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Permanent mobilization of all the resources

(especially the people) to improve in a continuous 
way:

� all the aspects of the functioning of an 

organisation 

� the quality of goods and services 

� the satisfaction of its stakeholders

� its integration into the environment

Total quality Management
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The CAF Model

Leadership
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ENABLERS RESULTS

INNOVATION AND LEARNING
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3rd study on the use of CAF

Previous studies in 2003 & 2005

2 parts : 
1. Survey CAF National Correspondents: 21 participated
2. Survey towards the CAF Users:  407 answers

Preparation of survey together with CAF NC 

Aims :
- insight in the state of affaires of CAF (in Europe)
- insight in the use (and modalities) of CAF
- Insight in the content of the model (and look for possible

improvement)
- Get input from CAF NC’s and users for the future of CAF

(its use and its content)   
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The use of CAF
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228 registered CAF Users in 2005 2066 registered CAF Users in  2010
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Evolution of the CAF in the member states
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Use and potential of the CAF per sector



C
A

F
 R

es
ou

rc
e 

C
en

tr
e 

at
 E

IP
A

 -
20

11

10

Use and potential of the CAF per level
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Who took the initiative to use the CAF or TQM

Local governments
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Reasons for using
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New themes to be integrated ?
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Results of the use of CAF
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Improvement plan developed or not
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Reasons why no improvement plan  

��������	
���
��	��	���	��
������������	��
�	���	������� �	��	��	��������	�����
�	��	
���	�
����������	��	���	����������

��

� �!�"�	���	���	�������	��	�����������	
�
�#���	�
���	�� 
	���
�#�����$�

� �!����	
������	��
	����������	���	��
������������	���	 ��
�	��	��%�	��
�	��	��	���
�	
�������

&�

���!�'���������	���	���	����	��#�
#��	��	���	��
�������� ����(�

)*�)����	
���
��	��	���	��
������������	��
�	���	����	�� 	����
���	������+�

))�,�-��%	��	��������
	
����
���.�

),�,�/�	
��
	��

�������	��	������0�

,�� �-��%	��	����1�

,2�2�3�
������������	���	��#�
	�����	��	
���	��	���
�#�� ����	4��	���	5���	�	6���
��	
����%7 ��	���	��������
������

8�

,��9�-��%	��	�����
�	��
	��#�
�����	��	���
�#�����	�
��:�

!2�*����	�
����������	���	����
	�
��
�����;�

���������	��	

���	

��������

�������



C
A

F
 R

es
ou

rc
e 

C
en

tr
e 

at
 E

IP
A

 -
20

11

17



C
A

F
 R

es
ou

rc
e 

C
en

tr
e 

at
 E

IP
A

 -
20

11

18



C
A

F
 R

es
ou

rc
e 

C
en

tr
e 

at
 E

IP
A

 -
20

11

19

Integration actions in management plan
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Obstacles implementing improvement actions
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Impact improvement actions on organisation



C
A

F
 R

es
ou

rc
e 

C
en

tr
e 

at
 E

IP
A

 -
20

11

22

Shift in the TQM focus of the employees



C
A

F
 R

es
ou

rc
e 

C
en

tr
e 

at
 E

IP
A

 -
20

11

23

Satisfaction with the CAF
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CAF again in the future
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Impact of the CAF in the member states
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Conclusions

� TQM culture remains attractive for the public sector in 

Europe, even in times of budgetary restrictions and 

austerity, 

� There is still a lot of work to do to reach the whole of the 

public sector in the EU with these concepts. 

� Sustainability, transparency and ethics should be put 

forward more as well as the principles of excellence in 

corporate social responsibility, partnerships and innovation, 

and creativity.
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Conclusions

� Guidelines on improvement planning and implementation 

have to be further developed and a new attempt to 

stimulate bench learning.

� In the organisations using CAF, 45% of the employees are 

affected by the TQM culture.

� A lot of work remains to be done on real involvement of the 

citizen/customer and the employees

� The impact of CAF in the MS should further grow.


