‐performing universities, compared to lower‐performing universities. Thus, the
inclusion and increase of the role of competitiveness in education and research aim to stimulate
less performing universities, since the principle of competitiveness promotes the reward of good
results. In many countries, the funding mechanism for higher education has changed recently to
directly reward success, included in the basic funding formula. The financing model of HEIs in
Finland can be presented as an example (tab.3.1.).
Table 3.1. – The financing model of HEIs in Finland 13

EDUCATION – 41%

IMPACT

QUALITY

INTERNATIONALIZATION

Graduates of master’s degree studies – 14%

International master
students – 1%

Graduates of bachelor’s degree studies – 6%
Study credits in other
study programes – 2%

Students who have
accumulated more than 55
credits – 12%
Student survey results – 3%

Mobility for students
(incoming and outcoming)
– 2%

OTHER – 25%

RESEARCH – 34%

Number of graduates employed – 1%
Doctoral students – 9%
Scientific publications – 13%

International doctoral
students – 1%
International staff engaged
in teaching and research –
2%

Completed research projects – 10%
Implementations on strategic development – 10%
Research to the request of the business environment – 8%
National responsibilities – 7%

This model is oriented towards the goals and vision of Finnish universities 2020 to enhance quality
performance, deeper internationalization, clearer university profiles, greater efficiency and
stronger research impact.

Rezultatele proiectului TEMPUS ATHENA, Training seminar on financial management, University of Helsinki,
30 April 2014

13
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Objective‐based funding
This direct funding model is for certain specific purposes, which generally correspond to the
projects that the authorities consider to be a priority at national level, and which are supported,
from the point of view of the implementing directions, by the objectives set at institutional level.
The allocation is made through competition or directly to some institutions, following a
negotiation or substantiation of the necessary expenses.
Competition‐based funding is used as a way of allocating public funds, based on the fulfillment of
pre‐established criteria, of selection and evaluation of the capacity and need to perform specific
activities, in order to finance them to achieve the specific objectives sought in the competition.
The method of financing through competition is used mainly to finance scientific research, but also
investment or institutional development objectives. In addition, due to strong political pressures,
mainly due to new public management reforms and declining public allocations for higher
education, there is a growing trend in many EU countries to distribute financial subsidies for
universities through innovative solutions (CHEPS 2010).
Thus, in European countries, a wide range of models are used to finance higher education. As a
general feature, there is a tendency to allocate funds for financing using a formula that includes
both input and output indicators. Formula‐based grants are the main source of funding, but
negotiated grants also remain an important funding mechanism. In countries where education
funding can be separated from research funding, formula‐based funding is used for education, and
funding for scientific research is determined through formula and competition.
3.1.3. Strategy for financing higher education institutions in the Republic of Moldova
In the context of the university reform, the Government of the Republic of Moldova on June 10,
2020 approved the GD no. 343 „Methodology of budgetary financing of public higher education
institutions”14. The purpose of this legislative document is to increase the efficient use and ensure
the transparency of the allocation of funding sources from the state budget intended for the
activity of universities. The methodology will be implemented starting with January 1, 2021 in the
16 public higher education institutions with financial autonomy.
The normative document establishes the allocation method of the standard‐funding for public
higher education institutions, based on standard cost per student and adjustment coefficients,
associated with the degree of complexity of study programmes for bachelor's and master's degree
cycles, the compensatory funding to support the performance and complementary funding for the
modernization of the material and teaching base of the institution.
According to the methodology, the budgetary allocations (except for scholarships, amounts
intended for the maintenance of dormitories, allowances for members of strategic development

14

https://mecc.gov.md/sites/default/files/hg343_met.finantare_2020.pdf
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councils, payment of academic mobility, higher doctoral studies) are divided for the following
funding directions:
 standard‐funding ‐75%;
 compensatory funding to support the performance in public higher education
institutions – 20%;
 complementary funding for the modernization of the material and teaching base ‐ 5%.
Budgetary allocations for standard funding of higher education institutions include:
1)

expenses for the remuneration of the scientific‐teaching, scientific, teaching and
auxiliary didactic staff, of the research staff involved in the development of study
programmes and other categories of staff, as well as contributions for compulsory
social and health insurance;
expenses for the acquisition of goods, services and works necessary to ensure the
conduct of the educational / scientific research process;
expenses for the procurement of fixed assets for educational purposes and university
scientific research.

2)
3)

The budgetary allocations for standard funding, allocated to each public higher education
institution for students enrolled in accordance with the state order for bachelor's and master's
degree studies, shall be transferred to the institution on the basis of their equivalent number of
students. The number of equivalent students of the university is determined by multiplying the
real number of students financed from its state budget with the adjustment coefficients
corresponding to the forms of education and the groups for financing the study programmes by
study cycles. The actual number of students financed from the state budget will be reported on
October 1 of the current budgetary year.
Budgetary allocations for standard funding begin with determining the number of equivalent
students, funded from the state budget, for each public higher education institution and each
study cycle. The procedure contains several stages:
1) For each public higher education institution i and each study cycle c (c=1 – bachelor and c=2 –
master) the number 𝑁𝑆𝐸 , of equivalent students in the funding group j from all forms of
education is determined:
𝑁𝑆𝐸
where:
𝑁𝑆

,

,

𝑓

𝑁𝑆

,

is the number of students from the study cycle c, the funding group j with the form of

education t, enrolled at the public higher education institution i reported on October 1 of
the current budgetary year;
𝑓 – is the adjustment coefficient according to the form of education and the language of
instruction t (Table no. 1 in the Annex to this Methodology);
T – is the total number of forms of education financed from the state budget in higher
education in the Republic of Moldova.
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2)

For each public higher education institution i, the number𝑁𝑆𝐸 of equivalent students in
each study cycle c (c=1 – bachelor and c=2 – master) is determined:
𝑁𝑆𝐸

𝑑

,

𝑁𝑆𝐸

,

,

where:
Nd is the total number of funding groups of the study programmes;
𝑑 , – the adjustment coefficient of the funding group regarding the study cycle c.
3)

The number of equivalent students in all public higher education institutions is calculated:
𝑁𝑆𝐸

𝑁𝑆𝐸 ,

where:
U is the number of public higher education institutions with financial autonomy.
4)

The allowance𝑃 per equivalent student is determined:
𝑃

𝐹𝐷/𝑁𝑆𝐸 ,

where:
FD represents the direct budget allocation, and the NSE is the total number of equivalent
students.
5)

For each public higher education institution i, the direct budgetary allocation 𝐹𝐷 for each
study cycle c is determined:
𝐹𝐷

𝑃

𝑁𝑆𝐸 ,

where:
𝑃 is the value of the allowance per equivalent student,
𝑁𝑆𝐸 – the number of equivalent students of public higher education institutions i, enrolled
in the study cycle c.
6)

The direct budgetary allocation 𝐹𝐷 is determined for each public higher education
institution with financial autonomy:
𝐹𝐷

𝐹𝐷 .

Budgetary allocations for the compensatory funding 15 are determined on the basis of performance
indicators according to the following distinct directions of activity:
 the teaching‐learning process (ratio of the number of students in the master's cycle
and the number of students in the bachelor's cycle, the ratio between the number of

Ghidul privind aspectele operaționale de alocare a surselor de finanțare din bugetul de stat pentru
determinarea finanțării bugetare standard, finanțării compensatorii, finanțării complementare.

15
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tenured teachers entitled to supervise a doctorate and the total number of tenured
teachers);
university scientific research / artistic performance / sports performance (quality of
human resources and funds for scientific research / artistic performance / sports
performance);
the dimension of internationalization (outgoing mobility, incoming mobility, funds
attracted from international projects (except for research);
social orientation (scholarships from university funds, other than those from the state
budget, investments in dormitories, other infrastructure objects, provision of
internships, places in student dormitories).

Complementary funding15 includes expenses for the improvement of accommodation conditions in
dormitories, modernization of the material and didactic base, endowment with computers /
software / equipment, as well as coverage of specific expenses for regional universities. This will
be done on the basis of a regulation approved by order of the Minister of Education, Culture and
Research.
3.1.4. University financial planning. Revenue and expenditure budget. Budgeting method per
HEIs and subdivisions
Financial planning is a process of drawing up plans to achieve the financial objectives of a public
institution. Public institutions shall assess the likelihood of achieving these projections and draw
up a financial plan to mitigate adverse financial consequences.
Financial planning tools and techniques used by public institutions are:
 financial strategy,
 financial forecasting,
 budget planning.
The financial strategy of higher education under the conditions of university autonomy is one of
the main instruments for implementing government policies regarding national education. In
order to keep up with the modern education system, considerable efforts are needed in the
formation and rational use of financial resources corresponding to the activities of the institution.
This also includes the concerns of university management, which are largely geared towards
ensuring the needs of the institution with financial means. Ensuring educational institutions with
financial means has been, is and will still remain a major problem. In line with the basic principles
of the HEI’s Funding Strategy, as well as the rights and responsibilities of the university, funding
must be transparent and published. As a rule, the general university development strategy
includes a compartment dedicated to financial strategy.
The financial forecasting is a process in which the institution generates projections of future
expenditure and revenue based on a set of well‐defined assumptions/ hypotheses. Forecasts are
financial management tools that can predict the future financial impact of current policies,
economic trends and working assumptions. When applied for longer periods than the annual
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budget, forecasts link the annual budget to other longer‐term planning and development efforts,
such as, for example, development strategies.
The basic instrument for university budget planning is the Revenue and Expenditure Budget. The
State‐funded HEIs as well as from their own revenue shall draw up the revenue and expenditure
budget. The revenue and expenditure budgets drawn up by universities are effective instruments
for implementing strategic plans as well as ensuring financial balance.
The priority source of funding of the HEIs and the formation of the university budget is the
allocations from the state budget for higher education throughout their duration in accordance
with the admission plan (state order), approved annually by the Government. Both the funds
allocated from the state budget, as well as those extrabudgetary and from other sources,
according to the law, are the own revenue of universities.
University financial management specialists consider the “zero‐based budget” a better and more
efficient instrument than the traditional budget – which is based on the amounts set out in the
previous year’s budget focusing on identifying and controlling each element of the budget. The
advantage of using this type of budget is that it obliges managers to set new programmes and
their costs without taking into account past achievements, but according to the expected
conditions under which those programmes will be materialised.
The HEIs are trying to diversify their sources of funding. Higher education institutions may benefit
from sources of income other than those from the state budget such as:
- funds obtained on the basis of competition from research funding programmes;
- means obtained from the provision of research‐innovation services, carried out on a
contract basis;
- means obtained from scientific research carried out on the basis of international research
and development projects;
- means derived from the tuition or training fees applied to students of higher education,
master’s degree, integrated studies, residents, clinical secondary doctors, PhD students, as
well as from continuing/lifelong learning courses;
- interest from bank deposits of available financial means;
- donations and sponsorships;
- lease and tenancy agreements;
- other funds received in legal ways.
Monitoring of the use of revenue from both budgetary and own sources shall be carried out in
accordance with the directions of use envisaged in the institution’s development strategy and in
accordance with the legislation in force.
The university budget is a document providing for and authorising the amounts and destination of
revenue and expenditure, is a decision‐making and management tool, which serves the
institution’s policy, approved by the Senate and implemented by the rector, in his / her capacity as
authorising officer. All income is included on the income side, regardless of their provenance. On
the expenditure side, a total related revenue budget is based. A budget model is presented in
table 3.2
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Table 3.2 – Budget: Revenue and Expenditure, year XX
INDICATORS

Plan, thousands of lei
budget

own revenue

total

Revenue
Means allocated by the beneficiary of the services
(State order + research)
Tuition fee
(cycle I, II, doctorate, College)
Other training fees
(courses, staff development courses, military department)
Accommodation in dormitories

CS
TS
AT
CC

Other own revenue
(lease, grant donations, sponsorships, etc.)
Lease

Al
LC

Expenditure
Remuneration of staff

RP

RP

Contributions regarding
- state social insurance
- compulsory health insurance premiums
Communal services:
- electricity
- heat
- water and sewerage
- sanitation
Fixed assets

CAS
CAM
SC
EE
ET
AC
SC

CAS
CM
SC
EE
ET
AC
SC

Capital and current repairs

RCC

Scholarship

BU

Teaching materials

MD

MF

Periodic editions, subscriptions

Reserve (provisions)
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Internet, telecommunications and mail, transport services,
etc.
Travels
Other expenses

RCC

S
DP
AC

AC
R
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Stages of the drowing up of the Revenue and Expenditure Budget by the HEI
1)

Elaboration of the budgetary calendar for year n with estimates for years n+1, n+2 and
activities related to the budgetary process.

The budgetary calendar shall include:
 activities;
 the subdivision responsible;
 deadline.
2)
The substantiation of the revenue shall be done on the basis of the following indicators:








Calculation of the contingent of beneficiaries for all types of studies for year X and
estimation for years (n+1)‐ (n+2) on the basis of statistical data at the end of the study
year of the Admission Plan for the following year of study and estimations for year n+2
on each stage of study, both for the Study Plan (State Order), as well as for students
under contract with fees;
Calculation of the contingent of beneficiaries for year n and estimation for years (n+1)‐
(n+2) on the basis of the Continuous Education Programme for the following year of
study and estimations for year n+2;
Estimation of revenue on the basis of the contingent of beneficiaries and fees
approved in the manner laid down by the legislation;
Estimation of expenditure by expenditure compartment taking into account:
o the number of staff units established in the organization chart;
o indicators of previous years;
o on the basis of requests received from university subdivisions;
Preparation of the revenue and expenditure budget.

Stages of analysis, endorsement and approval of the revenue and expenditure budget
The university’s budget, at this stage, assumes the involvement of:
 The Administration Council – analysis and coordination.
 The Council for Institutional Strategic Development – analysis and endorsement.
 The University Senate – approval.
 Presentation to the Founder as chief authorizing officer.
The preparation of the draft of the revenue and expenditure budget, the follow‐up of the
implementation and the reporting of implementation shall be carried out by the Financial‐
Accounting Subdivision of the HEI.
Similar to the drafting of the draft budget, its implementation is reported to the governing bodies
of the HEI at different stages of the budgetary year, and the final report is presented by the rector
at the Senate meeting and approved by the members of the Senate.
Reporting the implementation of the Budget to the Founder, as the chief authorising officer, shall
be carried out on the basis of the budgetary calendar, on the basis of the standard Forms:
quarterly, semi‐annually and annually.
Taking into account the basic principles of the Funding Strategy of the HEI, the Report on the
Implementation of the Consolidated Revenue and Expenditure Budget shall be published on the
University’s website.
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Method of budgeting by subdivisions
Budgeting within the HEI can be carried out per each subdivision separately, which can be defined
as cost centers. The purpose of vertical budgeting up to the level of the subdivision is to increase
the level of responsibility for the efficiency and effectiveness of the use of public money.
Proposals are made by those responsible for university subdivisions/activities. The drafting
process is similar to the one presented above. The revenue estimation shall be based on the
contingent of beneficiaries of Subdivision X, in accordance with the activities carried out and on
the basis of approved tariffs. The estimation of expenditure shall be based on the needs of
Subdivision X, per the expenditure compartments falling within the planned revenue.
Budgets by subdivisions/activities are estimated levels for revenue and expenditure on the basis of
certain methods:

 the method of increase (decrease);
 the method of direct evaluation;
 automatic method.
The budgets of subdivisions/activities can be of several types:
 Flexible or variable budgets.
 Fixed budgets.
The flexible or variable budget represents the level of resources to be allocated for each
subdivision of the university according to the level of activity carried out. The variable budget will
automatically report to top university management about the need to allocate additional
resources for various activities within the university when the level of activity will increase and the
resources allocated decrease when the level of activity decreases. As indicators could be the
number of students, the number of teachers, etc. The method of increase (decrease) or the
method of direct evaluation shall be used for these budgets.
The fixed budget does not depend on the level, the volume of activities, as a rule, is constant
throughout the budgetary year. It is used more for University Functional Departments – library,
procurement section, accounting, etc. For these budgets, the automatic method is usually used.
Another type of budget that falls within the same trend of better adapting the university budget
system to changing internal and external conditions is the zero‐based budget. The zero budget
shall apply in particular in the area of support activities – research and development – taking into
account the wider margin available when determining the expenditure required for these
activities. The zero‐based budget is a budget planning and design process that requires university
managers to justify their entire budget in detail, not just to refer to the amounts in the budget for
previous years.
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3.1.5. Expenditures and costs. Performance Indicators
Expenditure is a concept designed to assess the value of the resources used by the institution, a
subdivision in a given period of time.
The revenue and expenditure budgets of the HEI are based on 4 basic expenditure compartments:
I
-

Staff costs, including:
personnel costs – justified by regulatory acts in the field;
compulsory state social insurance contributions and compulsory health insurance
premiums paid by the employer – planned and transferred in the sizes established by the
normative acts in force;

II
-

Scholarship expenses, including:
scholarships and other forms of social assistance – in accordance with the rules laid down
by normative acts;

III
-

current expenditure – for communal services (electricity, heat, gas, water and sewerage,
sanitation) determined by quantity, price at the time of estimation, price evolution;
endowment with information equipment, teaching, and scientific equipment, etc.;
the current repair of buildings;
for the maintenance of student dormitories;
covering expenses for services under contract (internet, security, telecommunications,
deratization, etc.);
subscribing to regular editions, books – the expenditure budget is set by the Medical
Scientific Library, depending on the requests of the faculties;
other necessary expenses (soft inventory and equipment, equipment repair, transport,
protocol, seminars, conferences, travel, etc.).
IV

-

Expenditure on the current material provision of the teaching, scientific and
healthcare process and other expenditure, including:

Development expenditures, including:

Capital repairs of buildings and capital investments;
Procurement of fixed assets and the book fund.

Another financial indicator is the cost. The cost represents the value of the resources used to
perform a public service/programme/activity. Costs can be classified on the basis of several
criteria. Depending on how they are formed, the costs are:
- direct costs are those directly related to the performance of a public
service/programme/activity and thus directly identifiable by service/programme/activity as
well as its generating organisational structure;
- indirect costs are those that are not directly related to the realization of a
service/project/activity, which provides a logical link, e.g. administrative costs, rents,
salaries of the management of the organization.
Classification of accounts by their behavior is directly dependent on changing the volume of
activity:
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Fixed costs are constant throughout the year and are not affected by changes in
activities/programmes/services, e.g. building rent or director’s salary, etc.
Semi‐fixed costs (also called mixed) are constant for a certain volume of activities, but
change when the level of activities exceeds or is below a given volume;
Variable costs change directly in proportion to the change in the volume of
activities/programmes/services.

A first way of structuring the cost of services/programmes/activities is to form the cost per
primary elements:
 Materials:
o raw materials;
o materials;
o fuels and energy;
o water;
o other.
 Work:
o salaries;
o social security contributions, health insurance premiums;
o other monetary rights (allowances, awards, bonuses);
o other.
In order to determine the total cost of a service/programme/activity to the listed cost items, a
certain share of university administrative expenses will be added.
It is essential that relevant cost information is reported to decision‐makers in order to substantiate
their decision. Only in this way will decision‐makers – who may or may not have the economic
training necessary to understand these phenomena – be able to make the right decisions, leading
to an increase in the efficiency of the organisation’s activity while maintaining or increasing the
satisfaction of the beneficiaries of the services.
The Programme Budgeting process in addition to financial information also includes non‐financial
information regarding the purpose, objectives and performance indicators.
Performance indicators
The performance of programmes/sub‐programmes shall be expressed by indicators, the purpose
of which is to measure progress towards the achievement of the objectives of the
programme/sub‐programme. Performance indicators are a specific value or feature used to
measure the activities, products and results achieved in relation to the objectives.
Three categories of indicators are used in the formulation of programmes/sub‐programmes:
a. product indicators indicate the quantity or volume of public goods produced or services
provided under the programme/sub‐programme to achieve the objectives. Product
indicators result directly from the activities of the institution in the implementation of the
programme. Products are measurable both quantitatively and qualitatively. Product
indicators shall be used to assess financing needs and to determine the resources required
for a programme/sub‐programme.
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b. efficiency indicators characterise the efficiency of the programme/sub‐programme and
express the relationship between the goods produced, the services provided and the
resources used to produce or provide them. As a rule, efficiency indicators express the
average amount of resources consumed (time, cost) to obtain a product or result unit.
c. outcome indicators reflect the degree to which the purpose and objectives of the
programme/sub‐programme are achieved and characterise the quality of its
implementation. Outcome indicators are of particular importance for public policy analysis,
as they assess the impact and highlight the economic and social changes achieved through
the programme/sub‐programme. Results, however, are sometimes difficult to measure
and depend largely on the influence of external factors. Certain evaluation criteria or the
degree of compliance with various national and international quality standards or the
results of certain studies, surveys, etc. may be used in determining the outcome indicators.
At least one indicator of each category shall be established for each sub‐programme.
Example:
o Programme – professional higher education;
o Sub‐programme –bachelor’s degree studies;
o Purpose – quality bachelor’s degree studies;
o Objective – increase the rate of promotion of the bachelor’s degree exam in percentage
expression for year X compared to year Y.
Performance indicators:
o Product indicators – number of students enrolled in studies;
o Efficiency indicator – average expenses for a student’s training;
o Output indicator – graduation exam pass rate.
The set of performance indicators, oriented according to the aims and objectives, must provide a
complete vision and cover all major activities of the programme/sub‐programme.
The following requirements should be taken into account when formulating performance
indicators:
d) be relevant to the activity of the institution and provide useful information for decision‐
makers and the public;
e) result from the objectives set, focusing on products or results;
f) be clear and verifiable, knowing how the information is calculated and how the source of
the information is collected;
g) be time‐appropriate and comparable;
h) be correlated with the costs and resources available.
The possibilities and risks related to data collection will be taken into account when setting
performance indicators. Ensuring an effective financial management in cost management is
possible through the implementation of management accounting within the HEI. This means
identifying cost generation centres and services/programmes/activities for which cost calculation
is required. This function is the responsibility of the Financial Accounting Subdivision by rethinking
and redesigning the accounting information system so as to satisfy the requirements for
identifying cost‐generating centres and the services/programmes or activities to be calculated for
costs. To this end, it is necessary to develop detailed working instructions and training of the staff
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involved in the process, and internal forms should include the information necessary to identify
cost centres and the service/programme/activity.
3.1.6. Financial control within the HEI. Internal audit. Risk management. Managerial statement
of accountability
The management of financial resources is the only one, aimed at the formation and management
of financial resources and flows. The success of an institution is recorded only when it is a rigorous
control of internal order, to which its economic activity is subject. The basic feature of an effective
internal public financial control (IPFC) system is the clear separation between managerial
responsibility for financial management and control and internal audit.
Internal public financial control is a general and consolidated system established in the public
sector, and consists of 3 subsystems:
 internal managerial control;
 internal audit;
 and their centralised harmonisation.
The purpose of internal public financial control is to promote the management of public entities
in accordance with the principles of good governance. Good governance is the way to govern to
ensure that objectives are achieved with respect for the principles of transparency and
accountability, economy, efficiency and effectiveness, legality and fairness, ethics and integrity.
Internal audit – independent and objective activity of assurance and advice, intended to add value
and improve the activity of a public entity. The internal audit helps the public entity achieve its
objectives through a systematic and methodical approach, assessing and improving the
effectiveness of risk management, control and governance processes.
Managerial accountability for ensuring the principles of good governance is assigned to the
manager of the public entity.
Managerial internal control activities are regulated by:
 Law on Internal Public Financial Control No. 229 of 23.09.2010, with subsequent
amendments and additions16
 National Standards of Internal Control in the Public Sector OMF no. 189 of
05.11.2015.17
 Regulation on self‐assessment, reporting of the internal management control system
and issuance of Management Responsibility Statement OMF No. 4 of 09.01.2019.18
 Order No. 153 of 12.09.2018 on the approval of the National Internal Audit
Standards.19

16

http://lex.justice.md/index.php?action=view&view=doc&lang=1&id=336794

17

OMF189/2015 – Legis.md

18

OMF4/2019 – Legis.md

19

OMF153/2018 – Legis.md
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The purpose of the above mentioned Law is to strengthen managerial accountability for optimal
management of resources according to the objectives of the public entity, based on the principles
of good governance, through the implementation of the internal management control system and
internal audit activity in the public sector.
Internal management control is a component part of the internal public financial control and is a
system organised by the manager of the public entity and its staff for the purpose of ensuring
good governance, comprising all policies, procedures, internal rules, processes and activities
carried out within the public entity in order to manage risks and provide reasonable assurance of
the achievement of the planned objectives and results.
Managerul entității publice organizează sistemul de control intern managerial pentru a asigura
atingerea obiectivelor entității publice prin:
The manager of the public entity organises the internal management control system to ensure
that the objectives of the public entity are achieved by:
i) the economy, effectiveness and efficiency of operations;
j) compliance with the regulatory framework and internal regulations;
k) the safety and optimisation of assets and liabilities;
l) reliability and integrity of financial and operational information.
The manager of the public entity shall implement the internal management control system in
accordance with the National standards of internal control in the public sector, taking into
account the complexity and scope of the public entity’s activity, on the basis of the following
components:
m) the control environment;
n) performance and risk management;
o) control activities;
p) information and communication;
q) monitoring and evaluation.
Each component of the internal management control system shall be achieved by applying the
National standards of internal control in the public sector, namely:20
 Control environment
o NSIC 1. Ethics and integrity
o NSIC 2. Functions, duties and tasks
o NSIC 3. Commitment to competence
o NSIC 4. Management’s approach and operating style
o NSIC 5. Organisational structure
o NSIC 6. Delegated powers
 Performance and risk management
o NSIC 7. Setting goals
o NSIC 8. Performance planning, monitoring and reporting
o NSIC 9. Risk management

20

http://lex.justice.md/index.php?action=view&view=doc&lang=1&id=362172
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Control activities
o NSIC 10.Types of control activities
o NSIC 11. Documenting processes
o NSIC 12. Division of obligations and responsibilities
 Information and communication
o NSIC 13. Information
o NSIC 14. Communication
 Monitoring and evaluation
o NSIC 15. Continuous monitoring
o NSIC 16. Separate evaluation
The Managerial internal control system is the totality of the managerial tools, implemented
throughout the public sector according to the hierarchical principle, which allow ensuring control
over operations of any kind. This system provides management with tools to monitor and control
the proper fulfilment of the work obligations of each employee in the institution.
In order to ensure the full control of operations, these instruments are structured according to the
life cycle of an operation, therefore:
 preventive control (ex‐ante);
 current control;
 subsequent control (ex‐post).
Preventive control is intended to prevent deviations from the normal course of an operation, this
is usually carried out by indicating some conditions for carrying out the operation through the
regulatory, methodological, order, indications, etc. framework, and by drawing up a control circuit
before the operation takes place.
Current control represents those control points that take effect while carrying out an operation.
Subsequent control represents those control actions, which are carried out after the operation has
taken place to ensure the correctness of its performance.
Internal audit is a form of subsequent control, which, using specific assessment tools, provides the
head of the entity with assurance that all forms and procedures of internal control established
within the processes and systems of its institution work, and provides recommendations for
improving them, where appropriate.
The purpose of the internal audit is to provide advice and to provide objective assurance on the
effectiveness of the internal management control system, providing recommendations for its
improvement and helping to improve the activity of the public entity.
 Advisory missions shall be of a consultation nature and shall be carried out at the
request of the mission beneficiary, with the agreement of the manager of the public
entity.
 Assurance missions involve an objective analysis of the evidence by the internal
auditor in order to draw opinions and conclusions on a system, activity or process
within the audited public entity.
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The subject of the internal audit covers all the systems, activities and processes of the public
entity, and ensures the assessment at least every three years of high‐risk processes in the
following areas:
r) financial‐accounting;
s) public procurement;
t) asset management;
u) information technologies.
The internal audit, in order to be able to make an objective assessment of internal control
processes and procedures, needs to be relieved of operational implications of any kind.
In order to achieve the objectives set, the internal audit activity must comply with the following
fundamental principles.
 Independence
 Integrity
A financial auditor must be direct and honest in the conduct of professional services.
 Objectivity
A financial auditor must be fair and must not allow objectivity to be affected by prejudices,
conflicts of interest or external influences.
 Professional competence
 Confidentiality
 Compliance with professional standards
A financial auditor shall provide professional services with due care, competence and
conscientiousness, and shall have a permanent duty to maintain professional knowledge and skills
at the level necessary to ensure that a client or employer benefits from a competent professional
service, based on the latest aspects of practice, legislation and techniques.
Internal audit activity – the work of a subdivision, teams of auditors, or other internal auditors
providing independent and objective assurance and advice, intended to bring value to the public
entity and improve its operations. The internal audit has 2 basic missions: insurance missions and
advisory missions.
The internal audit activity helps the public entity achieve its objectives through a systematic and
methodical approach that assesses and improves the effectiveness of governance, risk
management and control processes.
The internal audit activity is carried out on the basis of the Internal Audit National Standards
(IANS), which comprise two fundamental categories:

 qualification standards, describing the qualities to be achieved by entities and persons
carrying out internal audit activities;
 performance standards, describing the activities specific to the internal audit and
providing qualitative criteria for assessing its performance.
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Risk management – the systematic process of identifying, recording, assessing, controlling,
monitoring and reporting risks, organised and carried out with a view to ensuring reasonable
achievement of the objectives of the public entity.
The head of the internal audit activity shall establish the Risk‐based internal audit plan in order to
determine the priorities of the internal audit activity, which is consistent with the objectives of the
public entity.
Risk management is regulated by IANS 212021, which states that internal audit activity must assess
effectiveness and contribute to improving risk management processes. The risk management
process is monitored through continuous management activities, separate assessments or both.
In the process of risk management as an assurance mission:
I

The internal audit shall assess exposures to the risks associated with the governance
of the public entity, its operational processes and information systems, concerning:

a) achieving the objectives of the public entity;
b) the reliability and integrity of financial and operational information;
c) the effectiveness and efficiency of processes and programmes;
d) asset security;
e) compliance with the regulatory framework and internal regulations.
II

The internal audit should assess the possibility of fraud emergence and how the
public entity manages the risks of fraud and corruption. In the process of risk
management as an advisory mission:

a) Internal auditors should address risks in line with the objectives of the mission and be
vigilant about the existence of other significant risks.
b) In assessing the risk management process within the public entity, internal auditors
should also use knowledge of the risks obtained in advisory missions.
c) During the provision of support when establishing or improving the risk management
process, internal auditors should avoid taking on any managerial responsibility
involving risk management.
The method of self‐assessment and reporting of the level of implementation of the IMC System is
governed by the provisions of the Regulation on self‐assessment, reporting of the internal
management control system and issuing the Management Accountability Statement approved by
Order MF no. 4 of 09.01.2019.22
The process of self‐assessment, reporting of the IMC system and issuance of the managerial
accountability statement is structured in the following chapters:
I.
II.
III.

Objectives and applicability;
The self‐assessment of the IMC;
The reporting method on the organisation and functioning of the IMC;

21 https://www.legis.md/cautare/getResults?doc_id=119965&lang=ro
22 OMF4/2019 – Legis.md
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IV.
V.

The elaboration method of the managerial accountability statement;
Counselling of public entities.

The self‐assessment report of the IMC system serves as the basis for the entity’s manager to
assess the organisation of the internal management control system and to issue an annual
managerial accountability statement for the previous year.
The self‐assessment report of the IMC system comprises seven compartments:
3)

4)

5)

6)

7)
8)

1) general information – to obtain general data on the MIF;
control environment – which aims to assess personal and professional integrity,
management and employee ethics, management style, organisational structure,
delegation of powers, human resources policies and practices, and employee
competence;
performance and risk management ‐ to assess whether the public entity has correctly
established its mission, strategic and operational objectives; whether action plans
include actions and performance indicators measurable for the activity of the public
entity and organisational subdivisions; if the public entity establishes the risk
management strategy, on the basis of which it identifies, records, assesses, controls,
monitors and systematically reports risks, including corruption risks, that may affect
the achievement of the objectives; whether the identified risks are associated with the
objectives;
control activities – to assess policies and procedures to help ensure the execution of
management directives and to achieve objectives in an economic, effective and
efficient manner;
information and communication – in order to assess internal and external information
and communication systems, as well as the quantity, quality, periodicity and sources of
information;
monitoring – to assess their own instruments for monitoring the IMC system;
heritage, finance and information technologies ‐ aims to assess its own control
activities for the main heritage, economic and financial processes and information
technologies, which includes in itself: budget planning and execution; the accounts of
the assets; public procurement and the execution of contracts; payroll and information
technologies.

A NSIC/compartment shall be considered implemented/respected if the answer to each related
question is “Yes”. If at least one related question is “No”, the NSIC/compartment shall be
considered partially implemented/respected. The NSIC/compartment shall be deemed not to be
unimplemented/unrespected if the answer to each related question is “No”.
How to complete the Managerial Accountability Statement:
 The manager declares that the entity has an IMC whose organisation and operation
fully allows/partially allows/does not allow the provision of a reasonable assurance
that public funds allocated for the purpose of achieving strategic and operational
objectives have been used in conditions of transparency, economy, efficiency,
effectiveness, legality, ethics and integrity.
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The internal managerial control system and measures to increase its effectiveness
are/are not based on risk management.
On the basis of the results of the self‐assessment, I appreciate that on 31 December
___ , the entity’s internal managerial control system is compliant/partially compliant
/non‐compliant with the National Standards of Internal Control in the Public Sector.

The assessment of the degree of compliance in the Managerial Accountability Statement (see
attached) shall be carried out in relation to the number of NSIC/compartments fully implemented,
as follows:
a) the IMC system complies if all 20 NSIC/compartments are fully implemented;
b) the IMC system is partially compliant if between 9 and 19 NSIC/compartments are fully
implemented;
c) the IMC system is non‐compliant if between 1 and 8 NSIC/compartments are fully
implemented.
The managerial accountability statement shall be placed on the official website of the public entity
annually by 1 March.
Public accountability for the HEI is governed by the provisions of Article 107 of the Education
Code23.
Thus, the public accountability of the higher education institution consists of:
a) compliance with current legislation, the University Charter and national policies in the field
of higher education;
b) the application of the regulations in force on quality assurance and evaluation in higher
education;
c) compliance with the policies of equity and university ethics contained in the University
Charter;
d) ensuring the efficiency of the use of resources and the quality of the managerial act in
accordance with this Code;
e) ensuring transparency in decision‐making processes and activities carried out in
accordance with the legislation in force;
f) respect for the academic freedom of teaching and scientific staff, as well as the rights and
freedoms of students.
The rector and chairman of the Council for Institutional Strategic Development shall be
responsible for ensuring compliance with the obligations arising from the principle of public
accountability.

23

OME1048/2015 – Legis.md
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3.2.

Management of material resources in higher education
Learning outcomes

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- know the various types of material resources used within the HEI;
- understand the legal aspects of public procurement in order to better organise the material
resource management process.
Application
- apply sustainable principles relating to public procurement;
- identify/plan the material resource requirements arising from the needs of the HEI and the
financial resources available;
- correctly select optimal supply options with material resources;
- organise the assurance process with material resources based on the needs of the HEI;
- manage the available material resources efficiently.
Integration
- communicate effectively, work as a team and negotiate with a view to streamlining the
allocation of material resources to university subdivisions;
- make recommendations on the efficient use of material resources within the HEI.
3.2.1. Material resources used within the HEI
No university can achieve the objectives set without the existence of material resources in the
quantity and quality required. These are physical resources used to facilitate the teaching‐learning
and research process in the university. The quality and quantity of material resources depend on
the use of other types of resources, in particular financial and human resources. Thus, if the
university has sufficient financial resources, some of them can be allocated to modernise the
learning and research process by procuring modern equipment and improving study conditions,
etc.
The material resource in the education system is the totality of the material elements necessary
for the operation and development of educational institutions, forming the material basis for the
education and training of qualified specialists. Material resources are tangible resources, which
can be easily seen and observed in any educational institution: classrooms, seminar rooms,
workspaces, vehicles, health centres, library, laboratories, etc., which contribute directly or
indirectly to the achievement of educational objectives. In the literature, as in economic practice,
several terms are used for the definition of these resources such as: material resources, material
and learning resources, technical‐material resources, technical‐material basis, etc.
As regards the economic content of material resources, there are two distinct groups: fixed assets
and current assets in the form of stocks. Stocks, for the most part, include consumables and small
and short‐lived items such as: reagents, chemicals, fuels, office supplies and so on that operate for
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a short period of time. Fixed assets serve the educational and research process for a long time
(Table 3.3.) and transfer their value to parts
Table 3.3 – Durations of use of fixed assets 24
Category of fixed assets
-

buildings and rooms
production equipment and facilities
vehicles for the transportation of 10 or more persons,
including the driver
tools, systems and other machinery
computers
furniture made of wood or plastic

Durations of use, years
35‐45
8‐20
8
3‐5
3‐5
5

An important feature of the university’s material resources is that they are not consumed to
produce material goods, but are used for the proper conduct of all the activities of the educational
institution.
Another characteristic of material resources within educational institutions is determined by the
fact that they are varied and participate variously in the creation of the conditions for the conduct
of the educational process. For example, teaching equipment and technique (computers, SMART
boards) are used directly in the educational process, and the educational space creates only the
prerequisites for carrying out the instructional process.
By assessing the degree of influence of material resources on the educational process, priority
should be given to the modern, well‐developed library fund, which favours the transfer of
knowledge to library users. In addition, today, in the age of information technologies, IT
equipment and Internet connection have become indispensable in the modern university. Using IT
in the teaching‐learning process allows developing attractive study programmes and contributes
to increasing the efficiency of learning activities. Under the conditions imposed by the COVID‐19
pandemic, universities with IT resources, as well as teachers and students with digital skills, were
more prepared and managed to move faster from classroom to distance education.
According to the Guidelines for external evaluation of bachelor’s/master’s degree programmes
developed by the National Agency for Quality Assurance in Education and Research (ANACEC), the
existence of material and learning resources is a prerequisite for the conduct of the study and
research process and plays an important role in quality assurance. As one of the important criteria
in quality assessment, Material and learning resources include the following performance
indicators:
- the existence and use of educational and research facilities;
- the endowment and accessibility of educational and research facilities;
- the endowment, development and accessibility of the library fund for the study
programme;
Catalogul mijloacelor fixe și activelor nemateriale, Hotărârea Guvernului Republicii Moldova, nr. 338 din 21
martie 2003

24
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-

ensuring and access to curricular support for students.

It is difficult to carry out the process of obtaining knowledge, developing skills, as well as
organising and providing educational and research activities without the existence of appropriate
spaces. For this the university has classrooms, seminar rooms, laboratories, computer rooms,
libraries, reading rooms, etc. It is important that the available spaces meet the requirements of
the study programme and are used effectively. In Table 3.4, the minimum area requirements for a
student by room category are presented.
Table 3.4 – Requirements for the assurance with the
minimum area per student in the HEI 25
Level of achievement of requirements
Room categories

minimum
acceptable

medium

high

classrooms

1,0 m2

at least 1,0 m2

not less than 2,0 m2

seminar rooms

1,4 m2

at least 1,4 m2

not less than 2,0 m2

laboratories

2,0 m2

at least 2,0 m2

not less than 3,0 m2

The University is intended not only to provide learning and research conditions, but also working
and living conditions for students and teachers, including those relating to living conditions in
student dormitories (Table 3.5).
Table 3.5 – Minimum requirements regarding the area
and equipment of rooms in the dormitories of
the HEI 26
Accommodation area
(6 m2 per person)
table – 1/room
bed with
1/person

mattress

book shelf – 1/person

Auxiliary spaces for common use

Kitchen
– Reading room/library
Computer room with free internet access,
including wireless connection

compartment/wardrobe – Bathroom with hot water, laundry with at
1/room
least 2 washing machines and at least one
clothes dryer machine, in accordance with
the needs of the residents of the
dormitory

auxiliary spaces for
common use shall
permanently provide
hot
water,
be
endowed
with
necessary equipment
and inventory and
should be maintained
in an appropriate
hygienic‐sanitary
state, in accordance

25 Sursa:

Ghid de evaluarea externă a programelor de studii de masterat, învățământul superior, Criteriul 6.2
Resurse materiale și de învățare, Indicatorul de performanță 6.2.1.

26 Sursa:

Regulamentul – cadru privind funcționare a căminelor din subordinea instituțiilor de învățământ de
stat, Hotărârea Guvernului nr. 74 din 25 ianuarie 2007
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bedside table – 1/person

Room for leisure activities

chair – 1/person

Telephone

with the rules in force

In addition to the existence and use of educational and research facilities, another important
indicator are the equipment required: computers, boards, equipment for the conduct of
laboratory work, means of learning, etc.
Another important material resource, which influences the study and research process, is the
library’s fund, which includes publications from the university’s fields of study and research, as
well as works with encyclopedic and general culture content, such as:
- textbooks, course notes, tests, problems, methodical indications, programmes;
- books, including in foreign languages, in print and online;
- journals;
- reference editions (dictionaries, encyclopedias, guidelines);
- special technical documents (invention patents, print and online standards);
- special fund (DVDs, microfiche, etc.)
- databases
In the development of collections, account is taken of university development strategies, study
plans, requests from teachers and departments.
Material resource management within universities is the activity that ensures the optimal
acquisition and use of material resources to achieve the university’s objectives.
As material resources are limited, their management within the university involves a number of
activities such as:
- planning the need for material resources;
- the purchase itself;
- reception – storage – distribution of resources;
- efficient use of resources.
Within the university, the Technical‐Material Supply Department or Procurement Service is
responsible for ensuring complete and complex material resources of consumer demand, in
accordance with applicable legislation on compliance with procurement procedures. This unit may
delegate part of its functions to other departments of the university.
The Public Procurement Service has the following basic tasks:
 drawing up the draft of the annual public procurement plan, based on substantiated
requests from the university’s subdivisions, which is submited to the Rector for
approval;
 the development of market studies and the establishment of a database on providers
and suppliers of goods, services and works covered by the procurement programme;
 making purchases of goods, services and works provided for in the annual public
procurement programme;
 drawing up public contracts and monitoring their execution, informing contractual
partners about the non‐compliance with deadlines or other contractual obligations;
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elaboration of documentation and completion of the formalities corresponding to
public procurement, in accordance with the legislation in force (task specifications,
notice of publication of the purchase, procurement file, minutes, etc.);
receipt, registration and archiving of tenders for organised procedures;
registration and resolution of appeals submitted by economic agents;
communication to the economic agents, participants in public procurement
procedures, about the results.

The general objectives of the Procurement Service are:
 establishing the need for supply with materials, fuel machinery, installations, spare
parts, office supplies, furniture, etc.
 provision of goods and services on time, in the quantity and quality required;
 the provision of goods and services at the lowest cost;
 developing and maintaining favourable relationships with the organisation’s suppliers,
as well as identifying and developing new ones;
 storage, management and control of stocks.
3.2.2. Planning the necessary material resources
The responsibility for planning the material resource requirements within the university lies with
the Procurement Service, which, at the end of the calendar year, draws up the Procurement Plan
for the following year.
The procurement plan shall include all the needs for goods, works or services for the entire
budgetary year, to be achieved by the conclusion of one or more public contracts, depending on
how they are planned.
Stages of preparation of the procurement plan
Determination of the needs for goods, works or services for supply. The procurement service is
responsible for identifying procurement needs, it collects requests from the university’s
subdivisions. For example, the university library presents information about the need to be
supplied with textbooks and literature according to the Education Plan, scientific research plans
and user demand, etc.
In the application/request submitted are specified: the name of the subdivision, the name of the
good, the necessity / opportunity of the acquisition, the criteria and technical specifications in
detail, the quantity.
The centralised supply requirements shall be determined on the basis of the requests, taking into
account the material resources in the warehouse and the existence of the financial sources
necessary to cover them.
The matching with the CPV (Common Procurement Vocabulary) of goods, works or services
covered by a contract of procurement.
The Common Procurement Vocabulary is a hierarchically structured nomenclature divided into
divisions, groups, classes, categories and subcategories to identify the subject matter of public
procurement contracts for goods, works and services identifying any object of the procurement. In
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order to avoid legal uncertainty, references will be explicitly established by mentioning all relevant
positions as a series of codes.
CPV codes are found on the website of the Public Procurement Agency, heading CPV (Figure 3.1).

Figure 3.1 – CPV on the Website of the Public Procurement Agency 27
Estimation of the values of all public contracts to be concluded during the budgetary year.
The estimated value of public procurement contracts shall express the most likely price, excluded
of VAT; intended to be paid for their purchase.
To determine the estimated values, the employees of the procurement service conduct a market
research using the Internet resources, catalogues, flyers with offers, etc.
Choice of public procurement procedure
At the planning stage depending on the complexity and value of the public procurement contract,
the level of development and competition on the market in the field where the procurement will
take place, etc., it is necessary to establish the procurement procedure: open or restricted
tendering; negotiation with or without advertising, demand for offers of prices, low‐value public
procurement, etc.
Identification of financial sources

27

https://tender.gov.md/ro
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Together with the economic and financial service, the sources of financing through which the
financial resources necessary for the performance of public payment contracts will be ensured
shall be identified.
În cazul IÎS, sunt posibile următoarele resurse de finanțare: bugetul de stat/ comanda de stat;
venituri din taxe; proiecte de cercetare, granturi și sponsorizări, proiecte internaționale, etc.
In the case of the HEI, the following financing resources are possible: the state budget/state order;
tax revenue; research projects, grants and sponsorships, international projects, etc.
Information included in the Annual Procurement Plan:
 the object, purpose of the contract;
 the code corresponding to the subject‐matter of the contract in the Common Public
Procurement Vocabulary (CPV code for products, services or works);
 estimated value (MDL) of contracts, excluding VAT;
 the method of purchase, the award procedure, respectively;
 the expected start and end date of the procedure.
Table 3.6 – Example of „Annual Procurement Plan”28

Presentation of the
purchased item

No.

1.

2.

Goods
Subscription for
electronic scientific
journals EBSCO
Furniture

Computing
technique (printers,
copiers, projectors)
4.
......
- Services
1.
Current repair of DIT
computers and
printers
2.
......
- Works
1.
Changing doors and
windows
2.
......

CPV code

Estimated
value
excluding
VAT,
thousands
of lei

22200000‐2

40,0

Low‐value
contract

January

39000000‐2

545,0

Demand for
price offers

July‐October

30200000‐1

500,0

Tender

May‐December

50323000‐5

40,0

Low‐value
contract

January

45421100‐5

1172,6

Public tender

June

Procurement
procedure
applicable

Period of the
public
procurement
procedure

3.

28

Sursa: Regulamentul cu privire la modul de planificare a contractelor de achiziții publice, Anexa nr. 3.1.
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The public procurement plan is linked to the budget of the educational institution and must
correspond to the University’s Development Strategy. The first version of the plan shall be drawn
up before the budget proposal is drawn up and shall be finalised after the institution’s budget has
been approved. If changes occur in the budget during the budgetary year and new financial
resources are identified, the plan may be amended or supplemented.
The procurement plan shall be approved by the rector of the university, with the prior approval of
the economic or financial‐accounting service, and shall be published on the website of the
institution within 15 days of approval or within 5 days of the amendment.
3.2.3. Organizing the insurance process with material resources
Purchasing resources
Purchasing resources is a central element in the resource insurance process and requires careful
consideration. Purchases of goods, works and services shall be made by means of a public
procurement contact signed by the university management with economic agents selected in
accordance with public procurement legislation.
The initiation and conduct of public procurement procedures within the university shall be carried
out by the Working Group set up by order of the rector. The working group includes specialists
from the university with professional experience in the field of public procurement. During the
work of the Working Group, consultants/experts in the field in which the acquisition is carried out
may be involved as members, who have the right to vote in cases expressly provided for in the
decision/provision setting up the working group. Representatives of civil society may also be
included in the Working Group, at their request, under the conditions laid down by law, with the
right to consultative voting or the right to a separate opinion.
The working group or, where appropriate, the certified specialist shall have the following tasks in
the field of public procurement:
- drawing up annual and quarterly public procurement plans;
- drawing up notices and/or invitations within public procurement procedures;
- elaboration of the award documentation and the documents applicable in the public
procurement procedures;
- initiation and conduct of the public procurement procedure;
- ensuring the participation of economic agents in public procurement procedures;
- examination, evaluation and comparison of tenders submitted in public procurement
procedures;
- the award of public contracts, which are concluded by the contracting authority with
economic agents;
- drawing up reports on the outcome of public procurement procedures and submitting
them to the Public Procurement Agency;
- monitoring of public procurement contracts;
- the retention and record of all documents drawn up and applied in the context of public
procurement procedures.
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In the performance of their duties, the member of the working group and the certified specialist in
the field of public procurement shall be autonomous, impartial and subject only to the law. The
exercise of any influence in order to induce the member of the working group to perform their
duties contrary to the legal provisions shall be prohibited.
The basic procedures for the award of the public procurement contract within the university are:
open and restricted tendering, negotiation without advertising, demand for tenders and a low‐
value contract.
Public
Procurement
Procedures

Tender

Negociation

Price offer request

Low‐value
contract

open tender

restricted tender

Figure 3.2 – Procurement methods in HEIs

The open tender shall comprise the offers of all economic agents wishing to participate in the
tender. It shall be organized for contracts whose estimated procurement value, excluding VAT, is
from 800000 lei for goods and services and from 200000 lei for works.
The HEI shall publish in advance in the Public Procurement Bulletin and on the Website of the
Public Procurement Agency a notice of participation in the open tender to inform potential
participants so that they can draw up offers.
The restricted tender shall be conducted in accordance with the rules laid down for the open
tender provided that a pre‐selection procedure is applied preceded by the publication of a notice
of participation in the pre‐selection. The restricted tender shall be initiated by the publication of a
notice of participation in the pre‐selection, which shall require the economic agents concerned to
submit applications.
Negotiation is the procedure by which the contracting authority conducts consultations with the
selected candidates and negotiates the contractual terms, technical details, including the price,
with one or more of them.
Negotiation procedures may be:
 with prior publication of a participation notice;
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without prior publication of a participation notice.

The procedure of negotiation with prior publication of a notice of participation may be carried
out in the case of goods, works or services:
 which meets at least one of the following criteria:
 the needs of the contracting authority cannot be met without adapting the available
solutions;
 these include design solutions or innovative solutions;
 the contract cannot be awarded without prior negotiations because of specific
circumstances relating to the nature, complexity or legal and financial structure or due
to the risks associated with them;
 the technical specifications cannot be sufficiently defined by the contracting authority
by reference to a standard, a European technical assessment, a common technical
specification or a technical reference;
 for which, following an open or restricted tender, only non‐compliant or unacceptable
offers are submitted.
The negotiation procedure with prior publication of a participation notice shall be initiated by
submitting for publication a participation notice, in the Public Procurement Bulletin and on the
website of the Public Procurement Agency, by which economic agents are invited to participate in
the negotiation procedure.
Negocierea fără publicarea prealabilă se realizează dacă:
Negotiation without prior publication shall be carried out if:
 no offer or suitable offer or application has been submitted in response to an open or
restricted tender procedure as long as the initial terms of the contract are not
substantially modified and the absence of competition is not the result of an artificial
restriction of the parameters of the acquisition;
 for reasons of utmost urgency as a result of unforeseeable events, the time limits for
the open tender or negotiation procedure with the prior publication of a participation
notice cannot be complied with;
 for technical, creative or exclusive rights protection reasons, a single economic agent
shall have the necessary goods, works and services and there are no other alternatives.
Where negotiation procedures without prior publication of a participation notice are applied,
economic agents shall be invited to submit preliminary offers, directly, by means of an invitation
to negotiation, without publication of a participation notice.
The request for price offers constitutes a simplified procedure whereby the contracting authority
requests offers from several economic agents for the purchase of goods, works or services, which
are presented according to concrete specifications, provided that the estimated value of the
purchase does not exceed 200000 lei for goods and services and 250000 lei for works.
The educational institution may, in addition to the price, set out other requirements to be taken
into account when assessing price offers. In this case, each such requirement and its relative value
shall be indicated in the application for price offers. The deadline for submission of offers shall be
at least 7 days for goods and 12 days for services.
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The procurement procedure by requesting the price offers for goods and services shall be carried
out by electronic tender. It is a repetitive process with the use of electronic means of
presentation, in descending order, of new prices and/or new values relating to certain elements of
offers that occur after a first full evaluation, placing them on the basis of automatic methods of
evaluation. In case only one offer has been submitted, the electronic tender shall not take place
and the working group shall decide whether to attribute the procurement contract to the tenderer
or to repeat the procurement procedure.
The offer corresponding to the requirements of the award criterion set out in the participation
notice/invitation shall be declared the winning one.
Low‐value public procurement is an easy way to purchase products, services or works, the
estimated value of which, without value added tax, does not exceed 200000 lei for goods and
services and 250 000 lei for works.
Low‐value public procurement shall be made on the basis of annual public procurement plans or
for reasons of urgency as a result of unplanned needs or unforeseeable events. The reasons for
urgency will be determined by the Working Group in the minutes.
All information relating to the subject matter of the public procurement contract and the
procedure for attributing it shall be included in the Award Documentation, which shall include at
least:
 Administrative conditions;
 Specifications;
 Qualification and selection criteria;
 Award criterion;
 Contractual clauses.
The specification shall contain all the requirements, prescriptions, technical characteristics which
allow each product to be described objectively, in accordance with the needs of the university. The
specifications shall necessarily contain the technical specifications defining characteristics relating
to the quality, technical, performance level, etc., so that potential tenderers draw up the technical
proposal corresponding to the requests of the contracting authority. The requirements imposed
by the Specifications are minimal.
Offers submitted, which deviate from the provisions of the Specifications, will be taken into
account only if the technical proposal involves ensuring a higher quality level than the minimum
requirements of the Specifications.
According to the Law on Public Procurement, the university, as contracting authority, in the public
procurement process will apply criteria and qualification requirements with regard to:
 eligibility of the tenderer or candidate;
 the ability to pursue a professional activity;
 economic and financial capacity;
 technical and/or professional capacity;
 quality assurance standards;
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environmental protection standards.

The qualification and selection criteria laid down shall be specified in the notice and/or invitation
to participate in the procurement competition.
In determining the award criterion of the publicprocurement contract, account shall be taken of
either the lowest price or the most technically and economically advantageous offer (Table 3.7).
Table 3.7 – Award criteria
Award criterion

Assessment factors

Share of the price
element under the
criterion

The lowest price

- the lowest price

100%

The lowest cost

- life cycle costs: related to procurement,
use, energy and other resource
consumption, maintenance costs, collection
and recycling costs

100 %

The best value for
money
The best value for
cost

-

technical advantages
aesthetic and functional characteristics
accessibility
social, environmental and innovative
characteristics
- qualification and experience of the staff
designated for the performance of the
contract
- after‐sales services
- technical assistance and delivery
conditions, etc.

60% ‐ public
procurement of
goods
80% ‐ public
procurement of
works
40% ‐ public
procurement of
services

In the case of the public procurement, the economic agent shall apply, together with the offer,
also the offer guarantee in one of the following forms: bank guarantee letter; transfer to the
account of the contracting authority; other forms that do not contravene the law.
In order to ensure transparency of the public procurement process and procedures, public sector
institutions in the Republic of Moldova are obliged to plan procurements, select suppliers, sign and
execute electronic contracts using online procedures on the Automated Information System “State
Public Procurement Register” (MTender) 29
MTender is a multi‐platform online electronic e‐procurement system consisting of a web portal
and an Open Data Central Unit and a multi‐platform network in the private sector accredited to
support electronic tenders for public and private sector customers.
The procurement procedure shall be completed by the designation of the economic agent whose
offer has been declared the winner and the signing of the procurement contract. If the financial

29 https://mtender.gov.md/
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sources for the public procurement contract are allocated from the State budget, it must be
registered at one of the regional treasuries of the Ministry of Finance and shall enter into force on
the registration date or another subsequent registration date provided for by it after registration
at one of the regional treasuries of the Ministry of Finance.
In the case when the public procurement contract/framework agreement for which the
management of financial sources is not carried out through the treasury system, it shall enter into
force on the date of signature or at another later date indicated therein.

Figure 3.3 – Mtender electronic system
Being aware of the existence of social and environmental problems, more and more universities in
the public procurement process are turning to sustainable procurement or green procurement.
Thus, the essential criterion in the award of public procurement contracts is not the purchase
price, but the reduced environmental impact over the lifetime of the products. For example, the
Executive Board of the University of Gloucestershire approved the Sustainable Procurement
Strategy in 2008, which has been incorporated into procurement processes over the years. The
“Sustainable Procurement Guidance”30 at the University of Gloucestershire states that sustainable
procurement takes into account the financial, environmental and social impact during the
procurement and purchase of goods, services and works. It includes opportunities to raise
awareness and demonstrate best practices..
A procurement exercise may be considered „sustainable” if:
 purchasing needs are assessed by obtaining the best value for money;

30 University

of Gloucestershire - Sustainable Procurement Guidance. March 2017. Disponibil:
https://sustainability.glos.ac.uk/wp-content/uploads/2017/09/University-of-Gloucestershire-SustainableProcurement-Guidance_30.3.17.pdf
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social and environmental impacts are made aware, as far as possible, their negative
influence is reduced;
opportunities to enhance a positive reputation and promote education are taken into
account.

Staff involved in sustainable procurement should consider the following key principles:
 minimise general consumption, if possible;
 suppliers meet the legal requirements;
 reduce the environmental impact from resource use, waste generation, energy use and
pollution;
 comply with international labour standards for workers’ rights in the supply chain and
take into account broader ethical issues;
 decisions on public procurement take into account reputational effects and present a
positive example for students, employees and partners.
In the case of universities, it is recommended to purchase the following products and services
through public procurement that contribute to reducing the harmful impact on the environment:
furniture; transport; cleaning products and services; IT and office equipment; electricity; food and
catering services, construction; copying paper and graphic paper; indoor lighting; scanning and
printing equipment.
Receipt – storage – distribution of resources
The supply of the purchased goods shall be carried out by the economic agent – tenderer in
accordance with the terms of the public procurement contract concluded. All goods delivered will
be inspected by university officials to ensure that they meet the requirements specified in the
contract/specifications in the Specifications and Technical Offer.
Quantitative and qualitative reception of the supplied goods is done by checking the documents
accompanying the product (certificate of conformity and quality), visual verification, checking the
state of functionality in the case of equipment and machinery and quantitative verification.
The receipt of the goods is indicated in the Goods Registration Sheet, which includes the following
information:
 Purchased goods;
 Characteristics of the goods (identification parameters);
 Seller of the goods;
 The condition of the goods at the time of receipt.
The release/distribution of goods is based on the needs of the university’s subdivisions based on
demand. And at least once a year, for the purpose of verifying the actual existence of material
resources (buildings, fixed assets, fuel, office supplies, books, etc.) their inventory shall be carried
out by factual and quantitative finding.
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3.2.4. Efficient use of material resources
Efficiency of the use of material resources requires optimising the performance of business
processes, which would allow for greater value creation with fewer resources, while also reducing
waste generation.
Efficiency is based on the relationship between inputs and outputs, and efficiency opportunities
are embodied in any improvement that increases the benefits obtained per unit of resource used.
The efficient use of material resources is a priority for university management and relates both to
the economic aspect, by reducing expenditure, and to the social and environmental aspect, by
creating a sustainable university, which is also interested in the efficient use of resources.
A sustainable university is the educational institution that educates citizens for sustainable
development, provides relevant information on urgent societal challenges and reduces the social
and environmental footprints of its campus operations, empowers students and staff to act and
makes sustainability a central priority. You can find more information on the sustainable university
on the website of the University of Gloucestershire31.
The efficient use of material resources in a university can be achieved by:
 Saving resources – increasing the degree of use of university spaces, reducing
electricity, water and other resources consumption;
 Recycling of resources – recycling of materials and/or reusing them (rational use of
paper, etc.);
 Substitution of some resources with others – replacing one product with another, more
environmentally friendly (reducing the negative impact on the environment through a
more responsible approach in the procurement process of goods, services, etc.).
Reducing electricity consumption
The experience of universities abroad highlights the following actions to reduce energy
consumption:
 energy efficiency of the building – design and construction of buildings using
environmentally friendly materials, implementation of smart networks;
 use of renewable energy – installation of solar panels, heat pumps, heat recovery
systems, etc.;
 purchase of office IT equipment meeting the minimum energy efficiency requirements
set out in the EU „Energy Star” Regulation (Regulation No. 106/2008 on a Community
energy‐efficiency labelling programme for office equipment);
 encouraging university employees and students to reduce electricity consumption;
 use of eco‐friendly bulbs;
 training of staff and students to switch off the light in classrooms and seminar rooms
after the end of teaching activities or whenever artificial light is not needed.
Renovation of the lighting system

31 https://sustainability.glos.ac.uk/
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In order to reduce the electricity consumption for lighting, lighting fixtures, light bulbs and old
fluorescent lamps must be replaced with energy‐saving lighting systems. Although the price of an
efficient bulb is higher than that of a regular bulb, ranging from 4 to 6 Euro, it consumes about 5
times less energy than traditional bulbs, providing the same level of lighting.32 The initial
investment is recovered in less than one year.
Also, where feasible, it is welcome to implement automated lighting control systems. Presence
sensors and empty space sensors are two useful systems for controlling and reducing the use of
light and extending the duration of use of lamps.
Switching off equipment and light
A simple measure that does not require much expense is the switching off of equipment and light.
If the equipment is not used for a period of time, it must be disconnected from the power supply
network. Even if the computer or printer is “on standby”, it consumes electricity in small
quantities. Taking into account the fact that the number of electrical devices in the university is
high, a substantial additional expense is accumulated. According to U.S. Department of Energy
data, shutting down employees’ computers at night can save $21 per computer / year and 416
kilograms of CO2 emitted less.
It must become the rule for all students and employees, that if there is no one in the room for
more than 10 minutes, it is mandatory to switch off the light. Announcements that would remind
and encourage employees and students to save electricity are welcome.
Maximum use of natural daylight
It is important that the windows are clean so that as much light as possible can penetrate, this
would reduce the cost for lighting by 10‐40%. According to a World Green Building Council report,
employees who work near windows with natural light are 15 per cent more productive.
For example, the University of Gloucestershire33, over the last 10 years, has managed to reduce
electricity consumption by 19% and gas consumption by 37% as a result of:
 installation of solar photovoltaic panels providing 45,000 kWh of electricity each year;
 extension of LED lighting in operational rooms and buildings and installation of
effective lighting control through the annual maintenance programme;
 the use of cleaner fuels – the shift from the use of oil for heating to high‐efficiency gas
boilers has reduced CO2 emissions by around 200 tonnes as a result of oil burning;
 implementation of an energy monitoring and management system – improved
metering has helped guide reconditioning and efficiency initiatives, ensuring
temperature and humidity level control;

Ghidul consumatorului de energie electrică - SIDA Moldova Ch.: “Elan INC” SRL, 2010. Disponibil:
http://www.amac.md/Biblioteca/data/16/01/20/01.2.pdf
32

33 University of Gloucestershire. Energy and carbon. Disponibil: https://sustainability.glos.ac.uk/oursustainable-university/energy-carbon/
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increasing the efficiency of the university – assessing energy consumption according to
the use capacity of buildings and halls optimizes the efficiency of the university in the
management of spaces.

Efficient use of water
Water saving can be achieved by installing water meters, automating the watering process of the
institution’s territory, using sanitary facilities, etc., which reduce water losses and provide 50%
savings.
Reducing paper consumption
In the university, the flow of printed documents is high, but most of them quickly lose value and
are sent to the bin after receipt. At the same time, educational institutions spend significant
financial resources to provide employees with printing paper, printers and supplies.
Thus, for the university a savings reserve is also the reduction of paper consumption, which also
has a positive effect on the environment. According to the Association for Information and Image
Management (AIIM), saving or recycling a tonne of paper can save 17 trees, 26,000 litres of water,
3 cubic meters of earth, 240 litres of fuel and 4000 kWh of electricity. According to the AIIM, 45%
of paper documents are discarded within 24 hours of their creation, with paper accounting for
25% of all waste and 33% of municipal waste.
Reducing the amount of paper consumed can be achieved without great difficulty, in particular by
switching from paper documents to electronic documents. Globally, the annual World Paper Free
Day is celebrated.

2021

2020

28 October

27 October

2020
6 November

2020
World
Paper
Free Day

26 October

The electronic document means information in electronic form, created, structured, processed,
preserved and/or transmitted by means of computer or other electronic devices, signed with
electronic signature in accordance with the legal provisions.
Although important documents (tally‐sheets, registers, personal records, etc.) still need to be
presented on paper, however many of the internal documents can be converted into electronic
form.
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Using email to send documents
Using email to send documents not only reduces the amount of paper used, but makes the
document reach the recipient much faster. In the situation created by the outbreak of COVID 19,
when educational institutions in the country switched to distance training, there was a reduction
in the use of paper as a result of the transmission of information by email.
Printing on both sides of the paper (duplex printing)
Although today, for the most part, documents are printed on one side of the sheet, by using
double‐sided sheets and by changing the page margins from 1.25 to 1, the amount of paper used
is reduced by 50%. Most printers offer the option of printing on both sides of a sheet of paper. It is
important that employees are encouraged to reduce the amount of paper used in current
activities and to save this resource. Paper restrictions imposed by superiors disturb and annoy
employees, but it is important to raise awareness and explain why it is necessary to save paper.
Waste management
For the purpose of recycling resources, universities may apply separate waste collection practices
in at least three categories: paper, plastic and glass. The University may enter into an agreement
with a specialized company engaged in the processing of separately collected waste.
Stationery, newspapers, mail, advertising brochures and leaflets, envelopes, calendars, notebooks,
etc. can be collected and handed over as paper waste. A paper pack weighs about 2.5 kg, if you
spend about 10‐12 packs per month, it is already about 25‐30 kg of residual paper. The collected
paper can then be recycled into toilet paper, paper napkins and writing paper. It is welcome that a
place in the office be allocated for the collection of paper waste and inform all employees about it,
also in the hallways to place containers for separate collection of waste.
The efficient use of material resources within the university is important for cost reduction, but it
also has an “educational effect” for employees and students who are beginning to take a
responsible attitude for saving and a reasonable approach to the use of resources.
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3.3.

Information management in higher education institutions
Learning outcomes

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- become aware of the significance of Information Management System (IMS) for the general
management system;
- identify the specifics of the IMS in the HEI;
- describe the information needs of the strategic actors of the HEI;
- become aware of the need to measure processes, phenomena and objectives.
Application
- determine the flow of information and its components within the HEI;
- identify information needs according to the job;
- measure the processes and phenomena within the institution, department, subdivisions;
- identify cause‐and‐effect links between the results and the activities of the HEI;
- turn objectives into qualitative and quantitative indicators.
Integration
- identify the processes and phenomena that require monitoring;
- propose strategic objectives for key activities;
- evaluate the IMS from the HEI or the position held;
- propună soluții pentru perfecționarea SIM din cadrul instituției și postului pe care îl ocupă.
- propose solutions for the improvement of the IMS within the institution and the position
held.
3.3.1. The Management Information System in the HEI. The IMS place in the management
system of the HEI. The information needs of the strategic actors of the HEI
No matter how independent a system is, in reality it can only be a relative independence, because
it is integrated, together with the other systems with which it is interacting, into a larger system
(Zadeh 1973).
The management system of the company is a set of elements of a decision‐making, informational,
operational and methodological nature, between which there are causal relationships and which
act interdependently in order to ensure processes and management relationships at the level of
an organization. It is constituted as a set of components that facilitate the exercise of managerial
processes, in order to make the work of decision‐makers more efficient34. In the analysis of the
organizational and functional structure of a complex economic system, three subsystems are
distinguished (Figure 3.4.): management (decision‐making); operational (executive); informational.

34

Liviu Mihăescu, Sisteme informaţionale şi aplicaţii informatice în administrarea afacerilor, Editura Universităţii
"Lucian Blaga" din Sibiu, 2009.
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The management (decision‐making) subsystem consists of a group of specialists who, using
specific methods and techniques, monitor and control the functioning of the executive system, the
whole complex system in order to achieve the objectives set. The management subsystem is the
interrelated set of decisions made and applied in an organisation, structured according to the
system of objectives and the configuration of the managerial hierarchy, for the purpose of carrying
out management processes.

The operational (executive) subsystem is the set of human, material and financial resources as
well as the whole organisational, technical and functional set, which act interrelated and ensure
the effective achievement of the objectives set by the decisions submitted by the management
system in order to achieve the objectives set by the organisation. Thus, “those who want to
cooperate will work more effectively if they know what they need to do, what their activities are
and what their role is in relation to others.” At the level of the operational subsystem, the data
collection operation takes place, which is then transmitted to the information subsystem (upward
flow) with a view to storing and processing the data necessary to obtain useful information for the
substantiation of decisions at the level of the (management) decision‐making subsystem.
The information subsystem plays a dual role: on the one hand it provides all the information
necessary for decision‐making on all levels of responsibility, management and control, and on the
other hand it provides the means of communication between the other subsystems, since the
decisions made by the management subsystem are transmitted to the implementing factors
through the information subsystem (downward flow). The information subsystem shall comprise
all information, information flows and circuits, as well as all the means of the management and
decision‐making system. The information system ensures the permanent and necessary link
between the management system and the two‐way managed system: by processing and
transmitting decisions from the management system to the managed system; by recording,
processing and transmitting information on the state and dynamics of the system being run, from
it to the management system.
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The information subsystem is considered to be that part of reality, consisting of organised and
structured data and information, events having an effect on them and actors acting on their basis,
or on the basis of them – using information technology for the purpose of achieving objectives.
Thus, the information system is the means of command and control by which the management
system exercises its functions over the executive system. Within the economic system,
information flows and circuits integrate organically with other resource flows and circuits, so that
information is a true informational “link”, which maintains these information flows and circuits
and allows other resource systems to function as an integrated system. The information system
fulfils this role by:
 providing the necessary information to each of the resource systems as well as the
integrated resource system;
 establishing the arrangements for the acquisition of the data necessary for resource
systems;
 maintaining centralised collections (files and databases) at the level of decision‐making
requirements in resource systems;

 generating output information by reflecting the functioning of all resource systems,
including the information system itself.
Decisions, in turn, may cover longer periods of time (strategic decisions) or shorter (tactical
decisions). From this we can conclude that the decision‐making subsystem requires specific
information necessary to substantiate the strategic decisions on the one hand and tactical
decisions on the other hand. The information subsystem is, at the same time, a means of
communication between the other two subsystems but also as a link between the internal
environment of the company and its external environment (economic, financial, banking).
Most methods of designing information systems start from defining the information needs of
future users. Due to the difficulty of fully identifying these information requirements and the need
to anticipate information requirements with a longer time horizon, the collection, storage and
processing of all data shall be chosen, reflecting the status and evolution of the managed system.
The business environment is constantly changing. Today, companies have to face new challenges.
Their success depends on their ability to operate globally. Information systems provide the
analytical and communication potential that companies need to manage their businesses on a
global scale. Conducting and controlling operations in multinational form requires communication
with suppliers and distributors 24 hours a day between different localities around the globe.
Globalisation of the economy and information technology has led to an increase in competition in
international markets. In this new framework, companies are no longer advantaged by the
existence of protected markets, but must face open competition. Information, in this case, plays a
strategic role for business success.
Information is the “raw material” of management. Management productivity must be compatible
with that of physical transformation technologies. The new approach to the organisation and
management of business compnanies is characterized by the flattening of the hierarchy of the
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management system, decentralization and increasing the flexibility of the organization to adapt to
the changes that occur in the business environment. In order to implement this new approach in
an organisation, it is necessary to make extensive use of information technology (IT).
The SIM study is multidisciplinary in nature and includes two ways of approach:
(1) Technical, based on scientific management (development of models for management
decisions and other practices specific to the management of the organization), computer science
(computer theory, calculation methods and methods of storing and accessing data) and
operational research (mathematical techniques designed to optimize the selected parameters and
increase the added value of the organisation, by making the most efficient use of available
resources (optimisation of stocks, assets, expenses, etc.).
(2) Behavioural, based on psychology, sociology and political science.
Accurate and timely knowledge of everything that happens in the organisation, but also outside it
(i.e. in the macroenvironment and microenvironment) is a necessity for organisations that want to
survive in the conditions of fierce competition they face in the market. To plan, organize,
coordinate, control and make decisions, managers, regardless of their level of hierarchy, need
information. At the same time, managers need to be aware of how the company’s information
infrastructure intersects with public infrastructures and the infrastructure of the new industry that
is emerging – that of the Internet and e‐commerce.
The information necessary to the management depends on the level of management (Figure 3.5.)
and the possibility of structuring the decision‐making situations that managers have to deal with.
For example, the strategic level requires more summary, ad hoc, unscheduled and forward‐looking
reports, as well as external data to support unstructured planning and overall business
management responsibilities. The operational level requires regular internal reports containing
detailed, current or historical data to support structured control of day‐to‐day operations.
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Figure 3.5 Characteristics of information at management levels (O'Brien, 1995)
The information system shall comprise:





all internal and external information, formal or informal, used within the company and the
data underlying its acquisition;
procedures and techniques for obtaining (based on primary data) and disseminating
information;
the hardware platform required to process data and dissipate information;
staff specialising in the collection, transmission, storage and processing of data.

The information system of organisations is also made up of several interdependent components,
such as:
 Data that represents the set of information processed about a phenomenon or
process.
 Information is that data that brings a boost of knowledge to the receiver (human or
machine).
 Information flows are all the information and decisions (characterised by content,
frequency, quality, volume, form, support) necessary to carry out a particular activity
or operation and which are transmitted between two workstations. On the other
hand, information flows can be treated as all information running through existing
information circuits, and fall into three categories:
o Ascending information flows – the totality of information circulating between two
hierarchical levels in a subordinate relationship;
o Horizontal information flows – information circulating between organisational
subdivisions on the same hierarchical level;
o Oblique information flows – are randomly born and represent the totality of the data
circulated between organizational subdivisions on different hierarchical levels, but not
in a subordinate relationship.
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Information circuits – all the links existing between different organizational links.
Information procedures – the totality of methods and techniques for presenting
primary information for the ensurance of human‐computer interface. The evolution of
procedures is closely linked, over time, to the evolution of the performance of
computing systems.
Means of information handling – all construction equipment (hardware) and logical
media (software) that ensures the processing of information and obtaining the final
results.

Society is acutely confronted with the problem of ensuring the competitiveness of local higher
education in the global competition for higher education (HE). In this respect, it is necessary to use
all the opportunities that modern technology offers, in particular IT. According to some experts, in
a market economy, the management of a higher education institution (HEI) is of paramount
importance. The complexity and relevance of these problems is dictated by the nature of
university activities, the diversity of funding sources for university activities, the many forms and
types of educational, scientific and economic activities, the need to adapt to the ever‐changing
infrastructure of the national economy, the need to analyse the educational services market and
the labour market, including the employment of graduates. These factors indicate that the
solution to the university management problem should be implemented at a new qualitative level,
also taking into account the increased degree of economic independence of universities. The
problem of organising the rational use of resources at the disposal of universities must be resolved
correctly. Thus, university management faces the task of choosing the appropriate management
model that meets the modern requirements and conditions for the activities of the HEI. The
university’s willingness to meet these expectations, its desire to maintain its brand are also
important in making certain management decisions. Obviously, under modern conditions, not only
management, but also ordinary university workers must operate with significant amounts of
information. In fact, the information that has become the strategic resource of society in recent
years is one of the conditions for the successful development of a particular educational
institution. Predicting the flow of applicants, clear organisation of the work of the admission
committees, planning of the university’s educational, scientific, financial and economic activities –
these and other aspects of the operation of the HEI are based on the collection, analysis and
processing of significant information flows, on the basis of which managerial, organisational and
other decisions are made. To optimize work with such information flows, over several years, many
universities create and implement so‐called information systems (IS), which are often called
university IMS.
For many universities, the main function of the IS is to optimize work with significant amounts of
information resources, the automation of certain internal organizational processes. There are a
number of weaknesses in the IS operating in universities, including experts highlighting:
- the fragmented (segmented) nature of these systems;
- lack of comprehensive support for the formation and adoption of management decisions;
- insufficient technological capabilities to adapt to changing operating conditions;
- poor orientation towards the needs of applicants and students;
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-

lack of interconnection and integration with information systems of state and local
authorities and regional management structures.

It therefore seems justified to raise the issue of the need to create structures at a new level based
on the existing IS of universities. In these constructions, not only do many internal processes of
university activities need to be automated, but there is a need to create the conditions for a
transition to a different quality level of Management of the HEI, based on modern IT. The
consequence of such a change should be an increase in the efficiency of management decision‐
making, the adequacy of decisions made to existing realities and expected factors, and a reduction
in managerial costs, including the financial plan.
In order to meet these information requirements, the HEI began to create data‐based integrated
information systems. They are based on existing economic approaches to business strategies and
management concepts. The use of data and IT updated to the HEI should contribute to effective
and efficient processes within the organisation. In this context, the data is the result of
measurements and can be defined as a set of qualitative and/or quantitative variables that
become information by interpretation and can be viewed using tables, graphs or images.
Methodical information management serves accountability and reporting in the internal and
external context of the HE, creates performance and cost transparency and therefore provides a
central contribution to quality assurance in research, teaching and support services. A well‐
developed IS formulates institutional objectives and therefore facilitates and optimises decision‐
making processes for sustainable strategy planning in higher education (Saupe, 1981; Küpper,
Friedl, Hofmann, Hofmann & Pedell, 2013).
“An information system may be understood as a coordinated
arrangement of staff, organisational and technical elements
providing decision‐makers with adequate knowledge for the
performance of their tasks.”
(Eberhardt, in Frese, 1992)

Principalele scopuri ale managementului informațiilor includ o legătură strânsă cu procesele de
contabilitate managerială la IÎS. Ca o sarcină primordială a contabilității manageriale, putem lua în
considerare coordonarea generală al SIM al IÎS.
The main purposes of information management include a close link with the management
accounting processes at the HEI. As a primary task of managerial accounting, we can consider the
overall coordination of the IMS of the HEI.
“Management must deal with the dynamics of change and ensure
coordination of the general system.”
(Kast & Rosenzweig, 1974, în Horváth 2011)

According to Horváth, the management system consists of five subsystems:
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Planning

Humane
resources

Accountancy

Management
system

Organization

Provision of
information

Figure 3.6 – Management system
components (Hórvath, 2011; Küpper, 2013)

As regards the provision of information, management accounting must coordinate and align the
abovementioned subsystems with regard to the information needs of decision‐makers. On the one
hand, it includes coordination within the IS – the collection of the necessary data, the
systematisation, storage and, finally, their allocation. On the other hand, this includes the
transmission of data to the abovementioned subsystems of the management system through
appropriate reporting systems.
The design of IMS is oriented towards two reference levels. The vertical level refers to such levels
at the HEI, where decisions are made and tasks are performed, i.e. top management, faculties,
institutes and departments. The horizontal level refers to the basic processes of the HE, i.e.
research, teaching and services. These include different information needs that meet different
requirements on how information is systematised and allocated. Depending on the level of
centralised and decentralised decision‐making processes between top management, faculties,
departments and specialised centres, multidimensional IS is required (Küpper et al. 2013).
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Figure 3.7 – Layer model for the HEI (Tropp, 2002)
The complexity and increasing diversity of information lead to very different performance goals of
these IMSs of the HEI. The basic processes of the so‐called “student life cycle”,
application

admission

teaching and
learning

assessment

graduation

employment

which are managed by professional information technologies, are as follows 35:
- the processes of application, evaluation and admission;
- student administration;
- planning and managing lectures (university‐based course programme, general and
individual course schemes, registration and cancellation of students from courses/exams);
- managing the reservation of the reading room;
- management of the examination (e.g. recording and cancellation of the examination,
transcription of recordings, recognition, archival storage of the final examination);
- management of organizational data (building plans and conference rooms, e‐mail,
telephone).
The HEIs began to integrate this broad‐branched landscape into complex data repository systems.

Solveig Randhahn (Author, Editor), Frank Niedermeier (Editor), Information Management in Higher Education
Institutions Paperback, 2017.

35
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“A data repository is a copy of the transaction data structured
specifically for query and reporting.”
(Kimball, 2002)

According to Horváth (2011), the information management process is structured in three stages:
I.
II.
III.

Identification of information needs and collection of raw material for the HEI
Data collection, processing and analysis
Dissemination of data (workflows between disseminator and receiver)

In general, ISs are intended for the efficient management of university resources (material,
technical, financial, technological and intellectual). But considering the IS only as diverse database
sets, workflow programmes, material management and technical accounting is wrong. In this case,
the IS is considered only from the point of view of the creation, storage and reproduction of
information, but not from the point of view of analysis, forecasting and, moreover, situational
modelling of the management options for university processes and resources. The IS that do not
include these components are conventional management accounting systems but not systems for
managing processes and resources and making managerial decisions.
Purposes of using the information system
Increasing the competitive capacity of the university. The criterion for evaluating university
activity is its competitive capacity compared to other universities, which is determined by the
pedagogical and academic university production, which is stipulated by graduates, professors,
scientists, academic results, publications, arrangements, assortment, quality, etc. In this respect,
the university council (directors) must obtain reliable information about academic and pedagogical
production and how it is assessed outside the university.
Ensuring the high quality of professional training of specialists by organizing the teaching process
at a higher level with the informational support of the independent activity of students and
providing information and technical support for the research and training of staff.
Improving university management. The IS requires the systematization of computer processes,
the establishment of general parts of processes and the integration of separate processes. Such a
system helps university directors make decisions and increases their reliability, as it allows them to
get reports about multiple processes. With such university processes described, before making the
decision, the capacity to model and correct the decision‐making influence appears.
Decrease in administration expenses. The potentials of the IS allow for some of the administration
procedures to be simplified and sometimes rejected. For example, after the introduction of the
new scholarship divisions and payment order, the servant only has to form the division of the
documents and instructions of the scholarships, in order for IS to start calculating the scholarships
and send the calculated results to the banks through communication lines, and the rest is carried
out by the information system. This issues accounting records and other subdivisions from the
introduction of infinite documents into databases, their control, etc., in addition, decreases the
likelihood of mistakes.
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Efficient and accurate presentation of information. The IS enables efficient and accurate
reporting to the Ministry of Finance, Ministry of Education, Culture and Ressearch, and the Bureau
of Statistics.
Transparency of financial and economic activities (accountability). The IS creates the ability of
ministries and other institutions to observe the processes at the university. The transparency and
accountability of these procedures increases. The spread of accurate information about this
reinforces the prestige of the university. This is why the IS needs to be more open to society. It
must be accessed not only by users of the university community, but also by certain parts of
society outside the university through being accessible on the Internet.
Technological and organisational solutions. The university IS is regarded as an integrated system
that aims at the computerization of all university processes. Processes use general university
registers, general classifications. It allows individual users to avoid different interpretation of the
same data. All data is stored in a centralized database, thus avoiding duplication of data. The
information is collected, databased and managed, where the first sources are placed, i.e. in the
university’s subdivisions. This is why document circulation time decreases, fewer logical mistakes
are made and the search and elimination of mistakes can be done effectively. The IS is based on
the computer network of the HEI. Fiber optic lines connect most university subdivisions. It ensures
the rapid and reliable transmission of information. The IS works using the Oracle database
management system. Client‐server architecture is used for the information system, improves the
reliability and security of data, in connection with internet technologies.

Study
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Figure 3.8 – Basic processes of the
HEI’s information system
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In order to be able to collect, classify, process and report data and information in an IS,
information requirements must first be identified. Decision‐makers in the HEIs need different
information depending on their purpose and strategic objectives. This information must be clearly
and unambiguously defined in order to be able to infer the systematic and efficient collection and
distribution of data. Information requirements can be defined as “the type, quantity and quality
of information on the basis of which a decision‐maker must meet his or her targets” (Koreimann,
1976; Gladen, 2003).
A specific request for information includes the need for objective and subjective information. The
objective ones refer to the amount of information that is set in a factual context to resolve a
problem. Subjective needs are information that a decision‐maker considers relevant to its targets
(Küpper 2013). Very often decision‐makers are not sufficiently aware of their subjective
information needs or cannot formulate them properly.
According to the data presented in Table 3.8, the priorities of the listed information requirements
differ according to the target group, i.e. referring to structural conditions, resources or teaching
and learning processes that may arise when setting quality assurance objectives at a HEI
(Randhahn, 2017). Focusing on the strategic framework in research and teaching, for example, a
vice‐rector needs information other than a dean or a vice‐dean. The first is particularly interested
in the strategic planning of the entire HEI and considers information about strategic planning at
the faculty level. However, a vice‐dean is responsible for teaching and learning, with a particular
focus on the rules on examination and the programme. However, for a dean, information about
doctoral or post‐doctoral qualifications regulations might be more relevant.
Information relating to financial resources and cash flows is particularly relevant to the the
financial director, who is responsible for the budget of a HEI. However, the information
requirements of the vice‐rector or senate may focus on personnel data or third‐party funds for
each teacher, which can be used as quantitative indicators for research performance. Among
other things, they need this information for professional appointment procedures. A faculty needs
more detailed indicators, such as available staff or the financial resources of the faculty.
Focusing on teaching and learning, the top management is usually interested in programme‐level
input/output data (e.g. number of applications, students, graduates, programme drop‐out report).
Furthermore, data on the internationalisation and quality of graduates are relevant to analyse and
interpret the success of a study programme. Vice‐deans need information that distinguishes more
in detail between complete study processes (e.g. data on evaluation organisation, courses and
recognition procedures). Finally, a vice‐rector needs data to be able to determine the resources
(capabilities) needed in teaching and learning.
Quality managers should be aware of all these different perspectives and information
requirements. On the basis of this, they can contribute to the distribution of information to those
who need it effectively, but also support decision‐making processes at different institutional
levels.
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There are different ways of collecting information requirements, which can be separated into
(Küpper, 2001): Inductive methods that focus on an organisation’s conditions as a basis for
information requirements. On the basis of this, the provision of information, as well as subjective
needs for information, such as analyses of documents and organisational data, or an analysis of
the organisation or a survey based on interviews or questionnaires, shall be identified in
particular.
Deductive methods identify information in a systematic way: based on an organization’s strategic
objectives, they try to learn about objective information needs.
Table 3.8 – Examples of sources of information and
requirements (adapted after Nusseleiin, 2002)
Examples of
sources of information

Object
Structural
framework of
research and
teaching

 (National) Law on Higher






Resources of a
HEI (staff,
facilities)

Education
Strategic plans of an
educational institution
Strategic plans of faculties
HEI Constitution and
Regulations
Examination regulations
Regulations for doctoral
degrees and habilitation

 Data on available resources

and cash flows
 Personally for the teacher
 Third‐party funds for each
teacher
 Overview of available staff
and resources at faculties

Examples of
information requirements
 Is there a regulatory obligation to set up a












Management of  Input/output data of the
teaching and
teaching and learning
learning
process (programme‐level
processes
aggregation)



 Internationalization data
 Quality of graduates
 Detailed teaching and

learning data (e.g. course
scheme, evaluation,
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MAC unit? If so, what requirements must
be met?
What objectives should be achieved with
the MAC unit? (e.g. evaluation of study
programmes; quality management in
teaching and learning)
What information should be documented
in an examination regulation in order to
comply with internal/external quality
standards?
Who provides what amount of financial
resources for setting up a control unit are
needed and for what period?
For what purposes can these resources be
used? (e.g. facilities, staff, IT)
What is the number of qualified staff
available for the control unit and for what
period?
What additional quality assurance
activities can be carried out on the basis of
third‐party funds? (e.g. additional lectures,
tutorials, mentoring programmes)
What data are available with regard to the
programme application, number of
students/graduates per programme,
dropout report, etc.? Are the data
consistent with internal/external quality
requirements? What additional data
would be needed?
How many students arriving and leaving
are at the faculty/programme level?
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 Is there information available about

guidance)
 Teacher skills in teaching



and learning





graduates and their career paths?
What interdisciplinary courses do we
have?
Scope of the usual courses offered on the
programme?
Number of participants in each lecture?
Number of teachers per programme?
Programme mentoring report?

In order to obtain a more comprehensive picture of information needs – which are both objective
and subjective – it is recommended that both the inductive and the deductive approach be
combined:
Organization
analysis

Interviews

Deductive
analysis

Questioning

Workshops

etc.

The analysis of the organisation focuses on the respective units of a HEI and does not determine
the targets and decision‐making powers of the respective decision‐makers (in the case of the HEI,
such as (vice) rector, higher education council, senate, dean, vice‐decan). The results of the
organisational analyses form the basis of subsequent interviews with the above‐mentioned
decision‐makers. Interviews have two purposes in particular: first, they complement the objective
need profile by adding targets considered; secondly, they provide information on the information
requirements considered subjective for the defined target set.
Deductive analysis gathers objective information requirements and, with it, complements the
needs of subjective information obtained by interposes. Subsequently, the results are tested with
another survey by the above mentioned decision‐makers. On the basis of a questionnaire, they
assess and restrict information requirements according to priorities (Küpper, 1997). In the CEUS
project, the outline of the questionnaire was based on the above topics: a) structural conditions,
b) resources, c) process planning in teaching and learning, d) process planning in research
(Nusselein, 2002). In a final workshop, the results of the survey are discussed again with the
decision‐makers. Where necessary, further adaptations to information needs shall be applied.
The described way of gathering information requirements exemplifies the procedure at different
HEIs in Germany. It is important to note that, because of the different structural conditions in
different countries and institutions, the method described for analysing information requirements
must be adjusted according to the internal and external peculiarities of a higher education
institution. Depending on the purposes of the information to be used, the collection of data should
be more aggregated or detailed. In view of the above examples of information requirements of a
vice‐rector or representatives of faculties, it can be concluded that the level of detail of the
information provided increases with the decrease in the hierarchical level. Conversely, the level of
aggregation information increases from the lowest to the highest level of hierarchy. In order to
provide comparable data and information at all levels, the aggregation of information should
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always refer to a common and standardised database (Eberhardt, 2003). Furthermore, it can be
concluded that, in general, it is not possible to cover all information needs. The establishment and
development of an IS structured at the HEI can help close or at least reduce these gaps. Therefore,
one of the key challenges is that we do not know exactly which units of a HEI provide promising
sources of information and how to connect and use these sources of information for the entire
institution. Sometimes this is because the parties involved do not want such “connections”.
Sometimes it is not possible to collect specific information needs either because of lack of time,
technical limitations, or because there are not enough staff for processing.
In view of this, a controller responsible for collecting information must first answer the following
questions:
 Does my institution provide the necessary information?
 What possibilities are there for collecting information that the institution does not yet
provide?
 How much time and effort does it take to provide this information and who can do it?
 What quality criteria can be guaranteed for the information that must be needed to be
complete, timely, and comparable, etc.
Indicators play an important role in supporting decision‐making processes, achieving transparency
of structural processes, increasing the effectiveness and efficiency of processes at the HEI. Their
task is to summarise a measurable quantitative situation and to identify relevant facts and
correlations in a simple and condensed form (Küpper, 2013).
Focusing on the HEI means the transparency of activities related to decision‐making,
organisational or planning processes. They help to achieve an adequate source of information for
the management of the HE: provide a quantitative overview of the status quo of a HEI, as well as
evaluate the results of courses specific to the various actions. Indicators reduce complexity and
aggregated information, which means they inform performance as accurately and briefly as
possible. From an internal perspective, they are a fundamental basis for management and related
decision‐making processes. From an external perspective, the HEI can be measured, compared
(e.g. Rankings) and even managed (e.g. target agreements with the ministry) on the basis of
performance indicators. On the basis of this, the indicators are closely linked to the quality
assurance system of a HEI. If indicators are used to describe the performance or success of the
defined objectives of a HEI, we often use the terms “key performance indicators” or “performance
indicators”. According to the Analytical Quality Glossary, “Performance indicators are data, usually
quantitative in form, that provide a measure of certain aspects of a person’s or an organization’s
performance against which changes in the performance or performance of others can be
compared.” (Harvey, 2004)
It should be borne in mind that, although performance indicators have a relatively precise
significance, there is a tendency to use this term for any statistical data related to the activities of
the HEI, whether or not it relates to performance or success (Harvey, 2004). In view of this, quality
managers should be able to understand the meaning and function of the (performance) indicators,
use them correctly and explain them appropriately to the respective target groups.
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According to Gladen (2003), the key functions of the indicators can “... describe complex and
operational problems, structures and processes in a fairly simple way, guarantee a comprehensive
and fast overview, can serve leadership for specific analyses, can serve leadership for current
planning, decision‐making and managerial accounting, enable communication of information
through aggregation and selection, describe critical factors of success and deficiencies in the
management system”.
Indicators can be described with three key parameters:
9)
10)
11)

Object/target, which I describe (what?)
The time horizon to which it refers (date or period?)
A numeric value defined for quantification (how much?)

Indicators can be differentiated into quantitative and qualitative indicators. Quantitative
indicators describe problems and situations with a clearly defined number. On the basis of the
reduction to substantial significance, existing individual information is condensed into an
observable and measurable factual issue (Gladen, 2003). Examples include funds available to third
parties of a faculty, number of students in a given programme, number of PhD students per
teacher, available academic staff of a faculty, school drop‐out ratios, etc.
“Qualitative indicators are proxy parameters, the different character or value of which helps to
complete the character or variable value of another important parameter” (Gladen, 2003). This
means that they do not describe directly measurable variables, but serve as a substitute that is
easier to measure. Based on these we can analyze performance that cannot be quantified or
measured directly. For example, if a faculty or department wishes to describe its level of research
performance, they take into account various quantitative indicators, such as the number of
publications, patents, successful doctorates or the amount of third‐party funds collected. The sum
of these indicators should help to assess the performance of research.
The problem with the use of qualitative indicators is that they have a limited validity, since the
cause‐and‐effect relationship between the original and the substitution indicator is based only on
assumptions, but not on exact descriptions. This means that cause‐and‐effect relationships can be
biased or mono‐causal and incomplete (Küpper, 2013). This may cause contradictions in the
analysis and interpretation of the data in question, as shown in the following example:
The top management of a HEI wants to know what the most successful study programmes of their
faculties are. Therefore, they define the quantitative indicator “number of degrees reached”. Seen
in isolation, this indicator is certainly valid because it describes what it is meant to describe ‐ the
success of the study programmes, which is reflected in the respective number of degrees.
However, if not used properly, this indicator may attract wrong incentives or unwanted side
effects. For example, a target setting based on this indicator could cause faculties to neglect
existing criteria to take the final exams in order to obtain as many successful degrees as possible.
The example shows that we need to be careful and we need to deliberately define indicators when
using them for management purposes.
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If a successful study programme is defined not only by the number of graduates, but also by the
fulfilment of the minimum requirements previously defined in teaching and learning, this means
differentiating and concretizing the parameters considered in a more qualitative way. For
example, to describe a successful study programme, we can also consider several quantitative
indicators that are summarized in a qualitative indicator (e.g. student guidance report, dropout
rate, number of repetitions of final exams, or average time required to complete a degree).
Similarly, we can refer to successful research: The success of a scientific experiment depends on a
multitude of impact parameters, which a researcher cannot often control. This means that we
need indicators that can reduce information asymmetries so that the recipient (e.g. top
management) can complete the researcher’s factual research activities. Therefore, the data
cannot only be analysed quantitatively, but their qualitative characteristics and possible resulting
effects must also be taken into account.
Key issues to be considered when using indicators
-

Each indicator needs a concrete purpose:
to be significant, an indicator needs a concrete purpose and one or more (but are not
arbitrary) recipients;
in order to use the indicators for a number of purposes, they must be defined and
differentiated accurately;
the collection of data, which is necessary to define an indicator, must be appropriately
correlated with the purpose of the indicator;
formal requirements (e.g. legal/political requirements) relevant to the definition of an
indicator should be taken into account;
the key questions to answer: „What is the meaning of the indicator?”, „What numerical
value does this meaning translate?”, „What information does this numerical value consider
and which does not?”, „What formal requirements should be taken into account?”.

Data validity: there is quantitative data without additional qualitative information:
- indicators must be controlled in terms of their validity in order to avoid the wrong
incentives or unexpected/undesirable side effects;
- the key questions to be answered: „What are the continuous data sources and who collects
them to define an indicator?”, „What are the appropriate reference values (reference
values) to control the validity of an indicator?”.
Compromise between relevant and irrelevant data and information:
- provided for high‐quality validity, the scope of the data defining indicators should be
reduced as far as possible. An overloaded level of detail can even hinder strategic
management.
- reducing the data collection that is not relevant to the definition of indicators;
- the key questions to answer: „What data is needed to define a particular indicator and
which is not?”, „Are there irrelevant data that are considered unnecessary?”.
Taking into account the feedback:
- numerical data should be aligned with the reality of affected stakeholders and assessed
with regard to contradictions;
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-

at the same time, the affected stakeholders may be provided with the data assessed and
analysed for consideration for further action and development;
the key questions to answer: „Does the data collected reflect reality?”, „Are there any
restrictions?”, „Do the selected indicators provide additional benefits for improvement?”.

There are no isolated measurements:
- when collecting, analysing and documenting data, it should not be carried out in isolation,
but comparable parameters should be taken into account (e.g. description of absolute,
relative and accumulated numbers);
- the data to be used to define indicators should be collected continuously over a longer
period, instead of once and in isolation. Considering a longer period, the significance of the
indicators increases and facilitates a more accurate assessment of the average level of
performance;
- the key questions to answer: „What is the reference date and reference period for the
defined indicator?”, „In what interval should the indicators be looked at?”.
Expenses in cost and time:
- the collection, analysis and publication of data and information requires financial
resources, staff and also materials to be calculated over time.
- the time required to collect the information should be calculated in a timely manner and
coordinated with the possible time limits to be taken into account.
- the key questions to answer: „What are the expenditure on resources (staff, finance, IT
system, materials)?”, „What is the time frame to send the necessary data and
information?”, „What is the cost/benefit ratio in terms of expenditure on resources and
time and additional benefit of the information provided?”.
Data protection:
- Ensuring a responsible attitude and according to data protection instructions.
- The key questions to answer: „Data and information comply with the data protection rules
in force?”, „What needs to be done to fulfil personal data protection rights and avoid
misuse?”.
Raising awareness of the target group when using edited data reports:
- informing the group of recipients on how to interpret the indicators and what to use them
for.
- the key questions to answer: „Is the indicator information transparent to the recipient
group?”, „What information does the recipient group need to be able to use the
appropriate indicators?”.
Challenges of using quantitative and qualitative indicators in the HEI’s Management Information
System
In general, companies have a common strategic target that all employees must meet. At the HEI
we can find different coupled target systems, which are not relevant to all members of the
institution, but only to partial groups. The different faculties, the top management, and the
administration of a HEI can have quite different, sometimes even conflicting, targets with
different priorities.
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In accordance with this, another challenge is to represent the formulation of the objectives. What
level of clarity and precision is advanced to the objectives in order to be measurable? And what
scope can they have to allow for broad flexibility in their design and implementation in line with
academic freedom in research and teaching.
On the basis of this, another obstacle in the definition and use of indicators is that they cannot be
defined for several objectives at the same time, but only for a concrete objective. Due to this
unilateral emphasis, it may happen that interdependence between different objectives is not
taken into account and, with this, contradictory or even wrong interpretations for further action
are to occur. The use of a Scorecard (SC) requires consideration of these causations when
combining different indicators for an objective.
The issue of conflicting conclusions may also be a consequence of different understandings of the
indicators and their priority levels. For example, “good teaching” at the faculty of mathematics can
be characterized differently than at the faculty of social sciences. Also, international publications
to be used as an indicator of research quality can be quite important in one faculty, while in
another they are not as relevant.
These different arrangements must be taken into account and clarified when defining indicators.
Only then can we manage to obtain a common basis for their analysis and interpretation.
Another challenge is that the HEIs need a general strategy as a basis for defining and using
indicators. What we can see is that strategies exist only on paper, but they do not play a role in the
operationalisation of processes and activities. If the HEIs want to deal with indicators, strategic
planning is a mandatory requirement ‐ it is the strategy that translates into operationalised
concrete targets that are measured on the basis of appropriate indicators. This means that the
essential condition for introducing a Scorecard into a HEI that determines its strategic orientation
is to document and make it transparent for the entire organization, for example by developing
strategic plans at institutional or faculty level with clearly measurable and achievable objectives.
In addition, when using indicators, different comparison dimensions should be taken into
account: for example, for internal purposes, indicators are often used to compare data over a
historical time frame. This means, they monitor certain developments over a certain period of
time and serve as the basis for future performance levels to be achieved and negotiated, e.g.
through target performance agreements (Röbken, 2003). For external purposes, indicators may
support the comparison of the HEIs in terms of ranking or comparative assessment.
Focusing on the validity of indicators another challenge is that they often cannot be controlled in
a comparable way, leading to several different interpretation frameworks. For example, HEIs can
hardly influence input parameters because they cannot influence the provision of resources. This
changes when we look at the parameters of the process: to ensure and improve the quality of
teaching and learning, we must not only consider the resources provided, but focus on issues such
as curriculum design, teaching, programme and evaluation management, student infrastructure
planning, evaluation of departments or other teaching units.
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Those challenges indicate that addressing the indicators involves a large amount of work and time
expenditure. In addition, the high workload in data collection and the following information and
communication flows may lead to contrary and negative staff attitudes. In order to reduce such
oppositions, it is very important to explain and communicate the additional benefit and purpose of
introducing a system of indicators for a HEI. These challenges must be taken into account and
should not be underestimated, as they could become even more problematic and complicated
when contradictions are not clarified but continued. In this case, the expected benefit of working
with indicators as a systematisation and process management tool would not be achieved. In view
of this, when operationalising the indicators, we need to continuously check the contribution and
relevance of the indicator in achieving the proposed strategic objective.
3.3.2. The Balanced Scorecard Concept (BSC) in Higher Education Institutions. BSC components
in relation to HEI’s activity
Performance measurement, which includes non‐financial measures (soft), was a subject of great
interest during the 1990s. This is because non‐financial measures go beyond the limits of the use
of only financial performance measures. “Soft” measures, such as employee satisfaction and
engagement, come to the forefront as the protagonists of the business performance
measurement revolution urge organizations to complement their traditional financial objective
with softer data. An increasingly popular measurement technique to solve these problems is the
Balanced Scorecard Concept (BSC) developed by Kaplan and Norton (1992, 1996a), recognized by
many of the authors as parents of the instrument for measuring the performance of economic
entities. This concept was first published in the Harvard Business Review (Kaplan & Norton, 1992).
The concept of this tool is based on a study by Kaplan and Norton, which looked at twelve US
companies with regard the design of their information and control systems.
Balanced Scorecard: a new approach to performance measurement
The balanced approach to scores was initially developed to meet the need for general
management to know how the organization works and how it is comparable to other similar
organizations. The key to BSC’s success is the adequacy and quality of the measures. Identifying
measures that can track progress towards achieving objectives is often as difficult as achieving the
objectives themselves (Sanger, 1998). BSC focused specifically on customer satisfaction and
increased profitability. Most public sector scores focused on excellence and sought to work more
efficiently, for example, cost reduction, fewer mistakes and more efficient use of resources. The
original (generic) BSC translates the strategy into objectives and measures and balances them in a
generic form in four different perspectives (Amaratunga and Baldry, 2000), which aim to create a
well‐balanced performance measurement system (Jones & Hubic, 2006). The four perspectives are
built around the strategy of economic entities, derived from their vision and mission. The novelty
brought by the BSC is that it also includes in the decision of the management, together with the
financial, non‐financial (soft) indicators, absolutely necessary in the current informational context.
Financial perspective – How will we look at our stakeholders involved? It measures a company’s
current financial success. This perspective shows the results of strategic choices made in the other
Course support
2020, V01‐r1

www.mhelm.utm.md

III – 223

LEADERSHIP AND MANAGEMENT – Professional training programme

perspectives, while setting out several of the long‐term objectives and thus much of the basic
general rules and the prerequisites for the other perspectives.
Client perspective – How should we look at our clients? It presents the sources of this success,
which are the market position and customer satisfaction. This perspective includes several basic or
generic measures of successful results in the company’s strategy, such as, for example, client
satisfaction, client retention and market share in targeted segments.
Perspective of internal affairs processes – What internal processes should we excel in? It is
measured by the effectiveness of the processes. This involves describing all the company’s
processes from customer needs analysis, by delivering the product/service and identifying the
resources and capabilities that the company needs to update itself.
Learning and growth perspective – How can the organization learn and improve? It presents the
skills of change and further development of a company. The learning and growth perspective
allows the organisation to ensure its long‐term renewal capacity, a prerequisite for long‐term
survival.
The objectives, appropriate measures and performance objectives of the perspectives come from
the strategy and vision of an organisation. Therefore, the performance of organisational units and
workers can be directly linked to the strategy (Olve, Roy and Wetter, 1999). The perspectives of a
balanced score can be easily used in assessing strategies instead of traditional criteria of adequacy,
feasibility and acceptability (Kettunen, 2004).
BSC is intended to link short‐term operational control to the long‐term vision and strategy of the
business. In other words, the company is obliged to control and monitor day‐to‐day operations,
which affect tomorrow’s development. Therefore, the BSC concept is based on three dimensions
in time: yesterday, today and tomorrow (Figure 3.9) (Olve, Roy and Wetter, 1999).
In the context of these objectives, the institution must decide what it will analyse and what
performance it will measure. The BSC tracks key strategic elements through a balanced set of
performance indicators to ensure that the action meets strategic objectives, while demonstrating
that the institution meets responsibility expectations and legislative requirements. The BSC
process allows institutions to test the validity of their strategies. Results from 4 perspectives are
frequently reviewed and the basis of strategies is compared with assumptions. If the first
assumptions were correct, the results would move towards BSC objectives. If the assumptions
were not correct, the strategy (cause‐and‐effect relationships in BSC) should be reassessed in the
light of institutional effectiveness and the objectives should be reviewed (Ensari, 2005).
The BSC will be affected by three major types of culture – national culture, occupational culture
and, perhaps most importantly, the culture of the organisation. National culture affects the BSC
primarily in terms of addressing financial performance. For example, organizations in the United
States consider it their duty and their major objective, to maximize shareholder wealth (i.e. to
optimize the rate of return on investment). On the other hand, European organisations have long
been concerned with a stakeholder approach, whereby all those with contributions to the

Course support
2020, V01‐r1

www.mhelm.utm.md

III – 224

LEADERSHIP AND MANAGEMENT – Professional training programme

organisation are rewarded. These different cultural paradigms will have an influence not only on
the development of the BSC, but also on its acceptance.

Figure 3.9 – Balanced Scorecard Concept (Scheytt, 2007)
Kaplan and Norton (2001) suggest that BSC has been widely adopted by non‐profit organizations
and government organizations. The BSC reflects the main objective of the organisation. The
financial result is not the primary objective for most non‐profit organisations in the public sector,
it is reasonable for the recipient to be placed at the top of the hierarchy.
Since the four perspectives are linked in a cause‐and‐effect relationship, they cannot be examined
separately. Each variable that is selected for the score must match this cause‐and‐effect
relationship sequence; in addition, the variables reinforce each other (synergy effects). The
number of variables used should be limited as far as possible (Veen‐Dirks, and Wijn, 2002). In
addition to these perspectives, the BSC process involves four stages: vision translation,
communication and binding, business planning and feedback and learning (Fleisherand Mahaffy,
1997).
First, assuming that the mission and vision of the organisational group have been defined (if it has
not done so, it must be) it must be translated into actions. While top levels of management will
now understand what is meant by the mission statement and know what activities will achieve the
overall objective, they are not the only ones who need to know. This second step involves bringing
in lower levels of management. With the key processes determined and the objectives set, the
third step is to design a budget plan that corresponds to long‐term strategic objectives. In essence,
this step links the strategy to the tactics. Organizations often do not link long‐term planning and
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business planning. The last step in the outer circle is to get feedback from the process as it is
implemented and adjust it well (Fleisher and Mahaffy, 1997).
Organisations adopting the BSC approach take the following steps (Kaplan and Norton, 1996b; Mc
Adam and Walker, 2003):








Clarify and build consensus on vision and strategic direction.
Communicate and link strategic objectives and measures across the organization.
Align departmental and personal goals to your organization’s vision and strategy.
Plan, set targets and align strategic initiatives.
Perform regular and systematic strategic analyses.
Get feedback to learn about and improve your strategy.

The problems the HEIs are facing today are not simple. In most cases, they are multidimensional,
have a wide scope and require complex evaluation, planning, implementation and evaluation.
While many of these problems are not new to the HE environment, social, technological, economic
and political factors are changing the way they need to be looked at. Some of the issues that lie in
the minds of educational leaders today are the changing of the demographics of student
populations and faculties, building alliances with community and global organizations, changing
and diminishing financial resource bases, raising funds and development activities, rapid
technological advancement, diversity, continuing professional development and leadership
activities for all campus districts, building community on campus, as well as with the surrounding
community, gender equity, curricular reform and ethical considerations in relation to all services
and programmes offered (Hoff, 1999).
There is considerable interest in the role of strategic planning and a BSC in helping university
management in developing competitive strategies:
12)
13)
14)
15)
16)
17)
18)
19)

Who will be our students?
What should we learn?
How are we supposed to teach them?
How will the student learn?
What are the needs of society?
How does society expect us to meet its needs?
What role will learning play?
How are we going to pay for this?

If these questions cannot be answered directly or easily, then the HEI is probably in retardation
and must consider some form of planning, such as strategic planning, which will better prepare
the campus to fit into its environment (Rowley, Lujan and Dolence, 1997).
Another strategic management tool is BSC, which is growing in popularity at the HEI. A BSC
facilitates the link between strategic planning and operational processes to make performance
assessment. The BSC provides a general framework for communication and implementation of the
strategy and for understanding the “theory” of the organisation. Perspectives can also be used to
evaluate educational policy, which provides general outlines for institutional strategies. The
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majority of the HEIs have a mission or declaration of vision that broadly sets out the objectives of
the institution. The general detail of the BSC ensures a realistic representation of the institution.
A BSC is not based on a predefined set of indicators, but allows for a more accurate choice of
indicators for those objectives to be operationalised. Therefore, the BSC is very useful in
monitoring the complexities and organisational peculiarities of a HEI, such as unclear performance
assessment technologies, ambiguous and complex target structures, different members, staff
expertise, hierarchies or knowledge‐based organisation (Scheytt, 2007).
A BSC can make a significant contribution to achieving greater transparency and clarity about the
strategic objectives of a HEI. On the basis of this, appropriate organisational processes can be
developed to achieve these defined objectives (Röbken, 2003).
Taking into account the 4 perspectives: financial, client, internal processes, learning and growth
(human resources and organizational development), we can define indicators for strategic
objectives and determine the target values to help assess the progress of these objectives. Due to
the balanced consideration of these perspectives, the BSC approach seeks to cope with the
challenging task of encompassing different contexts and influencing subject factors and to analyse
and interpose the links of results more transparently and clearly (Scheytt, 2007).
The deduction of indicators for the total “objective hierarchy” of a HEI aims to ensure the
congruence between the different objectives and the coordination of strategic planning with the
organisational processes for assessing daily performance. On this basis, the BSC can support
communication processes between the different departments and staff by developing a
framework enabling a continuous process of self‐assessment and organisational learning (Röbken,
2003). This includes the continuous targeting of quality improvement and by establishing and
systematising internal quality assurance structures.
The 4 perspectives of the BSC in the university’s strategy are (Dorweiler and Yakhou, 2005):
I.
II.
III.

IV.

Client perspective: students, employers, faculties, graduates, parents; teaches innovations,
public image; reputation of the faculty, quality of service; and continuous improvement.
Perspective of internal activity: didactic excellence, quality of faculty; excellence and
curricular innovation; efficiency and effectiveness of services; strategic issues.
The perspective of innovation and learning: teaching and learning excellence and
innovation; faculty development, technology management; teaching/learning innovation;
innovations and improvements in the programme and curricula; improvement of teaching,
distance learning; value‐added learning, lifelong learning; quality of facilities, reward
system; and mission‐driven process.
Financial perspective: fundraising, income from operations; investment in human capital,
financial management; and external relations, public image.

Stages of application of BSC
According to Kaplan and Norton (1996), the implementation of a BSC can be based on five key
stages (Scheytt, 2007):
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I.
II.
III.
IV.
V.

Identification of different perspectives that are of fundamental importance to the higher
education institution. They may differ from the economic BSC model mentioned above.
Deduction of objectives, which are particularly important to follow the strategic plan
(operationalisation of objectives).
Defining indicators that inform about content, breadth and time frame for achieving goals
and thus help manage performance evaluation processes.
Defining target values based on the influencers to be reached over a given period (e.g. one
year).
Defining initiatives/activities to be carried out in order to achieve the objectives within a
specified period.

The exemplification of the implementation stages of a BSC is reflected in the case study: Planning
and implementation of a management information system using a BSC at Turku Polytechnic,
Finland36 (Annex 3.2). The following conclusions were drawn:
o The BSC creates strategic awareness among the members of the organisation and aligns
the strategies of the different administrative units. It helps create a shared understanding
of the efforts and steps needed for change. The BSC translates the strategy into concrete
objectives and measures. The experiences of this study testify to the applicability of a BSC
as the basis for a campus‐level IMS. Management in enhanced knowledge organizations
requires an organized and controlled IT architecture. The data storage approach provides
an integrated database to facilitate technical management infrastructure. Data storage
provides a centralized database that integrates data derived from various data sources. It
provides an effective attached means of managing large amounts of data needed in the
management process.
o A portal for the management information system has been developed. The new IS reads
data from basic data sources and combines it in the data store, where it is available for the
portal. The portal can be used by a web browser and can be used by all staff members. One
advantage of the decentralised system is that teachers and others can see directly how
they contribute with their work plans to the strategy of the administrative unit and the
whole institution.
o The system supports the reuse of data so that additional data collection can be avoided.
Data can be collected from different levels of the organisation and aggregated at
institutional level. A rapid response is often necessary for decision‐makers in their ad hoc
requests for information. Information can be retrieved whenever needed. The introduction
of the strategy can be continuously monitored openly by everyone in the organization.
Trends and development of operations can be monitored and evaluated to make the
necessary changes to achieve the desired strategic objectives.
3.3.3. IMS in academic activity
The IMS of the faculties
Research (magazines and books, conferences, patents, grants and contracts, creative works, etc.),
Teaching (student record and evaluation, student‐hours credits, curriculum development,

36 Kettunen, J., Kantola, I., 2005, Management information system based on the balanced scorecard, acesibil pe:
https://www.researchgate.net/publication/243983722
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innovations in teaching, etc.) and Services (committees, awards and honors, conferences, media
appearances, presentations, newsrooms) that faculties offer are the basics of academic
contributions. This stimulates economic growth and increases demand for education. Better
management and governance of academic resources is closely linked to the performance of the
HEI.
Although faculty contributions are essential for academic performance, the administration of the
HEI does not have much information that the faculties’ activities produce. The data are much
unstructured and exist mainly in the faculty file, which is a self‐organised record of their activities.
Universities collect this information at department level through CVs, annual reports and
promotion and ownership files.
Faculty information systems are intended to have data on faculty publications, teaching, research,
demography, education, grants, awards, professional experience, consulting, media and other
presentations, patents, creative works and entrepreneurship, etc. The CV portfolio has become a
stylized document for personal and departmental use. The information stored here, if used
effectively by universities, can promote the dissemination of faculties’ contributions, facilitating
the transfer of much‐needed knowledge in society and for economic development. Some
knowledge transfers are made through programmes and students. However, there is a wide gap in
the transfer of direct knowledge from universities when it comes to industry, government and
other organizations. An improved mechanism for this knowledge transfer could take place through
exchanges of information. To get there, universities must use this information through a
transformation from unstructured to structured data that is embedded in faculty activities.
Traditionally, when the HEI wishes to gather all their faculty information for reporting purposes,
administrators contact each faculty member by e‐mail, telephone call or personally and request a
record of the faculty activity and achievement. This happens whenever a report is required, and
reporting could be requested several times a year.
Academic administrators usually do not have the budgetary resources to digitize faculty
information and cannot make the decision to do so even if they want to. Information technology
resources are mainly available to the Chief Information Officer (CIO) at the level of the HEI. Other
administrative information needs, such as finance, human resources, student registration and
billing, are activities carried out and tracked in a university data system by the CIO and usually
have budgetary priority over reporting the work of faculties.
The faculty’s requests for information come from various units and serve very important academic
objectives of the HEI. According to Tarun et al. (2017), the main primary users of faculty
information are: the Administration of the HEI (rector’s office, university subdivisions, sponsored
research, the financial department, the human resources department, etc.), the Faculty and its
external relations (the internal needs of the faculty, researchers, students, scientific databases,
external and public relations, etc.) and the High Schools, Colleges, and Vocational Education and
Training Schools.
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The updated information is used to assemble annual faculty reports, promotion and
administration documents, activity and research reports, updated web profiles and accreditation
compliance reports. Failure to collect faculty information may result in loss of better opportunities
related to attracting students, obtaining grants and contract awards, fundraising for university
endowments and inability to provide faculty productivity data to stakeholders and ranking
agencies.
When the Faculty is asked to provide information, it shall update its CVs in response to the
request. CVs act as a central repository for faculty contributions. Switching from updating a
resume to updating a database can be a challenging behavioural change. Data entry is not a
strength of the faculty. The purpose of a CV in other professional disciplines is to use it as a
marketing tool to present skills, creativity and awards; whereas the purpose of the CVs of the
faculties is to collect information for annual reporting and promotion and decisions of possession.
It is conceivable that the faculty’s CV can become obsolete when all faculty achievements are
recorded in a database. The faculty’s CV then becomes a report that can be generated by a
system.
It is becoming increasingly important and necessary to follow the intellectual contributions of
faculties in a centrally structured manner. Current is the knowledge of the state of software
development and implementation in this regard, what would be the way in which the IS of
faculties can be developed and the continuing challenges with which the HEI will face in this
transition, the reasons for successes and failures in implementation.
A model of construction and implementation of a faculty IMS is presented in Annex 3.3 – Case
study: The Lyterati case37.
Monitoring progress in the study process
The study process is one of the main activities of the university. Its structure is presented by:
Enrollment to studies, Module of studies, Formation of the study programme, Administration of
the study process, Accounting for progressiveness, Accounting for pedagogical workload,
Schooling management, etc. Enrollment of new students in the first and second levels is also
computerized in the study process. Enrollment for the first level of study takes place together with
other universities. The applicant participates in a competition of study programmes from different
universities at the same time. It creates more opportunities for the candidate to realize their own
wishes and for the university to accept students with a higher level of knowledge. Since the quality
of the university’s training depends on the quality of the applicants, information about secondary
education institutions and their level of knowledge acquired is collected.
Studying the module and studying programmes at university varies over time. The task of the IS is
to save the completed study programme and evaluations received by each subject. They are also
used to account for the progressiveness of students, to provide and register diplomas, to calculate

37 Tarun K. Sen, Parviz Ghandforoush,Nicholas Brown, 2017, Enterprise Systems for Faculty Information in
Universities: Implementation Challenges.
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teachers’ workload. Computerization allows control of the study process of students. Precise and
operative information about students in each study programme is presented, the modification of
this number and the change trends allow the university administration to control this process,
make conclusions about the demand for each study programme and correct the number of
students admitted. The IS allows the operational preparation of reports for the Ministry of
Education, Culture and Research, Ministry of Finance, and Statistics Department.
Accounting of student progressiveness allows quantitative evaluation of the study process. The
database stores information about the evaluation of the module of the studies received, the date
of the examination and the examiner. From this it can be inferred how the student meets the
study plans of the chosen study programme. This accumulated information decreases the work
expenses for the preparation of the graduation documentation.
Planning and accounting of the pedagogical post for teachers. According to the study programme
and the study module, the planned number of students of the module and the type of studies, the
number of staff of each department is calculated. It allows the use of salary funds in an optimal
way and their precise distribution between university departments.
Monitoring the progress of teaching and learning activity
The quality of teaching and learning has become an important area of concern in higher education
(HE) policy in many countries. National Quality Assurance Systems (QA) have been created in
recent years to address supervisory and evaluation deficiencies in teaching. In response to the
requirements met and imposed by external evaluation agencies, the HEIs have strengthened
monitoring mechanisms and, if necessary, to increase the quality of teaching services. The main
components of a QMS for teaching and learning relate to the improvement of academic
programmes; monitoring student assessments, academic staff and student support structures; and
improving doctoral studies, distance learning programmes and academic assistance services.
Improving academic programmes is an important component of the QMS in higher education
institutions. One of the most used tools for this purpose is the evaluation of courses, whereby
students assess certain quality dimensions of teaching and learning at the course level. Over the
years, new QMS tools have emerged, such as student satisfaction surveys and workload
assessment. Student satisfaction studies assess the wider experience of students and thus include
measuring satisfaction with support services and extracurricular activities.
It is of interest to analyse and discuss the results of an international study “Quality management in
higher Education: Developments and drivers”38 (QMHEDD), initiated by UNESCO’s International
Institute for Educational Planning (IIEP), in association with the International Association of
Universities (IAU), and published in 2017 on monitoring the progress of teaching and learning
activity, as reflected in Annex 3.4.

Michaela Martin, Shreya Parikh, 2017, Quality management in higher education: Developments and drivers
Results from an international survey.

38
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Monitoring progress in research activity. Scientometry
The information presented in this paragraph represents the systematized study of researcher
Gheorghe Cuciureanu39.
Scientometry is the quantitative study of science, viewed as an informational process. In the
scientific literature the notions of scientometry and bibliometry are sometimes used with similar
meanings, sometimes bibliometry is regarded as a branch of scientometry that focuses only on
bibliographic analysis, while scientometry includes in the analysis several aspects, related to the
generation, propagation and use of scientific information. Regardless of the approach,
scientometry is one of the most important disciplines of science (science about science), with the
aim of giving an objective picture of the development of science, assessing the timeliness,
possibilities, legacies of information flows, but also the search for the optimal organization of the
system and research activities, the most effective management methods, the productivity of
researchers, etc.
Scientometry researches the following topics (Ivancheva, 2008):
 science in the epistemological sense – the general development of the system, the
disciplinary structure and interrelationships, the dynamics of research, etc., the main
research tools being the mapping of research areas by analyzing bibliometric couplings
and co‐quotes, different types of mathematical models;
 the process of producing scientific knowledge – the quantitative characteristics of
research potential, communication in science, productivity in research, evaluation of
scientists and research institutions, scientific collaboration, structure of communities
and research networks, etc., the main research tools being statistical analysis
(including multidimensional) of the number of scientists, publications, citations, co‐
authors, grants, projects, etc.;
 the environment of the conduct of scientific research – science policy, innovation
processes, globalisation, etc., the main research tools being statistical analyses based
on financial indicators, patents and publications.
More broadly, the theme of scientometric research includes issues such as: quantitative studies of
scientists, projects, research funding, research infrastructure, etc.; quantitative studies of
publications, patents and quotations by institutions, countries, languages, co‐authors, thematic
fields, etc.; analysis and monitoring of scientific production at the level of person, institution,
state; identification of relations between different scientific specialties; studies of the cognitive
structure of science or of different scientific fields; study of the structure of research communities;
studies on the internationalisation of science; studies of the dynamics of science, the pursuit of
the development of a scientific field, a scientific institution or community, etc.; disclosure of
emerging research issues; evaluation of scientific production and research contributions
(scientists, institutions, regions, countries, etc.); determination of science elites; assessment of the
impact factor of scientific journals; modelling of scientific processes and phenomena, based on

39 Cuciureanu,

G., 2019, Scientometria și utilitatea ei, https://idsi.md/scientometria-si-utilitatea-ei
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mathematical methods; studies of the relationships between science and industry and innovation
processes; scientific forecast and foresight (Ivancheva, 2008).
The objects of study in scientometric research are of two main types: input, connected with the
research process ‐ scientists, financial flows, infrastructure and organization entities, research
programmes, etc. and output, related to research products – projects carried out, recorded
results, patents, publications, as well as citations (Ivancheva, 2008).
Scientometry and its methods can be divided into 4 structural entities (Glänzel, 2003)
VI.
VII.

VIII.
IX.

dynamic scientometry, focused on the development of models for the growth of scientific
knowledge, the aging of scientific information, the development of citation processes, etc.;
structural scientometry, which mainly refers to the mapping of the cognitive structure of
scientific knowledge by analysing bibliometric couplings, co‐quotes and other such
methods;
evaluation scientometry, with the subject of the evaluation of the field of scientific
research, for the purposes of science policy;
forecasting scientometry, regarding the visions of the development of scientific processes
in the future.

The growing role of scientometry is determined by the following aspects (Repanovici, 2014):
 The need for „metrics” for scientific research, due to: increasing the volume of
scientific literature; challenges of „high science”; economic and societal use of science;
internationalisation of the scientific community.
 The need for a statistical approach to science to: manage the growing flow of
scientific information; analyze and understand the cognitive process underlying
communication in science; measuring the quantitative aspects of these processes;
providing the results of research to scientists and users outside the scientific
community.
 The need for a sociometric approach, in order to: measure social ties; understand the
meaning and characteristics of scientific communities; draw conclusions on the
institutional organisation of scientific systems.
From the information regarding the structure and aspects addressed by scientometry it is clear
that it has multiple utilities, including to cope with the large volume of scientific information, for
the discovery of laws/trends in research and development and for the appropriate evaluation and
organization of scientific activities. Thus, intelligent management of scientific information for
decision‐making is possible through measuring instruments (meters), currently widely used
around the world, in virtually any field of activity. Despite the widespread view that science is
difficult to quantify, especially in assessing the quality of scientific production, quantitative
measurement is not only an extremely valuable decision‐making tool, but also one that is used as
a tool for retrospective and prospective analysis of science worldwide. With the advent of the
Internet, cutting‐edge technologies have progressively generated and offer new tools,
methodologies and indicators for measuring science. Due to the capacity with enormous storage
gauge in extremely small spaces, scientific information is stored in large databases with a
“superstructure”, which gathers/generalizes data from different scientific sources. Gathering
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information on platforms with such impressive storage volume made it possible to access, use and
compare scientific production from the most different meridians of the globe in record time, with
a greater degree of accuracy and with the prospect of increasing quality much greater due to its
accessibility and visibility.
The beneficiaries of scientometric studies are as varied as the aspects studied by it. Thus, an
individual scientist benefits from this research by obtaining answers to the following questions
(Repanovici, 2014): Who are the main players (authors, institutions, countries, etc.) in my field of
research? What are the “main themes” and “main works” in my (emerging) research area? What
are the classic quotes in my research field (basic knowledge)? How current are my (last
generation) references? How visible are my publications? How can I increase their visibility
(publishing strategies)? How big is the impact of my publications (alert services)? How many
citations do I need to be among the best (excellence)? Who are my potential
competitors/collaborators? How is the result of my research assessed compared to that of
competitors/collaborators? Who are the potential funders (funding agencies)?
In order for scientometry to play an important role in the evaluation of research and in the
quantitative formulas used in the allocation of funds, it is necessary that the results of
scientometric studies be used appropriately. It should be recognised that the use of scientometric
statistics and indicators based on the analysis of local publications (often accepted for publication
without any quality filter) or unverified information that was not extracted from recognised
databases, as well as the uneven and incorrect application of scientometry, led in the Republic of
Moldova to formalism in evaluation, an increase in the number of plagiarized publications or
without scientific novelty, and, to a certain extent, to compromise scientometry as an evaluation
tool in research and development. To overcome this moment, it is very important that good
international practices in this field are used. One of these is the Leiden Manifesto (Hics et al.,
2015), which contains 10 principles for the use of scientometry in the evaluation of science:
1) Supporting qualitative expert evaluation through quantitative evaluation;
2)
Measuring performance according to the research mission of the institution, group
or researcher;
3)
Protecting excellence in relevant local research;
4)
Keeping databases and analytical processes open, transparent and simple;
5)
Possibility of data verification and analysis by those evaluated;
6)
Consideration of differences between areas of publishing and citation practices;
7)
The substantiation of the evaluation of each researcher on a qualitative judgment of
the portfolio;
8)
Avoiding unsubstantiated certainty and false accuracy;
9)
Recognition of the systemic effects of evaluation and indicators;
10) Regular examination of indicators and their updating.
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Case study:

Planning and implementation of a management information system using a
BSC at Turku Polytechnic, Finland 40

The entire management process was described during the information generation development
project for IT tools. The BSC approach was introduced in 2002 at Turku Polytechnic. It has been
followed by a detailed description of IMS since the beginning of 2004. The data store approach has
proven useful in capturing data from the diverse source system and storing it in the integrated
database. Finally, an information system with a portal was developed between 2004 and 2005.
The new portal is open to the management and staff of the HEI. It will increase the transparency of
how the objectives will be achieved. IMS improves strategic dialogue and supports staff’s
commitment to the strategic directions chosen.
Preconditions: Education policy has increased the autonomy of Finnish polytechnics. This change
is part of a wider external development, which, according to Lampinen (2004), is characterised by
the decrease in the direct management of educational institutions by the central administration.
The HE policy in Finland embodies results‐oriented doctrine (Niemela, 2004). The official rhetoric
underlines the self‐management of the HEI, which provides autonomy for educational institutions
for the way they deploy their resources. At the same time, the HEIs are given more options and
power to decide on which operations they focus on and where they target their sources.
Regulatory and state regulation of resources has been transformed into an informational and
results‐oriented direction (Raivola, 2000). Educational institutions are expected to meet the needs
of society and act as social service providers.
It is obvious that increased autonomy requires much stronger management of the HEI. Strategic
management is a strong candidate for the management framework and is widely used in Finnish
educational institutions. In order to better understand the problem, the essence of strategic
management must be highlighted in order to achieve a better future in HE. The strategies of HEIs
focus on specific areas of education or other activities to meet the needs of the local community
and society. Another typical strategy is the theme of operational excellence, which can also be
described in terms of cost efficiency. The HEIs seek to improve the efficiency of their processes to
direct more resources towards improved quality and increased efficiency. These strategies are
presented in a generic form by Porter (1990), but may involve different types of forms depending
on the needs of the organization (Kettunen, 2002).
Strategic themes describe what is considered to be done in order to achieve the desired results
and succeed in the future. Each educational institution has a unique set of strategic themes
specific to the environment and its internal potential to meet the needs of students, employers
and other stakeholders. Turku Polytechnic’s main strategic theme is “high quality learning”, which
is described by five specific themes as follows:

40 Kettunen, J., Kantola, I., 2005, Management informătion sistem based on the balanced scorecard, acesibil pe:
https://www.researchgate.net/publication/243983722
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(1) External impact on growth areas in the region; (2) Quality in terms of cost; (3) Research and
development to serve education and working life; (4) Education to meet the needs of the region;
(5) Turku Polytechnic for the development of entrepreneurship in southwestern Finland.
The strategy takes into account the region’s development plan, the efficiency of internal processes
and the main activities of the educational institution, including research, education and
entrepreneurship. The strategy process at all levels of the organisation produces objectives that
are linked together in a consistent and coherent way. This includes a strong central direction,
strategic management and incentive‐based funding. The management of higher education
institutions involves more integrated, strict but at the same time free forms (Meyer, 2002).
A balanced score translates strategy into action
Evaluation of internal processes and results is essential in the development of the HEI. The main
quality assurance tools are external self‐assessments and audits. Effective management of the HEI
requires continuous evaluation and deserves attention to how much importance is given to it in
the general evaluations and quality audits of the HEI. Another important component in the
evaluation of organisations is the strategic plan and how it is integrated into internal processes. It
is clear that the evaluation of the strategy and its implementation need an appropriate
framework.
The modest impact of evaluations on management is paradoxical. Hamalainen and Kantola (2002)
point out that the assessment board’s evaluation of Finnish higher education is aimed in particular
at developing the performance of educational institutions, not its supervision or control. The HEIs
are allowed to participate in evaluation planning, which increases their commitment to evaluation
and encourages in‐depth self‐assessments and the use of evaluation reports. The evaluation
cannot receive the attention it deserves unless it is integrated into the IMS.
BSC has become the planning mechanism, creating strategic awareness among members of the
organisation and translating the strategy into action. The experiences of the Kettunen study (2004)
attest to the applicability of the balanced score, both in the evaluation of strategies and in a wide
range of operations. The balanced scoreboard can be used in the evaluation because it has been
used in the planning, description and implementation of the strategy.
The four perspectives of the BSC proved necessary and sufficient in both private and public HEIs.
Therefore, four perspectives were used in Turku Polytechnic. When a BSC is applied, it is obvious
that measurement is not only about reporting past events, but also planning the future with the
help of some measures. Management can communicate to staff what the important objectives
are. The budget and internal processes must be aligned with all desired objectives.
Achieving objectives in different perspectives is assessed in the reporting phase. The links between
the objectives and the other dynamic features of the strategy should be explicitly taken into
account in the management information system. The balanced scorecard shall communicate the
strategic objectives of the organisation and the means of achieving them. Members of the
organisation in all administrative units are able to understand the content of the strategy and their
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own roles in its execution. A systematic description supports the implementation of the strategy.
The success of the strategy can be assessed by observing the results obtained from a balanced
score.
The concept of a strategic map (Figure 3.2.1) was introduced by Kaplan and Norton (2001, 2004). A
strategic map is like a road map, which describes only the main features of the strategy on the
road to a better future. A strategy map includes a number of objectives linked in different
perspectives and incorporates a set of cause‐and‐effect relationships between objectives. The
definition of objectives and links may be based on research, experience or assumptions. Client
perspective includes two objectives, namely regional development and customer satisfaction.
These objectives can be achieved as a result of the innovation, support and learning processes
described in internal processes. The financial perspective includes central government financing
and external financing.
The learning perspective includes goals that are prerequisites for effective internal processes. The
HEIs must have research and development capabilities. They also need to have knowledge of their
local, national and international clients and partners to plan education to meet their needs. The
HEIs must also have quality capabilities and evaluation accompanied by pedagogical skills.

Figure 3.2.1 – Turku Polytechnic Strategy Map (Kettunen&Kantola, 2014)
Table 3.2.1 describes Turku Polytechnic’s BSC. It includes objectives, measures and targets for
each year. Measures and targets shall be updated annually following negotiations between the
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management team and each administrative unit. Each of these units has its own balanced score,
which is aggregated at BSC. Columns for 2003‐2004 include actual figures. The objectives for the
2005‐2007 planning period were set in 2004. Already in 2002 it was realized that the correct use of
a BSC would require a more sophisticated IT support system:
(1) Ambiguity of measures: The content and definitions of measures were ambiguous. The level of
interpretability was too high. Misunderstandings were frequent and thus the reliability of the
information was inadequate. This undermines the dependence of a balanced score and its use in
strategic management.
(2) Manual maintenance: The maintenance of the database of the management information
system containing the balanced balance measures was manual and thus difficult, despite the fact
that the results were followed and the targets were set only once a year. The data could not be
transferred to the database directly from basic information systems, including student
administration, staff management and financial management systems. The data had to be
recorded manually in the database. The use of measures combining data from multiple basic
systems was virtually impossible.
Turku Polytechnic’s experiences show that the balanced scoreboard can be an insufficient tool to
communicate and implement the strategy due to unsafe measures and troublesome computing. A
proper management information system involves shaping the entire management process and
adapting all the necessary components of the IT support system to meet the needs of the
organization.
Table 3.2.1 – BSC for Turku Polytechnic (Kettunen &
Kantola, 2014)
Perspectives
and objectives
-

2003 2004 2005 2006 2007

Clients

Regional
development
Customer
satisfaction

-

Indicators

Employment rate, %
Graduates remaining in the region, %
No. of applicants on one place
Student satisfaction from 1‐5, where
5 ‐ maximum
Employee satisfaction from 1‐5,
where 5 ‐ maximum

63
75
5,2

60
75
5,1

75
75
4,6

75
75
4,7

75
75
4,8

3,3

3,3

3,3

3,4

3,5

3,3

3,7

3,9

4,0

4,0

7357
6119
1238

7196
6017
1179

7400
6150
1250

7400
6150
1250

7400
6150
1250

12

13

16

18

20

4,3

5,0

8

9

9

Finance

State funding

External financing
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Perspectives
and objectives
-

2003 2004 2005 2006 2007

Internal processes

Research &
Development

International
relations
Studies

-

Indicators

No. of researchers
No. of R&D projects
No. of publications in their own
collections
No. of published articles
No. of students who left in mobility
No. of students coming in mobility
Coverage of study places, %
Dropout, %
Average no. of credits (ECTS)
Average duration of studies, years
No. of degrees
Duration in days of uninterrupted
studies (thousands)
No. of participants in uninterrupted
studies

24
54

32
94

40
136

50
149

50
159

31

30

62

72

84

88
284
154
105
7,6
39
4,2
1358

85
256
201
107
9,5
51
4,1
1483

97
323
248
105
5
51
4
1500

118
353
279
105
5
51
4
1500

146
380
307
105
5
51
4
1500

127

110

110

110

110

7204

5292

6000

6000

6000

49
27

49
36

76
46

84
61

84
66

86

98

87

96

103

184

163

180

180

180

21

34

29

31

33

20
1
6

19
1
4

40
2
3

40
2
3

40
2
3

Learning

R&D capacity

Environmental
assessment
and customer
preferences
Capabilities to
ensure quality

No. of bachelor’s degree programmes
No. of doctoral programmes
No. of employees in postdoctoral
studies
No. of employees in other long‐term
studies
No. of teachers in professional
development

No. of internal audits
No. of management reviews
No. of external evaluations

At the beginning of the project, an analysis of the existing state of affairs showed that the link
between strategic and operational planning is not clear. The target direction of the Ministry of
Education, strategic planning, BSC, budget, action plans and workload plans of staff appeared too
much as separate phenomena requiring harmonisation.
The management process includes a sequence of management activities, which includes the
following elements:
a) Objectives – strategic planning produces objectives based on the learning and capabilities
of the organisation.
b) Operations – operations of internal processes are planned to achieve objectives.
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c)

Resources – financial resources are allocated in the process of budgeting operations in a way
that enables the achievement of objectives.

d)

Results – operations are carried out and targeted to achieve the desired objectives in an
agreed time and budget. Obtaining results is monitored and ensured.

It can be observed that the elements of the management process are in line with the dynamic
characteristics of the BSC. The executive management of the polytechnic organizes annual internal
target negotiations with each administrative unit. Negotiations shall include evaluation of the
results achieved, development of operations, and allocation of resources, and agreement on the
measures and target values of the balanced score. Internal target negotiations were felt
frustrating because of unreliable data.
Considerable amounts of financial support have been allocated to research and educational
development with separate decisions outside the target negotiations. The procedure did not
support the management of the entire organization. This was also considered to be a planning
problem in administrative units. The differences between ideal and reality have indicated the need
to redefine the management process and develop a better information management system.
The main phases of the management process, with the omission of minor details, are as follows:
Strategic
planning

Objectives
planning

Operations
planning

Resource
planning

Operation
and
targeting

Reporting
results

In the first phase of the development project all the detailed phases of the management process
were described and developed using flow charts and instruction documents. Changes have been
made to the timing and meetings included in the management process.
The first phase of the main process takes place from January to April and includes strategic
planning and goal setting. The phase includes analysis of the results of the previous year, updating
of the strategy based on environmental analysis, target negotiations with the Ministry of
Education and budget negotiations with the polytechnic owner. All administrative units of the
polytechnic project and update their strategic development framework within the management
information system.
The second phase of the management process begins in May and includes operational planning
and budgeting for the following three years, as instructed by the owner. By the end of August, the
Polytechnic and Administrative Units will complete the plans, including the budget, action plans
and staff plans. The Polytechnic Council will propose the general budget to the city of Turku in
September. After that, the Polytechnic executive leadership will conduct internal target
negotiations with administrative units in October and November. The city council will ratify the
budget proposal in November, after which the necessary adjustments will be made in the budget
and action plans at different levels of the organisation.
The third phase includes implementation and monitoring, which takes place in the following year.
Polytechnic reports on the achievement of economic and operational objectives to the city of
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Turku twice a year. The management team and the administrative units of the polytechnic follow
the economy and operations in meetings using real‐time reporting.
The fourth phase of the process includes the annual report. It shall be drawn up in the first
quarter of the year to meet the needs of the executive management, the owner and other
interested parties. The Ministry of Education also requires reporting on how the agreed objectives
have been achieved. The self‐evaluation report is assessed in March‐April in the target
negotiations with the Ministry of Education. Other reports, such as the Sustainable Development
Report, are also drawn up annually.
IMS development. At the beginning of the development project there were great shortcomings in
the IT architecture. The data collected for a BSC were fragmentary and unsafe. The data was
largely collected manually. There was no documentation of the data collection processes. One of
the problematic features was that the collection and processing of data was related to individuals.
A significant part of the data was found in Word and Excel files scattered in different people’s
home directories. It is obvious that this type of wasted IT architecture is inadequate for the
information management system.
The objective set for the development project was to create an appropriate, uniform and open
IMS to support the management process, creating firm links between objectives, operations,
resources and results. It was also important that strategic planning and BSC with all the necessary
elements penetrate all levels of the organisation, from institutional level to administrative unit
level to bachelor’s degree programmes and also at the level of individual employees.
Linking people to the management process can be achieved by linking individual workload plans to
administrative unit action plans. Teachers and other staff typically have their work plans, which
are approved annually by study directors. This allows human resources to be aligned with the
objectives of administrative units. In project management it is also important to connect the work
programme with the project objectives.
Process description is a necessary phase because it helps administrators identify and avoid
overlapping operations. The development of the process also facilitates programming to take into
account the target direction and AMKOTA statistics of the Ministry of Education and the budgeting
and monitoring of the owner. It was therefore necessary to plan Turku Polytechnic’s internal
target negotiations for October and November, making the target negotiations a genuine
management tool.
The project also included defining concepts and drafting process documents, which are necessary
to automate data processing and IT support. Approximately 700 concepts have been found at
different levels of the organization and defined for the information system. Rules have been
defined for the aggregation and transformation of source data created at the lower levels of the
institution. The data store approach has been used for the efficient use of existing data. Data
storage captures data from separate data sources and directs it to an integrated database (Inmon,
1996; Guan et al., 2002), which facilitates IMS.
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A new portal has been developed to exploit the advantages of data storage. It was planned to
make the IMS portal available to different people. Members of the organization will have different
rights and roles of the user in the portal. The portal has a library of electronic forms, which allows
different organisational units to draw up their strategic plans, action plans, budgets, work plans
and reports. The portal also includes software for project management.
The institution’s development programmes have been integrated into the management system.
Executive management has taken strategic initiatives to support research and educational
development to meet the needs of the local community and society. An internal competition was
organised to allocate central funding for the best development projects. The project proposals of
the various administrative units were assessed and definitively resolved in the internal target
negotiations.
A strategic development portal has been incorporated into the portal of the institution and its
administrative units. Detailed planning of documents located in the framework is required to allow
automation of the management process. The documents were designed for strategic planning and
a BSC, including strategic objectives and measures. Coherent and concrete action plans of
administrative units may be drawn up using the strategic development framework.
The new integrated information management system has improved the efficiency of information
production. It enables the continuous production of reliable and up‐to‐date information, which
can be used centrally and decentralised in all administrative units. Reliability of information
production has improved because concepts and processes are well defined. The new system also
allocates administrator time so that the management focus is shifted from data collection to its
analysis and interpretation.
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Annex 3.3

Building and implementing an IMS of the faculty. The Lyterati case 41

Case study:

Lyterati is an enterprise solution created to meet the need for complete information on faculties.
It is a cloud‐based SaaS (Software as a Service) application, where administrators can manage
many aspects of their academic work, including faculty recruitment, annual reporting, vacation
and rest requests, promotion and employment, grant applications, web profiles, and other
functions. The system automates and streamlines workflow processes and hosts all faculty data,
wholly held by the university. Data analysis is also available to help transform data into useful
information to help make academic decisions.
Lyterati supports all levels of faculty administration processes – dean’s office, department heads,
deans and pre‐posts. Universities have a variety of stakeholders that can use Lyterati:
Contributions, Progression, Administration, Reporting and these users require different functions
than the system. Users have different roles and therefore have different objectives, expectations
and priorities. When building Lyterati, four components are addressed before implementation:
I.
II.
III.
IV.

Impact of the system on people (faculty)
Organizational impact (administration)
Quality of information
System quality

The impact on the faculty can be analysed by assessing productivity, decision effectiveness,
improving the quality of individual work and a better understanding of faculties’ activities and
their interrelationships. The organisational impact can be assessed by improving services for users,
better communication between departments, overall productivity and cost reduction. For the
quality of the information, the accuracy of the content, the relevance of the content and the
availability of the information are the evaluation criteria. System quality can be assessed by utility,
error aversion, ease of use and integration with other systems.
Contribution management: this module manages research, teaching and information/service
activities of the faculty. The taxonomy for recording contributions is exhaustive and is suitable for
all disciplines – Medicine, Law, Business, Engineering, Arts, Sciences and Social Sciences. The
faculty can add, edit, delete contributions and import contributions from other sources.
Administrators can import some data about contributions from other systems. Contributions are
widely classified in research, information/services and teaching.
Within the research there are 9 subcategories, the disclosure/service has 8 subcategories, and the
teaching has 5. Each of these subcategories has an average of 10 sub‐types, resulting in over 200
different ways of classifying faculty contributions. Not all of them need to be used. The subtypes
are configurable, which gives the university wide flexibility.

Tarun K. Sen, Parviz Ghandforoush, Nicholas Brown, 2017, Enterprise Systems for Faculty Information in
Universities: Implementation Challenges.
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Progression: Faculty members go through an annual evaluation process and a process of regular
promotion and ownership. Lyterati manages all the information and process requirements for
these progress activities. It offers a promotion and organization module, based on the scorecard,
in which each control information and documents are presented to the deans and heads of
department, that are configured for their comments and evaluations. The progression module
supports not only promotion and framing processes, but also other evaluation steps, such as first
renewal and 2nd renewal and post‐mandate reviews. The committees for these processes are
configurable and integrated with the workflow. The progression module has the capacity to set up
and manage multiple committees and members at different levels in the university, from
departments to the board of directors with vote‐tracking. It has support for external evaluators to
access the system directly to record/load external evaluation materials in Lyterati. It provides a
secure environment built on a network of supervisory chains that restrict access only to people
who are authorized to manage a candidate’s P&T file.
Administration: Management of academic, administrative, joint and honorary appointments,
background information about faculty, follow‐up of college/home departments, education,
training and certification history are managed through the administration module. Specific HR
processes related to college, e.g. holidays, sabbaticals, recruitment are components of this
module. Supporting these modules is a series of workflow‐based rules that use the “surveillance
chains” of those reporting to whom to direct transactions, such as annual reports, promotion and
engagement to the right people at the right time. Security is based on two concepts:
authentication and authorization. Authentication – who can enter Lyterati – is achieved by
integrating Lyterati with the university’s accreditation system (using authentication and
password). A configurable array governs authorization and determines who can see/do what is in
Lyterati. User appointees may be authorised by administrators to act as representatives. Role‐
based privileges and access can be configured in the system.
Reporting: Lyterati is integrated with a Business Intelligence tool for comprehensive reporting for
all data included in the system. Ad hoc reporting is a key feature of Lyterati and can satisfy almost
any reporting request. Lyterati can produce configurable CVs and bio sketches to support different
biological profile requirements. For search of expertise, users can search through any open areas
of the system through elastic search. The HEIs do not yet have a clear vision as to why a faculty
IMS should be built. Some build the system as a research IS, others build it as a system of faculty
expertise, some focus on annual reporting for faculty performance management, while others see
it as a file management system for promotion and occupation. In designing and developing such a
system, it becomes clear that the basis of all these systems is a system of contribution of faculties
that can feed data in all these functional areas and meet all these needs. The implementation
challenges related to the design and construction of such a system make the adoption process
slow and complicated, leading to frustration among faculties and administrators. During the
development of Lyterati, these concerns and challenges were taken into account.
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Anexa 3.4

Case study:

”Quality management in higher Education: Developments and drivers”42
(QMHEDD), initiated by UNESCO’s International Institute for Educational
Planning (IIEP), in association with the International Association of Universities
(IAU), and published in 2017

According to the QMHEDD study, most institutions use all the processes and tools proposed in the
questionnaire. Assessment of courses by students (90%) and student satisfaction survey (85%) are
the most commonly used tools, followed by monitoring of the programme based on statistical
indicators (80%), evaluation of the programme by academic staff (79%), evaluation of the
programme by students (70%). An exception in this trend is the use of student workload
assessment (57%) and student progression studies (54%), reflecting the fact that these tools are
relatively recent and also more technically demanding introductions. Assessing the workload of
students requires recording the workload of each course of a given programme by students in
order to inform an assessment of whether the credits associated with it are adequate. Student
progression studies require regular monitoring of the pre‐selected group of students. Extensive
use of human and technical resources in these assessments means that institutions facing
resource constraints will find it harder to implement them.
Another aspect of teaching and learning is the monitoring of student assessments, and is an
integral part of a pedagogical system in the course. There are different traditions of student
evaluation. In Anglo‐Saxon tradition, there is a long history of external examiners who examine
and criticize evaluation, scoring and examination processes. Students from other educational
institutions shall assess the adequacy, fairness and consistency of student assessment. In most
other parts of the world, monitoring of HEI’s assessment practices is traditionally an internal
responsibility of collective academic bodies, such as departmental committees, at a decentralised
level. As external QA is increasingly focused on aligning the learning objectives of academic
programmes with student evaluation, it is expected that educational institutions will be inclined to
develop management tools for student assessment monitoring.
In the QMHEDD international survey, three tools were nominated: university standards for
student evaluation procedures (as could be established in internal rules and regulations or in
processes in a quality manual); regular monitoring of student assessment procedures through
external examiners; and the use of indicators. The study showed that regular monitoring of
student assessment by external examiners was not recognised as the most important tool and was
selected by only about half of the institutions (49%). University standards for student assessment
procedures (83%) and regular monitoring of student success using indicators (77%) were used
more to monitor student assessment.

Michaela Martin, Shreya Parikh, 2017, Quality management in higher education: Developments and drivers
Results from an international survey.
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Other tools used to monitor student assessment were mentioned in response to an open
question. They included centralised frameworks provided by ministries of education and
additional arrangements involving external evaluations. One of the institutions reported that
“external examiners are used for practices and for the defence of master’s degree thesis”.
Examiners included professionals in the field and teachers from other institutions.
Monitoring and assessing the quality of academic staff performance is one of the most common
and crucial components of a QMS. Academic staff can be assessed on the basis of the performance
and productivity of their research by their peers, at national or institutional level, when applying
for promotion. Such traditional systems may be complemented by annual performance
evaluations carried out by supervisors (heads of department), which take into account a wider
range of activities carried out over the course of a year, including contributions and performance
in the teaching area.
In order to understand current patterns in the evaluation of academic staff, institutions were
asked to indicate the processes and tools used in monitoring the quality of academic staff.
According to the QMHEDD study, the evaluation of teachers by students (85%), followed by the
internal evaluation of staff performance for promotion decisions (76%) and regular staff
evaluation (73%) are popular processes and tools used to monitor the quality of academic staff
performance. Frequent use of student assessment of teachers confirms the previously high
frequency of course evaluation, as teachers are usually evaluated by students as part of the course
evaluation. Mentoring arrangements (51%), peer review of teachers (41%) and supervision of the
teacher class by university authorities (40%) are less popular, with less than half of the respondent
institutions reporting their use. Mentoring arrangements and peer reviewing are relatively new
ways of supporting teachers and are therefore less popular, although teacher class supervision in
many contexts is likely to be considered incompatible with the professional autonomy of academic
staff and therefore used less frequently.
Other forms of tools used to monitor the quality of academic staff in response to the open
question were internal audit and annual development discussions. One institution noted that
“their junior staff [members] are guided by senior staff and encouraged to continue their studies”,
indicating their institutional desire to promote career development.
Evaluation of student support structures or student support services, such as academic or career
advice, admission and registration, information and communication technology (ICT) facilities,
library and documentation resources and didactic laboratories are an important component of
teaching and learning infrastructure. They provide the necessary support to students, thus
contributing to the quality of teaching and learning conditions and thus to the overall experience
of students.
Institutions were asked whether they had assessed certain student support structures. The
QMHEDD study shows that most institutions assess all student support structures proposed by the
survey. Library and documentary resources (84%) followed by admission and registration
structures (81%) are the most frequently evaluated structures. Among other forms of student
Course support
2020, V01‐r1

www.mhelm.utm.md

III – 248

LEADERSHIP AND MANAGEMENT – Professional training programme

support structures mentioned in response to an open question were student guidance and
counselling services. One institution reported that although all designated student support
services regularly reported on their activities, this did not necessarily lead to a formal assessment.
Another institution reported that it has a student satisfaction service as a means of regular
assessment of instructional quality.
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Module IV

CHANGE MANAGEMENT AND ORGANISATIONAL DEVELOPMENT OF
HIGHER EDUCATION INSTITUTIONS

Aim: Forming a positive and open attitude to managers of all levels in higher education
institutions to accept and address the necessary changes in the environment in which they work in
order to make change sustainable.
Module objectives:
- assessing organisational changes in higher education institutions and identifying the factors
influencing change;
- comparative analysis of models of organisational change and the possibility of their
implementation under the conditions of the HEIs in Moldova;
- description of the life‐cycle stages of organisational development;
- preventing/reducing the occurrence of conflicts in the process of organisational change;
- identification and application of process optimisation methods in HE institutions.
4.1. Concepts of change and organizational development in higher education
Learning outcomes
- At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- identify the factors influencing change in higher education;
- tell about the types of change;
- perceive the essence of organisational development.
Application
- analyse the causes and factors of resistance to change and their reduction;
- compare the impact of the various factors promoting change.
Integration
- propose solutions to reduce resistance to change;
- assess the types of changes.
4.1.1. The essence of the concept of organisational development
Higher education bears a great deal of responsibility in that the experience and work of a university
does not perpetuate an existing state of affairs, but is important factors in the development of
society. University education will play the role of the engine of the new economy because the
reorganisation of the society in which we live transforms the way of learning, the ways of assessing
and appreciating learning outcomes, the relationships between teacher/trainer and
student/trainee.
Competitive organisations see change as a permanent process, which is absolutely necessary for
their survival, development and improvement. Change must be integrated into its philosophy and
action models. Perception of change is important, but not sufficient, and therefore must be
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supported by a complex of effective activities on the part of managers. So one of the most important
aspects is the understanding by the organisation’s staff, managers and subordinates of the need for
change.
Organisational development, as a process or as a research field, encompasses a wide range of
activities: from setting up a management team at the level of senior management, to improving an
organisational structure or designing a job description. It is a process by which a higher education
institution develops its internal capacity to act sustainably, in the long term, more effectively and
with greater efficiency.
„Organisational development is a planned effort, coordinated by top‐
level management, aimed at the whole organisation and aimed at
increasing efficiency, improving working conditions, by shaping
processes, using knowledge of behavioural science.”
(R. Beckhard)

A more laborious definition was given by M. Beer, who considered that „organisational development
as a comprehensive system of data collection, diagnostics, planning, intervention and evaluation,
which aims to: 1) improve the consistency between the organisational structure, the procedural
organisation, strategy, staff and culture of the organisation, 2) the development of new and creative
organisational solutions and 3) the development of the renewal capacity of the organisation. This
can be achieved through collaboration between members of the organisation and change agents
who use behavioural science, research, and technology.”
The definitions presented above have as common features the improvement of the performance of
the organisation, primarily the efficiency with which the activities are carried out, by using the
behavioural science in the improvement of not so much the technical equipment, but of its
management, of all component subsystems. As a result, in this material we will consider
„organisational development as a set of actions to design and implement measures to improve the
components of the management system (strategy, structure, information system, decision‐making
system, methodological system), aimed at increasing the performance and competitiveness of the
organisation”. This definition results in several characteristics of organisational development,
namely:
 the application of measures to improve the entire management system or only to one
component thereof, to the whole organisation or only to an organisational subdivision;
 the use of a wide range of methods and techniques, which are characteristic of either a
specific problem (strategy, leadership, decisions, etc.) or the management system as a
whole;
 the implementation of some changes, generally linked to people’s behaviour, is aimed
at by the set of measures;
 organisational development involves both implementing and maintaining and
improving changes;
 organisational development aims to increase efficiency, thus a rational use of resources
and an increase in the quality of products and services, labour productivity and a
continuous improvement in working conditions within the organisation.
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This approach makes it possible to differentiate organisational development and change
management, which may also cover areas other than management, including technological
innovation, for example. Organisational changes include a variety of economic, technical, political
and social applications and approaches. These organisational changes may represent responses to
certain external forces, such as market exchanges, different competitiveness pressures, etc., or may
be driven by certain endogenous variables, such as managers’ tendency to apply different specific
methods or techniques.
4.1.2. Planned change ‐ an essential part of organisational development: definition, structural
elements, dimensions, need and results of planned change
Change is the process of passing to or replacing a given state with another state. Organisational
change requires essential profound changes to the organisation. It is a complex and deliberate
process by which the main resources and activities and/or systems of the organisation are
affected/modified by adapting to the qualitative changes and mutations taking place in society, in
order to ensure the functionality and performance of the organisation.
Change takes many forms: at one extreme, change can concern the change in the rationales of an
organisation and its core strategy; the other extreme may look at small revisions of a minor activity.
Change can affect the entire institution at once or focus on a limited part of the organisation, such
as a single team. Typically, organisations are constantly undertaking numerous changes in parallel.
Planned changes can be successfully implemented if the following steps are complied with:
a) identifying the problem and setting the objectives of change;
b) gathering information about the problem;
synthesis and analysis of information;
c)
d) reformulation of the problem taking into account the information obtained;
e) drowing up the action plan for the implementation of the change;
implementation of the plan or the actual conduct of the change action;
f)
g) evaluation of the implemented action.
Lately, the idea of the constantly changing university organisation is being circulated and applied
frequently to facilitate the permanent development of the university.
In order to implement an effective change, it is recommended to comply with some conditions:
o explaining and clearly specifying the purpose of the change
o setting realistic targets that are in line with the resources and needs of the members of the
organisation;
o stimulating employee motivation for change;
o stimulating the desire to improve;
o efficient use of resources in the process of change, with the focus falling on the human
resource;
o ongoing evaluation of change processes and even the introduction of new monitoring
systems.
It is, of course, impossible to provide a simple model for achieving organisational change in all
situations, although some useful rules can be mentioned.
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Firstly, there is a need to harmonise the measures and processes of change with the organisation’s
normal management activities and processes. There may be competition to obtain more difficult
resources available; some people may be asked both to plan or prepare a change and to solve
current problems.
Secondly, management must determine the concrete change measures for which its guidance is
needed and decide on the degree and form in which it will be directly involved in such measures.
The main criterion is the degree of difficulty of the measures and their importance for the future of
the organisation. In larger organisations, senior leadership cannot be directly involved in all changes,
but there are some changes that they need to lead directly or they need to find an appropriate,
explicit or symbolic way of providing support. These messages of consolidation that come from the
leader constitute a key stimulus in an effort to change.
Thirdly, the various processes of change in the organisation need to be harmonised with each other.
If this can be easy in a small and simple organisation, it can be difficult in a large and complex one.
Often various services work on similar problems (e.g. the introduction of new information
processing technologies). They may come up with proposals that do not fall within the general
management policy and standard procedures or that require excessively high resources. Or, to
continue the example, one service develops better proposals for change, requiring that other
services be convinced that they must abandon their current system or new proposals and accept
someone else’s better proposals. These are situations where top management has to intervene
tactfully.
Fourthly, leading change means dealing with its various aspects – technological, structural,
procedural, human, psychological, political, financial, etc. This is perhaps the fundamental and most
difficult responsibility of management related to organisational change, because the process of
change involves specialists who often try to impose their limited views on complex and
multidisciplinary issues.
Fifth, leading change involves making decisions about the use of various methods and techniques
of approach that allow a good start, systematic work, defeat of resistance, ensuring collaboration
on the part of people and real implementation of change.
4.1.3. Factors promoting change in HE: classification, models, theories
The need for change is constantly emerging in today’s organisations and is the natural consequence
of the need to adapt to trends and improve what we offer, whether they are services or products.
We want to be as competitive, innovative as possible and differentiate ourselves from competition.
On the other hand, we have to implement changes imposed by new regulations or public policies
that have emerged and that we cannot oppose.
Change is based on many factors. The factors of change are certain elements of a situation which,
by their appearance, existence or action, trigger or produce an organisational change. These factors
can come both from the outside and inside of the organisation.
There are therefore two categories of factors influencing change within the organisation:
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External factors
These factors can be controlled to a lesser extent by managers (e.g. increasing the advertising of
new study programmes, cheaper and better quality services, changes in technology – the
introduction of computers and industrial robots, which allow for the rapid resolution of complex
management problems, helping to reduce costs). External factors come from the environment in
which the institution operates and evolves. Building on the dynamism of the external environment,
organisations strive to stabilise their inputs and outputs (by diversifying their activities, working with
many suppliers to avoid a possible shortage of raw materials, etc.). But there are limits to such
control over the environment. If the company wants to remain competitive, it is necessary to
compensate for organisational changes. This explains that organisations do not develop for the sake
of change ‐ but because they are part of a wider development environment and need to react to
the dangers and opportunities that arise. To survive, they are forced to adapt to the new conditions
of the environment in which they operate. At the same time, organisations are not passive and in
turn also generate changes in the external environment by producing and marketing new products,
services, technologies, thus modifying the external environment.
Among the external factors that put pressure for change we mention:
o Political factors. Among the political factors, legislation, international regulations, the tax
system, is of major importance.
o Economic factors. Among them we mention competition, suppliers, currency exchange rate,
unemployment rate, economic policy of the government, degree of autonomy, etc.
o Socio‐cultural factors. We mention attitude towards work, minority groups, care for the
environment, business ethics, etc.
o Technological factors. Level of development of information technologies, process
automation, changes in technologies, etc.
Internal factors
These factors drive changes within the organisation. They are decision‐making, communication
processes, interpersonal relations, leadership, leadership style, etc.
Also, among the internal factors with pressure for change are the fluctuation of the staff, the change
of strategy, the change of owners, etc.
If you want to implement a change it is necessary to know Lewin’s Force Field. This is an analysis
tool in the implementation of change that defines the pros and cons that arise in the process of
change. This technique will help to understand the forces that foster change, as well as those that
hinder it, which allows the best decisions to be made and, very importantly in the case of changes,
allows arguments in front of those involved to be provided, in order to lead the organisation from
the present state to the desired state.
Lewin argues that when an organisation aims to implement change, it represents the transition from
the present state to a new, desirable one. During the transition, both positive, supportive and
negative forces, obstacles that can oppose it, act on change. Identifying them allows managers to
identify and take the necessary measures to strengthen positive factors and mitigate negative
factors.
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Forces resisting change

Forces for change

Force 1 (1 p.)

Force 2 (4 p.)

Force 1 (4 p.)

Proposal for
change
(describe the
proposal for
change)

Force 2 (1 p.)

Force 3 (3 p.)

Force 3 (2 p.)

Force 4 (3 p.)

Force 4 (1 p.)

Total: 11 p.

Total: 8 p.

Figure 4.1 – Example of Lewin’s Force Field Analysis1
As in the field of physics, in both the social and economic field there are forces that act from opposite
directions and that contribute to maintaining balance.
When the organisation decides to implement a change, it may allow it to leave the old way of doing
things or the current state, but it may also promote the creation of a state of imbalance. In order to
reach the state desired by the organisation (resulting in the process of change), a new state of
equilibrium must be achieved, which makes it necessary to understand the forces acting in the
process. By the state of balance in the business environment we understand that situation where
change leads to improved activity, increased people’s satisfaction and ultimately to better results.

1

https://virtualboard.ro/implementarea-schimbarii-campul-de-forte-lewin-procesul-de-schimbare/
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For the analysis of the Lewin’s Force Field, it is necessary to briefly describe the proposed change
(including the present and desired state) in the center of the diagram, supplemented on the left side
by the forces supporting the change, and on the right side by the forces resisting it.
For each of the forces, a score (from 1 – weak, to 5 – strong) is established, depending on the
influence it is considered to exert on the objective (change). Points shall be summarised on either
side of the central border to assess the total influence of the pros and cons of change.
Forces for change: They are those factors that affect a situation that creates the evolution in a
certain direction. These factors tend to initiate change and maintain evolution in that direction.
Forces resisting change: They are those forces that act downwards the forces that drive change.
Apathy, hostility and poor maintenance of equipment can be examples of these factors.
Balance is achieved when the sum of the forces leading the change is equal to the sum of the forces
that oppose change.
Obviously, the winner will be considered the higher score part. It continues with the review of the
forces on each side and the extent to which scores can be adjusted (+ or ‐) is monitored or whether
there are other forces that were not initially considered. This is done in particular in the case of close
scores, but not only.

- Pressures for change
- Technological change
- The explosion of knowledge
- Improving working
conditions
- Aging of products
etc.
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- Fear of the new
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- Fear of failure
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professionalism
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Elements that slow down change

Elements that determine change

Table 4.1 – Balance of the forces of change after K. Lewin
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To analyze Lewin’s Force Field, the following steps must be taken:
1) Defining the change from the current state to the desired state. It will be inscribed in the
central border, as an element on which the positive and negative forces operate.
2) Identifying positive forces acting on the objective. Brainstorming sessions can be performed
to identify the forces for change.
3) Identifying negative forces acting on the objective. Brainstorming sessions will also be done
to identify forces opposing change this time.
4) Evaluating the forces on both sides on the basis of their impact on a five‐step scale (from 1 –
weak, to 5 – strong).
5) Determining the result and analysing which of the forces can be re‐evaluated. It is
recommended to focus on potential measures to strengthen the positive ones and reduce the
negative ones. The possibility of other positive forces to reduce the effect of the negative ones
already identified shall be assessed. Potential measures include: communication of the
advantages of change, extrinsic motivation of employees (financial and non‐financial reward),
adaptation of pro‐change forces to address current obstacles, etc.
Although it is successfully applied in many situations, the method of force field analysis has also
received negative criticism among those who say that the result of its application is affected by the
subjectivity of the people who use it. However, without ignoring their views, we say that the method
proves very useful and we encourage you to use it objectively.
4.1.4. Types and levels of organisational change.
Organisational changes take different forms. Thus, depending on the methods of addressing change
in organisations, there are distinguished:
 planned changes (proactive/anticipated) – are changes intentionally initiated and
performed, is a proactive change that members of an organisation deliberately initiate
and implement to anticipate or respond to changes in the environment or to pursue
new opportunities;
 unplanned changes (reactive/accidental/spontaneous/emerging) – are random
changes. Change occurs as a result of the ongoing work of members of the organisation
as they respond to problems and opportunities. Through this type of change,
organisations try to adapt to unexpected external situations (e.g. staff downsizing, price
decreases, etc.);
 imposed changes – take place in emergency situations, when change is inevitable and
long‐term discussion is impossible. Due to a lack of time, resorting to coercion from
management is needed. Frequently this change generates dissatisfaction and
resentment, especially if people affected by such changes think they should have been
consulted or at least informed in advance. The leader of change must explain why they
decided to impose a change. It is considered that the imposed change is effective in crisis
situations, with staff heavily dependent on management;
 participatory changes – staff is widely involved in prior discussions and consultations
with employees, taking advantage of their experience, knowledge and creativity. A
participatory change process is slower, takes more time and is more expensive than the
required change, but is considered to be a more sustainable one;
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negotiated changes – occur when several individuals or groups discuss the measures to
be introduced, the benefits achieved and the costs involved from the point of view of all
concerned.

Other types of changes are highlighted:
 profound change – large scale at the institution level (new study programmes, new
quality systems), being extremely difficult to implement and control;
 routine change – small scale, which does not involve difficult‐to‐manage activities (new
functions).
Based on the scale of the change, we mention:
 strategic changes, involving radical transformations, affecting the whole system. It could
be reflected in: changes in the organisational structure, in the direction of the
institution’s activity. These types of changes have specific peculiarities: they are usually
generated by factors outside the institution (threats or challenges from outside); are
often necessary for survival (the change itself does not guarantee success, but its
absence makes survival impossible);
 incremental changes, involve changes of a moderate scale in the activity programme,
modernization of the job description, modernization of the sheet by disciplines, etc.
If we are to base on the nature of change, then we distinguish:
 environmental change, today’s organisations operate in a constantly changing
environment, the ability to adapt to environmental changes has become a fundamental
condition for the organisation’s success and in a growing number of cases, a condition
for simple survival. The scope of environmental change varies from country to country
and region to region, but there are also changes of a global nature affecting companies
around the world, such as the energy resource crisis, environmental pollution, the
pandemic, etc.;
 organisational changes, organisations are not changing for the sake of change, but
because they are part of a wider development process and must react to new changes
in the environment, restrictions, requirements and opportunities in this area. They are
constantly forced to adapt to the environment in which they exist and operate. But more
than that, businesses and other organisations are also generating changes in the
external environment, for example by making and marketing new products and
technologies that become dominant and are then widely used. This changes the national
and international technological environment.
Change can concern any aspect or factor of an organisation. Apart from the technical changes we
talked about above, we distinguish:
o internal changes in the basis of the organisation’s formation (nature and level of activity,
legal status, form of ownership, diversification, merger, joint ventures);
o changes in tasks and activities (range of products and services offered, markets in which
work is carried out, beneficiaries and suppliers);
o changes in the technology used (equipment, materials and energy used, technological
processes, office technology);
o changes in management structures and processes (internal organisation, flow of works,
decision‐making and control procedures, information systems);
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o changes in organisational culture (values, traditions, informal relationships, influences and
processes, leadership style);
o changes in staff (management and staff employed, competence, attitudes, motivations,
behaviour and efficiency in work);
o changes in organisational performance (financial, economic, social, showing how the
organisation links to the environment, fulfils its mission and addresses new possibilities);
o changes in the image that the organisation has created within organisations of the same
nature and in society.
There are four levels of change:
1)
2)
3)
4)

Changes in knowledge
Changes in attitude
Changes in individual behaviour
Changes in organisational or group behaviour

Moving from level 1 to level 4, you go through increasing degrees of difficulty in making the change,
the time necessary for the change being at the same time, longer and longer. Changes in the
environment affect the change of people in an organisation, sometimes developing a tendency to
resist change.
4.1.5. Resistance to organisational change. Opportunities and challenges.
Any change is not approved by all employees from the outset. This is considered normal. Some even
extrapolate the principle of Newton’s action and reaction to the situation of an organisation, as a
finite, stand‐alone entity, and mention that applying force or pressure on it, in order to generate a
change in the direction of a desired new state, will generate an opposite force, called resistance to
change.
Individual resistance and organisational resistance to change shall be highlighted.
Individual resistance to change
The ways of showing resistance to change are diverse:
 open or explicit expression: strikes, decreased productivity, permanent quarrels
between employees, neglect at work, undermining, sabotage, etc.;
 implicit or hidden expression: decreased employee motivation, delays and resignations,
decreased morale, etc.
Eugen Burduș describes in the book „Management of organisational change” the various causes of
individual resistance to change, among which are mentioned:
o Selective attention and memory. People’s perception of the proposed change in the
organisation depends on their worldview – given by education, age, concerns, accessible
sources of information. In this context, people only partially take the information on the
change, filtering the elements that force them out of their comfort zone, thus obtaining an
incomplete picture of the process of change.
o Employee habits. Organisational changes that require a change in employee habits will be
met with resistance, as any change in personal habits requires effort and therefore exit from
personal comfort zone.
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o Dependence on other people’s opinions. People in the organisation will depend
psychologically on the opinions, attitudes and behaviour of other people in the organisation,
formal or informal leaders. Dependence on other people’s opinions can lead to delays in
implementing the process of change and generating resistance.
o Fear of the unknown. Anxiety, going to fear in the face of the unknown, can manifest itself
both among employees – who do not know or do not understand how change in the
organisation will affect them – and among managers, who can avoid making certain
decisions that imply a high degree of responsibility.
o Economic reasons. People resist changes that lead to lower direct or indirect incomes.
o Lack of safety. Any change involves, on an individual level, an exit from the comfort zone
(past, known situations that evoke them a sense of safety).
o The threat of power and influence. Some people in the organisation may see change as a
threat to the power and influence they have at some point. Control over something that
certain people need, such as information and resources, is a source of power in the
organisation. Once the position of power has been grounded, individuals or groups often
resist changes, which are perceived as a reduction in their power and influence.
Rick Maurer, a well‐known U.S. consultant specializing in change management, points out that two‐
thirds of organisational change initiatives fail and that most managers in big companies point to
resistance to change as the root cause of failure. These statistics are nuanced by the fact that the
real problem is not necessarily resistance to change, but that leaders conceve and implement
change plans in ways that generate inertia, apathy and opposition among people in the
organisation. Resistance is a reaction to how change is managed, and people who resist do not
intend or do not achieve this, but seek to survive. In essence, Rick Maurer proposes as a starting
point in overcoming resistance to change the question „What generates resistance?” and identifies
three levels of individual resistance to change.
I

Level I of resistance

The level I of resistance or the rational level „I do not understand” refers to the informational
aspects of change – logical arguments, presentations, statistics, etc. – and can be generated by:
- lack of information on the proposed change;
- disagreement with or disapproval of the interpretation of the information provided;
- inefficient or insufficient communication of essential information on the proposed change;
- confusion as to the significance of the change as a result of the lack of clarity in the
communication.
Strategies to overcome level I of resistance to change include:
- highlighting the need for change: clear communication and providing accurate and clear
information on the need for change may be sufficient to overcome this type of resistance;
- the use of appropriate language: the presentation of the change „why?” and „how?” in clear
and simple language so that it is fully understood by all employees;
- adapting the message about change: presenting information in several variants, because
people take information in different ways, depending on personal interests and
comprehension capacity.
II

Level II of resistance
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The level II of resistance or the emotional level „I don't like it” is the emotional reaction to change
and has its roots in fear, which in turn is generated by the desire for survival. At this level
communication becomes difficult. Most of the time the professional environment does not
encourage emotional expression, so most people leave these issues unexpressed or simply are not
aware of them and are limited to expressing the opposition characteristic of level I. Even if the
emotions generated by the change are not visible and are not expressed, they should not be ignored
in the management of the process of change. Overcoming this level of resistance is possible by
recognising its existence and ensuring a climate conducive to communication. It should also be
borne in mind that the resolution of these issues is carried out at a slower and/or unpredictable
pace compared to the other aspects of change. Strategies to overcome level II of resistance to
change include:
- highlighting the benefits of change: at organisational level (increasing market
competitiveness, increasing sales, etc.), but especially at the individual level (improving
employment relationships, increasing job security, improving career opportunities,
increasing wages, etc.);
- ensuring employee involvement in the process of change: people tend to support initiatives
in which they are directly involved and in which they make a contribution of their own;
- sincere communication: if the change negatively affects employees, this must be
communicated clearly and honestly from the start, thus avoiding rumours and generating
respect and trust towards leaders.
III

Level III of resistance

Level III of resistance or relational level „I don't like you” refers to the personal trust of employees
towards leaders. In this case people understand the proposed idea (level I), accept and look
positively at change and results (level II), but resist against the person proposing the idea for lack of
confidence. Strategies to overcome level III of resistance to change include:
- taking responsibility: leaders personally take responsibility for actions and situations that
have led to strained working relationships, thus gaining employee respect;
- compliance with the commitments made: leaders personally respect the commitments
made in terms of strategies, actions, deadlines, results, etc.;
- mutual knowledge: leaders responsible for change ensure the creation of conditions, in
terms of time and opportunities, of mutual knowledge between employees and leaders;
- communication and negotiation: leaders can take over employees’ ideas and proposals,
thereby ensuring constructive communication and improving labour relations.
Beyond the classical approaches to resistance to change, we have a specific feature of the problem,
given the mentality characteristic of our people; overconfidence / overestimation of one’s own
abilities compared to the abilities of others „I am more capable / prepared, more ..., than the rest”
is known. In our country this is dangerously doubled by the underestimation and lack of trust in the
„rest” (other colleagues, other people, society ‐ in general). However, this aspect can only make it
difficult to accept different opinions and increase resistance to change...2

TUDOR L. Managementul schimbării. Rezistenţa angajaţilor faţă de schimbarea organisatională Revista
Română de Statistică - Supliment nr. 9 / 2014, pag. 27-35
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Resistance of organisations to change
At some level, by its very nature, the organisation will resist change. Organisations are often more
effective when they do routine things, and less effective when they do something for the first time.
To ensure the efficiency and effectiveness of their operations, organisations can create a strong
defence system in the face of change. Moreover, changes violate certain interests or prerogatives
that have been accepted over time.
4.2.

Models of organisational change and their implementation in higher education
Learning outcomes

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- Identify and describe different types of models of organisational change (e.g. Lewin,
Kubler‐Ross, ADKAR, Kotter, 7‐S, etc.);
- Report in detail the stages of implementation of the models of organisational change
presented and argue their need;
- Identify different categories of beneficiaries/target groups involved in implementing
organisational change.
Application
- compare different models of organisational change with the assessment of the Pros and
Cons elements, as well as the possible risks for each model of organisational change
presented;
- choose the most appropriate model of organisational change depending on the results
of the current analysis of the organisational situation.
Integration
- argue the appropriateness of the model of the most appropriate model of
organisational change in line with the concrete situation that needs to be resolved;
- propose detailed solutions for the effective implementation of organisational change;
- adapt, by simulation, the model applied to the challenges of the organisational
environment proposed for solving.
4.2.1. The change management model after Lewin (1940)
Kurt Lewin is one of the first researchers of rational models of change, models developed by him
and his team during World War II. Lewin considered that the system situation, at any time, is a
function of interaction between two sets of forces – those that tend to maintain the old (resistance)
system and those that want to modify it (of change). When both sets of forces are approximately
equal, the system is in a state of „quasi‐stationary balance”. To alter this balance, we need to fortify
one set or another of forces. Lewin suggests that altering/shrinking resistance forces conducive to
maintaining the old system generates less resistance to change than strengthening forces for
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change, which is why he considers this strategy more effective. The Kurt Lewin model involves three
decisive steps:
I.

First step: Unfreezing

This first phase of the change process is usually the most difficult and stressful. This creates people’s
motivation and commitment to embark on a process of change. The stage involves first of all actions
to raise awareness of the need for change with the creation of institutional preparation
prerequisites in order to accept change. It can take many forms so it is to be adapted specifically to
the specific situation. This requires:
 understanding the reasons of those who will oppose change (what they have to lose as
a result of change, what bothers them in the future change, what they will not want to
do in order for change to be successful, etc.);
 diminishing and/or reducing forces that tend to resist change;
 conveying a strong, explicit and credible message that the current structure can no
longer function, etc.
The stage concludes with the presentation of a realistic and attractive change plan (to obtain the
highest possible support from the members of the organisation) and convincing all employees of
the benefits of change for themselves personally and for the institution as a whole.
II.

Step two: Changing

The change itself does not happen overnight. People need time to associate with change. The period
is dedicated to the actual change with the replacement of old attitudes, traditions, structures and
ways of activity with new ones. Then, activities to optimize organisational processes follow, which
would facilitate the acquisition of new skills, practices, behavioural attitudes of management and
staff, development of leadership skills, increased satisfaction of beneficiaries, etc.
New elements of institutional structure, new policies, new regulations and new ways of working are
being developed and implemented. The competences of all collaborators are developed to work
well in the new structures created.
Hurry spoils the job and change. People’s frustration with change increases exponentially when early
compliance with the new rules and structures is called for. Sometimes tacit and camouflaged, other
times obvious, there will be an increase in resistance to change. Therefore, supporting employees
who are motivated to be actively involved in implementing the change and involving all employees
in implementing the changes remain mandatory preconditions for this stage. Staff’s motivation to
acquire new skills and competences is encouraged by active and multidimensional communication.
Progress is stimulated and innovation is continuously supported by encouraging individual and
collective behaviour. Trends in sabotage of change by privileged people in the old system are to be
stopped and rumors of the failures of change are consciously disassembled. The active
dissemination of existing best practices in the implementation of change and of the successes
registered is organised through accessible channels of promotion and communication, existing
within the institution subject to change.
III.

Step three: Refreezing
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It is the institutionalisation stage itself with the formalisation of all the changes made. This is done
by:
- multidimensional analysis of the impact of change produced and lessons learned in the
process of implementing change;
- official fixation of new elements, structures, procedures, policies, habits, etc.;
- strengthening new models of individual and collective behaviour;
- eliminating trends in reversing change;
- stabilising the trust of beneficiaries and partners in the reformed institution thanks to the
benefits gained from the implementation of the change;
- approval of changes by higher hierarchical structures and institutional assimilation with
strengthening the continuous improvement of staff;
- developing ways to support change (including financial sustainability).
Maintaining the comfort and psychological safety of the staff involved in the change is crucial. Ideally
speaking, collaborators are to be proud of the fact that they have managed to implement the
change, which has brought personal benefits to them and the institution in which they work.
Therefore, the stage also involves the implementation of reward mechanisms, recognition and
consolidation of acquired change/behaviours, based on continuous performance quantification and
monitoring.
Schein’s expanded Lewin model
Lewin’s studies were later continued by Schein (1987), who developed Lewin’s model, on the
premise that the process of change is much more complex and complicated than originally assumed.
Thus, for Step 1 – „unfreezing” Schein differentiates at least three ways of achieving the motivation
for change by:
- „lack of confirmation” – the argument for change, why is change needed?
Presentation of the financial situation that de facto illustrates institutional problems; the degree of
competitiveness of the institution or the level of quality of the services provided, customer and/or
employee satisfaction studies, market studies or analyses that are warning and call an urgent need
for change, etc.
- „creating discomfort” – presentation of institutional performance data, more frequently its
lack.
A state of insecurity and „guilt” of employees is created / induced, which extrinsically induces the
need for change. Awareness of change also involves the self‐motivation of employees to engage in
actions that would make it possible to change the current situation.
- „creating safety” – the feeling of restlessness and anxiety is to be substituted/accompanied
by ensuring the safety of employees.
The individual situation of each person shall be addressed, providing certainty of expression of
needs and fears, presentation of ways of establishing change and its repercussion on each
employee, including long‐term consequences.
Schein has shown that people actually change only when they are assured that they will not be
emotionally affected, humiliated or marginalized during the process of change. It is vitally important
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that members of the organisation feel valuable and useful to the organisation, feel safe and have
the right of free opinion with reference to change.
For Step 2 – „Changing”, in which members of the organisation should see and act differently as a
result of the process of change, Schein considers two mandatory preconditions necessary:

 Aligning the members of the organisation to the new model and identifying them with the
new leader.
Managers, as de facto agents of change, play the important role of aligning all participants to the
change. By personal example and managerial tools, the framework for change and its direction is
provided. It is easier to access a new way of working, a new process, etc. when a colleague and/or
superior apply new methods and record results. This strengthens the confidence of employees,
which greatly facilitates the implementation of new processes, technologies and systems of
governance and operation of the institution.

 Framing in the relevant business environment / market:
Here it is necessary to ask and answer the following questions:
- Has this change been addressed by other institutions?
- What did they learn from this?
- What can we learn and how can we do it better?
- etc.
For Step 3 – „Refreezing”, when the reintegration/assimilation of change by the organisation takes
place, Schein proposes to achieve it at two levels:
 Individual – creating an appropriate and safe environment for experimentation and
subsequent practical application of new behaviours. The primary importance lies in the
feedback from the manager and the recognition of the merits and successes achieved
by each individual.
 Interpersonal – with the link between newly acquired and existing behaviours that are
already useful for the institution. It is important to assess employees’ perception of new
behaviours acquired and how they influence them.
4.2.2. The stages of change after Kubler‐Ross ‐ the five stage model
The name of Dr. Elizabeth Kübler‐Ross is well known due to work on the topic of death, which have
had a significant impact on modern medicine. In 1969, in the book „About Death and Dying”, Kübler‐
Ross described five stages/phases of acceptance of grief. These stages correspond to a person’s
natural feelings when they experience changes, both in their personal life and in the workplace.
All changes involve certain losses in any degree. Therefore the five‐stage Kubler‐Ross model is very
useful to determine and understand how people cope with change. People are beginning to better
understand the meaning of their actions and understand why colleagues behave in one way or
another. When Kubler‐Ross described these stages, she made it very clear that these are all normal
human reactions to the tragic news, considering them a defense mechanism. We experience them
every time, when we try to cope with the changes. The linear touch of the acceptance stage is ideal.
But it would be too easy to experience them strictly alternately, exactly, linearly, step by step. More
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frequently, the „walk” is recorded from one stage to the other and even the return to those stages,
already experienced. According to Kubler‐Ross, the duration of each stage varies, some of which
may replace each other or exist simultaneously. Frequently people remain to be fixed on one of the
stages, experiencing major difficulties of advancing to the next stage. Let’s look at human behaviour
in each of the five stages:
I.

Shock or denial:

The person thinks that the change produced is a mistake, that this did not happen and in fact,
everything is not like this:
„I can’t believe it”, „This isn’t happening”, „Not with me!”, „Just not again!”
Aceasta este adesea o protecție temporară, ce ne oferă timp pentru a aduna informații suplimentare
despre schimbarea instalată înainte de a trece la alte etape. Este etapa inițială a stupefacției și a
șocului. Nu vrem să credem că au loc schimbări. Dacă ne prefacem că nu există nici o schimbare,
dacă ne îndepărtăm de ea, atunci poate că va dispărea, ușor, ca un struț care își ascunde capul în
nisip.
This is often a temporary protection, which gives us time to gather additional information about the
installed change before moving on to other stages. It is the initial stage of stupefaction and shock.
We do not want to believe that there are changes. If we pretend that there is no change, if we move
away from it, then maybe it will disappear, easily, like an ostrich hiding its head in the sand.
II.

Anger:

When we realize that change is real and will affect us, our denial turns to anger. Basic thoughts boil
down to blame: that’s all because of you, it’s your fault, while you’re enjoying it here, I have pain:
„Why me? It’s unfair!”, „No, I don’t accept it!”
We are angry and we blame someone or something for what’s happening to us. Interestingly, our
anger can be directed in completely different directions. People can get mad at bosses, at
themselves, even at God. In difficult economic times, the economy is accused of everything. This is
the fault of the government or senior management: „It was necessary to foresee and calculate
everything!”. You may be more disturbed with colleagues or family members. You will find that
people are starting to cling to small and trivial things.
III.

Negotiation:

Trying to postpone the inevitable is a natural reaction of people on the verge of „death”/change. It
all starts from the premise: „if I do something, then the situation will improve”, „you just have to
want it”, „I agree”:
„Just allow me to live before children graduate from school”;
„I'll do everything, wait a minute? Several years”.
We are starting to negotiate, just to postpone the changes or find a way out of the situation. Most
of the understandings we try to negotiate, we make with God, with other people, with life, etc. We
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say, „If I promise to do this, you will not allow these changes in my life”. In workplace situations,
some start working harder and often overtime, trying to avoid cuts.
IV.

Depression:

When we understand that negotiation does not produce results, future changes become real. We
understand all the losses that will cause change and everything we have to pay. This pushes people
into a state of depression, lack of energy. Everything is terrible, everything is bad, the situation is
hopeless:
”I’m I so miserable, can anything bother me?”; „Why try?”
Depression is easily visible in the work environment. People who face change end up in a state
where they feel deeply unmotivated and extremely insecure about their future. In practice, this
stage is characterized by frequent absence from work. People take sick leave more frequently.
V.

Acceptance:

When people realize that the fight against change does not produce results, they move towards the
adoption stage: I can’t solve anything and understand that it is like this, but I don’t feel helpless and
terrified of it.
This is not a happy start. It is rather a submissive acceptance of change and the feeling that you
should get along with it:
„Everything will be fine”; „I can’t beat it, but I can prepare well for it”
For the first time, people are starting to evaluate the perspectives. It’s like a train going into a tunnel.
„I don't know what’s on the corner. I have to move along the track, I’m scared, but there’s no other
solution, I hope there’s a light at the end... „.
This can turn into a creative state, as it forces people to explore and look for new opportunities.
People discover new things in themselves and it is always great to be aware of the courage to accept.
Kubler‐Ross said that it is natural to oscillate between stages. One day, you feel acceptance, but bad
news throws you back into anger. This is normal! While not including hope in the list of five stages,
Kübler‐Ross points out that hope is an important thread that links all stages. This hope gives faith
that change has a good end and that everything that happens has a special meaning that we will
understand over time. This is an important indicator of our ability to successfully cope with change.
Even in the most difficult situations there is an opportunity for growth and development. And every
change has a purpose. Supporting this belief creates this kind of hope or meaning. Using this model,
people benefit from peace of mind – the relief of what they understand at what stage of adoption
of change they are and where they were before. In addition, it is a great relief to realize that this
reaction and experienced feelings are normal and there are no signs of weakness.
Not everyone agrees, however, with the usefulness of this model. Most critics believe that the five
stages greatly simplify the wide range of emotions that people can experience during a change. The
model is also criticized for the assumption that it can be widely applied. Critics believe it is far from
the fact that all people on earth will feel the same feelings and emotions. But in the message in the
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preface to the book „About Death and Dying” it is mentioned that these are generalized reactions,
and people can give them different names depending on their experience.
„Live, so you do not have to look back and say:
„God, how I have wasted my life”
(Elizabeth Kübler‐Ross)

4.2.3. Stephen Covey’s seven habits model
The deterministic paradigm possesses the consciousness of many contemporary people. According
to this paradigm, genetic inheritance determines how one situation or another will be acted upon,
and parental failures significantly diminish the chances of success or success in life. Thus, freedom
of change is considered to be irreparably altered by the environment or the bad experience of the
past. Stephen R. Covey considers this approach to personal development controversial, perhaps
even the wrong one. The development of a sound, remarkable and not least effective personality,
is more important and productive he believes. Forcing yourself to display a personality that is not
consistent with your character is like wearing a mask. It is deceptive, manipulative and ultimately
destructive. Every person is guided in behaviour by certain habits, and a habit is what you do
constantly. But if you act constantly in a new way, you will form new habits and become a new,
improved person. Practice demonstrates that in order to become a strong personality, it is necessary
to abandon determinism and accept the paradigm of freedom. It is based on the premise that
change is possible. Personality develops naturally when character is formed and developed on
positive principles and values. Certain basic principles and values such as fairness, integrity, honesty,
dignity and human value, excellence, team spirit, patience, perseverance, concern, care, courage,
etc. make people more efficient. The person who possesses these characteristics is a leader who,
after self‐control, can inspire and help others. In the last instance the character is a habit. As
Aristotle said, we are what we normally do.
„When we do not choose to respond to circumstances, we strongly affect the circumstance”
To develop the habit of acting on these principles it is important to:
- know – we understand what we want to do and why we want to do it;
- develop skills – we become able to do it;
- desire – we must want and we will do so.
Thus, the most important component of any transformation process is inner work. Just by mastering
the inner self, we become able to master what is outside us. Many people wrongly focus on the
external, to make a measurable and visible difference in the outside world. They are like the
colleague who runs a few hours a day and takes pride in the extra years he / she will live, but neglects
to notice that he / she spends all the extra time running. They can gain extra years, but the time
spent running could be better spent developing deeper relationships with your spouse, family and
friends.
Covey repackages this already known wisdom with modern psychology and 20th‐century science
and wraps the mixture into a distinctly American personal development programme with an
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emphasis on self‐discipline. The result of this philosophy is a self‐improvement manual, guided
towards strengthening the self through concrete actions like:
 Focus on character development, not personality: „You are what you usually do, so
adopt productive habits”.
 You have full ability to improve your habits and your life. Excellence is a habit, not an
aptitude: „You are free, that’s why you can determine how you respond to
circumstances”.
 Choose solid principles and strive to live according to these principles: integrity, dignity,
quality, service, patience, perseverance, care, courage.
 Clarify your principles, set your objectives, and try to live according to your stated
expectations;
 Create trust and respect in your relationships.
 Think about what you want people to say about you at your „funeral”.
 Balance the attention paid to each of your roles: take time to participate equitably in
each of your responsibilities and relationships.
Thus, the seven habits of highly efficient people are:
1)
2)
3)
4)
5)
6)
7)

They take the initiative: „Be proactive”.
They focus on objectives: „Start with the end in mind”.
They set priorities: „Start with the most important”.
„Think that you win and win”.
They communicate: „Seek first to understand, then to be understood”.
They cooperate: „Act in Synergy”.
They reflect and remedy the deficiencies: „Sharp the saw”.

 Habit 1 – Be proactive
Extremely efficient people take the initiative, they are proactive, they don’t impose limits on
themselves that prevent them from acting. They know that they possess the freedom to determine
the type of personality they want simply because they have the freedom to decide their actions.
They may not have control over the circumstances, but they may decide whether they will use these
circumstances in their favour or choose to be abused by them. They live according to their personal
vision: „By building our lives on principles that do not depend on time and are stable, we create a
fundamental paradigm of an effective life”. Proactive people operate in the realm of the possible.
They see what they can do and do. By taking responsibility and acting promptly, they expand the
realm of reality and become stronger by accumulating experience. As time goes on, they become
able to do more and more. They start by committing to change something from within, and
eventually they end up changing the world around them. We become proactive by speaking and
accepting the language of the initiative and responsibility:
- No, there is nothing I can do – but let’s think of a few possibilities;
- No, that’s just me – but, I can change the way I am;
- No, it leads me to the wall, but I can choose how I’m going to let it affect me;
- No, I can’t or mustn’t – but, I will decide and I will choose.

 Habit 2 – Start with the end/outcome in mind
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Think carefully about your objectives. Efficiency is not just a problem of achieving an objective, but
of achieving a fair objective. Many people spend their whole lives pursuing an objective that proves
meaningless, unsatisfactory or destructive. You see them on the covers of tabloid magazines, rich,
famous, drug‐hungry or watching their marriages. Power, money and fame were the goals they
wanted and achieved, but at what price?
Imagine you are sitting behind the camera at your own funeral. What could people honestly say
about you, the present one? Do you like what you hear? Is that how you want to be remembered?
If not, change everything. Take over your own life. Implement „personal leadership”. Start by writing
a personal mission statement that outlines your goals and describes the type of person you want to
be. Think carefully about this mission statement. Examine yourself. See yourself for who you really
are. Egocentric? Obsessed with work? Thirsty of money? Decide what you need to change and what
you want to become. Make a commitment to yourself. Follow it!

 Habit 3 – Prioritize things correctly
’Effective management is putting first things first’

Effective management means prioritizing the essential things. The power to change the self involves
changing the way it is done. Never let the most important priorities fall victim to the least important.
Many people spend their time reacting to circumstances and emergencies and never invest the
effort needed to develop the ability to prevent emergencies, to exercise „personal management”.
What is important is confused with what is urgent. The emergency is easy to see. The important
thing is harder to discern. Emphasize planning, avoiding pitfalls, developing relationships, cultivating
opportunities and getting proper recreation. Don’t rush to integrate a lot of business into your
programme. Rather, make sure you spend the time you need for important things. Think about the
various roles of spouse, parent, manager or community volunteer. Give each role an adequate
allocation of time in your programme. Do not rob Peter to pay Paul; make sure that each role has
its duty.

 Habit 4 – Think about winning /win
In marriage, business or other relationships, you exercise „interpersonal leadership”. That way both
sides will be won. Two wins makes everyone better; two losses puts them all in a worse situation. A
win/loss relationship creates a winner and leaves someone hurt. Highly efficient people strive to get
transactions like win/win, making it cost‐effective for everyone to cooperate, because all parties are
better in the end. Any other type of transaction is destructive because it produces losses and
therefore enemies and bad feelings such as animosity, defeat and hostility. Extremely efficient
people become extremely efficient by multiplying their allies, not their enemies. A good alliance is
win/win.

 Habit 5 – First seek to understand, then to be understood
Communication is a two‐way street. To develop win/win relationships, find out what the other
parties want and what it means for them to win. Don’t assume you know it yourself. Listen first!
Always try to understand what others want and need before you start to shape your own objectives.
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Do not object, argue and do not object to what you hear. Listen carefully and analyze what you hear.
Try to „put yourself in the shoes of the other side”.
'Think about effectiveness with people and efficiency with things'

Good lawyers make this a practice of writing the strongest possible case from the point of view of
the opponent. It is only when they understand the best possible arguments for the opposition that
they begin to draft the case from their client’s point of view. This tactic is equally valuable in personal
relationships or business arrangements. Always understand what the other side needs and wants
and why. Then, when you present your own objectives, put them in terms that directly correspond
to the other party’s objectives. This is the case in accordance with the „principle of empathic
communication”.

 Habit 6 – Synergise
Cooperation multiplies the power of one. In fact, „creative cooperation” can produce a force greater
than the sum of the pieces, just as an arch can sustain a weight greater than two pillars can hold.
The arch multiplies the power of both pillars. The key word to describe this type of relationship is
„synergy”, which means bringing together an integer that is greater than the sum of the parties.
'Real self‐respect comes from self‐control'

Effective synergy depends on communication. Many people make synergy impossible by reacting
from the scriptures. They do not listen, reflect and do not respond, but instead hear and react
reflexively. Their reactions can be defensive, authoritarian or passive. They may object or walk, but
do not cooperate actively. Cooperation and communication are the two legs of a synergistic
relationship. Listen, reflect, respond, and collaborate actively.

 Habit 7 – Sharpen the saw!
In an old blacksmith’s, a man was cutting a log. The work was slow and the man was exhausted. The
more he handled the saw, the less he cut from the log. A passer‐by suggested the man take a break
to sharpen the saw. But the man said he couldn’t stop to sharpen the saw, because he was too busy
to cut!
A blunt saw makes work tiring and unproductive. Highly efficient people take the time to sharpen
their tools, which are, in fact, their bodies, souls, minds and hearts. It is time for „self‐renewal”.
Effective people take care of their body with an exercise programme that combines strength,
flexibility and power. It is easy to plan such a programme and you do not have to join a gym to
implement it. Effective people care for their souls with prayer and meditation, if they are inclined
towards a spirituality based on religion, or perhaps reading quality literature or listening to excellent
music. Never neglect this spiritual dimension; because it provides energy for the rest of your life.
'Most people don’t listen with the intention of understanding; they
listen with the intention of responding'

Mental repair can mean changing unnecessary habits, like the habit of watching TV for example.
Watching it encourages passive absorption of values, attitudes and provisions that bore the mind.
Read, make puzzles, do a little math or engage in a challenging activity to keep your mind alert,
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active and involved. The heart refers to emotions, which depend very much on others. They work
with dedication to develop their heart, emotional connections and connection with other people.
Communicate, listen and do not worry. In everything you do, try to make others better and put them
first. By doing this, you will certainly become a highly effective person.
4.2.4. The ADKAR model
The ADKAR® model of change is a practical response to effective change management for individuals
and organisations. It is a simple, powerful, action‐oriented model in favour of change. Based on
practical research conducted in over 900 organisations, the model is easy to learn, makes sense and
focuses on the actions and results needed for change. What really gives the advantage of this model
is its emphasis on individual change.
While many change management projects focus on the steps needed for organisational change,
ADKAR® points out that the success of organisational change only occurs when each person is able
to successfully transition the change. The model was developed by Jeff Hiatt, CEO of Prosci® Change
Management (www.prosci.com), first published in 2003. It focuses on 5 actions with the description
of the expected results for individual change of success and therefore the change of organisational
success (fig. 4.2).
The ADKAR® model consists of five steps or sequential actions:
I

Awareness of the need for change: AWARENESS

Understanding why change is needed is the first key aspect of successful change. This step explains
the reasoning and thinking that underpins a necessary change. Planned communication is essential.
When this step is successfully completed, the individual (employee) will fully understand why
change is necessary.
II

Desire to participate and support change: DESIRE

In this step, the individual is able to reach a point where he / she makes a personal decision to
support change and participate in change. Of course, the desire to support and be part of the change
can only take place once full awareness of the need for change is established. The development of
desire is partly achieved by addressing incentives for the individual and creating the desire to be
part of the change.
III

Knowledge of how to change: KNOWLEDGE

The third building block of the model, which provides knowledge about change, can be obtained by
normal methods of training and education. Other knowledge transfer methods, such as coaching,
forums and guidance, are just as useful, so it does not limit this process to formal training. Two types
of knowledge need to be addressed: knowledge of how to change (what to do during the transition)
and knowledge of how to do it once the change is implemented.
IV

Ability to implement the necessary skills and behaviours: ABILITY
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In the ADKAR model, Ability is understood as the difference between theory and practice. Once
knowledge of how to change is in place (theory), the actual practice or performance of the individual
must be sustained. This can take some time and can be achieved through practice, coaching and
feedback.
V

Strengthening to support change: REENFORCEMENT

This final stage of the model is an essential component in which efforts to support change are
emphasized. Ensuring that changes remain implemented and that individuals do not return to the
old modalities of action can be achieved through positive feedback, rewards, recognition,
performance measurement and corrective action. For a successful change, consolidation is essential
to ensure that changes are maintained and new results are measured.

Figure 4.2 – The ADKAR® model of change management
Hiatt refers to each of these five actions as key blocks for a successful individual change and
therefore successful organisational change. As the graph shows, the process is sequential. In other
words, each step must be completed before moving on to the next one. Hiatt stresses that it is not
possible to achieve success in an area unless the previous action has been addressed.
What are the main advantages of the ADKAR® change model?
The main advantage of this change management model is the focus on individual change and
ensuring the safety of each person in transition. When you focus on the individual, you can measure
where they are in the process of change and what is needed to help them. The model is focused on
results, not tasks to be performed. This model describes the results (awareness, desire, knowledge,
skill, consolidation), further helping to measure the effectiveness of the process of change. Progress
can be measured up to the individual level, gaps diagnosed in time with targeted application of
corrective actions. A changing person may need knowledge of how to change or may not have the
ability to implement the necessary skills or behaviours. The manager or person guiding the change
is able to discern between the two situations and can provide training (knowledge and information)
or work closely with the individual, training them to give them the confidence (and ability) to
perform effectively. Thus, the model also demonstrates its effectiveness as a model of individual
change outside the organisational framework.
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4.2.5. Kotter’s eight (8) step change model
„Leadership is a process of producing change, setting a direction,
aligning and motivating people”
(John Kotter)

John Kotter (b.1947) is a professor at Harvard Business School and one of the best‐known theorists
of change management in organisations. In his book „Leading change”, 1995, the 8 steps to
approach a process of change are described:
VI

Creating a sense of urgency

Creating a temporary crisis that destabilises the organisation for the moment inspires people to
change. The meaning of the emergency is to be generated for the purpose of providing the
necessary/sufficient motivation for change. Thus the crisis aims to transform the stated objectives
into real and relevant objectives.
How is this sense of urgency created? Kotter suggests a few ways of „warning”, it can raise a wake‐
up call to employees about creating/generating a situation of change:
- creating an institutional „crisis” that alerts employees and management;
- removal of ostentatious luxury signs (e.g. certain expenses that do not support the „nice to
have” category);
- setting objectives impossible to achieve by „traditional” methods;
- presentation of economic and market information demonstrating the institution’s lack of
competitiveness;
- facilitating direct communications of various beneficiaries of the services provided,
shareholders, suppliers dissatisfied with the employees of the institution;
- hiring a consulting service to question current performance. This also gives the advantage of
greater objectivity to the situation that requires change;
- intensifying communication with reference to future opportunities and highlighting the
institutional inability to capitalize on the most of these opportunities today.
VII

Building a strong coalition

Even the most charismatic leader will not be able to change an organisation on its own. This is why
it is necessary to build an alliance at the level of decision‐making functions. Change and uncertainty
require a strengthened and united team to:
- summarise all the information necessary to make the best decisions;
- motivate the organisation and overcome the impending obstacles to the implementation
period.
Building a strong coalition involves several key issues:
- choosing the most suitable employees (with the necessary competences and skills, but also
with their motivation and involvement in the process of change);
- building mutual respect between team members;
- formulating and developing a common vision.
VIII Creating a compelling vision
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The most appropriate way to guide and coordinate the thousands of employees working together
to change an organisation is through the overall vision, which must be a motivating and credible
picture of the future of their organisation. This vision, in order to be credible, must be: conceivable,
desirable, feasible, illuminating, flexible, easy to communicate. However, in order to make vision as
much more efficient, the emotional aspects of change must also be taken into account.
IX

Communicating the vision

Once the vision and strategy are established, we have to decide how exactly we communicate them.
Kotter recommends that we do this using simple terms, avoiding technical jargon, using metaphors
and analogies. This activity of communication and transmission of information must encompass as
many people as possible, be addressed directly to the object, contain the essential, without
unnecessary details and respond adequately to people’s needs. „Decentralization of
communication” through the use of multiple channels, applied simultaneously in working groups,
internal messages and letters, informal discussions, face‐to‐face meetings, working meetings, etc.
are all useful tools for correct vision communication. Other ways may be:
- repeating the same message – to ensure consistent delivery of information and to be
convinced that the message was understood by as many people as possible;
- personal example – our actions speak louder than words;
- encouraging dialogue and reducing the monologue – people are to be consistently
encouraged to express their views, needs and even concerns about the process of change.
X

Overcoming obstacles to change

This stage is based on:
- adapting organisational structures to the new context;
- adapting management systems;
- implementing appropriate training programmes to facilitate the learning process of new
competences, skills, etc.
- confronting managers who oppose change.
Resistance to change is one of the great obstacles to a process of change and this must be addressed
directly.
XI

Achieving immediate success

Communicating the first successes achieved in the process of change is essential. Therefore,
managers should immediately communicate the first results obtained immediately. Typically, there
is a belief that it is difficult to manage long‐term and short‐term objectives simultaneously. That’s
why employees will focus on long‐term objectives. But „celebrating” short‐term successes remains
also a priority.
XII

Speeding up the change process by determining the first results

Setting goals/objectives that can be achieved from the earliest stages of the implementation of the
action plan increases people’s morale and engagement. However, the sense of urgency must be
maintained by speeding up the process of change. This acceleration is based on new initiatives, new
projects that can be launched as they become necessary.
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XIII

Introducing new practices

The culture of the organisation is a set of values, beliefs and norms of behaviour that characterise
each organisation with a major impact with regard to ”best practices”. In the new context of change,
the set of values, management systems (management style/leadership) need to be reassessed to
what extent they fit and support the change. Building on this core, the change is aimed at processes,
practices and working methods as a whole.
Proper communication of new values, behaviours, working practices and the link between them and
new results (or performance achieved) is fundamental. Sometimes important and not easy decisions
have to be made regarding the behaviour and engagement/involvement of employees, who are still
opposing to change. It is necessary to highlight those employees who demonstrate new values and
behaviours, who become ambassadors for change. In the process of implementing the changes, we
must monitor the way in which the new values are applied to ensure that they have been assimilated
in the way of working, for example the use of new competences in the recruitment process. The link
between the old values, the old culture and the new values as well as the mention of the successes
achieved in the past, and how they contributed to the preparation of current changes, should not
be neglected. Thus, open communication, based on results and highlighting benefits for both
employees and the organisation, helps to increase aditability to change.
In conclusion, the model proposed by P. Kotter is simple, intuitive and easy to implement and use.
It should be noted, however, that it concerns radical changes and not all organisations want to make
such changes.
4.2.6. McKinsey 7‐S modelul
The McKinsey 7s model is a tool that analyzes the company’s organisational design, analyzing 7 key
internal elements: strategy, structure, systems, shared values, style, staff and skills, to identify
whether they are effectively aligned and to enable the organisation to achieve its objectives.
The McKinsey 7s model, developed in the 1980s by McKinsey consultants Tom Peters, Robert
Waterman and Julien Philips with the help of Richard Pascale and Anthony G. Athos, right from its
launch has been widely used by academics and practitioners and remains one of the most popular
strategic planning tools. It sought to focus on human resources (soft S) rather than traditional mass
capital, infrastructure and equipment production materials as a key to greater organisational
performance.
The purpose of the model was to show how 7 elements of the company: structure, strategy, skills,
staff, style, systems and shared values can be aligned with each other to achieve effectiveness in a
company. The key point of the model is that all seven areas are interconnected so that a change in
one area requires change in the rest of the company for it to work effectively. The connections
between the 7 areas of the McKinsey model, divided into 4 „Soft Ss” (yellow) and 3 „Hard Ss” (red)
– highlighting the interconnection of the elements, is shown graphically in Figure 4.3.
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Figure 4.3 –McKinsey 7s model

The model can be applied in many situations and is a valuable tool when organisational design is
wanted. The most common uses of the framework are:
 Facilitating organisational change.
 Implementing a new strategy.
 Identifying how each area can change in the future.
 Facilitating mergers with other organisations.
The seven organisational domains are divided into „soft” and „hard” areas. Strategy, structure and
systems are hard elements that are much easier to identify and manage compared to soft elements.
On the other hand, soft areas, while more difficult to manage, are the foundation of the organisation
and are more likely to create sustained competitive advantage
Table 4.2 – 7S factors

Hard - S

Soft - S
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The strategy is a plan developed by a company to gain a sustained competitive advantage and
compete successfully in the market. A solid strategy clearly articulated in the long term, helps to
achieve a competitive advantage and is enhanced by vision, mission and strong values. The key to
model 7s is to assess the degree of alignment of the strategy to other elements under analysis. For
example, the short‐term strategy, but aligned with 6 other elements, may deliver stronger results
more significant than a well‐worded long‐term strategy but without proper alignment of the other
elements.
The structure is how divisions and business units are organised and includes information about who
is responsible for what. In other words, the structure is the organisation chart of the organisation.
It is also one of the most visible and easy to modify elements of the framework.
Systems are the company’s processes and procedures that reveal the day‐to‐day activities of the
business and how decisions are made. Systems are the area of the institution, which determines
how the activity is carried out and should be the main focus for managers during organisational
change.
Skills are the abilities that employees perform very well. They also include capabilities and
competences. During organisational change, the company identifies, evaluates and stipulates the
skills needed to strengthen its new strategy or structure.
The staff element is concerned about what type and how many employees the organisation will
need and how they will be recruited, trained, motivated and rewarded.
Style is how the company is managed by top‐level managers, how they interact, what actions they
take and their symbolic value. In other words, it is the leadership style of the company’s leaders.
Shared values are the core of the McKinsey 7s model. They are the rules and standards that guide
the behavior of employees and the company’s actions and thus form the basis of each organisation.
How do we use the McKinsey 7s tool?
As previously pointed out, the McKinsey 7s framework is often used when organisational design and
effectiveness is in question. It is easy to understand the model, but it is much harder to apply it,
mainly because of a common misunderstanding about how one element or another should be well
aligned. The proposed steps should help in the application of the 7S tool:
Step 1
Areas that are not actually aligned are identified. The objective is to analyze the 7S elements and
identify whether they are effectively aligned with each other. You should look for gaps,
inconsistencies and weaknesses between the relationships between elements. For example, the
strategy that is based on the rapid introduction of the product, but the matrix structure with
conflicting relationships hinders it. Thus, there is a conflict that requires a change in strategy or
structure.
Step 2
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The optimal design of the organisation is determined, what effective organisational design is
desired. Knowing the desired alignment, set the objectives and plan accordingly. Firstly, you have
to find the best optimal alignment. Secondly, there are no default organisational templates or
templates that you can use. You will need research or comparative analysis to find out how other
similar organisations have coped with organisational changes or what organisational modes they
use.
Step 3
Deciding where and what changes should be made. If the structure and management style of the
organisation are not aligned with its values, it should be decided how to reorganize reporting
relationships to change the management style so that the company works more efficiently.
Step 4
Implementation is the most important step in any process, change or analysis and only well
implemented changes have positive effects. Therefore, the most suitable people should be found
to implement the decided changes.
Step 5
A change in one element always has effects on other elements and requires the implementation of
a new organisational design. Thus, the continuous review of each area is very important.
McKinsey’s approach to problem solving:
 The problem is not always a problem.
 Don't reinvent the wheel.
 Each situation examined is unique.
 Do not make the facts fit the solution.
 Make sure the solution fits your needs.
 Sometimes let the solution come to you.
 No problem is too difficult to solve.
4.2.7. The Open Mindset Model
The Arbinger Institute, which works on conflict resolution and organisational culture improvement,
offers an inspirational book in 2016 about how the mentality/relationship with the world and the
people in it can become a force for change. Arbinger illustrates the book with excellent case studies.
The manual explains how taking on external thinking, examining concerns beyond one’s own narrow
perspective, can lead to satisfactory results for individuals and organisations.
Arbinger reports that organisations whose leaders recognize and deal with deeply rooted mindsets
have a much greater chance of implementing changes than organisations whose leaders do not.
Perception of context determines actions; actions betray the mentality. When people are
considered important and treated as such, they display an attitude or type of perception called „an
external mentality”. When you use an external mentality, look for the greater good beyond yourself,
but when you use an „internal mentality”, act only to maximize your own advantages. An external
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mentality is about how you see your place in the world, your relationships with others and what you
should do for them. This other mentality can be a powerful force for change. To create an external
mentality, you need to learn to see beyond yourself.
Organisations need to address the issue of mentality if they want to initiate change. Leaders who
want to promote an organisational orientation towards an external mentality should focus on a
collective goal. Organisations with external mindsets allow their employees to decide what they
should do, how they do it and how to take collective responsibility. If you want to change the
structure and rules of the organisation, it is necessary to focus its thinking outwards. The model
refers to a set of tools that would facilitate the creation of open mentality:
 Self‐awareness tools to overcome a closed, self‐oriented mentality and a more effective
collaboration focused on the impact of open mentality.
 Maintaining the tools for change to implement and support an open mentality.
 Empowerment and accountability tools that help people clarify their roles and become
accountable for their impact on others.
 Collaborative tools to help people and teams plan, work and resolve differences more
collaboratively and efficiently.
4.3.

The process of change in higher education institutions
Learning outcomes

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- delineate the configurations of organisational development;
- describe the lifecycle stages of organisational development;
- characterise the stages of organisational change;
- report on the types of organisational diagnosis;
- identify the peculiarities of university strategic management;
- describe the concepts of change strategies;
- recognise the types of tools of change management.
Application
- determine the critical points of organisational development;
- compare organisational change approaches;
- use the concepts associated with the planned changes in the development of a
university strategy;
- compare organisational models of universities;
- carry out SWOT analysis of university strategic management;
- determine the impact of changes in university strategic management on the internal
and external environment of the university;
- use management tools to achieve change.
Integration
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-

assess the need for change and the problems that may arise at each stage of the
lifecycle of organisational development;
elaborate a development strategy based on university management levels;
anticipate the risks of strategic management processes at different levels of
organisation of the higher education institution;
appreciate the implementation of a strategy for change within the higher education
institution.

4.3.1. Organisational development configurations
It is recognised that today organisations need change in most areas of activity and at the level of
each material or non‐material element. In this respect, higher education institutions are no
exception either.
In a broad sense, change represents any modification, transformation, in the form and/or content
of an object or process, activity, system, etc. and results in the introduction of the „new” in all
aspects.
Organisational development can contribute to the democratisation of the workforce. Redundant
and hierarchical constructions are eliminated, and a partnership with a focus on mutual trust is
achieved.
Organisational development is a long‐term effort to improve the organisation’s capacity to renew
itself, solve problems and respond to changes. At the same time, particular emphasis is given to the
more efficient management of the organisation’s culture, in particular in formal working groups, the
application of the methodology of behavioural sciences and the involvement of a change agent3.
Organisational change. It simply refers to changing the existing conditions of an organisation. Even
in most stable organisations change is necessary to maintain stability. The economic and social
environment is so dynamic that without adapting to such changes, even the most successful
companies cannot survive in the changed environment.
There are currently numerous theories, approaches and models of organisational change (I. Ansoff,
O. Vikhansky, E. Goldrat, P. Drucker, M. Dixon, V. Inozemtsev, B. Karlof, K. Colin, D Kotter, K. Levin,
A. Luzin, G. Morgan, R. Stesi and others). At the same time, the question of the choice of basic
principles, of models of change remains very relevant. As a starting point for analysis, we consider
the company’s principles. To do this, we use the provisions of Gareth Morgan’s work, which
distinguishes several types of organisations (we limit ourselves to the most significant):
organisations as machines, organisations as political systems, organisations as organisms,
organisations as flow and transformation.4

3

https://economy-ru.info/info/94796/

4

https://cyberleninka.ru/article/n/upravlenie-izmeneniyami-na-innovatsionno-aktivnom-predpriyatii
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The organisation regarded as a device, as a machine. Managers have tried to approach the
management of the company as a multi‐component mechanism, each of which plays a clear, defined
role in the process of its overall operation. Companies began to appear as constructions, including
precisely mounted nodes with each other (finance, production, logistics, human resources
management, marketing, legal assistance) associated with certain communication channels and
organisational relationships.
The metaphor peaked thanks to F. Taylor’s scientific management principles, based on an extremely
strict timeline, the performance of work tasks, selection according to final results, a system of
incentives for work and remuneration of staff efforts.
Thus, the metaphor of the machine means a kind of rational system, built and structured to achieve
the objectives. The difference between the actual and desired results of the activity according to
the approach arises from the lack of correspondence between the structure and the external
environment. Thus, the approach to change is that management determines the objectives and the
time period, you just have to plan everything correctly. The approach is attractive with a relative
speed of admissible change, which is often necessary in modern competition, but does not work
with large‐scale transformations.
The metaphor of organisation as „machine” has a number of weaknesses, because it is not flexible,
it is poorly adapted to changes in the external environment, poorly trained, etc. Moreover, the
mechanisms, which mainly possess technical rationality, do not take into account the human factor,
which is important, because the tasks that the company solves are more complex and uncertain
compared to those performed by the machine.5
The organisation regarded as a political system. This metaphor considers organisations as mini‐
states that can be unitary (all workers strive for a common purpose), pluralistic (contain a wide
variety of interests grouped around formal objectives) or radical (represents an arena for the
struggle of rival clans or groups). In the political sphere, the question who controls the limited
resources, who is the first to receive information, where important management decisions should
be made is decided. Organisations as political systems are coalitions of different individuals and
interest groups. There are differences between coalition members in values, beliefs, interests and
perceptions of reality. Objectives and decisions result from negotiations, transactions and power
struggles between different stakeholders. In fact, it should be given a significant influence to the
analysis of stakeholders in order to understand the interest and influence of each interested party,
to find supporters and agents of interests.
The organisation regarded as flow and transformation. The organisation’s definition of flow and
transformation operates in terms of complexity, chaos and paradox. Organisation in this case is a
part of the environment, part of the flow with the ability to self‐organize, change, self‐renew in the

https://cyberleninka.ru/article/n/organizatsionnye-metafory-i-osobennosti-ih-primeneniya-v-praktikesovremennogo-menedzhmenta/viewer
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pursuit of identity. Management is able to push and shape the process, but cannot control the
transformation.
The organisation regarded as an organism. When we consider the organisation as an organism, the
need to study and adapt to the external environment is accentuated. Through this approach,
organisations provide people with opportunities for their own development. Most people need to
be motivated internally and will work well in a supportive climate. Successful organisations are those
where people are given the opportunity to figure themselves out and get along well with each other.
The difference between the actual and desired activity outcomes results from the discrepancy
between the organisation and its employees. Therefore, if the social needs of individuals and groups
in the organisation are in balance and the environment is also taken into account, there is a high
probability of the adaptive functioning of the whole system.
The organisation regarded as an entrepreneurial structure. Entrepreneurial organisations are
growth‐oriented and rely more on opportunities than controlled resources. The implementation of
these opportunities and the use of resources for them are often carried out in the short, episodic
and phased term. Resource control is usually indirect in nature (rent, loan, etc.). The management
structure of an entrepreneurial organisation is characterised by a small number of levels, flexibility
and network construction. The activities of such an organisation are usually assessed not on the
basis of productivity, but on the basis of efficiency. Motivation for entrepreneurial activity is based
on the search for opportunities and results, not on the need to use resources. From the point of
view of organisational structure, entrepreneurial structures are based on individual initiative and
not on coordination, as is the case in traditional organisations. Concentrated development is
replaced by development in many areas. In entrepreneurship, individual competence is more
important than organisational competence6.
According to Mintzberg7, the main organisational structures are the following:
 Entrepreneurial organisation.
 Machine organisation (bureaucracy).
 Professional organisation.
 Divisional (diversified) organisation.
 Innovative organisation („adhocracy”).
Therefore, the management of an organisation must continuously monitor the external
environment and be sufficiently innovative and creative to implement these changes effectively.
The organisational change cannot be identical to minor changes, such as the leave of some
employees, the arrival of others, etc.

6

https://works.doklad.ru/view/-H9TnlLztGY.html

7

http://www.buzdugan.com.ro/blogmanagement/?p=147
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4.3.2. The lifecycle of an organisation
The organisational lifecycle is the lifecycle of an organisation from its set up to its close down. It also
refers to the expected sequence of advances experienced by an organisation, as opposed to the
random occurrence of events.
The study of the organisational lifecycle led to various predictive models. These models have been
the subject of considerable academic discussion and are related to the study of organisational
growth and development. Organisations at any stage of the lifecycle are affected by external
environmental circumstances as well as internal factors. We are all aware of the rise and fall of
organisations and entire industries. Products also have lifecycles, which has long been recognized
by marketing and sales experts.
Trends in organisational lifecycle study
The organisational lifecycle is an important model because of its premise and prescription. The
premise of the model is that the requirements, opportunities and threats inside and outside the
business company will vary depending on the state of development in which the company is
located. For example, threats at the start‐up stage differ from those at the maturity stage. As the
company goes through the development stages, changes in nature and the number of requirements,
opportunities and threats exert pressure to change activity. Organisations move from one stage to
the next because the adaptation between the organisation and its environment is so inadequate
that either the efficiency and/or effectiveness of the organisation is severely affected or the survival
of the organisation is threatened.
The limitation of the organisational lifecycle model is that company managers need to change the
objectives, strategies and implementation devices of the strategy to match the new set of
problems. Thus, different stages of the company’s lifecycle require changes in the objectives,
strategies, management processes of the company (planning, organisation, personnel, direction,
control), technology, culture and decision‐making8.
Five stages of growth are observed: birth, growth, maturity, decline and rebirth. They tracked
changes in organisational structure and management processes as the business goes through the
growth stages. At birth, the companies presented a very simple organisational structure with
centralized authority at the top of the hierarchy. As companies have grown, they have adapted more
sophisticated structures and decentralised authority for mid‐ and lower‐level managers. In
adulthood, companies demonstrated significantly greater concern for internal efficiency and
installed several control mechanisms and processes.
Growth phases
Most of the works of scientists focusing on organisational lifecycles were conceptual and
hypothetical in content. Only a small minority tried to empirically test the organisational lifecycle

8

https://www.inc.com/encyclopedia/organisational-life-cycle.html
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model. However, a highly cited conceptual work was published in the Harvard Business Review in
1972 by L. Greiner, which mentioned five phases of growth:
- growth through creativity;
- growth through direction;
- growth through delegation;
- growth through coordination;
- growth through collaboration.
Each stage of growth encompassed an evolutionary phase (periods of prolonged growth in which
there are no major disturbances in the organisation’s practices) and a revolutionary phase (periods
with substantial disturbances in the life of the organisation). Evolutionary phases were assumed to
be about four to eight years, while revolutionary phases were characterized as crisis phases. At the
end of each of the five growth stages listed above, L. Greiner issued the hypothesis that there would
be an organisational crisis and that the company’s ability to manage these crises would determine
its future:

 Phase 1 – Growth through creativity
It eventually leads to a leadership crisis. More sophisticated and formalised management practices
need to be adopted. If the founders cannot or do not assume this responsibility, they must hire
someone who can and give this person significant authority.

 Phase 2 – Growth through direction
It eventually leads to a crisis of autonomy. Lower‐level managers need to be given more authority
for the organisation to continue to grow. The crisis involves the reluctance of senior managers to
delegate authority.

 Phase 3 – Growth through delegation
It eventually leads to a crisis of control. This happens when autonomous employees who prefer to
operate without interference from the rest of the organisation face business owners and managers
who perceive that they lose control of a diversified company.

 Phase 4 – Growth through coordination
It eventually leads to a crisis of bureaucracy. Coordination techniques such as product groups,
formal planning processes and corporate staff become, over time, a bureaucratic system that leads
to delays in decision‐making and innovation reduction.

 Phase 5 – Growth through collaboration
It is characterized by the use of teams, a reduction in corporate staff, matrix structures,
simplification of formal systems, an increase in conferences and educational programmes and more
sophisticated IT systems. While Greiner did not formally delineate a crisis for this phase, he guessed
that it could revolve around the „psychological saturation of employees who grow emotionally and
physically exhausted by the intensity of teamwork and the heavy pressure for innovative solutions”.
Implications for the growth phases
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There are certain implications for managers in organisations in terms of growth stages:
I. Recognition of someone’s position during expansion
Senior managers should be aware of the current state of play of their organisation in order to be
able to provide solutions relevant to the type of crisis they are facing. Managers should also not be
tempted to overcome their current phase because of desire. This is because vital experiences can
be learned from each phase, which will be necessary to cope with future phases.
II. Recognition of the restricted variety of solutions
At each stage of the revolution it becomes clear that there are only a specific number of solutions
that can be applied. Managers should avoid repeating solutions, as this will prevent the
development of a new growth phase. It is also important to note that evolution is not a mechanical
event and organisations must actively seek new solutions to the current crisis that are appropriate
for the next stage of growth.
III. Recognising that solutions lead to crisis
Managers should realize that past actions are factors of future consequences. This would help
managers formulate solutions to deal with the crisis that is developing in the future.
4.3.3. Organisational change: approaches and stages
Since organisational change is a complex process, managers should address it systematically and
logically. Some organisational changes are planned, while other changes are reactive. Planned
change is designed and implemented by an organisation in an orderly and timely manner in
anticipation of future change.
Reactive change results from an organisation’s reaction to unexpected events. Unlike planned
changes, it is a piece‐by‐piece reaction to circumstances as they develop. External forces that the
organisation has failed to anticipate or interpret always bring reactive changes. Since reactive
change can be made in a hurry, it increases the likelihood of a poorly designed and poorly executed
programme.
Planned change is always preferable to reactive change. Managers who sit back and respond to
change only when they can no longer avoid it, are likely to waste a lot of time and money trying to
correct a state‐of‐the‐art solution. The more effective approach is to anticipate significant forces for
changes working in an organisation and planning ways to address them. To achieve this, managers
need to understand the steps needed for effective change.
Psychodynamic approach – leads to understanding and manipulation towards the inner world of
man. This is especially important when the latter undergoes excessively painful changes.
 Methods used:
1) Kubler‐Ross’s five stages of adapting to changes, 1969: denial, anger, negotiation,
depression, acceptance.
2) Adam‐Heyers and Khoton’s adaptation of the curves, 1976.
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3) Virginia Satyr’s model (1991): status quo, alien element, chaos, transinformative idea,
integration and practice.
4) Weyenberg’s tipping points in the process of change, 1997.
Advantages – taking into account the human emotional world, the disadvantage is the lack of
communication on an emotional level.
Recommendations for the managers:
- adapt their management style to their emotions characteristic of the state of change;
- treat staff as professionals, understand their emotional state.
Cognitive approach – „Performance through positive attitude by changing the process of thinking,
change your reaction to change”. Positive thinking and setting objectives is in development by
eliminating the limitation of beliefs.
 Models used:
1) neurolinguistic programming;
2) rational emotional therapy;
3) positive therapy;
4) theory of belief systems;
5) techniques for changing beliefs.
Disadvantages – the inner emotional world, the person, their positive and negative impact is not
taken into account, it mainly takes into account the ability of the person to solve problems.
Recommendations for the managers:
- associate objectives with reasons;
- apply strategies: linking corporate objectives and individual reasons;
- apply training during change to avoid obstacles and resistance.
Behavioural approach – changing the behaviour of some employees through rewards and penalties
for achieving certain results.
 Models used:
1) consolidation strategies:
- financial (awards, rewards);
- non‐financial (reviews or evaluations);
- specific work;
- social (praise, general recognition).
2) motivational models:
- McGregory's theory;
- Herzberg’s motivational factors.
Dezavantajul acestei abordări este că se bazează doar pe comportamentul vizibil al unei persoane
fără a‐l lua în considerare capacitatea de a rezolva problemele.
The disadvantage of this approach is that it is based only on a person’s visible behaviour without
considering their ability to solve problems.
Recommendations for managers:
- develop the right promotion strategies;
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-

liaise with future changes to strategic management policy and activities.

The humanist approach – is based on the belief in development and growth, maximizing capital.
The emphasis is on healthy human development and production relationships, without real
efficiency.
 Models used:
1) Maslow’s needs hierarchy, 1970;
2) Roger’s path to personal growth, 1967;
3) Gestold’s emotional control of the situation, 1951.
Recommendations for managers:
- create an environment in which a person can grow and evolve.
- behave naturally, believe that people want to grow and evolve;
- ensure a healthy level of open communication and a positive attitude9.
Stages of the change process 10:
1)
2)
3)
4)
5)
6)

Triggering change.
Motivating change.
Creating a vision.
Finding a supportive policy.
Leading change.
Supporting change.

Triggering change
The process of organisational change begins, in general, following the notification by the managers
or owners of that organisation of opportunities to improve the activity of the organisation as a
whole, a department, or a group of people in that organisation, or by the referral of problems that
could affect the development of the organisation. Triggering the process of organisational change
involves „identifying the main problems the organisation is facing, development opportunities and
establishing collaborative relationships between the change management specialist and the
members of the organisation in which the change is to take place”. The work included at this stage
varies in terms of complexity, depending on the choice of specialists involved in the planning and
implementation of the change.
This stage involves the following sub‐stages:

 Identification of the parties participating in the process of change.
The process of change generally involves two parties, the one that supports change and the one
that conceives, designs and implements change. The two parties must determine whether or not
collaboration is possible and under what conditions, the following being necessary: identifying the

9

http://dl.khadi.kharkov.ua/pluginfile.php/43055/mod_resource/content/

10

https://hbr.org/2008/07/choosing-strategies-for-change
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organisation’s problems, establishing the representative part of the organisation for problem solving
and choosing the most appropriate change specialists.

 Contracting the process of change.
Once the problems that make the organisational change are identified, the parties have been
established, i.e. who conceives, plans and implements the change and who supports the change, it
is necessary to draw up a contract between the two parties. Such a contract will determine what
expectations each of the parties involved have, what resources will be consumed in the process of
change, what is the time limit for carrying out the work and what rules the two parties must follow
during the performance of that contract. This stage may take an informal form, when only a verbal
agreement is established between the two parties, but in most cases the contracting is reflected in
a formal contract, a document stipulating all the conditions set out above.
Motivating change
It involves preparing change and overcoming resistance to change. The preparation for change must
start from the premise that the success of a change depends on the need that people feel for
change. This involves making people feel uncomfortable in the situation of the organisation, with
their current status, which will lead them to try new ways of behaving. However, it is known how
difficult it is to create such dissatisfaction in a certain balance already created. Defeating resistance
to change, which, at the staff level, can occur due to staff anxiety in case of switching from
something known to something unknown. Individuals are not sure, for example, that their work, the
qualities they have will be appreciated in the future, that they will still be able to work effectively
under the new conditions that will be created as a result of the change.
Creating a vision
The vision describes the future state to which change is intended. The vision helps to increase staff’s
belief that change is based on certain acceptable, necessary reasons, that change is necessary and
that it is worth the effort that the organisation intends to make. However, if the vision highlights
that changes cannot be implemented within the organisation, it can lead to a decrease in the morale
of the members of the organisation. Creating a vision is seen by specialists as an important step in
any change management process, so managers should encourage the participation of employees in
the development of a vision, because this contributes to increasing their support. The process of
creating a vision is strongly influenced by people’s values and preferences, how they see the
organisation in a desired state. This process of creating a vision involves describing the desired
future and strengthening the conviction and confidence to go in that direction.
The description of the desired future may include either all or some of the following elements, which
can be communicated to the members of the organisation: the mission, the expected results, the
expected characteristics.
Finding a supportive policy
In general, organisations are characterised by a diversity of preferences and interests of the
individuals and/or groups that compose them. For example, employees aim to have good and very
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good working conditions, to be well paid, while university managers are interested in diversifying
the activities carried out and increasing the efficiency with which resources are used. Thus, conflicts
of interest appear in the process of change, which must be resolved by those who lead the change
in the organisation, by adopting a policy to support the process of change.
Leading change
Implementing the change involves moving from the existing state of the organisation to a desired
state in the future. This transition is not immediately carried out, but requires a certain state of
transition, in which the organisation notices the necessary conditions to reach the desired state.
Two change management specialists, Beckhard and Harris, stressed that this state of transition can
be very different from the current state of the organisation, which implies new structures and a
different management of activities. They identify three main tasks and implicitly structures that
facilitate the transition:
a) planning activities;
b) setting tasks;
c) creating structures.
The two authors consider that the structure of the change should include:
- the manager who leads the change;
- a project manager, who temporarily directs the activities required by the change;
- representatives of the structures involved in the process of change, or who are affected by
the change;
- charismatic people who can influence a large number of people in the organisation in the
process of change;
- representatives of departments from different positions and managers from different
hierarchical levels involved in the process of change.
By carrying out such activities, managers involved in the process of change will be able to ensure
that they move from the current state of the organisation to the desired state within a reasonable
period imposed by certain criteria of effectiveness in the use of the resources available to that
organisation.
Supporting change
Once the change is implemented, attention will turn to supporting it, as there is a tendency for
members of the organisation to return to the situation before the change. The following activities
are recommended to support the change:
a) providing the resources needed to make the change, which consist of additional financial and
human resources needed only for the process of change.
b) the creation of a necessary support for change due to the tensions that arise in the process
of change, tensions that those involved in this process feel.
c) development of new competences imposed by the new knowledge, skills, behaviours of the
members of the organisation required by the change process.
d) strengthening new behaviours by correlating rewards with those behaviours that favour
change.
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4.3.4. Diagnosis: process, stages, content
Diagnosis follows as a stage in the process of organisational development and change, after the start
of the study and the motivation of staff to participate in the process of change.
In the specialty literature there are numerous definitions of diagnosis or diagnostic analysis, as it is
also known. However, they all converge on the same defining elements, which relate to the specific
activities, the aims pursued and the ways in which those purposes are achieved11.
Diagnostic analysis is a method of identifying the strengths and weaknesses of the management
system in the company. Diagnosis of the management system is a complete process of determining
deficiencies in the management process and the purpose of which is to study the current state of
the company and the main elements of the management system (organisational, informational,
decision‐making, management methods and techniques) as well as the order of interactions in the
management process by adopting and implementing management decisions within the company
when they interact with larger or similar systems as a type of activity.
Diagnosis – a starting point for evaluating and justifying the main measures to improve and increase
the efficiency of management. Diagnostic analysis is necessary to justify the project as well as the
consistent implementation of measures to improve the management system. Essentially, it is a stage
of system analysis that requires a systematic approach to the problems related to the company’s
development objectives that have not been achieved or partially achieved.
Diagnostics – a method used by managers, based on the formation of a multidisciplinary team of
managers and executors, the main content of which is to identify the strengths and weaknesses of
the analyzed field, respectively, with the highlighting of the causes that generate them, completed
in recommendations of a corrective or developmental nature.
Diagnostic analysis includes:
 Study of existing documents in the company.
 Identification of the company’s goals.
 Identification of ways to achieve these goals.
 Analysis of management system (MS) operating indicators.
 Elaboration of proposals12.
Diagnostics can be of several types:
 General diagnostics.
 Partial diagnostics.
 Cascade diagnostics.
Stages of diagnostics
Each type of diagnostics (general, partial or cascade) determines different approaches in terms of
complexity and sequence of work, thus different stages in the analysis process. Any diagnostic

11

Burduș E., Androniceanu A., Managementul schimbării, Editura Economică, București 2000, p.75

12

https://ru.scribd.com/document/362295334/Diagnosticarea-Sistemului-de-Management
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process involves certain general works, which, depending on their homogeneity and sequence, can
be grouped into the following main stages: preparation of diagnostic analysis (prediagnosis),
investigation and analysis, elaboration of recommendations and post‐diagnosis.
The preparation of the diagnostic analysis (prediagnosis) includes works on the delimitation of the
area of the study, the formation of the analysis development team, the methods to be used in the
collection, grouping, systematization and processing of information are established, certain
deadlines and responsibilities are established.
Investigation and analysis is the stage at which diagnostic specialists carry out the most important
and numerous activities, the correctness of which will depend on the quality of the
recommendations for the change processes within the organisation. This stage comprises several
sub‐stages: data collection and systematization; highlighting significant symptoms and highlighting
the strengths, weaknesses and causes that generate them.
 highlighting significant symptoms – are the biggest discernible differences between
performance standards (what was expected to be achieved) and actual performance
(which was actually achieved) and which can be analysed using quantitative and
qualitative methods.
 highlighting the strengths and weaknesses, and the causes that generate them – in
order to achieve a general diagnosis of the activity of an organisation (enterprises) it is
necessary to investigate all sides of an economic, technical, legal, etc. nature, from
which strengths and weaknesses result, since such an analysis will be presented within
each subsystem of the management of the organisation (organisational, decision‐
making, informational, etc.). In order to determine the primary causes that generate
these strengths and weaknesses, a „cause‐and‐effect” analysis must be carried out,
which in reality represents the essence of diagnosis. To establish all „cause‐and‐effect”
links, which generate significant strengths, weaknesses and symptoms, the „cause‐and‐
effect connection tree” may be used.
The development of recommendations is the stage of formulating recommendations that would
help eliminate malfunctions (weaknesses), generalisation of positive aspects, strengths and
increasing the organisation’s ability to adapt to the requirements of the external environment.
Post‐diagnosis is the stage that comprises several steps, such as: completion of the study,
multiplication and dissemination of the study to all members and units of the organisation that are
directly involved or affected by the organisational change/development programme, discussion of
problems, finalization of recommendations, preparation of the implementation programme
(interventions) specifying competences, responsibilities and deadlines of implementation.
Diagnostic models – are the conception of theorists or practitioners, about the functioning of the
organisation or its component subdivisions, the relationships between the different components
and what information needs to be learned and analysed, in order to identify its strengths and
dysfunctions13.

13 Burduș

E., Androniceanu A., Managementul schimbării, Editura Economică, București 2000, p.77
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I

Open systems model

The organisation is an open system because it has links to the external environment through its
inputs and outputs. According to this concept, organisations are influenced by certain restrictions
in the external environment, relating to the availability of raw materials, materials, customer
demand, or government regulations. Understanding these influences can help to understand how
the organisation works internally. So each system is made up of subsystems. All systems have the
following characteristics14:
 Inputs, transformations and outputs – are the three parts of any system.
 Borders – are intended to delimit that system from other systems and the external
environment.
 Feedback – information about the results of the organisation, which is used to control
the future functioning of the system.
 Equifinality – means that similar results can be achieved under different initial
conditions and in several ways.
 Relationships between system components – the links between inputs and
transformations, between them and outputs and between component subsystems.
II

Model of diagnosis of the organisation by hierarchical levels

An organisation can be diagnosed at hierarchical levels, depending on the aims and scope of the
diagnosis. Thus, the organisation’s strategy, structural organisation and the process organisation
can be diagnosed at various levels. Also different organisational subdivisions, departments and
relations between them as well as the work of each individual. According to this model, diagnosis
can be done at all levels or only at one of them.
Mainly, two elements affect the strategic orientation of the organisation, the external environment
and the structure of the branch to which it belongs.
III

Nadler and Tushman’s model

In developing their model, Nadler and Tushman start from the existence of several variables to be
analyzed, at the three levels (inputs, transformation processes and outputs). Being more complex,
by the number of variables taken into account, that model is based on the same conception of the
organisation as an open system, having close links to the environment through inputs from the
environment, which, through transformation processes, become outputs to the environment.
IV

Weisbord’s model

This model focuses on an internal diagnosis of the organisation’s model, through variables between
which there is an interdependence, the central position being reserved for leadership:
 Environmental inputs – the diagnosis of an organisation must take into account the
influence of variables from the external environment, which it highlights in the model in
the form of inputs.

14

https://ru.scribd.com/document/362295334/Diagnosticarea-Sistemului-de-Management
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Leadership – effective leadership provides analysis of the main characteristic elements
of the organisation (its strategy, reward system, mechanisms used in organisational
processes and relationships that have been established, and characterizes that
organisation.
Mission – provides the organisation with the desired future, for which they must be
analysed in order to detect any eventual changes in them.
The structure of the organisation – being analysed to identify possible changes to enable
the mission to be carried out and in general the implementation of the organisation’s
new strategy.
Mechanisms used – the achievement of strategic objectives requires a knowledge and
adaptation of the mechanisms used by managers to coordinate efforts and control the
way in which tasks are carried out.
Relationships – knowledge of the organisation also involves an analysis of the relations
between its employees, which, through effective exploitation, can lead to a better
conduct of activities.
Rewards – the rewards system used by the organisation’s management needs to be
analyzed, known and continuously improved to achieve the desired results.






V

Eisenhower’s principle

This principle15 is oriented towards the use of time effectively, not only efficiently and suggests the
identification of important and urgent activities, in order to overcome the natural trend of focusing
on urgent activities, but without importance. In other words, we need to focus on activities that are
important and not just urgent ones. To do this and reduce the stress of having too many tight
deadlines, it is necessary to make this distinction:
- important activities have a result that leads us in achieving professional and personal goals;
- urgent activities require immediate attention and are usually associated with the
achievement of other people’s goals; requires attention, because the consequences of their
failure are immediate.
When we know which activities are important and which are urgent, we will be able to overcome
the natural tendency to focus on non‐important urgent activities.
VI

FISHBONE DIAGRAM

It is an analysis tool that characterizes a particular process. It is also called the „Ishikawa diagram”,
as it was developed by Kaoru Ishikawa or the „fishbone diagram” because it resembles the skeleton
of a fish. This diagram illustrates the main and secondary causes of a particular effect (symptom). It
is performed in a group through the brainstorming process and is used to identify the root causes
of some problems. This function explains why this instrument is also known as the „cause‐and‐
effect” chart. In a typical diagram of this kind, the problem to be solved is noted in the „head” of
the fish, then the causes are strung, along the „bones” and divided into categories. Additional causes
can be added on new ramifications16.

15

https://virtualboard.ro/principiul-important-urgent-eisenhower-prioritizarea-activitatilor/

16

http://www.improhealth.org/fileadmin/Documents/Improvement_tools_RO/Fishbone_diagram_RO_.pdf
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VII

Portfolio analysis

It is an examination of the components included in a product mix in order to make decisions that
are expected to improve overall yield. The term applies to the process that allows a manager to
recognize better ways to allocate resources in order to increase profits. It could also refer to an
investment portfolio composed of securities17.
Portfolio analysis is the process of reviewing or evaluating the elements of the entire portfolio of
securities or products in a business. The review shall be carried out for careful analysis of risk and
yield. The portfolio analysis carried out at regular intervals helps the investor to make changes in
the portfolio allocation and change them according to the changing market and different
circumstances. The analysis also helps to allocate appropriate resources/assets for different
elements in the portfolio18.
VIII Experience curve
The experience curve model states that as a company accumulates experience, the unit costs of
products decrease at a predictable pace. As one of the few empirically verified models, the effect of
the experience curve can be the foundation for the construction of a cost ACD, as it does not benefit
all competitors in one branch, but only one. It is, of course, necessary to understand the causes
behind it, the conditions under which it applies and the effects it generates19.
The experience curve is a measurable function. It describes the phenomenon of a fixed percentage
decrease, however different from one branch to another, of the unit cost at each doubling of
cumulative production. Thus, with a curve of 80% at each doubling of cumulative production, the
unit cost is reduced to 80% of the previous level20.
IX

Role of teams

Teams have been shown to have much to offer, apart from their ability to solve problems, such as:
authority to make decisions and manage their activities, working atmosphere, full satisfaction of its
members, in other words effective leadership. The work team is a task force, used within
organisations to achieve greater organisational flexibility or to cope with rapid growth21.
X

Analysis of competences

The concept of competence has invaded contemporary pedagogical discourses, policy documents
through various interpretations, classifications and findings, which direct the educational activity of
the teacher and, respectively, the path of formation of the student’s personality. The notion of

17

https://www.myaccountingcourse.com/accounting-dictionary/portfolio-analysis

https://www.mbaskool.com/business-concepts/finance-accounting-economics-terms/12356-portfolioanalysis.html

18

19 https://policonomics.com/experience-curve/
20 https://ru.scribd.com/document/338584081/Curba-de-experienta-4
21 http://www.actrus.ro/reviste/4_2004/a10.pdf
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competence has entered the educational environment through initial and continuous professional
training. Competence is not only an index of quality circumscribed in educational and professional
policy documents, but is a living norm that ensures personal and professional dignity22.
4.3.5. Change strategy. University strategic management
The change management strategy is defined as how an organisation will generally address change
in and around it. It is a mechanism that aims to minimize any negative effects of changing events,
while capitalizing on the transformation23.
Successful change management strategies include: a team structure, a sponsor model, special
tactics and risk assessment. Without these elements, it will be very difficult to develop and
implement the change management plans we need for a successful project24.
Team structure
The structure of the change management team identifies who will do the change management
work. It presents the relationship between the project team and the change management team.
Frequent team structures include:
 A change manager being embedded in a project team.
 A centralized change management team that supports a project team.
The key to a team structure must be specific when allocating responsibilities and change
management resources, and change management is a responsibility assigned to one of the project
team members.
Sponsor coalition
The sponsors coalition describes leaders and managers who need to be on board and actively
engage in leading change. The main sponsor is the person who authorises and supports the change.
This person must be actively and visibly involved in the change throughout the project. They also
have a side to building a coalition of sponsors throughout the organisation. When you create the
sponsor coalition, choose the leaders of the groups affected by the change. Each member of the
sponsor coalition has a responsibility to build support and communicate change with that audience.
Special tactic for anticipated resistance. Often, after a project is introduced and encounters
resistance, team members reflect that they could have anticipated this reaction. In creating a
change management strategy, identify where resistance can be expected:
 Are there certain regions or divisions with different impacts than others?
 Were there certain groups that supported a different solution to the same problem?
 Are some groups heavily involved in how things are done today?

22 http://ise.md/uploads/files/1460559151_5.-competenta-de-cunoastere-stiintifica-sistem-optimizator.pdf
23 https://www.executestrategy.net/blog/change-management-strategy
24 https://www.prosci.com/resources/articles/change-management-strategy
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Note the anticipated resistance points depending on how each group is related to the change. Once
you have identified this resistance, you can plan special tactics to overcome it before you start.
Project risk assessment
The risk of not managing the change side of people on a particular project is related to the
dimensions described in the sections of organisational characteristics and attributes above. Changes
that are more dramatic and distant in the organisation pose a higher risk. Organisations and groups
with changing histories and cultures also face a higher risk. In developing the strategy, the change
management team documents the overall risk and specific risk factors.
Formulating the change management strategy is the first critical step in implementing a change
management methodology. The strategy provides informed decision‐making and brings life to the
project or change, describing who and how it will impact the organisation.
The change management strategy contributes to the formulation of the five change management
plans recommended by best practices for managing change. For example, the groups identified in
the strategy should be addressed specifically in the communication plan. The steps to build and
maintain the coalition of sponsors identified in the strategy are part of the sponsorship roadmap.
Each of the subsequent plans and activities of change management is guided by an effective change
management strategy.
Change management in higher education institutions
In higher education institutions, the most important is how to manage change. Changing
interventions requires adequate training, because the problem associated with each change is
different from each other. Armstrong (2009) identified seven types of changes and how they can be
successfully managed: incremental, transformational, strategic, organisational, systems and
processes, cultural and behavioural.
Thus, incremental change is a gradual change that occurs in small steps. This is about responding to
crisis situations logically and progressively. This means initiating innovations in the organisation so
that people can gradually get used to new initiatives.
Transformational change means that the change manager implements major change programmes
to meet the new requirements. It is characterized by radical discoveries in paradigms, beliefs and
behaviour over a period of time.
Strategic change, on the other hand, has to do with broad, long‐term problems and a wide range of
organisations. In implementing this change, the purpose and mission of the organisation, as well as
its corporate philosophy, are taken into account. Change leaders also conduct SWOT analysis (taking
into account the force, weakness, opportunities and threats) to determine how the change
programme will be initiated.
Organisational change is about structural change of the organisation in terms of centralisation and
decentralisation.
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Changing systems and processes involves changing the operational methods of the organisation, for
example technology. Changing the system can mean upgrading or changing the organisation’s
computer system, such as electronic data exchange, enterprise resource planning, customer
relationship management (CRM), computer delivery, chain automation, etc. The changes will be
created to create a new environment conducive to performance.
Behavioural change involves taking steps to encourage people to be more efficient by shaping or
changing the ways in which they work.
The initiative for changes in higher education institutions may be in any of the above‐mentioned
dimensions. To achieve success, educational leaders need to be aware of the complexity of the
institution in which they work. This is because the programme of change in higher educational
institutions often meets resistance. There are many reasons why resistance managers and changes
need to consider them before initiating any change programme.
Chandler (2013) states that faculty members often resist changes in curriculum or learning content
because of the tiring time they spent preparing content. Another reason for resistance to change in
the higher education institution is because it is an organised anarchy or an easily coupled system.
„Teachers have substantial autonomy with their own individual traditions”, Chandler (2013 p. 245).
Other reasons for resistance can be attributed to leaders of change. Many university leaders are not
prepared to lead change. Sometimes they have an unclear vision for the change programme, while,
on the other hand, the problem is their failure to present an appropriate leadership style that will
enhance the smooth transition of the change programme25.
Strategic management in higher education institutions
Due to the highly decentralized organisational structure and the high degree of individual autonomy
of academic staff, strategic management processes take place at both the higher level and the
faculty or department level. Hence the risk of parallel and repetitive processes is high. In this regard,
rectors/president and deans must possess appropriate management skills. Their responsibility is to
combine the results of the various strategic planning activities into a consistent strategic plan for
the entire educational institution. Incorporated into the overall strategic plan, faculties and
departments may define additional individual strategic objectives according to their specific needs.
There is disagreement as to the timely frequency of strategic management processes in the higher
education institution. On the one hand, it is an ongoing task, in particular with regard to strategic
control, which informs senior managers of current developments within the institution and supports
the decision‐making process. On the other hand, the achievement of strategic objectives in the
higher education institution often takes a long time, so that it can make sense to establish new
strategic plans not every year, but every two or three years.
In order to be able to act successfully in a complex environment with a large number of
heterogeneous demands, most higher education institutions have started to implement strategic

25

DOI: 10.20319/pijss.2018.42.609618
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management. A „strategy” is defined as a set of objectives that focuses the activities of an institution
that tends to achieve medium or long‐term success.
A strategic plan helps leaders choose between important and unimportant demands and provide
their organisation’s members and stakeholders with an explicit direction orientation. In general,
strategies should address the following four questions:
1) What basic competences could we base our activities on in the next 5 years?
2) How do we meet competitive requirements compared to other institutions?
3) In what established areas, or do we want to act over the next 5 years to ensure
institutional success?
4) How do we meet our social responsibility in these areas?
Questions 1‐3 refer to the profile and conceptual direction that the HEI intends to take in order to
save or achieve an optimal level of reputation, funding and personnel. Question 4 concerns the
public tasks (teaching, research, third mission) that the institution ‐ being largely publicly funded ‐
should carry out26.
The process of developing a strategy in the HEI is based on:

 Planning based on a SWOT analysis
SWOT analysis underpins the strategic management process. It is used to assess opportunities and
threats in higher education:
- What is its capacity to compete for resources, staff and students compared to other
institutions?
- Is there a sign of imminent danger?
- Are there any new visible opportunities and chances?
In addition, the organisation’s strengths and weaknesses will be achieved, and the question how
effective/ineffective the institution is in meeting its structural, personal and financial requirements
will be answered. The planning process includes an organisational environment and analysis,
generating strategic options and decisions on which strategic objectives will be implemented.

 Operationalisation and implementation
Once strategic decisions are made, the objectives must be materialized and implemented in the
organisation. Operationalised objectives and duties may differ between the units of the
organisation, but should generally be complementary. Strategic success is usually a result of
cooperation between all institutional members.

 Control
Control is a continuous task that supports strategic planning as well as the implementation of
strategies and regularly monitors their results.

26

https://www.researchgate.net/publication/261020107_
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Therefore, strategic development processes are at the same time the development processes of
the organisation, requiring individual members and departments to communicate and act corporate
to ensure the further success of their institution. In this context, a strategic map (Kaplan, Norton,
2004) could be a useful tool. It is best known in Anglo‐Saxon higher education systems. A strategic
map helps prepare strategic decisions by pre‐structuring relevant issues in an integrative way. It is
a reference framework that divides the strategic objectives of organisations into four perspectives:
- financial perspective;
- customer perspective;
- process perspective;
- learning;
- development perspective.
Correlations are established between them. This makes it possible to get an overview. Strategic
maps are closely connected to balanced scorecards. While a strategic map describes an institution’s
strategic tools, Balanced Scorecard is a tool for their operationalisation, implementation and
measurement27.
Leaders of higher education institutions must initiate a series of change programmes in order to
continue to live in contemporary societies. Change initiatives will enable them to be relevant as well
as to meet the needs of society. However, change initiatives should not be carried out by chance.
Therefore, the success of change initiatives depends on how well they are able to prepare
themselves and their institutions for the pin change programme by developing strategies.
4.3.6. Intervention plan
Intervention: the service provided by one or more persons, usually from outside the organisation
and qualified for the knowledge and deepening of organisational, management, etc. problems in
order to identify useful processes for the organisation, and to recommend/implement actions to be
taken to increase organisational efficiency. The intervention field is diverse and includes:
- the objectives;
- the technology;
- the management of the working groups;
- the organisational culture;
- the competence of the staff28.
There are a huge number of types of interventions. Edgar Huse and Thomas Cummings propose the
following four broad categories in the “Organisation Development and Change” comprising four
main categories, depending on the primary targets they aim at29:
I.
II.

Interventions on human processes.
Technostructural interventions.

27

https://www.researchgate.net/publication/261020107

28

https://www.scritub.com/sociologie/psihologie/INTERVENTIA-SI-SCHIMBAREA-ORGA54721.php

29 Ciprian Tripon, Marius Dodu, Horia Raboca, DEZVOLTARE ORGANISATIONALĂ ȘI MĂSURAREA
PERFORMANȚELOR, UBB 2013 ISBN: 978-606-8536-02-6
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III.
IV.

Interventions (on) human resource management.
Strategic interventions.

Types of intervention
Brainstorming or „delayed evaluation”, „brain storm”, „cascade of ideas” is a group technique that
helps to collectively generate ideas and stimulate creative thinking. Of the ideas issued, about 20%
are directly applicable. Of them, a fifth are of real value. That’s why, nowadays, managers of
organisations tend to use ideas more and more often in this method of generation and evaluation
of ideas. Carried out as a teamwork, brainstorming is an easy way to bring the experience of all
members into one place, which helps to generate a large number of ideas explored30.
The brainstorming method is a complex activity designed to produce new ideas. Brainstorming can
be defined as a way to get, in a relatively short time, a large number of ideas from a group of people.
Brainstorming is characterized by several variables, including: a relaxing atmosphere, freedom of
expression of ideas, creative play.
Management by objectives (MBO) is a staff management technique in which managers and
employees work together to set, record and monitor objectives for a certain period of time.
Organisational objectives and planning are promoted from top to bottom through the organisation
and translated into personal objectives for members of the organisation. This technique was first
applied by management expert Peter Drucker and became popular in the 1960s.
The basic concept of MBO is planning. Thus, MBO is a supervised and managed activity so that all
individual objectives can be coordinated to act towards the overall organisational objective. The
method requires employees to set measurable personal objectives on the basis of organisational
objectives. Personal purpose aligns with the organisational objective. The objectives are set in
writing annually and are continuously monitored by managers to verify progress. Rewards are based
on achieving the goal31.
Career management is the process by which you track, arrange, and target your potential towards
achieving the objectives and wishes set out in advance. The man should manage his / her career as
a company. At the heart of career management lies a high level of self‐knowledge. You need to know
what your advantages are, your disadvantages, how to strengthen the advantages, how to remove
the disadvantages over time. The more effort you put into managing your own career, the more
likely it is that the objectives set will materialize.
Career management steps – GROW model32:
 Determine the career purpose (Goal)
 Determine the current status (Reality)
 Determine the solutions/ways in which you will achieve the objective (Options).

30

https://administrare.info/management/9148-metoda-brainstorming

https://study.com/academy/lesson/what-is-management-by-objectives-mbo-definition-advantagesdisadvantages.html
31

32

https://www.dezvoltarea-carierei.com/baza_znanja/ce-este-cariera-si-de-ce-este-important-sa-o-gestionezi
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Follow the achievements (Will).

Coaching is a process of self‐knowledge and creation, in which you easily observe your own
paradigms/glasses through which you look at reality. Then, from the awareness made, you can
choose and create a new future, or a new way to fulfill it.
For this process you need a Coach, who is a companion on your journey to the desired goal.
Coaching is results and performance oriented. It is one of the most modern and effective methods
of personal and professional development.33
Coaching can be described as a path of self‐knowledge and personal transformation that you have
taken in partnership with the Coach to showcase all your personal and professional potential. The
three pillars of Coaching are: trust, honesty and relevant questions — support a process of change
that can significantly improve your leadership, work and life skills34.
Feedback is a response we give to an individual as a result of an action they take. More specifically,
it is an opinion on that action and absolutely necessary for the individual to be able to determine
the direction of his / her future actions. A first rule of constructive feedback is that it should be given
only on the action itself and its effects, not on the reasons behind the action or as a criticism of the
person who performed it35.
Types of feedback
 Evaluative feedback – is used more as a way to assess an individual’s behaviour, not as
an opinion about his or her actions.
 Prescriptive feedback – it is not so much feedback as advice, a way to tell the individual
what to do or what they shouldn’t have done. People are more interested in the
immediate effects of actions, not in the expectations that others would have had from
those actions.
 Descriptive feedback – as the name suggests, this kind feedback is used to describe the
effects of an individual’s action, which inevitably leads to the presentation of a relevant
opinion. Thus, descriptive feedback is closest to the exact definition of the term and can
provide positive results when used correctly.
Confrontation meetings described as an activity that allows the entire management group,
composed of individuals from all levels of the organisation, to make a quick reading on their own
health and within a few hours to establish an action plan to improve it.
This activity is based on:
 experience with a planned action‐oriented method of change;
 involves the whole in a joint action planning programme;
 the meeting may be organised several times with a morning and an evening meeting
involving only two or more hours of regular working days.

33

https://andreafilip.com/coaching-thetahealing/ce-este-coaching-ul/

34

https://www.paulolteanu.ro/2017/01/04/ce-este-coachingul-si-la-ce-foloseste/

35

https://www.colorful.hr/importanta-feedbackului-in-cultura-organisationala/
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Benefits of the confrontation meeting:
 direct communication is improved;
 employee morale has increased;
 better culture of work;
 improving the inter‐department human relationship;
 generating solutions to everyday problems.
Team buildings are not a reward for employees, they are meant to better unite the team, get to
know each other better and learn to work together to achieve a well‐established objective. Team
building can also be defined by simply translating words – team construction. The main objective of
a team building is to unite the team, to get employees from different departments to get to know
each other better, to learn to collaborate, to complement each other in order to achieve a single
objective.
Organizing a team building:
The human resource department is generally in charge of the organisation of a team building, but it
is advisable to involve the managers, because they know best the weaknesses of the team. Team
buildings can also be organized according to the type of team – the top management team, the
communication team, the administrative team, etc. – if the need for such an exercise is found within
the group. There is no optimal frequency of organizing a team building, they are usually organized
as necessary. Generally, once a year is enough, but they can be even more frequent, depending on
the events that take place in the company. The right time for a team building has not yet been
defined, because it all depends on the company’s activity36.
4.3.7. Implementation and evaluation of the strategy
Operationalisation and implementation aims to transform the results of decision‐making processes
into a plan for practical implementation. Strategic plans will never be able to encompass all the
activities of an institution, but must focus on areas critical to its success.
A strategic plan contains not only future objectives, but also the resources, timing and
responsibilities needed to implement the specific steps that lead to the achievement of strategic
objectives and parameters with which performance and success or failure can be measured.
Some of the most popular approaches to operationalisation and implementation of strategies in the
higher education sector are „management by objectives” and „balanced score card”. As regards
management by objectives, two forms must be differentiated: agreements on objectives as (1) an
integrated instrument for the implementation of measures and strategic projects and (2) a human
resource management tool37.

36

https://www.colorful.hr/team-building-ul-si-importanta-lui-ce-este-ce-obiective-si-cum-se-organizeaza/
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https://www.researchgate.net/publication/261020107
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Implementarea strategiei necesită un efort colectiv al întregii organizații. Mai mult ca atât, în
majoritatea cazurilor implementarea strategiei presupune efectuarea unor schimbări complexe în
ce privește:
Implementing the strategy requires a collective effort of the whole organisation. Moreover, in most
cases the implementation of the strategy involves making complex changes in terms of:
- the organisational structure;
- processes;
- allocation of resources;
- technologies;
- obtaining new skills and knowledge;
- work roles and responsibilities;
- systems of motivation, appreciation, remuneration;
- corporate culture
All changes in the company primarily affect employees, who in turn are the ones who contribute
the most to the implementation of the strategy. Employees’ reaction to changes is often manifested
by: confusion, fear, stress, sabotage, intrigue, resistance, loss of motivation, lack of involvement,
conflicts of interest, leaving the company, etc. Practice shows that for the effective implementation
of the strategy, sometimes it is necessary even to change the way some employees think. In addition
to employees, changes often affect other stakeholders: customers, distributors, suppliers,
shareholders, business partners, etc.38
Basic activities in the implementation of the strategy involve the following:
- setting annual objectives;
- formulation of policies for the execution of strategies;
- allocation of resources;
- effective performance of tasks and activities
- management and control of the performance of activities or tactics at different levels of the
organisation
Implementation of the strategy is the stage that requires the participation of the whole
organisation39.
Factors supporting the implementation of the strategy:
People – The number of people in the workforce is an issue that is easier to address because you
can hire additional workforce. Because they are implementers, they must be fully involved and
committed to achieving the organisation’s objectives.
Resources – One of the basic activities in the implementation of the strategy is the allocation of
resources. These relate to both financial and non‐financial resources that (a) are available to the
organisation and (b) are missing but necessary for the implementation of the strategy.

https://consultex.md/ro/services/oferirea-de-suport-practic-in-implementarea-strategiei-imanagementulschimbarilor.html
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https://www.cleverism.com/strategy-implementation-process/
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Structure – The organisational structure must be clear, with the lines of authority and responsibility
defined and underlined in the hierarchy or „chain of command”.
Systems – What systems, tools and capabilities exist to facilitate the implementation of strategies?
What are the specific functions of these systems? How will these systems help in the next stages of
the strategic management process after implementation?
Culture – This is the organisational culture or the overall atmosphere within the company, especially
with regard to its members.
To ensure effective and successful implementation of strategies, it is a good idea to have a system
that is based on it.

 Step 1 – Evaluation and communication of the Strategic Plan
The strategic plan, which was developed in the formulation phase of the strategy, will be distributed
for implementation. However, it is still necessary to evaluate the plan, in particular with regard to
initiatives, budgets and performance.

 Step 2 – Developing an implementation structure
The next step is to „create a vision” or structure that serves as a guide or framework for
implementing strategies.

 Step 3 – Development of implementation policies and support programmes
Some call them „strategy‐encouraging policies”, while others consider them „constant
improvement programmes”. However, these are the policies and programmes that will be used to
support implementation.

 Step 4 – Budgeting and allocating resources
Now is the time to equip implementers with tools and other capabilities to perform their tasks and
functions.

 Step 5 – Unloading functions and activities
It is time to operationalize tactics and implement strategies, aided by strategic leadership, using
participatory management and leadership styles.
Some argue that the implementation of strategies is more important than the strategies themselves.
But it is not about taking sides or weighing and making comparisons, especially considering how
these two are important steps in Strategic Management. Thus, it is safe to say that the formulation
of the winning strategies is only half the battle, and the other half is their implementation.
With the start of the strategy implementation process, the policies and procedures guiding actions
in each of the phases set out in the strategic plans do not guarantee and cannot ensure full
compliance of the results of these actions with the standards set, and control and evaluation of the
strategy is necessary.
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The control of the strategy is intended to highlight the deviations that arise between the standards
foreseen and the achievements at each of the stages (phases) of its implementation, as well as to
ensure that they are corrected.
A distinction must be made between the control of the strategy and the evaluation of the strategy
aimed at assessing overall the effects of its application and the extent to which it proves appropriate
for the development of the company.
In accordance with the provisions of the strategic plans and established standards, certain strategic
performance should be achieved starting with the first actions of the strategy implementation
process.
However, deviations are recorded in relation to these provisions. These deviations shall be
measured and located, depending on when they occur, by three types of control:
- anticipatory control;
- control of the operationalisation of the strategy;
- strategic control itself.
The evaluation of the strategy is that sequence of the strategic management process in which the
company’s top management assesses whether the chosen strategy is fully compliant, following its
application, with the company’s objectives, based on comparing the results achieved with those
foreseen.
The overall objective of the evaluation of the strategy is to determine to what extent it corresponds
to the mission of the company and its strategic objectives, available resources, changes produced
in the internal and external environment of the company. Achieving this comprehensive objective
requires realistic analysis and assessment of how the chosen strategy meets the following
requirements:
- reflects the consistency of strategic plans, intended to materialise it, with the mission
undertaken by the company and with the objectives it has set out to achieve;
- ensures the achievement of the company’s objectives;
- it is based on sufficient internal resources, the quantitative, qualitative availability and at
certain terms of them being appreciated realistically and never questioned;
- ensures the intensive exploitation of the company’s distinctive competences, contributes to
the improvement of its competitive advantages, to highlighting its strengths and to
diminishing its weaknesses;
- ensures the capitalization of the important opportunities that appeared or will appear in the
environment of action and the avoidance or reduction of the threats that it presents
- is part of the trends that are already announced or manifested in the company’s
environment of action;
- takes into account a risk factor within normal limits for the profile of the industry to which
the company belongs and for the market in which it operates;
- is set for a judicious time horizon chosen both in terms of the foreseeable changes that will
occur in the internal situation of the company and in terms of the prospect of changes that
will affect its environment of action;
- corresponds to the company’s top management philosophy;
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-

corresponds to the personal values and aspirations of the managers and specialists of the
company in strategic matters40.

4.3.8. Change management tools.
Any activity is done much more easily when we have the right tools to carry it out. A set of tools
(strategies, techniques, procedures, models) is used to implement a process of change. Adapted to
the context, they constitute a real support in the progress and success of the process of change.
Much of these tools help motivate staff to implement change. Some tools help overcome
organisational barriers and reduce resistance to change. Instruments for driving a change situation
shall be grouped as follows:

 Strategies:
-

power and political systems;
simplifying and ensuring the succession of actions;
involvement and participation.

 Techniques:
-

team building;
the direction of change;
communication skills;
daily tools for change;
direct action management;
learning from change.

 Procedures:
-

experimentation;
analysis of the force field.

 Models:
-

-

„hard” model;
„soft” model41.
In order to make effective use of change management tools, it is very important to define it
in the respective situation, you need to make sure that every person in your organisation
understands and supports this effort.
The first tool of the change management is the Organisation Chart. This is a tool that allows
drawing all organisational processes. It is an easy‐to‐read chart that helps simplify complex
organisational processes. Organisation charts are essential tools in change management,
which help to clearly illustrate all organisational processes and discover places where there
are losses and lack efficiency, things that cannot be easily seen. It also helps to identify the
changes needed to improve organisational processes.

https://www.stiucum.com/management/management-strategic/Controlul-si-evaluareastrateg44245.php#_ftn3
40

41

Rusu C., Managementul schimbării, Editura Economică, București, 2003
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-

-

-

-

For effective change management, organisations must collect important data on the original
processes and then come up with a presentation of this information. Measurements and
data collections shall include: time cycles, i.e. the average of the time required to complete
a process, the range of variation of this time cycle, which includes the shortest and longest
cycle, the flow rate, which means the number of units running through the process in a unit
of time and errors, which include the percentage of units to be rectified or reworked. The
effectiveness of this tool is given by the accuracy of the data collected and recorded.
Field analysis is very important because it helps to clearly identify the change engine and
inhibitors you want to implement. The most powerful inhibitor is the resistance of members
of the organisation. For the new change to be accepted by members of the organisation, you
need to focus on its benefits.
Another vital tool in change management is the Cultural Diagram. In fact, every organisation
has its own way of doing things. This means that each organisation has its own way of
determining paradigms, concepts, assumptions, practices and values. Before you start
working on organisational change, you need to change existing paradigms, and this is
possible if you understand this tool.
The last vital tool in change management in organisations is a clear project plan. It will help
you know who is doing what and when, a factor that also helps implement proposed changes
with minimal resistance42.

As a tool in planning the implementation of the change strategy can be considered the SMART
method.
SMART is an acronym for characteristics considered essential in the formulation of objectives,
namely: specific, measurable, accessible, relevant and time‐framed.
Using SMART objectives in writing your business plan is to help you keep your business plan as short,
clear and focused on your overall business goals. At the same time, properly achieved, they are
intended to provide consistent benchmarks in assessing the results achieved along the way43.
Academic Balanced Scorecard (BSC) operationalizes the strategy map. The BSC differentiates
between four central and important perspectives regarding strategic development:
 Financial perspective (What significant results should be achieved?).
 Customer perspective (What qualitative and quantitative performance is expected by
stakeholders?).
 Perspective of the internal process (What work processes are important for the success
of the organisation and therefore need to be monitored and managed?).
 Learning and development perspective (What activities will be needed to develop the
organisation and its staff further to guarantee the success of the organisation? What
can be learned from failures for the future?).
Based on the objectives mentioned in the strategy map with BSC specifications, measures and
parameters will be defined to provide the members of the organisation with transparent guidance
for the implementation processes. Like the strategy map, the BSC tries to create a connection

42

http://www.buzdugan.com.ro/blogmanagement/?p=679
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https://www.plandeafacere.ro/cum-sa/cum-sa-scrii-un-plan-de-afacere/ce-sunt-obiectivele-smart/
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between the four perspectives, but at a more concrete level than the strategy map. Over the past
ten years, BSC has been more widespread in the higher education sector. This tool has been so
heavily modified to meet the needs of HEIs that it is sometimes called Academic Scorecard.
Strategic control. The concept of „control” sometimes has a negative connotation in the higher
education sector. It is associated with surveillance and control and is partially understood as a
synonym for „economizing” HEIs. Instead, the concept of control, understood here, is usually
different: continuous support for directors, which provides useful analysis and information for all
areas of strategic management, from the creation of objectives to the evaluation of the outcome44.
Benchmarking is a process of measuring the performance of the company’s products, services or
processes compared to those of another business considered to be the best in the industry, also
„the best in the class”. The purpose of the comparative evaluation is to identify internal
opportunities for improvement.
Comparative marking is a simple but detailed, five‐step process:
- choose an internal product, service, or department to evaluate.
- determine which companies of the best class you should make a benchmark with ‐ which
organisations you will compare your company to
- gather information about their internal performance or values.
- compare data from both organisations to identify gaps in your company’s performance.
- adopt the processes and policies in place within the best interpreters;
- the reference analysis will highlight which changes will make the most difference, but it is
up to you to actually make them.
In addition to helping companies become more efficient and profitable, benchmarking has other
advantages, such as:
 Improving employee understanding of cost structures and internal processes.
 Encouraging team building and cooperation in order to become more competitive.
 Improve familiarity with key performance values and opportunities for improvement at
the company level.
In fact, benchmarking helps employees understand how a small chunk of a company’s processes or
products can be the key to major success, just as an employee’s contributions can lead to a
significant gain45.

44

https://www.researchgate.net/publication/261020107
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https://www.shopify.com/encyclopedia/benchmarking
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4.4.

Creating a culture conducive to change and the role of human resources.

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- describe the types of national and organisational cultures;
- reports on the specifics of culture in the university area;
- identify different causes and factors that determine resistance to change.
Application
- compare different national and organisational cultures;
- determine the factors and causes of resistance to change in the target group;
- determine ways to change the organisational culture of the target group.
Integration
- propose solutions for changing the organisational culture;
- adapt solutions for organisational change to the specifics of the target group;
- prevent/decrease/overcome the occurrence of conflicts in the process of organisational
change.
4.4.1. National culture. Conceptual dimensions
National culture is a set of values, knowledge, beliefs and social norms characteristic of a community
that are adopted and passed on to future generations. Culture is the main social factor that
regulates various spheres of interaction between people, from daily communication to the
functioning of the national economy.
Whitely and England define culture in the following way: culture represents the knowledge, beliefs,
art, laws, moral norms, customs and other capacities of a group that distinguish it from other groups.
A people’s culture can be defined in terms of value systems. Values underpin individuals’ attitudes
and actions towards different life events and visions, being developed in general approaches to
perceiving social reality.
Each country through the system of common values that characterizes it and represents it, by its
divergences but also by its similarities with other cultures can constitute advantages if these specific
characteristics are used effectively by different management methods or appropriately „tailored”
organisational structures.
The basic characteristics of culture, in the view of Mary Ellen Guffey, are:
1) Culture is educated. Rules, values and attitudes are learned and passed down from generation
to generation. Social rules of behaviour are learned from family and society and are
determined from the earliest phase of childhood.
2) Culture has an intrinsic logic. The rules of each culture are based on the values and beliefs of
each culture. As a result, they act as a regulatory force. Recognition of the intrinsic logic of a
culture is extremely important for accepting different cultural behaviours.
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3) Culture is the basis of identity and belonging to a community. Culture is the essence starting
from which each individual can express who he / she is and what his /her aspirations are.
People form their identity by including in primary family culture common (including national)
cultural layers in terms of education, career, job choice, life partner, each of which is
accompanied by a set of rules, methods, ceremonies, beliefs, language and values.
4) Culture combines the visible with the invisible (iceberg). For outsiders, an individual’s
behaviour is the visible part of the culture. These practices are visible symbols of deep,
invisible values that determine the person’s way of thinking and behaviour.
In the view of Kluckhohn and Strodbeck the cultural dimensions are determined by three premises:
a) The existence of common fundamental human problems, to which people must find
solutions.
b) The existence of a limited variation of solutions.
c) The presence of solutions in all societies, but with different intensities.
The problems determined to be common to all societies are related to:
 the character of human nature;
 man’s relationship with nature,
 the temporal orientation of life,
 the mode of human activity,
 the type of relationships between people.
For example, regarding the character of human nature, there are three possible answers: man is
essentially good, good and bad at the same time or bad. And yet, each of the three categories can
be differentiated in terms of extremes, man can be good/bad and at the same time able to change
or unable to change. As for the combined perception there is a difference between cultures that
consider man simply neutral and those that consider him / her a mix of positive and negative
qualities.
Hofstede identifies 6 dimensions, depending on which value systems can be established:
I

Power distance index (attitude towards hierarchies)

This refers to the degree of inequality that exists and is accepted in society, between people with
and without power. A high index characterizes a society that accepts an unequal and hierarchical
distribution of power and that people understand their „place” in the system. A low index means
that power is divided and widely dispersed and that members of society do not accept situations
where power is unevenly distributed, flat organisational structures are spread. Thus, in the case of
high index, team members will not initiate any action and will wait to be guided and directed to
accomplish a task.
II

individualism versus collectivism (the degree of interaction with the social
environment)

This refers to the intensity of the individual’s connections with other people in his or her community.
A high index characterizes a weak interpersonal connection, everyone is on their own and people
take less responsibility for the actions and results of others. At the same time, in a collectivist society
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people are loyal to the group to which they belong and, as a result, the group will take into account
its interests, yet the group ones are dominant.
III

Masculinity versus femininity (refers to the type of social values promoted in a society)

This refers to the distribution of roles between men and women. In male societies, patriarchal roles
of men and women are distinct, and men must receive decisions, behave decisively and
unequivocally. Demonstration of success, to be strong and effective, are seen as positive
characteristics. In women’s societies, however, there is not much differentiation between male and
female roles, and modesty is appreciated. Great importance is given to good ”friendly” relations
with bosses and subordinates, the weak must be helped and protected by the powerful,
cooperation, coworking, compromise and harmonization of relations are necessary ingredients for
the activity of the organisation.
IV

Uncertainty avoidance index (This dimension describes how well people can cope with
anxiety)

In societies where the uncertainty avoidance index is high, people are tempted to make everything
predictable and controllable. It is characteristic a high degree of anxiety, the future is viewed with
anxiety. In societies with a low uncertainty avoidance index, people are more relaxed, more open
or inclusive.
Avoiding uncertainty is not necessarily the same as avoiding risk. Where culture attests to a high
degree of uncertainty avoidance, it may attest to risky behaviour, precisely to reduce ambiguities or
avoid failure.
Subsequently, two other dimensions that are less studied and would characterize national cultures
appeared, namely:
V

Long‐term versus short‐term orientation

This dimension refers to reporting people to the time horizon. Countries with a long‐term
orientation tend to be pragmatic, modest and benefit‐oriented in perspective. In short‐term
oriented countries, people tend to put more emphasis on principles, have strong beliefs, are less
compromise oriented and are usually religious and nationalist. Short‐term oriented nations attach
major importance to short‐term gains and rapid results (profit and loss situations are quarterly, for
example).
VI

Indulgence versus restriction

Nations with a high level of indulgence are permissive to people’s impulses and emotions, such as
satisfaction and fun. It manifests itself in an optimistic attitude, a focus on personal happiness and
maintaining a balance conducive to work‐free time entertainment. In a society with a low level of
this index there is more emphasis on suppressing satisfaction and more regulation of people’s
behaviour, there are more restrictive social norms. These approaches are characterized by
pessimism, controllable and rigid behaviour.
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A national culture may be characterised by a profile obtained on the basis of the combination of
these dimensions. This may lead to the formation of organisational cultures that can differ, for
example, according to the following behavioural aspects:
- focus on results/ vs/centering on process (emphasis on purpose/emphasis on work
dynamics);
- employee focus/ vs/work focus (emphasising the employee’s satisfaction on the results of
the work);
- common system/ vs/professional system (distinction of private/organisational life, private
life completely separate from that of the workplace and employment determined strictly by
professional competence);
- closed system/ vs/open system (hard‐to‐assimilate newcomers/quick integration and open
communication);
- weak control/ vs/strict control;
- normism/ vs/pragmatism (detailed professional standards / result centering) and so on
4.4.2. Organisational culture: concept, classification, characteristics
Organisational cultures are based on values characteristic of a national culture, of social
environments in which people have formed and acquired experience, i.e. from family, communities
and education, but also other cultural values cultivated intentionally or unintentionally within the
organisation, which have a special impact on individual mental programmes. These sets of attitudes,
behaviours and practices are the invisible foundation of the organisation that determines the
„character” and implicitly the chances of success or failure in its work.
There is more research in the field aimed at determining different types of organisational cultures
depending on certain criteria. In this vein we can highlight Geert Hofstede who believes that
organisational culture is the „software” of organisational practices and behaviours shared by the
community, is a „collective programming” of thought that distinguishes one member of a group
from another.
Edgar H. Schein considers organisational culture „a model created on the basis of principles shared
by the group, which he / she discovered and subsequently applied in solving problems of external
adaptation and internal integration, principles which generated good results, so that they could be
considered valid and therefore good to be taught to new members”.
Organisational culture is one of the fundamental and sustainable factors that can ensure the
performance of the organisation’s activities, according to some estimates it can lead to an increase
of 20‐30% compared to other competitors. Thus, the organisational culture through values, beliefs
and common language determines approaches by focusing through a common prism for achieving
the objectives proposed, but is also the most difficult thing to achieve.
If we refer to the organisational culture of companies in the Republic of Moldova then we can
highlight some widespread characteristics such as: desire to avoid personal exposure to risks, expect
employees to comply, follow the rules and thereby make a good impression, do what the bosses tell
them and coordinate any decision with the superiors. The chiefs, at their turn, protect their status
and security of their position through tough measures, and decisions are made centrally. These
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paternalistic aspects of culture are traditional, but it should be noted that in particular new
industries, particularly IT, new, more flexible, less hierarchical models are formed that allow for the
more efficient use of human potential.
Next we will examine the organisational cultures in the vision of Dave Logan, John King, and Halee
Fischer‐Wright who consider them hierarchical and capable of evolving. In their view, organisations
are similar to „tribes”, which can constitute from 20 to 150 people. Each being characterized by a
distinct culture, frequently expressed by the dominant modes of communication, relationship
structure and specific type of behaviour. And the leader has the function of determining at what
step the members of the group are and to ‘develop the tribe’ so as to advance to a higher
hierarchical level. Relationships and interaction within the ‘tribe’ are determined by the majority of
the staff who form the dominant culture.
General characteristics of level I. The person at this level feels alien to other people and considers
life to be unfair. At the group level, behaviour acquires the characteristics of an attitude of desperate
hostility, hypocrisy, no meaning values, moral principles, the world is unjust, being formed gangs
that have no moral principles in relation to the external environment. It is manifested by the choice
of survival strategy, in which the system is not correct, it is accepted to cheat, violate the rules
because there is no other solution.
In American society this type of organisational culture is characteristic for about 2% of collectives.
E.g. such a culture was at Volkswagen, which cheated on the emission of harmful substances from
the diesel engine by illegally installing a sensor to demonstrate lower emissions than in reality at the
time of control.
General characteristics of level II. The person is socially isolated from other people, but unlike the
first level, he / she considers that his / her own life is hard and unfair, but others can be successful.
People are dissatisfied with their situation, they are listless, they think the system is against them,
they engage in activities to a minimum necessary. He / she thinks that someone or something is
confusing them, be it the boss, the system, education, and so on. When groups are formed, there is
an attitude of indifference, to „pretend” that you are working, to believe that the objectives can be
achieved, but there are no resources, they find explanations of non‐application, they avoid
responsibility. There is frequently a hidden hatred towards the boss, the sabotage of actions and
the defensive reaction in relation to authoritarian managers is common. They express themselves
uncertainly, such as ‐ I will try, I cannot promise, I do not know, what the boss will say etc. The
person can be characterized as a „hidden mediocrity”. Conspiracy theory (dismissal, lower wages,
etc.) is easily accepted. Apparently it is a setback compared to the first level, but in reality these
people see the existence of opportunities and achievements in principle, which was not attested at
the previous level.
In American society this type of organisational culture is characteristic for about 25% of collectives.
e.g. hospitals where staff are indifferent, registration procedures are cumbersome, attitude inert,
without compassion.
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General characteristics of level III. The person at this level is ambitious, focused on personal success,
self‐confident. They interact with others through bilateral relations, forming several tiaras in which
they try to impose a position of supremacy, superiority over others, believe that others are not
sufficiently efficient, competitive and motivated, and that everyone deserves their fate. He / she
tends to express what others should do, to teach them, to make his / her own behavioral „copy”,
but does not admit reaching his / her level. When a community is formed, each one stands to stand
out, sustained efforts are made to maintain their position. At the same time, they tend to diminish
the importance of others, although it is done in a soft way, each fights a battle to have a dominant
position. Employees do not have substantial capacity to work as a team, information is considered
as a competitive advantage that is not shared with it. They refer to a lack of time, behavior is
characteristic of a „lone fighter” and the principle of each one for themselves (wild west) is valid.
In American society this type of organisational culture is characteristic for about 49% of collectives.
It is frequently found in the university didactic staff which has a high degree of autonomy and most
consider themselves experts in their field.
General characteristics of level IV. Advancement at this stage of a person can be determined by the
reflection of his / her existence, most often with advancing age or as a result of events, boredom or
fatigue from permanent fights. The need arises not only for one’s own results, but also to leave
„track”, to gain esteem, to appreciate others and to induce loyalty.
The person at this level forms social relationships in the form of triads – a connection made up of
three people based on common values but possibly also competences, different dexterities that
contribute to the emergence of creative and innovative approaches, solutions. At the same time
communication is characterized by the approach ‐ we are strong. At the organisational level, there
is a pride of membership of the „family” and is counterposed by another subdivision or organisation
from outside. Within these organisations relations are little formalised, teamwork is natural and
ensures synergy effect. Organisational culture is based on common values, ethics, quality,
communication and honesty. This leads to a focus of efforts to achieve the proposed objectives and
as a result considerably increases the efficiency of the organisation. Decisions are drawn up jointly
with employees.
In American society this type of organisational culture is characteristic for about 22% of collectives.
General characteristics of level V. The person at this step considers „la vita e bella”. Characteristics
are similar to the previous step, with the only difference that they do not exist, those with whom
they counterpoise. People form relationships with everybody they resonate with their own values.
Within the organisation is characteristic the full involvement of all, and the result is a miracle.
Organisational culture at this level is defined by the existence of a noble task, fundamental values
shared by all and enthusiasmful commitment. This culture exists as long as an exclusive project is
carried out, which outperforms any competitor, solves problems of major importance, which would
inspire with creative activities (cancer drugs, the creation of vaccines against viruses, etc.). When
the situation (project completion) changes, the organisational culture regresses at the IVth level until
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a new appropriate time comes. Level V is not characterised by stability and can only be maintained
in the case of the development of complex projects of global interest.
In American society this type of organisational culture is characteristic only for about 2% of the
collectives and it rather can be certified to the NGO.
Organisations may evolve and advance in the case of favorable situations and (or) as a result of
sustained efforts by leaders at higher hierarchical levels, but in some cases may degrade from upper
to lower levels. True leaders are the ones who develop the team by fortifying the organisational
culture at a certain level and at the right time perform an upgrade at another level, which would
ensure increased performance and better inter‐human relationships.
4.4.3. People and attitudes towards change. Resistance to change: causes and factors, ways of
solving
The social and economic environment is characterized by VUCA (Volatility, Uncertainty, Complexity
and Ambiguity), an environment different from the previous one that was characterized by
considerably greater predictability and stability. This situation leads to the need for a permanent
adjustment to the challenges of the external environment, the formation of a proactive
organisational culture that would not only accept change, but would consider it an opportunity for
development. In this vein, the organisational culture must be fluid, capable of assimilating new
organisational structures, management systems and strategies, new tactics.
Gary Johns argues that change happens when a programme or plan is implemented to move the
organisation and/or its members to a better state. Ioan Petrisor said that change means the
organisation’s attempt to be different. This represents the need for change and evolution.
Therefore, change within an institution is an absolutely necessary process for connecting to the
ever‐changing requirements of the external environment and more fully including internal needs in
order to achieve better results.
The change management process requires the determination of principles and their effective
application in order to achieve favorable results. Change management is a tool for managing
resistances, but also a tool for including changing employees by using positive emotions.
By their nature the changes cause anxiety for many people at all levels of the organisation and top
management must effectively manage this situation, being the promoters and facilitators of this
process, to provide support to the staff of the organisation.
The transformation process has several stages, from strategy setting to planning and
implementation, which require a set of measures that would ensure success.
At the initial stage of establishing the strategy it is necessary to identify the leaders, including the
informal ones, who would have responsibilities for implementing the changes at different
hierarchical levels. It is necessary to ensure a proactive, change‐friendly „critical mass” that would
lead other colleagues to embrace change as opportunities and not a danger.
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They will be given additional tasks that are priority, being exempted from less important ones, which
would allow full involvement in this process. Their work should focus on the following aspects:
- formation of organisational culture conducive to change;
- determination of possible causes of resistance to change and specific risks;
- arguing the need for change;
- instilling confidence that change would lead to favorable outcomes for the organisation and
the individual;
- providing financial (bonuses, additions, etc.) and psychological (feelings of belonging,
recognition, promotion, etc.) incentives.
It should be noted that any change can arouse resistance from some employees, which is a normal
phenomenon, expected, as a consequence of uncertainty about their future. Very often correct,
well‐developed and visionary strategies have been unsuccessful due to the fact that they have not
been supported by the members of the collective, due to mistrust or fear of change.
The greatest sources of resistance to change could be:
- staff for whom major changes occur in their work;
- staff who have demonstrated high performance in previous conditions;
- staff expecting a large workload as a result of change;
- staff who are adept of other solutions of change.
In order not to admit organisational resistance or considerable intensity, it is necessary to
implement a set of measures that can be classified as follows:
o addressing change as a project that involves the necessary resources, activities and
respective terms. Prior organisational preparation at the level of mentality and acceptance
of change is required;
o assuming, active participation, involvement of top management;
o ensuring managers’ support at the middle and lower levels of change;
o active communication, providing feedback with employees about the need for change, its
advantages and opportunities.
It should be pointed out that the process of change is complex through its dynamism, emotional
load, opportunities and major risks, so it is important in these situations to demonstrate leadership
competence at the highest level.
Achieving change is a dynamic process and depends on the concrete situation of the organisation,
the hierarchical level of the organisational culture at which it is and towards which it tends to move
forward. Thus, we will examine ways to improve organisational culture from the hierarchical
perspective of the vision of Dave Logan, John King, and Halee Fischer‐Wright.
In order to change the organisational culture, it is necessary to determine the level at which the
organisation is located, after which a set of measures must be taken to enable it to advance.
Switching from level I to II
Level I is the most primitive of the organisational culture, in which there is a chance of complete
degradation of the person until alcoholism and comania, maintenance by the formation of groups
that are not guided by ethical principles and growth at level II. Obviously, advancement to level II is
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possible for some people who are receptive, ready for this. Fundamental to changing attitude is the
change in the perception that life is unfair in general, to life is unfair to me. This can be induced by
communicating with other people who are at a higher level who are satisfied with their
achievements. Thus it is differentiated, it is observed that for some, under certain conditions,
circumstances, life can be good. Apparently this seems a degradation from desperate hostility,
which manifests itself through various actions, although sometimes reckless, in passive apathy,
minimal involvement and critical attitude, amorphous, but here arises the chance that was missing
at the first level, so if it is admitted that someone can be well, in principle it could be good for him /
her too.
Switching from level II to III
From level II it is also possible to degrade at level I, when as a result of disappointment it is
considered that the world is essentially unjust and must somehow survive, continuous maintenance
at level II or advancement at the higher level III. Similarly, as in the previous case, only some
employees are able to move to another level, they can be characterized as people who believe they
can become performing, but there are certain impediments such as boss, parents, inadequate
education and so on. They usually have higher cognitive competences, but they do not have the
necessary attitude of trust. In this case it is necessary to work individually, to highlight the successes,
the existing potential, the opportunities they have, but also the existing problems, to give
indications on the development of new capabilities. It is appropriate to create dyads with people
with organisational culture of level III (creating the own „copy”, mentoring) and higher. This would
allow the development of a positive attitude towards oneself, instilling confidence, stimulating for
improvement and personal development.
Switching from level III to IV
Degradation from level III to II can happen if the employee loses confidence in him‐/herself, believes
that life is not fair to him / her, keeping at this level requires constant struggle, demonstrating all
that he / she is efficient, professional and successful. Employees prepared for advancement are not
satisfied with the constant competition, the need to demonstrate their status every time, feel the
need for more, namely to leave „tracks in life”. In order to be possible, an internal „transformation”
is necessary, which would enable the achievement of the new objectives through collaboration,
cooperation and partnership. Tools, in this respect, could be the construction of triad‐shaped
relationships, involvement in the realization of larger projects that require effective collaboration.
This would form the perception that force represents not knowledge but interaction with people,
not information but wisdom. Employees not only demonstrate superior results, but also gain
strength, esteem, respect and loyalty. The formation of such a culture can be achieved by: the
construction of a new organisation, the formation within the organisation of a new subdivision or
the formation of groups that are not in any organisational framework.
Switching from IV level to V
Degradation from level IV to III can happen if failures are attested or common values are betrayed,
especially by the top management. Maintaining at level IV is a challenge that requires a set of
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measures such as: establishing a noble purpose and conceiving, constantly feeding common values.
Switching to level V is very rare and does not have a stable character. This requires both cognitive
and emotional excellence, research capabilities, brand, excellent relationships with partners and
opportunities that arise in the market. Thus, it occurs spontaneously as a result of the complex
ascendancy of the organisation and the transformation into a regional or world leader in a certain
field and context.
4.4.4. Solving the conflict arising in the process of organisational change.
According to The Economist Book – Strategy there are several types of organisational changes that
can be grouped as follows:
o changes in management structures and processes (organigram, decision‐making process,
information system, internal control procedures);
o changes in organisational culture (leadership style, influences, values and traditions);
o changes among people (management team, execution staff, competence, motivations,
behaviour and efficiency in work);
o changes in organisational performance (economic, financial, social, how the organisation
integrates into the business environment and fulfils its mission);
o changes in the image that the organisation has created in business circles and in society;
Depending on the reaction mode there are two types of organisational changes:
o proactive change – by anticipating future developments and potential risks, and thus
adopting forward‐looking objectives and measures;
o reactive change – involves adapting the organisation to the influences of external factors
after their appearance.
Obviously, the proactive method is an appropriate one for educational institutions, because this is
the only way to ensure a high and qualitative level of the educational and research process.
Depending on the readiness for change of the organisation, the following two types of changes can
be identified:
a) planned change – is the ready one, in which a set of measures are taken in line with the time
period, complexity and capacity to assimilate the changes.
b) unplanned change – is a change that occurs as a result of the new situation, which has not
been taken into account.
Depending on how a change is implemented, we can highlight:
c) imposed change – is the change initiated and carried out from a position of force, which
often generates resistance or boycott from subordinates.
d) participatory change – represents the kind of change that involves the participation of
managers and employees. Although the process of participatory change takes longer at the
drafting stage, it has a greater durability due to the involvement of employees through
proposals that would take into account their interests, but also to ensure greater loyalty.
All these changes are complex, due to their dynamism and the fact that the change requires further
efforts to adjust to new conditions. Human interaction, including on organisational change, can have
a wide variety of forms from problem solving, pure confrontation or negotiation.
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The differences between the three types of interactions are as follows:

Solving

Negociation

Confruntation
of problems

Figure 4.4 – Types of organisational interactions.
Problem solving is a form of interaction in which the parties involved perceive their objectives
relating to a common problem as identical. This is dominated by consensus and the parties involved
engage in a rational process of finding the optimal solution. More possible solutions will be
generated for this and on the basis of objective criteria the most convenient one will be chosen. The
end result also does not depend on everyone’s preferences, priorities or objectives, and personal
feelings are not essential. The goal of the participants in solving problems is to reach an optimal
common solution, evaluated on the basis of objective, impersonal criteria.
Negotiation is characterised by the fact that there are common interests between the parties but
also divergences. Thus the mechanism of the negotiating interaction is based on specific
mechanisms of cooperation, of the nature of the exchange of values. Negotiation is a rational,
almost impersonal decision‐making process in which, however, the personal feelings and
preferences of the participants do not influence their behavior and decisions to a major extent. The
purpose of the negotiation is to achieve a mutually beneficial agreement, based on subjective
criteria of each participant.
Pure confrontation is a confrontational course of interaction, in which the parties perceive that
their objectives are contradictory and can only be achieved by forcibly imposing their own solution,
for this victory over the opponent must be achieved. Pure confrontation is based on the position of
force between the participants. The parties shall use the methods they deem appropriate in such
situations: threats, attacks, manipulation, etc. The end of pure confrontation cannot be less than
victory/defeat, i.e. imposing the unilateral decision.
An interaction will be successful if each partner achieves a convenient result. So if the partner is
dissatisfied he / she will try to take revenge in the next interactions or sabotage the application of
the decision at the appropriate time.
Changing organisational culture is a complex, often difficult, interaction that can rarely be reported
as problem solving, except in the case of advanced organisational cultures of level 4 or 5, extremely
rare cases for organisations in Moldova. Most of the time, the change in organisational culture can
be achieved through communication (negotiation) or confrontation. The management of the
organisation must not admit the occurrence of conflict, so this process is carried out through
communication (negotiation). However, in the event of conflict, a set of measures must be taken to
reduce tension and orient towards the conduct of the negotiation. It is recommended that the
organisational restructuring process should not be started until divergences are reduced and there
would be no major impediments to the implementation of the restructuring.
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Interaction through negotiation (communication) is the process by which two or more parties,
between which there is interdependence but also divergences, voluntarily opt for cooperation in
order to reach a mutually beneficial understanding, so we can highlight several defining aspects,
namely: the parties engaged in negotiation, their interdependence, their divergences, their
cooperation to solve the common problem and mutually beneficial agreement.
Parties engaged in negotiation (communication) on organisational change often include
relationships between groups: top management in relation to functional and operational
management, functional and operational management in relation to employees or sometimes top
managers in relation to employees, in case of large divergences or management in relation to
employees for smaller organisations.
The interdependence of the parties to achieve organisational change is manifested by the fact that
implementation can only be through cooperation, since the objectives will be achieved only when
there is no resistance to restructuring. In this vein, it is necessary to exclude or at least alleviate
fears about the unknown, to explain the advantages, including personal one as a result of changes,
of including financial and moral incentives that would facilitate organisational change.
Conflicts arising between the parties regarding frequent organisational change are determined by
cognitive divergences involving the existence of different concepts, views or preferences. They not
only consider different solutions, but they also understand the reality they are faced with
differently. Differences of interests relating to the pursuit of different objectives are less common
in the case of organisational change.
Conflicts arising as a result of the change in organisational culture are extremely difficult to manage
and are determined by the fact that certain employees do not accept the values of the organisation.
The organisational culture must be linked to the majority culture of employees and can be
developed by creating a „critical mass” of people who support transformations and would be the
promoters of change. The modalities of development of organisational culture at the individual level
at each stage has been examined previously.
Confrontation is a conflicted course of interaction, in which the parties have contradictory
objectives and can only be achieved by force‐imposing their own solution, for this victory over the
„opponent” must be achieved. The confrontation is based on the power ratio between the
participants. The parties shall use the methods they deem appropriate in such situations: threats,
attacks, manipulation, etc. The end of the confrontation is to achieve victory and defeat the
opponent. Managers’ responsibility is to determine the risk of conflicts and reduce tension before
it is triggered.
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4.5.

Organizational development and process optimization in higher education institutions

At the end of the training activity, the beneficiary / trainee / student will be able to:
Knowledge and understanding
- know the basic concepts and principles of total quality management
- know the stages and elements of the quality evaluation process in HE
- be aware of the role of quality in the process of implementing organisational changes in
HE institutions.
- know the methods of process optimization in HE institutions.
Application
- identify the basic processes and outcomes in the HE institutions
- identify areas where organisational changes are needed
- implement and optimise organisational change processes
- develop project management skills.
Integration
- analyze situations critically and multicriteria
- develop pro‐active, preventive attitudes
- develop innovative thinking
- create a favorable attitude towards change.
4.5.1. Quality concept. Total quality. TQM
The concept of organisational development is impossible without quality indicators. Moreover,
quality is not only in the sense of customer satisfaction (bachelor degree student, master degree
student, doctoral student), but of all processes and stakeholders.
The concept of quality often intersects with the concept of competitiveness. Quality improvement
greatly results in the survival of the organization in a competitive environment, the pace of use of
innovation, the saving of resources and increasing the efficiency of all activities.
It is impossible to talk about quality unequivocally. Quality indicators can often be considered
subjectively, depending on the evaluator. Therefore, the definition of quality is most often
considered from various points of view.
Quality is a general term, applicable to the most different traits or characteristics, whether individual
or generic, and has been defined in different ways by various experts or quality consultants, who
therefore attribute different meanings to that term. In philosophy, quality is defined as a category
that expresses the synthesis of essential things and attributes of objects, as well as processes. In
logics, quality means a logical criterion, after which the judgments of prediction are divided into
affirmative and negative. As regards the concept of quality of products and services in the economy,
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quality is defined as „satisfaction of customer requirements”, „product availability”, „a systematic
approach to excellence”, „compliance with specifications”, „fit for purpose”, etc. 46
According to ISO 9000 standards, quality is „the assembly of characteristics of an entity, which gives
it the ability to meet expressed or implied needs”. According to this definition:
- Quality is not expressed by a single characteristic, but by a set of characteristics,
- Quality is not self‐contained, it exists only in relation to the needs of customers,
- Quality is a continuous and not discrete variable,
- Quality must meet not only the needs expressed, but also the implicit ones.
The same standards recommend that the term „quality” should not be used in isolation, to express
the degree of excellence in a comparative sense or for technical evaluations in a quantitative sense.
To express these two meanings it is preferable to use a qualifier. Often, the following terms can be
used:
 Relative quality, where entities are classified according to their degree of excellence or
in a comparative sense.
 Quality level, in a quantitative sense.
 Quality measure when precise technical assessments are carried out.
Requirements for quality are defined as expressions of needs, or their translation into a set of
requirements, concerning the characteristics of an entity, expressed in quantitative or qualitative
terms, in order to enable the relationship and examination of that entity.
The quality requirements also relate to: ‐ market requirements (of the external customer), ‐
contractual requirements, ‐ internal requirements of the organisation and ‐ the requirements of the
society.
Particular importance is given to the quality requirements of the society. These are obligations
arising from laws, regulations, rules, codes, statutes, etc., and they mainly concern the protection
of life, the health of persons and the environment, the proper exploitation of natural resources, the
conservation of energy.
Quality characteristics are those properties (attributes) of the entities through which the degree of
meeting customers’ needs is assessed at a given time. The characteristics of the quality of services
are: 47
- tangibles;
- reliability;
- responsiveness;
- assurance;
- empathy.
The object of quality can be: organization, process, product, system, person, or any combination
thereof.

46

Olaru Marieta. Managementul calității. București: Editura Economică, 1999, 504p. ISBN:973-590-158-7

Oprean C., Țîțu M., Bucur V., Managementul global al organizației bazată pe cunoștințe. București: Editura
A.G.I.R., 2011, ISBN 978-973-720-363-2, p.646
47
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The aim of quality improvement is to meet customer needs and benefits for all interested groups
(employees, owners, suppliers, subcontractors, etc.) and for the society as a whole.
Total quality
Total quality is a philosophy, an approach, a set of processes, a strategy, or even an organization
policy. Total quality is a concept whose area includes all the activities undertaken by the
organization to determine whether its customers are constantly returning to it and whether they
are turning into traditional and loyal customers and especially if they recommend it to others,
minimizing costs through effective and efficient organization; mobilizing to the maximum the
material resources and the labor force in order to cooperate in obtaining on the market the best
possible position in the respective field of activity. All the elements mentioned are interactive and
all compete to achieve maximum internal efficiency.
The concept of total quality is the combination of four basic elements: systems, process control,
management, staff.
‘Global quality strategy’: total quality is a set of principles and methods organised in a global
strategy, aiming to mobilise the whole organisation to achieve better customer satisfaction at the
lowest possible cost. The concept of total quality: „a global strategy whereby an enterprise,
together with its partners, does everything to meet the requirements of its customers, in terms of
quality, costs and deadlines, by keeping processes under control and by involving management and
staff” (Defounty).48
Main guidelines in defining total quality:
- total quality is an organisation’s quality policy or strategy;
- total quality is a philosophy;
- the concept of total quality is closely linked to the concept of total quality management;
- total quality is the goal, and total quality management is the means to achieve it;
- minimizing costs through effective and efficient organisation;
- mobilizing to the maximum the material resources and the labour force in order to
cooperate in obtaining on the market the best possible position in the respective field of
activity.
All the elements mentioned are interactive and all compete to achieve maximum internal efficiency.
TQM (Total Quality Management)
Quality management. Juran defines quality management through its functions in terms of „quality
trilogy”, or three main management processes: quality planning, quality control and quality
improvement, which are interdependent.
At the same time, Kélada considers that „quality management is a set of activities aimed at achieving
objectives, through the optimal use of resources, which should not be the prerogative of the

48

Conceptul de calitate totală. (accesat: 13.06.2020)
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technicians. Its responsibility lies with the top management and coordinators of each
organisation”.49
According to ISO standards quality management is the overall management function, which
determines quality policy, objectives and responsibilities and implements them within the quality
system, by means such as planning, control, assurance and quality improvement. Quality
management is the responsibility of all levels of management, but the coordination role lies with
the top management of the organisation. The implementation of quality management is carried out
with the participation of all members of the organization.
The quality system is defined as the organisational structure, procedures, processes and resources
necessary for the implementation of quality management.
The concept of total quality management (TQM) can be defined in relation to the concept of total
quality. This is a management philosophy that directs all the activities of the organization to the the
customer in order to achieve long‐term benefits. TQM is based on the idea that nothing is perfect,
from which it follows that everything can be improved. TQM ensures that customer requirements
are met at minimum costs, with the involvement of all the company’s staff, all departments and all
employees of the company are of equal importance.
The defining elements of TQM are as follows:
- the central point of all the company’s activities is quality;
- quality is achieved by involving all employees of the company;
- the company aims to ensure long‐term success by satisfying the customer and obtaining
advantages for its employees and for the society.
At the heart of total quality management are a number of principles: 50
- the principle of customer orientation;
- the principle of continuous improvement;
- the principle of „zero‐fault”;
- the principle of internalization of the relationship between the customer and the supplier;
- the principle of placing quality at the forefront.
The relation between total quality and total quality management can be defined in the following
terms: total quality means continuous satisfaction of customer requirements under minimum costs,
total quality management (TQM) is a concept that ensures that these requirements are met under
minimum costs with the involvement of all the company’s staff.
TQM is a complex process, not some programme, which has an applicable methodology. TQM is a
set of activities aimed at ensuring the simultaneous achievement of the predetermined objectives
by making the best use of available human and financial resources.
The main functions of TQM are: planning, organization, management, control, quality assurance.

49

Conceptul de calitate totală. (accesat: 13.06.2020)
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Ce este Managementul Calitatii Totale (TQM) (accesat: 13.06.2020)

LEADERSHIP&MANAGEMENT

Course support
2020, V01‐r1

www.mhelm.utm.md

IV – 326

Module IV ‐ Change management and organisational development of HEIs

ISO (International Organization for Standardization) is a global federation whose members are
elected from over a hundred national standardization organisations. ISO aims to develop
standardization and facilitate the international exchange of goods and services. The results of the
ISO work are published in the form of international standards, guides and similar documents. The
ISO 9000 family is a group of standards for management systems.
In the contemporary world there are a multitude of quality management systems. The most
widespread and widely used are quality management systems based on international standards in
the ISO 9000 and TQM family. TQM involves applying a philosophy about using resources to provide
zero‐fault educational services. It is in support of TQM that the ISO 9000 family standards have been
developed. TQM appears as a result of ISO standards, management and the specific culture of the
quality education institution.
4.5.2. The concept of quality in higher education institutions
Higher education institutions are public‐professional and scientific service providing organisations.
In the view of ISO standards, the product may be material, immaterial or a combination thereof.
The product offered by higher education is of an immaterial nature, being provided to society in
various aspects: training of specialists in various fields, scientific research.
According to the same standard, the customer is the recipient of a product supplied by the
organization. For higher education the client can be the company (at the macro level) or the job
provider (at the micro/enterprise level).
Quality assurance in higher education has become one of the major subjects at European Union
level. The objective of the relaunched Lisbon Strategy aims to make the Union a more attractive
space for investment and work, promote knowledge and innovation and create more and better
jobs.
The general principles that are promoted by the EQAF (European Quality Assurance Framework)
are:
 Quality assurance is necessary to ensure accountability and improve the education
system.
 Quality assurance policies and procedures should cover all levels of the education
system.
 Quality assurance should be an integral part of the internal management of educational
institutions.
 Quality assurance should include regular evaluation of institutions or programmes
carried out through external monitoring bodies or agencies.
 External quality assurance monitoring bodies should also be subject to regular review
and evaluation.
 Quality assurance should include the context, inputs, process and size of outputs, with
a focus on outputs and learning outcomes.
 Quality assurance systems should include:
o clear and measurable standards and objectives.
o implementation guides, including stakeholder involvement.
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o
o
o
o

resources required.
consistent evaluation methods to associate self‐evaluation and external analysis.
feedback mechanisms and procedures for improvement.
evaluation of widely accessible results.51

Quality in HE, not an easy concept to define, is mainly the result of the interaction between teachers,
students and the institutional learning environment. Quality assurance should ensure a learning
environment in which programme content, learning opportunities and facilities are fit for purpose.
Quality assurance standards in HE are based on the following four principles of quality assurance in
higher education institutions:
1) Higher education institutions have primary responsibility for the quality of their activities and
for ensuring their quality;
2) Quality assurance is adapted to the diversity of higher education systems, institutions,
programmes or students;
3) Quality assurance supports the development of a quality culture;
4) Quality assurance takes into account the needs and expectations of bachelor’s degree
students, master’s degree students, doctoral students, all other stakeholders and society.
Quality assurance standards have been divided into three parts:
I.
II.
III.

Internal quality assurance
External quality assurance
Quality assurance of agencies

However, it should be borne in mind that the three parts are intrinsically linked together and
together form the basis of a European quality assurance framework. Part 2 External quality
assurance recognises the standards in Part 1 Internal quality assurance, making the internal work
done by institutions directly relevant to any external quality assurance process to which they are
subject.
The institutional standards of quality assurance in university declared in the „European standards
and guidelines for internal quality assurance within higher education” include the following:
- the existence of an institutional quality assurance policy and standards. The strategy, policy
and procedures should have a formal status and should be publicly disseminated,
- the existence of specific mechanisms for the approval, monitoring and periodic evaluation
of study programmes and diplomas,
- assessment of students on the basis of transparent criteria, rules and procedures,
- educational institutions must have teaching staff competent to manage teaching, learning
and assessment,
- learning resources must be adequate and close to study programmes,
- institutions have their own information system, accumulating and using information for the
management of study programmes and other activities,

Ghid privind implementarea unui sistem de management al calității. Metodologii, proceduri și mecanisme de
asigurare a managementului calității. Implementat în cadrul proiectului „Calitate in educatie, colegii si
universitati, folosind metode inovatoare si laboratoare noi”, Timișoara.2012, 69p.
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-

institutions should publicly disseminate objective and impartial, quantitative and qualitative
information on study programmes and diplomas awarded.

The basis for the implementation of a quality management system is the clarity and transparency of
the institution’s organisational structure and processes.
In order to ensure a unified approach to quality within HE, it is important to comply with the basic
principles of quality management:52
1) Focus on the client. Identifying and meeting customer requirements must be the starting point
for all activities within the university. In order to meet the requirements, quality improvement
is necessary in all areas of the university’s activity. Only when all workers (teachers,
administrative staff) and all compartments meet the expectations of the client will the
university be able to earn and maintain their trust.
2) Leadership. Management ensures consistency between the purpose of the university and its
internal environment. It must create such an environment in which people can be fully
involved in achieving the university’s objectives, including in the field of quality.
3) Staff involvement. Workers (teachers and administrative staff) are the central element of a
university and their total involvement allows their skills to be harnessed to maximise results.
4) Procedural approach. The application of this principle involves: defining the processes to
achieve the desired outcome, identifying and evaluating the input and output data of the
processes, assessing possible risks, clearly establishing the responsibilities and authority
regarding process management, identifying internal and external clients of the processes,
integrating the processes within the university, in the design of the process will be taken into
account: the sequence of its stages, the measures of control, the training needs of the staff,
the equipment, methods, information, documentation, the material, etc.
5) Systemic approach. The application of this principle involves: approaching the university as an
open system, defining the process system by identifying or developing processes with an
impact on the achievement of defined objectives, structuring the process system to achieve
the objectives in the most efficient way, establishing critical results for carrying out activities.
6) Continuous improvement. The university must continuously improve the competences it
develops. This is made possible by continuously improving all its processes, from marketing
studies in order to identify requirements to ensuring full compliance with these requirements.
7) Arguing decisions with data. Decisions should be based, at all levels of university management,
on data and information analysis.
8) Mutually beneficial relationships with suppliers. In order to achieve this principle in the
university, it is necessary to define the main resources and their suppliers, the expectations of
the institution and suppliers, a mutually beneficial information system with suppliers, a quality
management system to be implemented by the suppliers, the way of documenting relations
with suppliers.

Olaru M., Șavga L. Ghid pentru implementarea unui sistem de management al calității în cadrul instituțiilor de
învățământ superior. Chișinău: Iunie-prim, 2005, 165 p. ISBN 9975-9993-1-X
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4.5.3. The role of quality in organisational change in higher education institutions
Any organisational change (planned or not) will urgently affect the existing quality system. At the
same time, the quality management system aims to continuously improve all processes taking place
in higher education institutions.
The University shall monitor information on the customer’s perception on meeting his / her
requirements as one of the ways of measuring the performance of the quality management system
(QMS).
Change management consists of all the processes of planning, organising, coordinating, training and
controlling measures to replace, modify, transform or change the form and content of the
organisation, with the aim of increasing its efficiency and competitiveness. In this context, the
definition of the concept of „change management” requires the use of management functions
(provision, coordination, organisation and control) in order to ensure a normal functioning of the
system in the new state.53
At the same time, one of the fundamental principles of the quality management system is
continuous improvement. In this context, we can mention that the objectives of quality
management coincide with the objectives of change management. Moreover, quality management
is part of the management of organizational changes. Thus, any change, according to the quality
management system, must go through a number of procedures and rules and comply with the
principles of the organisation and total quality management.
It cannot be missed that the integration of quality management systems has represented a
significant organisational change for all higher education institutions.
Stages of implementation of a Quality Management System (QMS) within higher education
institutions:54
Involvement of the university’s management on the implementation of the quality management
system. The university’s management must demonstrate its involvement in the ongoing
implementation and improvement of the QMS by:
- promoting the basic principles of quality management, the principle to be communicated to
all staff.
- definition of quality policy and objectives.
- ensuring the necessary resources for the implementation and improvement of the QMS.
In order to be able to make the correct decision on how to implement the QMS, the deadlines for
completing the activities to be carried out, the university management should order a quality
diagnosis to be made.

Oprean C., Țîțu M., Bucur V., Managementul global al organizației bazată pe cunoștințe. București: Editura
A.G.I.R., 2011, ISBN 978-973-720-363-2, p.646
53

Olaru M., Șavga L. Ghid pentru implementarea unui sistem de management al calității în cadrul instituțiilor de
învățământ superior. Chișinău: Iunie-prim, 2005, 165 p. ISBN 9975-9993-1-X
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Quality diagnosis – a methodical examination of all university processes, in order to evaluate its
quality performance, in relation to the requirements of customers and other stakeholders.
I

Initiation/information of staff on quality management systems.

In order for the staff to be involved in the implementation of quality management systems it is
necessary to organize training/information programmes for the management apparatus, teachers,
students, auxiliary staff.
The main objectives of this stage are:
 Informing staff about the QMS and its importance,
 Development of the staff initiative in the field of quality,
 Reducing resistance to changing the existing management system,
 Total staff involvement in the conduct of changes.
II

Definition of the university’s quality policy and objectives.

Quality policy is part of the general policy of the university, being approved by its management,
must be developed in such a way as to ensure compatibility with the other sectoral policies of the
university (financial policy, human resources policy, etc.).
The quality objectives must be: in line with the universit’s quality policy, with the commitment of
the university’s management to continuously improve, to ensure that the specified quality
requirements are met.
In order to ensure success in achieving quality objectives, it is necessary to take into account the
following requirements:
- quality objectives must not be a constraint or hindrance in achieving the strategic objectives
of the university,
- must be clearly formulated, in order to be understood by university staff, but also by its
clients, must be realistic, must be measurable.
The quality plan is part of a more general university plan or can be developed separately for certain
activities and processes (especially in the event of significant changes thereto). The quality plan
must define: quality objectives, stages of university processes, attribution of specific responsibilities,
working procedures/instructions, audit and analysis programmes to be carried out at different
stages of university processes, written procedure for modifying and completing quality plans, a
method to determine the degree of achievement of quality objectives, etc.)
III

Establishing the responsibilities and decision‐making competences for the
implementation of the QMS

The university’s management must define the procedural organisation of the university, reflected
in an appropriate organisational structure, with the determination of decision‐making
responsibilities and competences, which facilitate the implementation and permanent
improvement of the QMS.
Three types of activities are found within the quality function of the university: ‐ strategic
management activities (development of quality policy and objectives, at university level), ‐
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operational management activities (planning and control within each field: teaching activities,
scientific research, human resources, etc.), ‐ coordination activities and integration of quality
function, taking into account the fact that all sectoral activities determine or influence the final
quality.
IV

Establishing the overall structure and presentation form of the QMS documentation

The QMS documentation is particularly important for keeping all university processes under control,
facilitating their monitoring and determining the results achieved so that the necessary corrective
or improvement measures are identified. Documents can be structured on three main levels:
 Quality manual.
 QMS procedures.
 operational procedures.
V

Development and administration of QMS documents

University management must establish the documents that will be used to implement and maintain
the compliance of the QMS. It is recommended that the main document used be the quality manual,
which includes: the purpose of the QMS, documented QMS procedures, a description of the
sequences of the QMS processes and the interaction between these processes.
VI

University resource management in order to implement and continuously improve
the QMS

University management must provide the QMS with competent staff in terms of education, training,
skills and experience. It must also identify and provide the necessary resources to ensure
compliance with the specified requirements and to continuously improve this system (adequately
equipped spaces for carrying out activities, necessary equipment, support services for ensuring
activities).
VII

University process management for the implementation of the QMS

The university’s activities are carried out through a ‘process network’. In order to achieve and
continuously improve results, in relation to the requirements of external and internal clients,
management must identify, organise and manage the university’s process network and their
interfaces. Among these processes we mention:
- selection of candidates (admission);
- drawing up education plans;
- elaboration of analytical programmes;
- elaboration of course notes, textbooks, etc.;
- teaching and learning, knowledge assessment
- scientific research.
VIII Continuous evaluation, analysis and improvement of results
The university’s management will define and implement the evaluation and monitoring activities
necessary to ensure compliance of the quality management system with the specified requirements.
At the same time, possibilities to improve the effectiveness of the QMS will be identified. To this
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end, account shall be taken of the results of the satisfaction assessment of external and internal
clients, internal audits and the results of the assessment of acquired competences in relation to the
defined requirements.
Organisational changes and continuous improvement. The principle of continuous improvement
refers to the activities carried out in each process with a view to improving the performance of all
processes and the results of these processes, in order to ensure that customers’ needs are better
met under efficient conditions. The purpose of the improvement activities is therefore to achieve a
level of quality, higher than that planned, i.e. that laid down in standards or specifications.
The educational institution must continuously improve its effectiveness of the QMS by using the
quality policy, quality objectives, audit results, data analysis, corrective and preventive actions and
management analysis.
Thus, for higher education institutions it is necessary to carry out the following activities in order to
ensure continuous improvement:55
- continuous improvement of the institution’s processes;
- establishment and evaluation of performance indicators;
- forming an organisational practice and culture so that the instrumentation of continuous
improvement is used (e.g. PDCA cycle ‐ plan‐do‐check‐act);
- establishing strategies, tasks and shortcomings related to the organisation of improvements;
- developing a system of motivating staff for the successes achieved in the continuous
improvement process.
The University must act to eliminate the cause of non‐compliance in order to prevent their repair.
In this context, there are highlighted the notions of:
o Compliance/non‐compliance – meeting/not meeting specified requirements (in standards or
other documents of a normative nature)
o Corrective action – action taken to eliminate the causes of detected non‐compliance or other
undesirable situations.
o Preventive action – action taken to eliminate the causes of potential non‐compliance or
other undesirable situations.
Tools and techniques specific to continuous improvement56

 PDCA cycle (Deming’s Plan‐Do‐Check‐Act) – is considered the basic cycle of any quality
improvement action, is the sequence of activities for improvement, highlighting that it is
essential to understand and properly assess the consequences before acting.

 Plan – the given situation is analyzed, establishing what is desired in the future. It shall then
assess to what extent the system can meet the requirements, what changes are needed for
this purpose, what are the most important results to be obtained, what new information is
needed.

Șavga L., Maleca T., Țurcanu Gh., Nicolaescu M., Jalencu M., Șavga Gh. Concepția sistemului de management al
calității în instituțiile de învățământ superior. Chișinău: Ed.ASEM, 2006, 313p. ISBN: 978-9975-75-105-6
55

56 Șavga L., Maleca T., Țurcanu Gh., Nicolaescu M., Jalencu M., Șavga Gh. Concepția sistemului de management al
calității în instituțiile de învățământ superior. Chișinău: Ed.ASEM, 2006, 313p. ISBN: 978-9975-75-105-6
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 Do – applies (tests) the improvement plan to get the first information on its possible effects.
 Check – the results (effects) of the implementation or testing of the improvement plan are
evaluated, identifying the critical points.

 Act – the results are studied and if the expected improvements have been achieved,
measures are taken to: make the necessary changes in the procedures, develop new
standards or amend existing ones, to agree them with the solutions envisaged. These can
continue to be improvements through a new plan, thus resuming the cycle.
The system of suggestions – is considered to be the simplest technique used in the strategy of
continuous improvement, involves the collection of the suggestions for improvement made by the
university staff. It involves the following stages:
I.
II.
III.
IV.

Forming the mechanism of the transparent suggestion system by concisely using
methods of accumulation, processing and management of suggestions/information;
Workers are encouraged to make suggestions to improve their own work and of the
group they are part of;
The management of the compartments emphasizes the training of workers so that
their suggestions are relevant;
Workers analyse the suggestions made, with the help of management, taking into
account their economic impact.

The „5S” method involves the coordinated conduct of the following categories of activities:
S1 – removal of all that is useless from the workplace: scraps of materials, unused equipment,
outdated documents;
S2 – ordering the remaining useful objects after S1 and preparing them so that they can be used
at any time;
S3 – ensuring the cleanliness of all the space affected in the workplace and all objects that are in
this space;
S4 – maintaining perfect hygiene and pleasant environment in the workplace;
S5 – strict adherence to established working procedures.
4.5.4. Quality evaluation in higher education institutions
Quality, quality assurance and therefore quality management has practical implications for all
performance indications – something that is practically known and recognised. The university’s
management must ensure an appropriate system for evaluating, analysing and improving the results
achieved. To this end, account shall be taken of the results of the performance assessment of
external and internal clients, internal audits and the results of the assessment of acquired
competences in relation to the defined requirements.
Assessing the satisfaction of external and internal clients
Among the most important sources of information we can name: the results of the evaluation of
the identified requirements of external and internal clients, informational feedback on the
satisfaction of internal and external clients, information on the offer of other universities.
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Internal audit of the QMS
The institution shall organise audits of the QMS on the basis of documented procedures to ensure
compliance of the system with the specified requirements.
Internal audits shall be carried out for:
- determining the conformity of the university QMS elements with the requirements specified
in the reference documents;
- determining the effectiveness of the QMS in achieving the objectives set in the field of
quality;
- verification of the application of the university policy and that the objectives are achieved;
- identifying opportunities to improve the university’s QMS;
- certification of the university’s QMS.
External evaluation of the QMS
Quality in higher education is given by the extent to which the activities of the institution offering
educational programmes satisfy and maintain certain academic standards. In these circumstances,
ANACEC (National Agency for Quality Assurance in Education and Research) is intended to provide
confidence in higher education quality standards. One of the principles that forms the basis of
ANACEC is transparency. All actors interested in the development of higher education, from higher
education institutions, students, parents, employers, the society as a whole, need as transparent,
explicit and precise information on the quality and level of study programmes, as well as the level
of qualification of graduates holding different titles and university degrees. It is the central role of
the Agency to define clearly, explicitly and publicly the standards and reference criteria for its
evaluation processes.
According to the Methodology for external quality evaluation, study programmes and educational
institutions are subject to external quality evaluation every 5 years or at the end of the period of
authorisation for provisional operation or their accreditation.57 58
Accreditation (in education) – external evaluation process of the quality of the study programme
and/or the educational institution, materialized by the issuance of an act granting the institution
the right to carry out the learning process, to organize admission to studies and examinations for
completion of studies, as well as the right to issue diplomas, certificates and other study documents
recognized by the Ministry of Education, Culture and Research.
Evaluation criterion – level of performance through which the possibility of achieving certain
objectives and/or standards can be examined. The criteria relate to each of the established
accreditation standards and represent the fundamental aspects of the organisation and functioning

Brătianu C., Atanasiu G., Asigurarea calității în invățământ superior din Marea Britanie. București:
Ed.Economică, 2002, 144p. ISBN 973-590-665-1
57

58
Metodologia de evaluare externă a calității în vederea autorizării de funcționare provizorie și acreditării
programelor de studii și a instituțiilor de învățământ profesional tehnic, superior și de formare continuă. /
ANACEC, Chișinău: S.n., 2016, ISBN 978-9975-87-133-4
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of a study programme/educational institution. Each criterion corresponds to a set of performance
indicators and evaluation standards.
Internal evaluation/self‐evaluation of the quality of education – a process carried out by the
institutional structures responsible for quality assurance, on the basis of an institutional regulation,
in accordance with national reference standards, consisting of systematic data collection on the
educational/research process, questioning employees, students, graduates, employers and other
beneficiaries, reflecting the results and performance of the work of teachers, scientific staff and
other actors involved in the work of the educational institution, with the aim of drawing up a self‐
evaluation report.
External evaluation of the quality of education – a complex process of analysis of the quality of a
study programme provided by an educational institution or the quality of the educational/research
process of an educational institution, as well as the presentation of recommendations for quality
improvement. The external evaluation of the quality of education shall be carried out on the basis
of the analysis of the self‐evaluation report of the study programme/educational institution and the
evaluation visit of the Agency’s expert evaluators or another external quality evaluation agency
listed in the European Quality Assurance Register for Higher Education (EQAR).
Performance indicator – measuring tool indicating the characteristics of a particular criterion for
evaluating the quality of the study programme and the activity of the educational institution. The
mode of manifestation and the level of achievement of each performance indicator shall be
reflected in the evaluation standards.
The minimum level of performance indicators corresponds to the requirements of a mandatory
minimum evaluation standard. Maximum levels meet reference standards, are optional and
differentiate the quality of education/research in educational institutions hierarchically,
progressively.
Evaluation standard – measuring tool, associated with a performance indicator, which reflects the
requirements imposed on the quality of the study programme and the activity of the educational
institution and allows the level of achievement of these requirements to be determined. The
evaluation standard describes (quantitatively and/or qualitatively), with a certain level of detail, the
requirements and conditions to be met and is the basis of the evaluation conclusions.
The evaluation standards are of three types:
- measurable (measured in percentages or in own units: number of publications, square
meters, etc.);
- bivalent attributes (appreciated by yes/no) and
- multivalent attributes (appreciated by quality levels).
Each evaluation standard corresponds to a numerical value ranging from 0 to 1. Mandatory
minimum evaluation standard – the requirement/condition imposed on the quality of the study
programme and the activity of the educational institution in relation to a performance indicator.
The mandatory minimum evaluation standard shall reflect an acceptable and mandatory minimum
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level for the authorisation or accreditation of the study programme/educational institution and shall
be established by national regulatory acts or international practices in the field.
The process of quality evaluation of a higher education institution or/and a study programme
provided by such an educational institution is based on the following fundamental principles:59
1) accountability – quality assurance falls within the competence of each educational institution,
which is publicly responsible for its results and performance, the information provided in self‐
evaluation reports and other documents subject to quality evaluation and is obliged to correct,
within a reasonable time, the shortcomings detected in the external quality evaluation;
accountability is of deontological, normative and social nature;
2) European reference – higher education institutions in the Republic of Moldova ensure quality
standards in accordance with the provisions of the Bologna Process, the Copenhagen Process,
those in the European Higher Education Area, the European Research Area, in order to achieve
confidence in the quality of studies, academic mobility and recognition of qualifications and
study documents;
3) institutional autonomy – in the process of external quality evaluation, the autonomy of
educational institutions with regard to institutional administration, heritage management,
personnel policy and resources, the establishment of the educational and research mission
undertaken, its organisation and functioning independent of any ideological, political or
religious interference is respected;
4) continuous quality improvement – activities in the education system are systematically
related to national reference standards and national and international best practices in the
field of quality assurance and promotion of quality culture;
5) transparency – quality assurance is achieved by all actors involved by promoting transparent,
publicly made and responsible procedures for the entire educational process evaluated;
6) objectivity – in the external quality evaluation process, the Agency shall ensure objectivity,
fairness and validity of actual results and performance in strict compliance with its
Methodology, and the actors involved shall honestly and rigorously identify achievements and
gaps;
7) cooperation – the quality evaluation carried out by the Agency is based on cooperative
relations with all actors involved, collaboration and mutual trust between the actors involved
who have the common aim of ensuring quality in education;
8) non‐discrimination – the quality evaluation process ensures the exclusion of any acts of
discrimination, on the basis of unfounded and illegitimate considerations, educational
institutions, the study programmes offered and all actors involved and is carried out with
respect for human rights, equal opportunities, gender, age, racial, ethnic, linguistic, religious,
cultural and political affiliation of persons, in accordance with the provisions of the legislation
in force.

59
Metodologia de evaluare externă a calității în vederea autorizării de funcționare provizorie și acreditării
programelor de studii și a instituțiilor de învățământ profesional tehnic, superior și de formare continuă. /
ANACEC, Chișinău: S.n., 2016, ISBN 978-9975-87-133-4
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Accreditation standards in higher education
I.

II.

III.

IV.

V.

VI.

VII.

VIII.

IX.

X.

Policy for quality assurance – 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 programmes – 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 the intended learning outcomes. The
qualification resulting from a programme should be clearly specified and
communicated, and refer to the correct level of the national qualifications framework
for higher education and, consequently, to the Framework for Qualifications of the
European Higher Education Area.
Student‐centered learning, teaching and assessment – 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 – 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 – 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 – Institutions should have appropriate funding
for learning and teaching activities and ensure that adequate and readily accessible
learning resources and student support are provided.
Information management – Institutions should ensure that they collect, analyse and
use relevant information for the effective management of their programmes and other
activities.
Public information – Institutions should publish information about their activities,
including programmes, which is clear, accurate, objective, up‐to date and readily
accessible
On‐going monitoring and periodic review of programmes – 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.
Cyclical external quality assurance – Institutions should undergo external quality
assurance on a cyclical basis.

4.5.5. Business process reengineering (BPR)
According to the definition of the ideologues of conception, M. Hammer and J. Champy, „Business
process reengineering (BPR) requires fundamental reinterpretation and radical redesign of the
business processes of current companies to considerably improve the main indicators of their
business: value, quality, services and rhythm”.
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According to Michael Robson and Filipp Ullah, „Business process reengineering is a tool, specially
designed to be used in situations that require large‐scale changes and that the old process
improvement schemes are unable to provide. This does not, however, mean that BPR can substitute
continuous improvement processes. Once you have done the reeinging of a process, then you will
need other methods of continuous improvements, of a technological nature, that must be applied
in order not to lose in the future”.60
The conceptual characteristics of reengineering are:
Fundamentality. In order to develop the programme for reengineering in a higher education
institution, the university needs to put on the agenda some fundamental questions about the basic
processes and the nature of their work: ‘Why do we deal with what we do? And why do we do that?’
By asking such fundamental questions, people often find themselves forced to look at the rules and
assumptions already established on the basis of which they manage their organization. And very
often these rules turn out to be outdated, irrational or even unacceptable.
Radiquality. This word is a derivative of the Latin word ‘radix’, which means ‘root’. Radical redesign
means examining the very roots of phenomena: it is no longer enough just to make cosmetic
changes and to transfer existing systems, but to give up everything that has become obsolete.
Vitality. Reengineering has nothing in common with small partial or surplus improvements, as it is
intended to ensure an overall increase in efficiency, and as a result, essential improvements are
produced. The latter are achieved by decisively ridding all the old, outdated things and replacing
them with new ones of great vitality.
The fourth and possibly main component of reengineering is business‐processes, because the main
idea of conception is to change the fundamental principles of organization of companies and move
towards processes, not functions. In this vein, the object of reengineering is the business‐processes
that take place in an organization.
Like any process, the business‐process has an input (beginning), a certain number of steps (stages)
and an output (final). At the input the collection, systematization and analysis of management
information takes place, at the output the result of the business‐process, or, the degree of
satisfaction of the requirements of customers, consumers of those goods or services is calculated.
Throughout the basic business process, insurance processes (auxiliary) and managerial processes
perform their function.
In processes undergoing reengineering restructuring, the following changes occur:
- several works are merged into one:
- decisions shall be made by the employees themselves;
- the stages of the process are done in the natural order;
- processes may have several variants;
- works are organised where they can be carried out as efficiently as possible;

Dorogaia I. Problemele reengineering-ului business proceselor în crearea unui sistem eficient la întreprindere.
Tz.dr.în șt.econ. 2006
60
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decreases the number of inspections and controls;
the need for coordination is minimised;
the situational manager makes only one contact with the external environment;
centralised and decentralised mixed operations predominate.

The need for reengineering is conditioned by the advanced dynamism of the contemporary world,
the relentless and essential changes produced in the interior and exterior environment of
universities. Prosperous organisations, wanting to continue to maintain their competitiveness, are
always forced to change their strategy and tactics. The current consumer of educational services
(bachelor’s degree student, master’s degree student, doctoral student) has become more
demanding – he/she has the opportunity to choose educational institutions from the Republic of
Moldova or abroad, but also technologies and information. That is why the service provider
(institution) is always forced to adapt to both new technologies and the requirements, which are
constantly changing, of its clients: the modification of business projects has evolved into a tactic of
the daily activity and life of companies, and the inert nature of the old structure prevents their
survival.
At the same time, the process of carrying out radical changes is continuous, which allows institutions
to refine and reorganize their own processes, i.e. to adapt to the change of the external
environment, which precisely corresponds to the main requirement of strategic management. After
the reengineering is implemented, the organization becomes the subject of permanent
transformations.
Under the impact of reengineering, everything changes: the tasks of the work, as well as the people
who are able to execute them, the relationships between these people and managers, the plans for
the personal development of employees, the methods and procedures of estimating and paying for
work, the roles of managers and leaders, and even the ideas and the way of thinking of the
collaborators. In other words, under the influence of cardinal changes, the organization’s
management system is changing.
Reengineering refers to the analysis and changes in the fundamental components of the company’s
activity: strategy; processes; technology; reorganization; culture.
The higher education reengineering project must meet the following general project criteria:
 Orientation towards the achievement of certain concrete goals and results.
 Coordinated execution of a large number of interdependent actions.
 Time‐limited duration, with a beginning and an end.
It is also necessary to take into account the fact that the main distinguishing feature of this project
is the idea that it is only one‐use, and that the reengineering project has a well‐defined purpose and
a certain deadline for implementation.
From the point of view of the systemic approach, the reengineering project should be seen as a
process of transition from the initial to the final state – the result of a series of restrictions and
mechanisms.
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The university, from a system point of view, represents „a structure of potential and processes
oriented towards a specific purpose”.
Principles of the systemic approach to reengineering in universities:
- precise formulation of concrete goals at the initial stage of the decision‐making process;
- the need to examine the problem as a whole, as a single system and to reveal all the
consequences and interdependencies of each particular decision;
- identification and analysis of alternative ways of achieving the objective laid down;
- the objectives of the subsystems must not be contrary to the objectives of the whole
programme, the system;
- ascent from abstract to concrete;
- revealing relationships with diverse qualities and their interdependence;
- the unity between analysis and synthesis, between logic and history.
The reengineering policy involves going through several stages:
1) Planning and launching the project. This is where the initial team composition and training
comes in, the definition of the purpose, the time planning of the project, the appointment of
consultants (experts from inside or outside the organization);
2) Analysis of the current situation of the institution: definition of processes, study of the clients
and employees of the organization, analysis of existing technology;
3) Elaboration of the solution: redesign of processes, technology and organization chart;
reconfiguration of the responsibilities and authority of each employee / post;
4) Study of the solution developed previously: analysis of implementation costs and expected
benefits, possible development of a business plan, presentation of the solution;
5) Solution development: detailed definition of processes, elaboration of the need for technical
and human potential, training plan, implementation planning, etc.;
6) Implementation: can be carried out either on individual phases or processes or on pilot
compartments within the organization, measuring effects, culminating in implementation at
the level of the entire organization;
7) Continuous development: continuous improvement and analysis of new systems or processes
introduced by reengineering.
The successful development and implementation of a reengineering policy will have to benefit from
the support (decision involvement) of senior management in the organization. The changes that are
expected to occur as a result of reengineering – affect the processes in the organization, technology,
organization chart, etc. Any change in these areas requires a consumption of resources (financial,
human, etc.), lack of support from management can affect the allocation of these resources at some
point. This situation may signify the threshold between the success or failure of reengineering.
Reengineering involves changes in people’s culture and behaviour, in technology and processes. As
a result, there are a multitude of factors that hinder the effective implementation of reengineering,
restricting the possibilities of innovation and continuous improvement of the activities of
organizations. Among these factors we can list:
- the attitude of the staff of the higher education institution (from the highest levels of
management to the employees in the „basement” of the organization chart: an explanation
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for this would be that the purposes of reengineering are not always well founded and
therefore confusion is created among those interested);
the university’s organizational culture;
limited amount of resources;
withholding from the computerization of the work.

Analyzing and studying the procedural approach in the total quality system and comparing the
characteristic peculiarities with the features of reengineering, we can establish a close mutual link
between these two concepts, having as points of support:
- firstly, the unity between the subject matter of reengineering and the quality system under
investigation, namely business‐processes;
- secondly, the orientation in the same direction of business processes – towards meeting the
needs and requirements of the customer;
- thirdly, quality, which goes through all stages of the organisation’s work and is the
fundamental principle of both TQM and reengineering of the business‐processes;
- fourthly, the permanent changes in both organisations subject to reengineering and
organisations implementing TQM;
- ‘value added method’, used in both conceptions.
By comparing the business‐process reengineering with the TQM principles we conclude: the
company that implements the TQM system, based on the process approach, does not make cardinal
changes in its work, but identifies the processes already existing within it and strives to perfect them,
while the reengineering replaces the existing processes with new processes. In other words, the
company subject to radical changes cannot substitute reengineering by implementing a quality
system based on the principles of the procedural approach.
In the evolution of the education system in the Republic of Moldova such a revolution, which is
associated with fundamental changes and related to the reform of the higher education system,
took place at the time of the transition to the Bologna system. During this period, all higher
education institutions implemented business reengineering processes, and after reorganization
implemented quality management systems.
4.5.6. Business process improvement (BPI), bussiness process redesign (BPR),
Business process improvement (BPI)
Business process improvement (BPI) is a management exercise in which organization leaders use
various methodologies to analyze their procedures in order to identify areas where they can
improve accuracy, effectiveness and/or efficiency and then redesign those processes to achieve
improvements. Business process improvement or BPI works by identifying employee operations or
skills that could be improved to encourage easier procedures, more efficient workflow and overall
business growth. This process can also be called functional process improvement.
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BPI goal: Organizations use BPI to find ways to reduce the time it takes to complete processes,
eliminate losses and problems in these processes, and/or improve the quality of services produced
through these processes.61
There are a lot of different business improvement methodologies ‐ processes, but the general idea
is usually the same ‐ taking your old processes and finding ways to improve them.
Key steps to launch an effective process improvement initiative

 Improving the company’s culture
There is a big difference between building a process improvement programme and a process
improvement culture. Building a culture that perfects the improvement process requires identifying
the behaviours that you want employees to exhibit on a daily basis. The successful preparation of a
culture of continuous improvement of the process involves the following:
- employees propose ideas and discuss suggestions;
- there is no difference in how different employees perform exactly the same work;
- all employees understand their roles and how their performance is linked to results;
- each employee is focused on continuous improvement of work processes;
- consistency of stress between departments.

 Linking process improvement to key objectives
Employees need to see the link between their efforts to improve the processes and the mission of
the higher education institution. By connecting process improvement strategies to organizational
objectives, you will be able more to win employee support from all directions.

 Requesting employee feedback
Employees are the best embodiment of the company’s processes. They perform the same tasks on
a daily basis and often have first‐use information about the strengths and weaknesses of the
procedure. Employee suggestions and feedback can play an extremely vital role in improving
processes.

 Optimizing day‐to‐day operations
Many companies are unable to grow because they spend all their energy to repair broken processes.
While addressing bottlenecks and other problems is an important part of improving processes, a
more productive approach is to evaluate procedures that are not breached. Sometimes this can be
achieved by adjusting as little as a minor change to the order entry process. Fully optimized
processes can work wonders for your organization’s effectiveness.

 Strengthening training programmes
It should be noted the company’s emphasis on improving the process first during the hiring of
employees and then gradually during the training process.

61

Business Process Improvement (accesat: 13.06.2020)
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 Using combined learning
The training programme should involve employees using a multi‐media approach involving a
combination of live and online learning activities. A learning management system (LMS) also uses a
standardised online approach to training, which provides a quantifiable means of assessing the
effectiveness of training. Below are some key reasons why an LMS facilitates process improvement:
- an LMS allows companies to measure and improve after the success of employee training;
- companies can monitor training completion rates using integrated analyses;
- the knowledge acquired can be measured by an online examination after completion of the
training;
- companies can measure employee satisfaction with the online training process.

 Empowering employees
By delegating key responsibilities to improving the process to managers, you help ensure that key
employees remain actively engaged. In addition, managers are aware of the areas of key issues that
require sustained attention. Some strategies for empowering employees to manage process
improvement include the following:
- assign a team of employees to conduct an internal audit to improve processes,
- set up regular reporting procedures to track results,
- delegate the responsibility to employees who constantly shape process improvement
behaviours.

 Using process improvement tools
Some operational inefficiencies can be easily addressed. However, more complex issues are best
addressed with new software or workflows that help prevent bottlenecks and ongoing operational
challenges faced by organisations. Process improvement tools used by companies to identify and
solve problems are:
 Process mapping – a methodology for constantly reevaluating the efficiency of
processes, creating work diagrams to identify processes;
 Scatter charts – chart showing two variables along two axes to illustrate a correlation;
 Histograms – illustrations of frequency distributions
 Cause and effect charts (Ishikawa)
 Pareto analysis – principle that 80% of problems are caused by 20% of causes

 Focusing on long‐term success
The most successful initiatives to improve the process value future solutions through short‐term
solutions. Obviously, there will be obstacles during the focus on improving the process. Success
requires patience and a long‐term commitment to documenting strategies and results from start to
finish. This allows you to review the execution in detail to determine when and where a process has
started.

 Rewarding employees
Linking incentives and bonuses to process improvements is an effective way to stimulate employee
interest in improving the process. Below is a step‐by‐step process to reward employees for
remaining engaged in process improvement strategies:
LEADERSHIP&MANAGEMENT

Course support
2020, V01‐r1

www.mhelm.utm.md

IV – 344

Module IV ‐ Change management and organisational development of HEIs

1.
2.
3.
4.

Identifying specific process objectives for employees to achieve;
Achieving employee reward objectives;
Choosing rewards that are relevant to employees;
Ensuring that employees also know how achieving their objectives influences the
achievement of the company’s objectives.
 Support from a process improvement expert
Not all process improvement strategies produce desirable results. The best way to get the results
you want for your organization is to seek the guidance of an experienced professional.
Business process redesign (BPR)
This concept refers to the redesign of a business‐process, if the redesign is cardinal, this process is
often called the reengineering of the business process. Although, redesign is not always
reengineering. If the redesign partially affects the performance of the organization, only one part of
the process will be changed, then it is the business‐process redesign.
Under the conditions of redesign, you must:
- or the vision of the updated process,
- or be tested the ideas of the project team dealing with the redesign,
- or be documented a new business‐project,
- or be collected feedback from interested parties and adjusted the updated design of the
project.
At the end of the redesign the organization must have the entire package of documents describing
the redesigned business‐process and stakeholders.
The principles of KAIZEN philosophy for continuous development
KAIZEN – more specifically „Continuous Improvement”. KAIZEN Japanese philosophy simply says
that with small daily improvements over time, improvements are produced with a major positive
impact on life. It focuses on continuous improvement in all aspects of life, including in the business
environment.
The Japanese word KAIZEN consists of two words KAI – change and ZEN – harmony/good – change
for the better or continuous improvement or we can call it the „secret” of Japanese efficiency. It is
the principle that brings progress with small steps and that never ends. Until 1985, there was only
one Japanese word that said ‘always better’. Professor Masaaki Imai transformed it into a new
managerial principle – Kaizen – management of continuous improvement – when he published the
book „Kaizen: The Key to Japan’s Competitive Success”. Kaizen requires small investments, but
imposes sustained efforts to maintain achievements, leading to a gradual and constant change in
which everyone from manager to last employee is involved. Participation in the improvement shall
be made individually or in groups specially set up to solve problems.
The main components of KAIZEN philosophy: customer orientation, TQC (total quality control),
robotics, QC (quality circles), system of proposals, automation, discipline at work, TPM (universal
equipment care), KANBAN, quality improvement, right on time system, zero faults, small group
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work, cooperative relations between managers and workers, increased productivity, design of new
products.62
KAIZEN – 10 principles 63:
1) Never stop improving – there is always something that can be improved in our lives: a new
habit, a new skill, a new hobby, etc.
2) Eliminate old practices – because life is constantly changing you cannot apply the same
methods and expect different results. Life is progressing and we all want to evolve. Then you
need new methods: you can try simple new things every day: another way to the office,
another way to drink your coffee/tea, changing your place of meal, etc.
3) Be proactive – it is important not to improve your excuses but your actions. Do you want
something? Take the first step, and the second, and the third, otherwise it is just going to be
a desire that turns into frustration. See the end not the obstacles on the way.
4) Don’t assume that the new methods will work – even more so in your life – it is not necessarily
that a functional method for someone will be functional for you. After all, it is about improving
and testing.
5) Make corrections – adjust – recognize where you have something to improve and start from
there. Small corrections bring results over time. Ultimately it is about trying, testing and
continuous improvement.
6) Empower friends, family to help you/support – you can tell them the plan and they can
encourage you, monitor you, etc.
7) The opinion of the crowd – ask for more opinions – as in the case of number 6, only from
people who are informed and who want to support you.
8) Practice the 5‐Why method? – Maybe the ‘problem’ found is just on the surface. To be able to
get to the root of the situation it is good to use the method of 5‐why, consecutively. Why don’t
I have time? Why can’t I do it? Why am I doing this? Why do I have to do this? Why can’t I get
it otherwise?
9) Be economical – not mean – be careful that there’s a difference – monitor your finances and
see what you can give up and what you can improve as an expense.
10) Don't stop – the improvement never stops. The one who says he/she no longer needs to learn
or change anything – he / she is the first to need it.
Kaizen philosophy for universities: all activities must be carried out by: 64
- the belief that quality assurance is the central objective of the organization;
- improving customer satisfaction;
- encouraging employees to set permanent objectives;
- improvements are made by each employee (teacher) in all activities;

Масааки Имаи. Ключ к успеху японских компаний.Moscova: Alpina Business Books, 2007, 276 p. ISBN 9785-9614-0561-3
62

10 principii KAIZEN pe care le poti aplica in viata ta… de AZI https://www.angelraducanu.ro/10-principii-kaizenpe-care-le-poti-aplica-in-viata-ta-de-azi/ (accesat: 13.06.2020)
63

Șavga L., Maleca T., Țurcanu Gh., Nicolaescu M., Jalencu M., Șavga Gh. Concepția sistemului de management al
calității în instituțiile de învățământ superior. Chișinău: Ed.ASEM, 2006, 313p. ISBN: 978-9975-75-105-6
64
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the preparation of supervisors to carry out their tasks under the quality improvement
programme;
the use of the PDAC cycle and the necessary instrumentation;
continuous improvement of activities based on the use of quantitative and qualitative
methods;
elaboration of indicators of ‘improvement measure’ and recognition of the perceived
improvement by those around them (users, society, etc.);
improvement of the system of relations with suppliers;
reflecting the improvement of the system, processes, services in appropriate documents;
improving the effectiveness of the organisational structure;
systematic improvements in each department/subdivision;
reducing redundant activities, increasing the efficiency of employees;
continuous improvement of the quality of university benefits and increased
competitiveness;
awareness that the quality improvement programme is ongoing.
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