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Welcome Address from the Chairmen

It is our great pleasure to welcome you to the 14th QMOD conference. During the
last 14 years the QMOD conferences have been organized in China, Slovenia,
Denmark, Sweden (three times), France, Korea, Mexico, Italy (two times), UK and
Germany. The QMOD conference has become one of the largest scientific
conferences in the world within the research fields of Quality and Service Sciences.
The yearly QMOD conference has also proven to be a true forum where academics
as well as practitioners from all around the world exchange their knowledge and
experiences and thereby build a '\QMOD Community'. Through this forum, we have
discussed and shared our latest research and experiences in order to be able to
draw a more accurate picture of organizational and business realities and thereby to
improve our diagnosing capabilities of current problems and improvement
opportunities.

Business environments are constantly evolving towards higher complexity. Hyper
competition, increasing importance of intangible assets, cultural and ethnical
diversity, quality of life, environmental sustainability, and corporate social
responsibility are among many issues challenging modern management theories and
practices. Although these issues seem to be 'stand alone' issues, we dare to say that
behind these issues there is a shared vision which we call our dreams of excellence.

For the 2010 QMOD Conference we ‘created’ and introduced two new vocabularies
of LearnAbility and InnovADbility. Both concepts are about meta-skills. LearnAbility is
ability/ capability to study and learn while InnovAbility is about ability/ capability to
innovate. Both are Meta competences because it's not about to learn and innovate
for a certain, single project. Rather they are a way of life and a way of being for
people and organizations. The theme of this year's QMOD Conference, which is
exactly the same as last year, is LearnAbility, InnovAbility and SustainAbility, three
words that we believe will become increasingly important for attaining quality and
service excellence in the rapidly changing post-modern world. The three words or
concepts, which we still need to understand better, are interdependent and together
they form a powerful system for recovery and for attaining our dreams of excellence.
The precondition for InnovAbility is LearnAbility. Without studying and learning no
innovation, and. studying/ learning without innovation is waste of resources. The
quality of studying and learning will determine the quality of innovation.

SustainAbility (ability/ capability to sustain) will be assured through continuous
innovations which are based on continuous study and learning. In other words
LearnAbility is the precondition for InnovAbility which is the precondition for
SustainAbility and in this way the three concepts are interrelated and thereby
inseparable. It is our hope that participants of this QMOD Conference will contribute
with their knowledge and experiences in building such a powerful system for recovery
and for attaining excellence in the organizations and communities where they live.

Su Mi Dahlgaard-Park & Jens J. Dahlgaard, Dr. Professors

QMOD Founders and Conference Chairs
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Welcome address from the Local Organizers
We are honored to welcome you to the 14th QMOD conference on Quality and
Service Sciences ICQSS 2011, August 29 — 31, at Tecnun, University of Navarra in
San Sebastian, Spain.

The aim of this conference is to establish a forum in which participants can exchange
ideas and opinions about the major topics of this conference: From LearnAbility and
InnovAbility to SustainAbility. Among the participants are different researchers and
practitioners from different countries and cultures.

We would like to express our gratitude to all the authors for contributing their work.
Special thanks go to the members of the Scientific Committee for their invaluable
effort in reviewing all the papers. Therefore, we will do our best making this
conference to be a success for you.

We thank all our sponsors for their trust and support and all the people who have
directly or indirectly helped in making this conference possible. We hope that you will
all have a great and productive time during the conference. Apart from learning from
the interesting and challenging scientific contributions, we encourage you to enjoy
the rich social program which we have prepared for you. It is with great enthusiasm
that we have developed a program that we hope will meet your expectations for a
quality conference.

Carmen Jaca, Elisabeth Viles, Ricardo Mateo, Javier Santos, M2 Jesus Alvarez
Organizing Committee
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Conference Founders and Chairs

e Dr. Prof. Su Mi Dahlgaard-Park, Lund University, Sweden
e Dr. Prof. Jens J. Dahlgaard, Linképing University, Sweden

Local Conference Organizers
e Dra. Carmen Jaca, Tecnun University of Navarra, Spain
o Dra. Prof. Elisabeth Viles, Tecnun University of Navarra, Spain
e Dr. Prof. Ricardo Mateo, University of Navarra, Spain
e Dr. Javier Santos, Tecnun University of Navarra, Spain
e Dra. M. Jesus Alvarez, Tecnun University of Navarra, Spain

International Advisory Board

Dr. Prof. Bo Bergman, Chalmers University of Technology, Sweden
Dr. Prof. Chi-Kuang Chen, Yuan Ze University, Taiwan

Dr. Prof. Adam Hamrol, Poznan University of Technology, Poland
Dr. Prof. Xavier Tort-Martorell, ETSEIB (UPC), Spain

e Dr, Prof. Hakan Wiklund, Mid Sweden University, Sweden

e Dr. Prof. Petra Winzer, Wuppertal University, Germany

e Dr. Prof. Ralf Woll, Brandenburgische University, Germany
e Dr. Prof. Klaus Zink, University of Kaiserslautern, Germany

Scientific Committee
e Dr. Prof. Su Mi Dahlgaard- Park, Lund University, Sweden (Chair)
e Dr. Prof. Jens. J. Dahlgaard, Linképings University, Sweden
e All session chairs (see program)

Cooperating Journals:

e Total Quality Management and Business Excellence (chief editor:
Professor Jens J. Dahlgaard. TQMBE is the only journal in the quality
area which is SSCI indexed),

e International Journal of Quality and Service Sciences (Chief editor:
professor Su Mi Dahlgaard-Park)
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Plenary Speakers’ Profiles:

Bo Bergman, Professor, Sweden, is SKF professor at the division of Quality Sciences since
1999. During 1983-1999 he was professor of Quality Technology and Management at
Linkdping University, where he was responsible for the creation of education and research in
the quality field. Before that he had been part time professor in Reliability at the Royal
Institute of Technology, Stockholm and during 15 years a reliability engineer and manager,
statistical methods, at Saab Aerospace, Linkoping. He has supervised a large number of PhD
students and published a large number of books and papers. He is an elected member of the
International Statistical Institute and an Academician of the International Academy for
Quality.

Ramodn Bultd, Volkswagen, Pamplona, Spain, is Director of the Technical Area of Products
and member of the Executive Committee of Volkswagen Navarra. He has developed his
professional activities in the field of vehicle production in different plants of the Volkswagen
Group such as SEAT (Zona Franca and Martorell), Volkswagen Wolfsburg in Germany and
Autoeuropa in Portugal. As the responsible for production he took part in the production
lines design in the Eos and Polo models. Actually his main mission is to obtain, by the
product, more efficiency in the productive process in all plants around the world (Pamplona,
VW South Africa, VW India and VW Russia).

Jens J. Dahlgaard, Professor, Sweden, is professor at the Division of Quality Technology and
Management, Linkoéping University, Chief-editor of the Total Quality Management and
Business Excellence and distinguished visiting professor at Yuan Ze University, Taiwan. Before
he joined Link6ping university he was a chair professor in Quality Management at Aarhus
University, Denmark. He has published 15 books and over 200 research articles. He received
many awards among others the European Quality Award for supervising the best master
thesis on Total Quality Management in 1994, 1996 and 1997, the Chinese Friendship Award
in 1998 and the Lancaster Award by American Society for Quality (2005). Professor
Dahlgaard is an Academician and previous Vice President of the IAQ (International Academy
of Quality). He has lectured in all continents and is active as adviser to many organizations
and government bodies in many countries.

Su Mi Dahlgaard-Park, Professor, Lunds University, Sweden is professor at Institute of
Service Management, Lunds University and distinguished visiting professor at Yuan Ze
University, Taiwan. She has published more than 150 research papers and books. She has
received Literati Award for Qutstanding Paper in 2007, elected as academician of IAQ
(International Academy for Quality). She serves as chief-editor of the International Journal of
Quality and Service Sciences and as associate editor of the Asian Journal on Quality. She also
serves on the editorial boards of ten research journals. She has lectured in many universities
as invited professor and she is often invited as plenary speaker. She serves as adviser in
many organizations and is active in conducting executive seminars worldwide.
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Simon Dolan, Professor, ESADE Business School, Barcelona, Spain. He is a prolific writer and
has authored or co-authored over 45 books, published in multiple languages on various
management and psychology themes. He obtained his PhD at the University of Minnesota
and has taught at many universities throughout the world. He has extensive consulting
experience in culture reengineering and in corporate health enhancement as well as
coaching senior business executives. Today, he is a full professor at ESADE Business School—
where he holds the ESADE Future of Work Chair—part of the Ramon Llull University, located
in Barcelona, Spain and the chief editor of Cross Cultural Management. He is also serving on
the editorial board of 6 journals.

Fernando Sierra, Manager at Euskalit, Zamudio, Spain. He has developed his professional
activities as a researcher on systems of innovation and organizational change, developing
the doctorate in the University of the Basque Country, Spain and in Research centers in
Brighton and Edinburgh, UK. From the year 2000 he has been the Excellence Award Manager
in EUSKALIT- Basque Foundation for Excellence in charge of an assessors club of 1600
managers evaluating the candidates to the Basque Excellence Award. He is a senior assessor
to the EFQM Excellence Award participating five times. As a manager at EUSKALIT he has
participated of the recognitions to Excellence given by the Basque Government, Silver Q in
2001 and Gold Q -Basque Prize to Excellence in 2004, as well as the European Prize winner in
the EFQM Excellence Award in 2005. He is lecturer in several postgraduates on business
management and excellence and speaker on strategies of Excellence promotion, leadership
and people involvement in different European countries.

John Oakland, Executive chairperson of West Yorkshire, United Kingdom, is executive
chairperson of Oakland Consulting plc and head of its research and education division, the
European Centre for Business Excellence. He is also part-time chair in business excellence at
Leeds University Business School. Over the last 20 years he has consulted in all aspects of
business improvement and quality management. He has directed several large business
research projects in Europe, which have brought him into contact with a diverse range of
organisations. He specialises in SPC and TQM and has authored books on the subjects such
as Total Quality Management (1989), Total Organizational Excellence — Achieving world-class
performance (1999), and Oakland on Quality Management (2004).

Xavier Tort-Martorell, Professor Technical University of Catalonia (UPC), Spain, is the
director of the Statistics and Operations Research Department and develops his teaching,
research and consulting activities at the Barcelona Industrial Engineering School. He is co-
founder of the Centre for Quality and Productivity Improvement of Catalunya, and has been
assessor of the EFQM Excellence Award and is member of the Jury of the Catalan Quality
Price since 1993. Dr. Tort was member of the team that revised the EFQM Excellence Model
in 2003. He is the Director of the Master Program in TQM organized by UPC in Barcelona and
Santiago de Chile and of the Six Sigma Program at the same university. He is also president
elect of ENBIS (European Network for Business and Industrial Statistics).

Page 6



Maria de la Viesca, Quality Director Clinica Universidad De Navarra, Pamplona, Spain, is
Director of Quality at Navarra University Hospital, since 2003. She is also associate Professor
of the Faculty of Economics and Business, and she has participated as professor in the MA
program in Patient Safety and Quality Care, and in a program on Bioethics. Over the last
years she has been positioned in the Volkswagen Chair on Quality Management in health
service. She is also member of the Observatory for Patient Safety, Department of Health of
the Government of Navarra.

Ralf Woll, Professor, Brandenburg University of Technology (BTU), Cottbus, Germany. He is
chair for Quality Management at the BTU. He studied Mechanical Engineering and finished
his Doctoral Examination at the Technical University Berlin. He worked in the area of
information technology at the Fraunhofer-Institute for Production Systems and Design
Technology IPK in Berlin. He is a member of the German Society for Quality Science
(Gesellschaft fur Qualitatswissenschaften), and he is also member of the DGQ e.V. (German
Society for Quality), where he concentrates on the harmonization of the teaching in Quality
at German universities. He is Member of the German Society of Engineers and active in
further development of regional Quality Awards. His research is focused on Quality
Engineering in product development and risk management.
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29 August 2011, Monday

09:00- 16:30
CIT BUILDING
14:00- 14:25
SALON DE ACTOS
14:30- 16:00
SALON DE ACTOS

CIT BUILDING

16:30- 18:00
Parallel sessions 1

Conference Registration

Conference Opening

Plenary Session 1

CAFETERIA

Coffe break
Room 6 Room 7 Room 8 Room 9 Room 10 Room CIT
InnovAbility & Customer, Q.uality Quality and Quality InnovAbility in
Product-/Service and Service Service in Management Continuous y
Development Sl Healthcare Systems Improvement Supply (.:ha,“n
I Measurements | | and Logistics

19:30-22:00 Welcome recepcion

30 August 2011, Tuesday

9:00- 10:30
SALON DE ACTOS

CAFETERIA

CIT BUILDING

11:00- 12:30
Parallel sessions 2

CAFETERIA

14:00- 15:30
Parallel sessions 3

CAFETERIA

16:00- 17:30
Parallel sessions 4

9:00- 10:30
SALON DE ACTOS

CAFETERIA

CIT BUILDING

11:00- 12:30

CAFETERIA

CIT BUILDING
Parallel sessions 6
13:45- 15:00

CAFETERIA

15:30- 17:00
SALON DE ACTOS

Plenary Session 2

Coffe break
Room 6 Room 7 Room 8 Room 9 Room 10 Room CIT
R Customer, Quality uality and ualit
InnovAbility & o Service Q ' y ! Q Y Leadership and
Product-/Service Service in Management Excellence Change
Development Performance Healthcare Systems Models | .
M Measurements " I management
1l
Lunch (12:30-14:00)
il uality and ualit ualit
InnovAbility & Q_ .y . Service Quality Quality Organizational Quality
Product-/Service |Service in Higher Management . Management
A Assessment and and Regional A
Development Education . Systems Practices and
||| improvement Development
| 1 L.O.
Coffe break
il uality and Social aspects
InnovAbility & Q_ .y . Managerial pects, Lean and
Product-/Service |Service in Higher . . | Assessment and
) Issues in Public L. Process
Development Education Organizational
v Sector Improvement

Development

20:00-23:00 Gala Dinner

31 August 2011, Wednesday

Plenary Session 3

CEIEU RSN Product-/Service

Coffe break
Room 6 Room 7 Room 8 Room 9 Room 10 Room CIT
o uality and Product Intellectual
InnovAbility & Q. . y ' Quality tools, €
Service in Higher| development . Capital, K.M.,
) techniques and .
Development Education and erfomance Supply Chain
v m Standarization | © and I1SO 14001
Lunch (12:30-14:00)
InnovAbility & Qualityand | cystomer, Quality
Product-/Service |Service in Higher| and Performance Excellence Organizational | Quality tools
Development Education Measurements Models I Culture and techniques
Vi 1}
v
Coffe break

Plenary Session 4

17:00-17:45 Best paper and Best oral presentations Awards
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Location of Main Building, CIT and access to Cafeteria on Campus
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Location of session rooms

MAIN BUILDING

D

SALON DE ACTOS

Entrance “MAIN
BUILDING”

CIT BUILDING

ﬂ ROOM 9 fﬂ ﬂ ROOM 10 /‘

ROOM7ﬂ ROOMBN CIT ﬂ /ﬂ

1 ROOM 6

Entrance “CIT”
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29 August 2011, Monday (9:00)

09:00- 16:30 CIT BUILDING Conference Registration

14:00- 14:25  SALON DE ACTOS Conference Opening and Welcome Addresses

Dr. Professor Jens J. Dahlgaard, Conference Co-chair
Dr. Professor Borja Lépez-Jurado, Vice President of Academic Programs and Educational
Innovation at University of Navarra

Dr. Professor Javier Santos, Local Conference Chair, Head of Management Department at Tecnhun

14:30- 16:00 SALON DE ACTOS Plenary Session 1

Session Chair: Dr. Prof. Klaus Zink, Germany

John Oakland, Leeds University/ Leadership and Policy Deployment: The Backbone of
Oakland Consulting, United Kingdom TQm

Jens J. Dahlgaard, Linkdping University, | Quality and Lean Healthcare - A System for assessing and
Sweden Improving the health of healthcare organizations

16:00 - 16:30 Cafeteria: Coffee Break

16:30- 18:00 CIT BUILDING Parallel Session 1

Room 6. InnovAbility in Product- and Service Development |

Session Chair: Dr. Prof. Hossein Dadfar, Sweden

Annika Aberg, Markus Fellesson | have no idea what I'm doing. Customers as Incompetent
(Sweden) Service Workers

Factors of influence in the fidelity of clients in Knowledge
Intensive Business Services (KIBS): A Transaction Cost and
Relational Marketing Approach.

Luis E. Bernal, Utz Dornberger
(Germany)

CraemeiCocks Creating Benchmarks For High Performing Organisations

(Australia)
Roberta Guglielmetti Customer satisfaction to implement benchmarking in the
(Italy) public sector
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29 August 2011, Monday (16:30)

Room 7. Customer, Quality and Service Performance Measurements |

Session Chair: Dr.Prof. Shi n’ ya ,Ngag as awa

Strategic Improving Actions Based on the Refined Analysis
of Service and Quality Attributes

Evaluating e-service quality based on quality attribute
interdependence perspective

Identification and support of customer requirements
based on a Kano questionnaire and an in-house survey
Measurement of customer satisfaction in business
networks

Ching-Chow Yang (Taiwan)

Tsuen-Ho Hsu, Jia-Wei Tang (Taiwan)

Anna Karlsson, Ove Isaksson (Sweden)

N. Schliiter, Petra Winzer, J. P. Nicklas
(Germany)

Room 8. Quality and Service in Healthcare |

Session Chair: Dr. Prof. Bo Bergman, Sweden

Main Naser Alolayyan, Khairul Anuar | Advance Mathematical model to study and analysis the
Mohd Ali, Fazli Idris, Cahmmed Saadi | effect of Total Quality Management (TQM) and
Ibrehem (Malasya) Operational Flexibility on Hospital Performance
Ann-Christine Andersson, Mattias Elg, | Adapting a survey to evaluate quality improvements
Kent-Inge Perseius ,Ewa Idvall following the breakthrough methodology in Swedish
(Sweden) healthcare

Ingela Backstrom, Lina Eriksson, A health-related quality management approach to
Yvonne Lagrosen (Sweden) evaluate health promotion activities.

Angelos Pantouvakis Customer satisfaction metrics in health service
(Greece) organizations: evidence from the Greek hospitality sector

Room 9. Quality Management Systems |

Session Chair: Dr. Prof. John Oakland, UK

QMS improvement towards achieving strategic

Wieslaw Urban (Poland) Sdvantagss

Merli Roberto Christian Ippolito
(Italy)

Evangelos L. Psomas, Dimitrios P.
Kafetzopoulos, Christos V. Fotopoulos

A Comprehensive Survey on Italian Sa8000 Certified Firms

Determining the critical factors and their impact on 1SO
9001 effectiveness in manufacturing companies

(Greece)
Maciej Urbaniak Conditions related to the improvement of quality
(Poland) management systems in enterprises operating in Poland
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29 August 2011, Monday (16:30)

Room 10. Continuous Improvement

Session Chair: Dr. Prof. Xavier Tort-Martorell, Spain

Lourdes Pozueta, Jose Alberto Eguren,
Unai Elorza Ifiurrategi (Spain)

The "Factory of problems": Improvement of the Quality
Improvement Process

Brandon Theiss
(USA)

Product Flow vs. Data Flow. A discussion of the need for
harmonizing the material and data flow in a
manufacturing environment

Manuel F. Suarez-Barraza, Juan Ramis-
Pujol, Mariana Estrada-Robles, Luis E.
Casado-Navarro (Mexico/ Spain)

Applying Gemba-Kaizen in a multinational food company
— a process innovation framework

Uche Nwabueze
(USA)

Process Improvement: A TQM Approach

Room CIT. InnovAbility in Supply Chain and Logistics

Session Chair: Dr. Associate Prof. Ander Errasti, Spain

Milorad Kilibarda,Milan Andrejig
(Serbia)

Measuring Efficiency Of Logistics Processes In Distribution
Centers

Behrooz Lahidji, Walter Tucker
(USA)

Reducing Waste in the Supply Chain Linking Shanghai to
Detroit: Observations and Recommendations

19:30- 22:00 WELCOME RECEPTION AT CITY HALL

14th QMOD Program
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30 August 2011, Tuesday (9:00)

09:00- 10:30 SALON DE ACTOS Plenary Session 2

Session Chair: Dr. Prof. Bo Bergman, Sweden

Maria de la Viesca, Clinica de la Quality in healthcare: Reaching excellence in a hospital.
Universidad de Navarra, Spain Case study: Clinica Universidad de Navarra
Ramon Bulto, Volkswagen, Spain Reaching Excellence in Volkswagen.

Case Study: Volkswagen Navarra

10:30- 11:00 Cafeteria: Coffee Break

11:00-12:30 CIT BUILDING Parallel Session 2

Room 6. InnovAbility in Product- and Service Development I

Session Chair: Dr. Asc. Prof. Robert Refflinghaus, Germany

Evelina Ericsson (Sweden . . N :
( ) Visual planning applied in a research environment

Martina Kohoutova and Milan Hutyra

P ical licati ff logici [
(Czech Republic) ractical application of fuzzy logic in process contro

Optimization of the requirement-oriented product

Florian Riekhof, Petra Winzer . : L 4
: : o1 development by a functions differentiation within a

(Germany) holistic system description

Hossein Dadfar, Amir Alamirhoor, Organizational Innovation Capability, Product Platform
Staffan Brege, Jens J. Dahlgaard Development and Performance. The case of Iranian API
(Sweden) companies, TAPIC subsidiaries

Room 7. Customer, Quality and Service Performance Measurements Il

Session Chair: Dr. Prof. Chi-Kuang Chen, Taiwan

Clara Cicatiello, Silvio Franco Endogenous and exogenous drivers of customer

(Italy) satisfaction: a case study on shopping centres services
Kelly Feng, P.Y Lee, Thomas Tseng, H.F. | Quality Control and Capability Improvement for Advance
Huang, Jacky Wei (Taiwan) CDSEM Measurement

Hamrol Acam, Marta:Grabowska How to improve Quality Cost Account?

(Poland)

Klaput Pavel Graphical Tools And Their Importance For The

(Czech Republic) Measurement System Analysis
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30 August 2011, Tuesday (11:00)

Room 8. Quality and Service in Healthcare Il

Session Chair: Dr. Asc. Professor Lars Nordgren, Sweden

Susanne Gustavsson, Ida Gremyr
(Sweden)

Identification of customer needs in Healthcare —
Translating patient needs to critical to quality
characteristics

Rickard Garvare, Monica E. Nystrom,
Elisabet H66g, Anna Westerlund
(Sweden)

Health Care Improvement and Learning— A Study of
Emerging Islands and System-Wide Approaches

Lars Witell, Jon Engstrom, Mattias Elg
(Sweden)

Listening to the voice of the patient: New insights in
healthcare service development

Chun-Yuan Cheng, Ko-Han Sun, Mei-
Ling Liu, M.S. (Taiwan)

Improving the Health Care Service Quality by using the
Health Examination Data to Predict the Risk of Colon
Cancer

Room 9. Quality Management Systems Il

Session Chair: Dr. Prof. Dietrich Hoeborn, Germany

Marta Ormazabal, Jose M2 Sarriegi
(Spain)

Environmental management model and definition of the
different maturity states.

Juan José Tari, José F. Molina-Azorin,
Ifaki Heras (Spain)

Benefits of the ISO 9001 and ISO 14001 standards: a
literature review

R. Woll, C. Stiller
(Germany)

Reflexion of various perspectives of prevention — What
Quality Management can learn from?

Shirley Ann Hazlett, Rodney McAdam
(United Kingdom)

A Contingency Theory interpretation of Quality based
performance measurements and practices in service
sector SMEs

Room 10. Excellence Models |

Session Chair: Dr. Prof. Walter Tucker, USA

Juni-Yi Jhang, Chi-Kuang Chen
(Taiwan)

A Comprehensive of Business Excellence Model

Seyed Mohammad Hossein Kamani,
Somaye Sadat Morshedi (Iran)

The Use of EFQM model in performance assessment of
suggestions system

Virginia Simon Moya, Naiara Escriba
Carda, (Spain)

The EFQM excellence model and innovation: the key roll
of Human Resources Practices

14th QMOD Program
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30 August 2011, Tuesday (11:00)

Room CIT. Leadership and Change Management

Session Chair: Dr. Prof. Juan Ramis-Pujol, Spain

Anna Aslund, Ingela Backstrom, Daniel
Richardsson (Sweden)

Managing Appreciative Leadership to create efficiency
organizations and healthy co-workers

Marcus Assarlind, Clas Mellby,
(Sweden)

Combining mechanistic and organic approaches to
change: A case study on a Swedish national
transformation program for medium sized enterprises

Graeme Cocks, Jens Mueller, Morina
Rennie, Coral Ingley (New Zealand)

Going Shopping For Independent Directors: The Make-Up
of The Ideal External Board Member

Raine Isaksson , Jacob Hallencreutc,
Dawn-Marie Turner, Rickard Garvare
(Sweden)

Change Management from a Stakeholder Perspective

12:30- 14:00 Cafeteria: Lunch

14:00- 15:30 CIT BUILDING Parallel Session 3

Room 6. InnovAbility in Product- and Service Development Ili

Session Chair: Dr. Professor Halil Nadiri, Turkey

Patrik Gottfridsson, Carolina Camén
(Sweden)

Coping with service development in a forced relationship
context

Tatiana Salimova, Vasilij Makolov,
Natalya Vatolkina, Nikolaj Zalogov
(Russia)

Assessment of PUBLIC Servants Performance: looking for
the possibility

T. Bartosz Kalinowski (Poland)

Value stream mapping as a tool to improve the service
delivery processes - a case study

Cecilia Silvestri, Alessandro Ruggieri,
Barbara Pancino, Silvio Franco (Italy)

A benefit based segmentation as a management tool to
improve services’ quality in shopping centres

Room 7. Quality and Service in Higher Education |

Session Chair: Dr. Prof. Su Mi Dahlgaard-Park, Sweden

Martina Berglund, Johan Karltun
(Sweden)

Student suggestions for quality development of university
operations

Johan Lilja, Daniel Richardsson
(Sweden)

Putting Appreciative Design into Practice: A Case Study of
a Course Evaluation and Design Process

M.S. Luis Efrén Veloz Ortiz, lovanna
Rodriguez Moreno, Fermin Gonzalez
Garcia (México)

Quality In Higher Education Through Strategic Planning.
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30 August 2011, Tuesday (14:00)

Room 8. Service Quality Assessment and Improvement

Session Chair: Dr. Prof. Ching-Chow Yang, Taiwan

Halil Nadiri University Students’ Perception of Service Quality offered
(Turkey) by Travel Agencies

Liudmila Bagdoniene, Jurgita Zemblyte | Customer Experience Creation: the Case of Transport
(Lithuania) Services Company Transteda Ltd

llias Santouridis Using E-S-QUAL to measure Internet Service Quality of E-
(Greece) Commerce Websites in Greece

Daniel Baier, Katrin Baumert, Michael
Brusch (Germany)

Identifying and Evaluating Characteristics that are Difficult
to Quantify Using the Repertory Grid Technique

Room 9. Quality Management Systems llI

Session Chair: Dr. Prof. Petra Winzer, Germany

Luc Honore Petnji Yaya, Frederic
Marimon, Marti Casadesus (Spain)

Measuring the antecedents of loyalty and impact of ISO
9001 in online banking in Spain

Merce Bernardo, Katerina Gotzamani,
Fotis Vouzas, Marti Casadesus (Spain/
Greece)

A gqualitative study on management systems integration

Angel R. Martinez-Lorente, Micaela
Martinez-Costa, Daniel Jiménez-
Jiménez (Spain)

ISO 9001:2000 application according to TQM in SMES: an
empirical research

Alexandra Simon, Stanislav
Karapetrovic, Marti Casadesus (Spain)

Integrating Management Systems: A dynamic study of
Spanish firms

Room 10. Organizational and Regional Development

Session Chair: Dr. Asc. Prof. Milan Hutyra, Czech Republic

Sten Abrahamsson, Anna-Lena
Berglund, Maria Fredriksson, Raine
Isaksson (Sweden)

University Services for Regional Development - Ideas on
Stakeholder Based Quality Management in a Region

Mia Ljungblom, Jacob Hallencreutz -
T.Lic, Raine Isaksson (Sweden)

University Services for Regional Development - Knowledge
Management of Change Competence in Gotland

Fumihiko Isada
(Japan)

The importance of quality improvement activities based
on long-term relationship with customers: Research on
the continuous growth of companies in the land transport
services industry

Alexandra-Paraskevi Chytiri
(Greece)

HRM practices and organizational performance
relationship framework refined: a circular model
representation

14th QMOD Program
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30 August 2011, Tuesday (14:00)

Room CIT. Quality Management Practices and Organizational Learning

Session Chair: Dr. Asc. Prof. Rainer Isaksson, Sweden

Chih-Yang Chao, Hung-Ming Hsu, Fang-
Chih Hung, Jia-Wen Liou (Taiwan)

Applying the Perspectives of Total Quality Management to
Human Resources Selection

Mehran Doulatabadi

Factors Affecting the Sustainability of Quality

(Malaysia) Management Practices: An Agenda for Future Research
Knut Lynum ; . .

| E
(Norway) mprovement Systems in Engineering

Michael Brusch, Daniel Baier
(Germany)

Classification Methods in Quality Research for Merging
Specific Product Characteristics and Related Customer
Groups

15:30 - 16:00 Cafeteria; Coffee Break

16:00- 17:30 CIT BUILDING Parallel Session 4

Room 6. InnovAbility in Product — and Service Development IV

Session Chair: Dr. Asc. Prof. Gabrielle Hoeborn, Germany

Jennifer Bredtmann
(Germany)

Evaluation of Success Factors for Innovation- and
Competitive Strategy

Mat | az ,DMarhjedn §Mal
BosStjan (fowenid) S ¢ e k

Examination of the mediating and moderating effects of
innovation orientation on the relationship between
sustainability practices and organizational performance

Gabriella Arcese, Laura Di Pietro,
Roberta Guglielmetti, (Italy)

The Augmented Reality in The Cultural Heritage Sector

Il rina MatijoSaitd.
(Lithuania)

Identification of semantic space of hedonomic and the
most preferable road landscape

Room 7. Quality and Service in Higher Education I

Session Chair: Dr. Asc. Prof. Panagiotis Trivellas, Greece

Loukas N. Anninos, Leonidas S. Chytiris
(Greece)

The Post Crisis Sustainable Management Vision for
Excellence: Implications for Business Education

Chihyang Chao, Yenhui Lin, Peiyu Cu

The key factors and relationship between TQM and

(Taiwan) service quality of accountants in Taiwan high school
Johanna Julia Vauterin Market orientation and the university — A review and
(Finland) research agenda

Bugandwa Mungu, Akonkwa
Deogratias (Belgium)

Operationalization of market orientation concept in higher
education institutions
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30 August 2011, Tuesday (16:00)

Room 8. Managerial Issues in Public Sector

Session Chair: Dr. Asc. Prof. Mattias Elg, Sweden

Chihyang Chao, Peiyu Cu, Yenhui Lin
(Taiwan)

The relationship between working satisfaction and service
quality of the elderly care attendants and moderating
effect of ethical climate

Lars Nordgren, Bengt Ahgren
(Sweden)

How citizens choose primary care in Sweden — an
explorative study based on content analysis and discourse
analysis

Per Echeverri
(Sweden)

Managerial coaching: A practice-theory based study of
control and support

Room 9. Social Aspects, Assessment and Organizational Development

Session Chair: Dr. Professor Bjérn Andersen, Norway

Chi-Kuang Chen, Nicolle Suazo, Cheng-
Ho Tsai (Taiwan)

Combining Technical and Social Aspects to Conduct a
Successful BPR Project

Helena Ranangen, Thomas Zobel
(Sweden)

Exploring the Practical Implementation of Corporate Social
Responsibility in the Mining Industry

Isaksson Raine, Mikael Johnson
(Sweden)

Sustainable Development in Universities - The power and
role of visions and goals-

Siamack Afazeli, Alireza Sattari
Dabaghi, Hossein Dadfar, Jens
Dahlgaard (Iran/Sweden)

Assessment of Enterprise Quality and Export Performance:
An Empirical Study on the Pharmaceutical Industry in IRAN

Room 10. Lean and Process Improvement

Session Chair: Dr. Prof. Hakan Wiklund, Sweden

Simmy M. Marwa,
(United Kingdom)

The Rapid Results Initiatives: The Missing Loop

Shadi Abouzeid, Susan Zeidan
(United Arab Emirates)

The rising power of Lean Six Sigma within the Gulf
Cooperation Council Countries: a Case Study in the Service
Sector

José Moyano Fuentes, Pedro José
Martinez Jurado (Spain)

Key Determinants Of Lean Production Adoption: Evidence
From The Aerospace Sector

Dag Swartling
(Sweden)

Two Lean roads

20:00- 23:00 GALA DINNER AT TENIS ONDARRETA

14th QMOD Program
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31 August 2011, Wednesday (9:00)

09:00- 10:30

SALON DE ACTOS

Plenary Session 3

Session Chair: Dr. Prof. Petra Winzer, Germany

Xavier Tort-Martorell, UPC, Spain

Management by facts: The common ground between
TQM and EBM

Simon Dolan, Professor, ESADE
Business School, Barcelona, Spain

Towards the development of sustainable culture of
excellence: Ideas for enhancing quality and services in
the 21st century organizations

10:30- 11:00 Cafeteria: Coffee Break

11:00-12:30 CIT BUILDING Parallel Session 5

Room 6. InnovAbility in Product- and Service Development V

Session Chair: Dr. Prof. Rodney McAdam, North Ireland

Gabriele Hoeborn, Jannicke Baalsrud
Hauge, Jennifer Bredtmann, Petra
Heinich (Germany)

Serious Games as an Approach to create Innovation and
Sustainability taking Gender Aspects into Consideration

Katja Landgraf, Roland Jochem

Innovation Quality

(Germany)

Shin’ya Nagas awa ,|Kansei Product and Product Innovation on the Kyoto Long-
(Japan) Standing Companies

Claire Navarra, Thierry Hirtz Innovation through the Common Assessment Framework
(Luxembourg) in a public administration

Room 7. Quality and Service in Higher Education Il

Session Chair: Dr. Asc. Prof. llias Santouridis, Greece

Pilar Aparicio, Xavier Triado, Frederic
Marimon, (Spain)

Relationship between internationalization and quality of
university research

Jorge Veloz Ortiz, lovanna Rodriguez
Moreno, Fermin Gonzalez Garcia
(Spain)

Experts Teachers: Quality Factor In Higher Education

Esperanza Gil-Soto, Francisco J. Garcia-
Rodriguez, C. Inés Ruiz-de-la-Rosa
(Spain)

New methods in university entrepreneurship education:
An approach to multidisciplinary teams

Panagiotis Trivellas, Dimitra
Dargenidou (Greece)

Service quality, Job Satisfaction and Organizational
Commitment in Higher Education. An Empirical Study of
Faculty and Administration Staff.
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31 August 2011, Wednesday (11:00)

Room 8. Product Development and Standardization

Session Chair: Dr. Professor Adam Hamrol, Poland

Petter Stenmark, Johan Lilja
(Sweden)

Exploring Product Certification as a Means of Product
Differentiation in the Outdoor Industry

Dionicio Peiia Torres, Carlos Rodriguez
Monroy, Pablo Solana, Alejandro
Solimando (Spain)

Operational Risk Management for an Electric Utility based
on Basel Accord

Manel Alcala, Marti Casadesus,
Frederic Marimon (Spain)

Future role of standardization in pulp&paper’s sector

Ralf Woll, Falk Steinberg (Germany)

Integration of a Level-Model for difficult to quantify
Characteristics in a Reference Process of Product
Development

Room 9. Quality tools, techniques and performance

Session Chair: Dr. Asc. Prof. Rickard Garvare. Sweden

Vanajah Siva, Hendry Raharjo,
Bolennarth Svenssonb, Ida Gremyra
(Sweden)

Robust design methodology at the back-end or product
development process; an attempt towards sustainable
development

Martin Holmbom, Jan Block
(Sweden)

Performance-based logistics. A literature review

Marén Willing, Florian Riekhof, Petra
Winzer (Germany)

Reliability in early product development phases. Using
the DeCoDe+X approach for a data-based discussion of
design decisions

Mohd Rashid Ab Hamid, Zainol
Mustafa, Nur Riza Mohd Suradi, Fazli
Idris, Mokhtar Abdullah (Malasya)

Value-based performance excellence model for higher
education institution: A confirmatory factor analytic (CFA)
approach

Room 10. Intellectual Capital, Knowledge Management, Supply Chain and ISO 14001

Session Chair: Dr. Associate Prof. Ricardo Mateo, Spain

Zsuzsanna E. Toth, Tamas Jonas

Separating the measurement and evaluation of

(Hungary) intellectual capital elements
Nadeem Kureshi Knowledge Management in Pakistani SMEs
(Pakistan)

Anabela da Silva Filipe Soares,
Ebrahim Soltani (United Kingdom)

Supply Chain Quality Relationship Management: managing
triadic relationships towards improved performance
outcomes

Thomas Zobel (Sweden)

ISO 14001 certification in Swedish firms: A tool for the
needy or a symptom of greenness?

12:30- 13:45 Cafeteria: Lunch

14th QMOD Program
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31 August 2011, Wednesday (13:45)

13:45- 15:15 CIT BUILDING Parallel Session 6

Room 6. InnovADbility in Product —and Service Improvements VI

Session Chair: Dr. Prof. Roland Jochem, Germany

Isabel Basse
(Germany)

A Holistic Approach to Decision Theory-based Inspection
Planning

Alexander Crostack, Arun Nagarajah,
Robert Refflinghaus (Germany)

Optimizing the development process by an optimal
Method-Selection using individual characteristics — an
approach

Christine Hartmann, Petra Winzer
(Germany)

Using the Demand Compliant Design in the Development
of a Solution for Harvesting High-Altitude Winds for
Energy Generation on Vessels

Robert Refflinghaus, Christian Kern
(Germany)

Cross-disciplinary method for predicting and reducing
human error probabilities in manual assembly operations

Room 7. Quality and Service in Higher Education IV

Session Chair: Dr. Prof. Alberto Lombardo, Italy

Mirjana Drakulic , Nevenka

Introduction of debate as a teaching method in university

(Czech Republic)

Joksi movi ¢, SvetlCurriculums
Jankuloski. (Serbia)
Milan Hutyra Implementation of TQM approach in the university

environment

Kamuvysi Konstantina, Andronikidis
Andreas, Georgiou C. Andreas (Greece)

An Extended Fuzzy QFD Methodology in the Design and
Evaluation of Academic Courses

. .

Room 8. Customer, Quality and Service Performance Measurements lll

Session Chair: Dr. Prof. Michael Brusch, Germany

Maria del Mar Alonso-Almeida, Merce
Bernardo, Frederic Marimon, Josep
Llach (Spain)

Lessons Learnt from Quality Management Systems
Diffusion in Hospitality Sector in Spain

Anna Colomer, Carmen Jaca, Elisabeth
Viles, M. Jesus Alvarez (Spain)

Quality management in hotels in the Basque Country

Alicia Izquierdo-Yusta, Maria Pilar
Martinez-Ruiz, Ana Isabel Jiménez-
Zarco (Spain)

Shopping frequency and maximal customer satisfaction in
Spanish food retailing: Implications and managerial
opportunities

Vahab VahdatZad
(Iran)

The evaluation and ranking of hotel service qualityfactors
by SERVQUAL and Fuzzy MCDM
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31 August 2011, Wednesday (13:45)

Room 9. Excellence Models I

Session Chair: Dr. Asc. Prof. Graeme Cocks, Australia

Mohammadbagher Gorji, Sahar Siami
(Iran)

The study of the relation between Total quality
management and service quality improvement leading to
an optimal model presentation

Mankan Esra
(Turkey)

Malcolm Baldrige National Quality Award Leadership
Model —An assessment of Turkey

Louise Boulter, Jens Dahlgaard
(United Kingdom/ Sweden))

Recovering from the Crisis: Is an Excellence Approach a
Reference Point for LearnAbility, InnovAbility and
SustainAbility?

loannis Katsanakis, Dorothea Kossyva,
Evanthia Vorria (Greece)

Co-opetition Strategy in Business Excellence: Confronting
the Economic Crisis

Room 10. Organizational Culture

Session Chair: Dr. Ass. Professor Ingela Backstrém, Sweden

Luis Paipa, Carmen Jaca, Javier Santos,
Elisabeth Viles Ricardo Mateo
(Colombia/Spain)

Hafite: A Theoretical Model as a Tool to Help Promoting
The Involvement of Employees in the Company

José Hernandez, Ricardo Mateo,
Szabolcs Blazsek, Carmen Jaca (Spain)

The influence of the tidy work environment in the
reliability of the conscientious individuals.

Ricardo Mateo, José Hernandez,
Szabolcs Blazsek, Elizabeth Viles
(Spain)

Effects of Well Organized Working Environment in Human
Reliability

Room CIT. Quality tools and techniques

Session Chair: Dr. Asc. Prof. Wieslaw Urban, Poland

Carmen Aranda, Javier Arellano
Antonio Davila (Spain)

Budget Ratcheting and the production function

Beata Starzyoska,
(Poland)

Excellence Toolbox - decision support system for quality
tools & techniques selection and application

Alberto Lombardo, Stefano Barone
(Italy)

Rethinking the risk matrix

Maryam Ghanadpour, Simon Schiitte,
Johan Olvander, Poirisse Mougel
(Sweden)

Analyzing the gap between practice and literature
regarding the use of Quality function deployment (QFD)
and Kano model in a new product development process

15:15- 15:45 Cafeteria: Coffee Break

14th QMOD Program
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31 August 2011, Wednesday (15:4571 17:45)

15:45-17:00 SALON DE ACTOS Plenary Session 4

Session Chair: Dr. Prof. Jens J. Dahlgaard, Sweden

Fernando Sierra, Euskalit, Spain Excellence promotion strategies in the Basque Country
Ralf Woll, Brandenburg University of
Technology, Germany,

John Oakland, Oakland Consulting, UK
Bo Bergman, Chalmers University,
Sweden,

Fernando Sierra, Euskalit, Spain

Panel Discussion: Limits of Quality Management

|
17:00- 17:45 SALON DE ACTOS i Closing Session

Session Chair: Dr. Prof. Su Mi Dahlgaard-Park, Sweden
Dr. Professor Javier Santos, Spain

Best paper and Best Oral presentations Awards
QMOD 2012 Announcement

Sponsors of the 14th QMOD Conference
EUSKALIT

Bikaintasunerako Euskal Fundazioa
Fundacién Vasca para la Excelencia

Taylor & Francis

Taylor & Francis Group

CATEDRA DE EMPRESA
@ Volkswagen

P  Donostiako Udala
JF(f| Ayuntamiento de
=—% San Sebastian

A Universidad
Ay de Navarra
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