
Internal and external quality system: A tool 
for improving the Faculty of Veterinary
Medicine, University of Zagreb

Assoc.  prof.  Danijela Horvatek Tomić, DVM



Introduction

The QA at the 
FVMUZ is an 

integral part of the 
development and a 
strategy instrument  

to achieve the 
mission and vision 

of the FMVUZ

The QA is 
continuously 

subject to 
evaluation and 

improvement, in 
order to respond to 

the needs of 
stakeholders and 
the community. 

Assurance of the 
quality of teaching, 
study programmes 

and other processes 
is monitored by 
periodic internal 

and external 
supervision, 

especially by the 
ASHE, CAA, EAEVE 

and BV. 

The QA largely 
depends on the 
support of the 

highest 
management, which 

is an exceptional 
advantage of the 

FVMUZ. 

Research, international 
cooperation, 

administrative affairs and 
management are

monitored in accordance 
with ISO 9001: 2015 

Accredited laboratories 
are established according 

to ISO 17025



Faculty of Veterinary Medicine 
- history

• In 1918, Prof. Podaubsky submitted a request for the 
foundation of the Veterinary College in Zagreb

• The first lecture at the Veterinary College was held 
on November 13, 1919.

• In December 1924, the Veterinary College was 
transformed into the Faculty of Veterinary Medicine 
of the University of Zagreb

• In 1939, the construction of buildings in Heinzelova
Street began.







Location - campus

One location

(Heinzelova
street)

Total 15 
buildings

Lecture
rooms, 

laboratories, 
clinics

Student 
rooms, 
library



Main core processes

• Three main processes:
• teaching 

• scientific /research work (national / 
international projects; publications, etc.)

• professional work (University Veterinary 
Hospital-UVH; accreditated laboratories)



Faculty of Veterinary
Medicine - teaching

a) integrated undergraduate and graduate university
study of veterinary medicine in Croatian (135)  and in 
English (35)

b) postgraduate specialist study (univ. mag. med. vet.) in 
Croatian (16) and English (15)

c) postgraduate university doctoral study of veterinary 
medicine (PhD)



Veterinary medicine

• Veterinary medicine is a very dynamic profession

• Scientific work in the field of veterinary medicine 
constantly gain new knowledge that improves 
human medicine as well, enables the control and 
supervision of new diseases, and the 
development of new diagnostic procedures

B. Lin i D. R. Brian (2010): Quality
management in veterinary medical health
care. TQM 7:5, 451-458

Dr. med. vet.

Control
and

diseases
prevention Control of

food and
feed

Control of
zoonoses

DDD

Wild
animals

monitoring

Education
and

science

R&D drugs
and

vaccines

Vet 
inspection



QA at the FVMUZ

◦ in accordance with national and ESG standards

◦ constant improvement of the culture of quality and 
the academic culture 

◦ comparing the achieved standards and quality level
with similar universities in the country and abroad

◦ The objective of the QA strategy is to ensure the 
provision of: 
◦ educational services, from application and enrollment through 

lectures, exams and diplomas, to employment and lifelong 
education 

◦ scientific research and professional work of high quality to all 
users



/

The development of quality system of FVMUZ

2006./2007
Committee
for quality 

control
of teaching 

activities

2007./2008. 
vice dean 
for quality 

control; 
Committee
for quality 
manageme

nt

2011. 

Rules on 
the quality 
assurance 

system 

2011.  
accreditatio

n of the 
laboratories 

according 
to the ISO 

17025

2014.
QA 

Office 

2014. 
certification 

according 
to  ISO 9001

2015. 

ASHE 
reaccreditatio

n

2015. 

EAEVE full
visitation

(full
approved)

2018.

ASHE 

audit

2021.

EAEVE

QA visitation

(QA 
approved)

2022.

ASHE 
reaccreditatio

n

2023.

EAEVE full
visitation

(full
approved)



Involment in QA

• Main person/body:
• Vice-dean for quality control

• Committee for Quality Management

•Quality Office

Other involved stakeholders:

Management

Staff

Students

External stakeholders



FVMUZ actively and consistently chooses to permanently 
improve the quality of its overall teaching, scientific and 

professional activities with respect to national and 
international standards

Performance indicators of quality policy 

internal and external evaluations, 

regular surveys of all stakeholders, in accordance 
with the mission and vision of the Faculty

Quality assurance system is focused on the continuous 
monitoring and ensuring excellence of teaching, scientific 

research and professional work as well as to students, 
employees, employers and contractors

Quality assurance 
policy



Indicators of the success of the Faculty's quality policy 
are evaluated:

• self-analysis, reports, action plan

•evaluation of the QA is conducted once a year by the 
QMC

•annual reports are submitted for adoption to the FC, 
followed by the ASHE and the UNIZG

•action plans for the next academic year are prepared, 
containing activities and opportunities for improvement

internal
audits

• National (ASHE)

• International (EAEVE)

external
audits



QA according to ESG (reaccreditation ASHE)

• The basis and framework are legal regulations and ESG (2015)

• Reaccreditation in March 2015

• Reaccreditation in March 2022

• The recommendations used for continuous improvement and 
are considered when developing action plans



Re-accreditation 2015. - ASHE



Reaccreditation 
2015.



Improvements after reaccreditation

Short term strategy, action
plans and annual report

Forms for syllabuses in Croatian and English 
(all information on each subject is available to 
students and teachers in one document)

Increased project activities
(CQF and farm animals)

Office for Career Development, Academic and 
Psychological Counselling was established 

Integrated undergraduate and 
graduate studies in English, 
started in the 2016/2017  

Professional work at the clinics of the FVMUZ 
placed under the auspices of the UVH in 2017



Reaccreditation 2022.

o Committee composed of 8 members - 5 from 
abroad and 3 from Croatia

o Hybrid model (FVMUZ visit and online)



EAEVE

• European Association of Establishments for 
Veterinary Education (EAEVE)

• First visit to FVMUZ in 2003.

• 2013. - conditionally approved

• 2015. - fully approved

• 2021. – QA visitation (accreditation)

• 2023. – fully approved



What is EAEVE?

• Founded in 1988 in Maisons-Alfort, France

• Since 2007, the headquarters is located in Vienna, Austria

• The main vision of EAEVE - to become the official accreditation 
body for veterinary educational institutions in Europe.

• EAEVE's mission - to assess, promote and further develop the 
quality and standard of veterinary educational institutions within 
EU member states, but not limited to them

• ENQA accepted EAEVE as a member in 2018

Dr. 
Stéphane
Martinot
(2018-)

Dr. Ana Bravo 
(2014-2018)



Why EAEVE visitation?

•The EAEVE visitation system enables greater trust:
• public - gaining greater confidence in the quality of education of DVM and full 

confidence in their professional competences

• students - know that their education will reach agreed and acceptable standards

• veterinary educational institutions - know that the curricula, but also the institution 
itself, reaches a pre-agreed and comparable level of quality described by the standard 
operating procedure (SOP)

• Significant in the positioning of the FVMUZ in Europe and beyond (study program in 
English)



EAEVE 2015. and 2021. 
improvements

✓Committee for Biosecurity; Biosecurity Manual; 
Biosecurity officer (new procedures for vehicles, 
disinfection, drugs, etc; equipment in the clinics and
laboratories (eye-washer, chemical cabinets, etc.)

✓Control of drugs, waste and chemicals- appointed person

✓Transportation (movement) of person with disabilities

✓Academic staff education (pedagogical), QA workshops
(PDCA cycle)

✓Skills lab, farm animals





ISO 9001

• Management, administration and core
processes

• In place since 2014

•Faculty possess valid certificate in the
field:

Services in higher education, scientific 
research, laboratory-diagnostic and 

professional-clinical work

•Manual combines ESG and ISO



Advantages of ISO 9001

Traceability across organizations, related to the management, teaching, scientific research and 
professional work

Internal audits reguraly conducted, reccomendations present posibility for improvements

Monitoring of non-compliance in all areas of work and their resolution

Complaints and satisfaction of interested parties regularly monitored

Increased confidence of service users



Accreditated laboratories

• Referal and oficial laboratories of Republic of Croatia

•Accreditated methods for diagnosis of infectious and parasitic
diseases

Laboratory for equine viral arteritis (ARTERlab)

Laboratory for avian chlamydiosis (CHLAMlab)

Laboratory for equine infectious anemia (IAKlab)

Laboratory for leptospirosis (LEPTOlab)

Laboratory for bees diseases (APISlab)



Accreditated laboratories

The advantages of accreditated 
laboratories:

• presence of laboratories on the market, 
financial gain 

• national referal laboratories at the
FVMUZ

• high quality of testing and reliability of 
the obtained results

• possibility of collecting materials for 
scientific research



Final remarks

The culture of quality can be defined as the ability of the institution to incorporate QA into its daily work 
and thus achieve continuous process. 

At the FVMUZ, QA related to ESG standards, especially in the field of teaching, is successfully implemented
(seen through internal and external evaluations, at the national and international level, and through the 
satisfaction of the stakeholders, especially students). 

As described in the EUA CASE STUDIES 2007, adopting a culture of quality requires a stable structure 
consisting of strong management and the active role of external stakeholders. 

Organisational structure of the FVMUZ has been developing for a long time and certainly has its 
peculiarities, we are aware that it is not enough to take over someone else's model of quality system but 
try to adapt it to our institution - to identify the historical, cultural and professional characteristics that 
define the FVMUZ and to develop strategic goals in accordance. 



Conclusions

The guiding thought of the quality system of the FVMUZ is to enable excellence in 
everything: from the highest quality teaching to up-to-date research and organizational 
management, which all together enable well-rounded support for students and 
employees, but also improve relations with veterinarians and the wider community. 

Stabile internal QA followed by national and international accreditations enable greater 
trust of service users - students, employees, external stakeholders and interested public.



Thank you for your attention!
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