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Section 1
General & Management Responsibilities

TASK 1 – perform a quality audit – general & management responsibilities
Select a company providing tourism services. Perform quality audit of this company for General and Management responsibilities. 
	1. GENERAL & MANAGEMENT RESPONSIBILITIES
	yes
	no

	Is the organization focused on quality in all areas and activities in which is acting? 
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Do you know strengths and weaknesses of your organisation?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.
 




	
	yes
	no

	How do you find out the organisation’s weaknesses? Do you have some system?
	 
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Are all employees informed about the "weak areas"?
	 
	 

	  Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Is there determined the way - method for "weak areas" elimination?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have elaborated development plans (developed plan focus to the quality)?
	 
	 

	 Please, explain shortly situation in your organization related to questioned topic.

 


	
	yes
	no

	Does your company have alternative development plans (optimistic, pessimistic, critical)?
	 
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company clearly stated objectives in area of quality provided services? (Does it have elaborated so called "quality vision"?)
	 
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Are all members of the staff aware (evidently instructed) about these quality objectives?
	 
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Is in organization created appropriate environment for quality by all members’ staff (especially by top manager-owner)? 
	 
	 

	  Please, explain shortly situation in your organization related to questioned topic.




Section 2

Documentation


TASK 2 – perform An quality audit – documentation
Select a company providing tourism services. Perform quality audit of this company for Documentation. 
	2.  DOCUMENTATION
	yes
	no

	Does your company have originated its own system to set up documentation 
(e. g. binders for each data area)? 
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have explicitly determined responsibility for documents approval?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have Staff Signature Model processed?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Is Staff Signature Model available at all relevant points of use?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have determined the obligatory procedure for qualitatively parameters for the particular areas of your performance?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Are these procedures documented in written form?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Are all members of the staff either with „direct“ or „indirect“ impact at mentioned activities evidently instructed about these manuals?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have the system to ensure that documents remain legible at all operating places?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have examples of appropriate documents completing (especially complicated, problematic)?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




Section 3

Focus to the customer

TASK 3 – perform A quality audit – focus to the customer

Select a company providing tourism services. Perform quality audit of this company for Focus to the customer. 

	3.   FOCUS TO THE CUSTOMER
	yes
	no

	Is company priority orientation to customer requirements fulfilment? (so called customers oriented company)
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company clearly defined its target group (customer)?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	Yes
	no

	Do you know your customer needs –expectations?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	Yes
	no

	Does your company defined method for not only customer requirements fulfilment, but also how to make some extra offer?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	Yes
	no

	Does your company promote itself?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	Yes
	no

	Does your company have determined methods for obtaining and using information relating to customer perception as to whether the organization has met customer requirements (questionnaire, discussion)?  
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	Yes
	no

	Are information obtained from customers analysed?
	
	

	Please, explain shortly situation in your organization related to questioned topic.




Section 4
Human Resources

TASK 4 – perform An quality audit – human resources
Select a company providing tourism services. Perform quality audit of this company for Human Resources. 

	4. HUMAN RESOURCES
	yes
	no

	Are personnel adequately qualified (relevant education, adequate training - education, practical experiences, etc.)?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Do you train new hired staff? 
	 
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Is in your company work assignment authorities defined exactly? Are your employees informed about these criteria?
	
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Are your staffs capable of mutual substitution?
	
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have elaborated and established methods for educational needs identification?
	
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company evaluate personnel education and training influence at provided services quality?
	
	 

	 Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have determined criteria for staff work quality assessment? Are your employees informed about these criteria?
	
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Is staff work quality assessment carried out regularly?
	
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Are your employees motivated enough from the standpoint of work quality?
	
	 

	Please, explain shortly situation in your organization related to questioned topic.




Section 5

Purchasing



TASK 5 – perform A quality audit – purchasing
Select a company providing tourism services. Perform quality audit of this company for Purchasing. 
	5. PURCHASING
	yes
	no

	Does your company have functional system ensuring that purchased products and services affecting product/service quality, conforms pre-defined requirements?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have defined and listed requirements at purchased products and services?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Is external suppliers evaluation and selection made depending on their ability to supply product in accordance with the organization requirements?   
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company have established criteria for supplier selection and evaluation?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Is there elaborated list of "proper" (suitable) suppliers?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




	
	yes
	no

	Does your company (in case of strategically important supplies) have alternative suppliers?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic.




Section 6

Corrective action & continual quality improvement

TASK 6 – perform a quality audit – corrective action&continual quality improvement
Select a company providing tourism services. Perform quality audit of this company for Corrective action&Continual quality improvement. 
	6. CORRECTIVE ACTION & CONTINUAL QUALITY IMPROVEMENT
	yes
	no

	Does your company have functional system to maximal elimination of the cause of nonconformities in order to prevent recurrence?  
	 
	 

	Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Does your company determine preventive or corrective actions to eliminate the causes of potential (or occurred) nonconformities?  
	 
	 

	Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Are all responsible personnel of the company informed (instructed) about determined corrective (preventive) actions?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Does your company have elaborated list of measures, which you plan to take for quality improvement in short-term period of time?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Does your company have elaborated list of measures, which you plan to take for quality improvement in long-term period of time?
	 
	 

	 Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Does your company use methods of internal and external quality audit ?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Does information obtained from customers represent base for continual improving of provided services?
	
	

	Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Does your company follow and evaluate market-trends? Are new trends incorporated into product?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic




	
	yes
	no

	Is there perpetual searching for use of provided services at the market?
	 
	 

	Please, explain shortly situation in your organization related to questioned topic
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