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Mission: Science and education for the benefit of humanity 
 

Vision: To be in the TOP 200 higher education institutions in the world by QS ranking 
 

Quality Policy is periodically reviewed based on: 

 University Development Program  

 results of management review; 

 recommendations based on the «ESG Standards and Guidelines». 

 

1 SCOPE 

 

1.1 This Quality Manual is a document that sets out the management Quality Policy of 

SU quality and describes the main provisions and requirements for the quality management system 

in accordance with MS ISO 9001 «Quality Management Systems», ST RK ISO 14001-2016 

«Environmental Management Systems» and ST RK ISO 45001-2019 «Occupational Health and 

Safety Management Systems» necessary for demonstrating the ability: 

 to consistently provide educational and research services that meet customer 

requirements and applicable mandatory requirements; 

 to fulfill the requirements of customers and interested parties, legal, regulatory, 

methodological and technical documents, including processes of continual improvement. 

1.2 The QM is the documented basis of quality assurance processes and their interaction, 

and serves as a permanent reference and guidance material for the application and maintenance of 

the University's quality system. 

1.3 This QM establishes the authority and responsibility of managers and personnel, 

covering the activities of all subdivisions of Satbayev University. 

 

2 NORMATIVE REFERENCES 

 

This Quality Manual was developed taking into account the requirements of the following 

documents: 

 MS ISO 9000 series. 

 MS ISO 10013:2021. Guidelines for documented information 

 GOST ISO/ IEC 17025:2019. General requirements for the competence of testing and 

calibration laboratories; 

 ST RK ISO 14001:2016. Environmental management systems»; 

 ST RK ISO 45001:2019. Occupational health and safety management systems»; 

 Standayds and Guidelines for Quality Assuyearne in the YurArean Higher Education 

Area. ESG report. 2015. (Standards and Guidelines for Quality Assurance in Higher Education in 

the European Area). 

The sections of the manual contain references to internal regulatory documents 

 

3 TERMS, DEFINITIONS, DESIGNATIONS AND ABBREVIATIONS 

 

3.1 Terms and definitions 

In this Quality Manual, terms and definitions are used by ISO 9000, as weldy taken from 

the regulatory documents on the basis of which it was developed. 

Accreditation in 

conformity 

assessment 

A procedure for the official recognition by an accreditation body of the applicant's 

competence to perform work in a specific area of conformity assessment  

https://adilet.zan.kz/rus/docs/P2300000401#z299
https://official.satbayev.university/ru/documents/standart-iso-9001-1-uroven
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Review Determination of the suitability, adequacy and effectiveness of an object for achieving 

established objectives 

Audit  A systematic, independent and documented process for obtaining objective evidence and 

evaluating it objectively to determine the extent to which audit criteria are fulfilled 

Vision Top management's perspective on what the University aspires to become in the future 

Internal regulatory 

document 

A regulatory document developed and approved within the University. The scope of 

such a document is limited to the University 

Quality planning The part of quality management focused on setting quality objectives and specifying 

necessary operational processes and related resources to fulfill the quality objectives 

Quality 

management 

Operational methods and activities of the university used to fulfill quality requirements 

for education 

Quality assurance The part of quality management focused on ensuring confidencthat quality requirements 

for education will be fulfilled 

Quality assessment  The part of quality management focused on providing confidence that quality 

requirements will be fulfilled 

Quality 

improvement  

The part of quality management focused on increasing the abilitability to fulfill quality 

requirements for education 

Lead auditor An expert appointed to lead an audit  

Auditor  A person with the competence to conduct an audit  

Measurement 

uniformity 

A state of measurements in which their results are expressed in legally established units 

of measurement and measurement errors are within established limits with a given 

probability 

State Compulsory 

Standard for Higher 

and Postgraduate 

Education 

State requirements for the content and level of graduates' preparation 

Contract A binding agreement between two or more persons on the establishment, modification or 

termination of civil rights and obligations 

Documented 

information 

Information required to be controlled and maintained by an organization and the medium 

on which it is contained.  

Record  A document stating results achieved or providing evidence of activities performed 

Identification Association, establishing correspondence, coincidence. 

Measurement  A process to determine a value 

Testing of 

measuring 

instruments 

A set of operations carried out to determine the degree of conformity of measuring 

instruments to established standards by applying various test influences to the test 

objects 

Calibration of 

measuring 

instruments 

A set of operations establishing the relationship between the value of a quantity obtained 

with a measuring instrument and the corresponding value determined using a reference 

standard, in order to determine the actual values of the metrological characteristics of the 

measuring instrument and/or its fitness for use 

Quality  The degree to which a set of inherent characteristics of an object fulfills requirements 

Qualification The level of knowledge, skills, abilities and competencies 

Corrective action  Action to eliminate the cause of a nonconformity and to prevent recurrence  
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Correction Action to eliminate a detected nonconformity. 

Note 1. A correction can be made in conjunction with a corrective action. 

Note 2. A correction can include, for example, rework or reclassification 

Mission Top management's perspective on the purpose of the University's existence 

Nonconformity Non-fulfillment of a requirement 

Personnel 

assessment 

Verification of qualification knowledge and professional qualities of personnel against 

requirements established in the University 

Policy Intentions and direction of the University's development, officially formulated by top 

management. 

Note 1. Policy can be aligned with vision, mission, and provides a framework for setting 

objectives. 

Consumers A person receiving products and/or educational services intended for them. Consumers 

include: students and their parents, employers 

Preventive action Action to eliminate the cause of a potential nonconformity or other undesirable situation 

Complaint Expression of an organization's dissatisfaction related to its product or service, or the 

complaints handling process itself, where a response or resolution is explicitly or 

implicitly expected 

Procedure A specified way to carry out an activity or a process 

Process The process of organizing students' activities to acquire knowledge, skills, abilities and 

competencies, gain activity experience, develop capabilities and form students' 

motivation for lifelong learning 

Risk The effect of uncertainty on the University's objectives 

Strategy A plan for achieving a long-term or primary objective 

Improvement Action to improve performance indicators 

Service An output of an organization with at least one activity necessarily performed between 

the organization and the customer 

Objectives The University's main performance indicators that it strives to achieve within a certain 

period. Objectives are generally based on the quality policy and should be measurable, 

i.e., enabling verification of their achievement within established timeframes.  

* Note 1. An objective can be strategic, tactical or operational. 

* The University's Objectives are the indicators of the Development Program of JSC «KazNRTU 

named after K.Satpayev for 2023-2027»   

 

3.2 Designations and abbreviations 
 

AC –   Attestation Commission  QP – Quality Policy 

IND – Internal regulatory documents  ATS – Academic Teaching Staff (ATS) 

SCSHE – State Compulsory Standard for Higher 

and Postgraduate Education 

 Vice-Rector 

for AQ –  

Vice-Rector for Academic 

Affairs 

CDR – Department of Corporate 

Development 

 Vice-Rector 

for SCD 

Vice-Rector for Science and 

Corporate Development 

DP –  Documented procedure    

DFA Department of Finance and 

Accounting 

 BD –  Board of Directors 

EGS – European Association for Quality 

Assurance in Higher Education - 

European Association Assurance 

Quality in Higher Education 

 QO – Quality objectives 

ISO –  International Organization for 

Standardization 

 SU Satbayev University  

MS – International standard    

RO – Registrar's office    
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4 CONTEXT OF THE EDUCATIONAL ORGANIZATION 

 

4.1 Understanding the educational organization and its context 

In September 1934, by resolution of the Council of People's Commissars of the USSR, the 

Kazakh Mining and Metallurgical Institute (KazMMI) was established. During World War II, the 

evacuated faculties of the Moscow Institute of Non-Ferrous Metals and Gold joined KazMMI. In 

1960, the mining and metallurgical institute was reorganized into a polytechnic institute. And 

already by 1978, the Kazakh Polytechnic Institute (KazPTI) in terms of its scientific and 

pedagogical potential was ranked among the leading higher education institutions of the Soviet 

Union.  

In 1990, KazPTI was reorganized into the Kazakh National Technical University. In 1999, 

for outstanding contributions to training engineering and technical personnel for the country, 

KazNTU was named after the outstanding scientist, Academician Kanysh Imantayevich Satpayev. 

By Decree of the President of the Republic of Kazakhstan dated July 5, 2001 No. 648, the 

Kazakh National Technical University named after K.I.Satpayev was granted special status. The 

University became a major educational center coordinating the training of scientific and 

engineering personnel in Kazakhstan. 

By Resolution of the Government of the Republic of Kazakhstan dated December 19, 2014 

No. 1330 «On the issues of establishing the non-profit joint-stock company «Kazakh National 

Research Technical University named after K.I. Satpayev», the University was reorganized into 

JSC «KazNRTU» named after K.I. Satpayev. 

In 2017, the grand presentation of the new logo and name of the university Satbayev 

University took place — the Satbayev University logo. 

Satbayev University trains personnel in 41 Bachelor's (15), Master's (15), and PhD (11) 

programs for the industrial and social sectors of Kazakhstan — geologists, miners, oil engineers, 

metallurgists, mechanical engineers, civil engineers, architects, specialists in information 

technology, ecologists, managers, specialized economists in accordance with State License No. 

KZ56LAA00005304 dated 11.07.2015.  

Important strategic development directions include intensifying work with existing foreign 

higher education institutions and establishing contacts with new partners on a mutually beneficial 

basis, including for organizing joint dual-degree programs. For this purpose, it is necessary to 

study and monitor foreign partners open to such cooperation, as well as to utilize the opportunities 

of institutes and ATS to establish contacts with foreign higher education institutions and conclude 

dual-degree agreements.. 
 

4.2 Understanding the needs and expectations of interested parties  
The quality assurance system SU is a means of implementing QUALITY POLICY, 

achieving the set strategic Objectives and confirming the provision of services that satisfy internal 

and external interested parties. 

The main consumers of services SU are students enrolled in higher and postgraduate 

education programs, applicants, employers, research customers, the state and business. 

The University takes into account the expectations of consumers and all interested parties 

strategic partner universities, the corporate sector, contracted customers, end users, as well as 

employees and students of the University when planning educational and scientific processes, as 

well as fulfilling legislative requirements. 

Structural subdivisions continuously carry out monitoring, updating and analysis of 

information about interested parties, their corresponding requirements and proposals in their 

respective areas of activity. The procedure for monitoring, updating and analyzing information is 

defined by the corresponding regulations on subdivisions. 
  

https://official.satbayev.university/download/document/16810/%D0%9F%D0%9E%D0%9B%D0%98%D0%A2%D0%98%D0%9A%D0%90%20%D0%B2%20%D0%BE%D0%B1%D0%BB%D0%B0%D1%81%D1%82%D0%B8%20%D0%BA%D0%B0%D1%87%D0%B5%D1%81%D1%82%D0%B2%D0%B0%20%D0%BD%D0%B0%20%D0%BF%D0%B5%D1%80%D0%B8%D0%BE%D0%B4%202021-2025%20%D0%B3%D0%BE%D0%B4%D1%8B.pdf
https://official.satbayev.university/download/document/16811/%D0%A6%D0%95%D0%9B%D0%98%20%D0%B2%20%D0%BE%D0%B1%D0%BB%D0%B0%D1%81%D1%82%D0%B8%20%D0%BA%D0%B0%D1%87%D0%B5%D1%81%D1%82%D0%B2%D0%B0%20%D0%BD%D0%B0%20%D0%BF%D0%B5%D1%80%D0%B8%D0%BE%D0%B4%202021-2023%20%D0%B3%D0%B3..pdf
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4.3 Determining the scope of the university quality system 

In 2005, the University implemented a quality management system compliant with ISO 

9001:2000, certified by «Russky Registr» and IQNet for educational activities on training 

personnel with higher professional education based on state general education standards of the RK 

for specialties and disciplines in accordance with the licensing scope, state attestation and 

accreditation.  

In 2011, the University made changes to the certification scope – this is the scope of 

application with all excluded requirements of ISO 9001:2008: regarding conducting research 

work, developing and providing educational services for training personnel with higher and 

postgraduate education based on state compulsory education standards of the Republic of 

Kazakhstan in accordance with the licensing, state attestation and accreditation scope. 

Subsequently, the University continuously underwent recertification and confirmed the 

dual Management System Certificate for compliance with the international standard ISO 

9001:2015 No. 20.2014.026 dated 25.11.2020 from the Certification Association «Russky 

Registr» and the International Network certification bodies «IQNet». Certificates are posted on 

the Satbayev University website.    

In 2018, the University was certified under the environmental management systems (ST 

RK ISO 14001-2016) and occupational health and safety management systems (ST RK ISO 

45001-2019). 

The quality system is maintained and continually improved, including the necessary 

processes and their interactions, in accordance with the requirements of this Manual. 

To continuously improve operational effectiveness taking into account established and 

expected requirements of consumers and interested parties, university management:  
 determined the processes necessary for the quality system, their inputs and expected 

outputs, sequence, application in the university and their interaction;  
 determined criteria for process effectiveness, process owners and operational managers 

and methods (including monitoring and measurements) guaranteeing the effective performance 

and management of these processes; 

 established responsibility and authority for the specified processes (in orders, job 

descriptions, employment contracts and other regulatory documentation of the university);  
 ensures the availability and accessibility of resources and information necessary to 

support the operation of processes and their monitoring; 

 takes into account risks and opportunities; 

 monitors, measures and analyzes processes at planned intervals, implements changes 

necessary to ensure achievement of intended results;  
 implements actions necessary to achieve planned results and continually improve these 

processes.   
 

4.4 Quality system and its processes 

Objective: Continual improvement of the system effectiveness based on risk assessment, 

taking into account the needs of interested parties, the Quality Policy and Quality Objectives  
 

Responsibility for the implementation and effective functioning of the system rests with 

the Vice-Rector for Science and Corporate Development  
 

Scope: All subdivisions of the Non-Profit Joint-Stock Company «Kazakh National 

Research Technical University named after K.I. Satpayev».   

The quality system is built taking into account the current organizational management 

structure and the interaction of the University's structural subdivisions. 

Descriptions of processes are documented in the form of documented procedures, 

regulations or rules on types of activities. 

Process management provides for the following actions: 

https://official.satbayev.university/download/document/19365/C%D0%B5%D1%80%D1%82%D0%B8%D1%84%D0%B8%D0%BA%D0%B0%D1%82%20ISO%209001-2015.pdf
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 determination of process inputs and outputs; 

 determination of the sequence and interaction of processes; 

 determination and description of criteria and methods applied to the process; 

 determination of resources necessary for the process; 

 distribution of duties, responsibilities and authorities regarding the process; 

 consideration of risks and opportunities regarding the process; 

 assessment, change and improvement of the process. 

Within these processes, the concept of building the quality system, classification, 

composition, their sequence and interaction are determined. 

Documented information is defined and managed for its continuous currency and is 

retained in original form. 
 
 
 
 

Principles building of the quality system and its composition 

Quality system SU was developed and implemented to realize the Mission, JSC 

Development Program, and Quality Policy, based on the following principles: 

1. Customer focus; 

2. Leadership; 

3. Personnel interaction; 

4. Process approach; 

5. Improvement; 

6. Evidence-based decision making; 

7. Relationship management. 

To all processes, the methodology is applied PDCA (Plan - Do - Check - Act).  

Plan: establishing objectives and activity plans in accordance with customer requirements, 

the Policy and Development Program of JSC «KazNRTU»; 

Do: implementation of plans; 

Check: control and measurement of processes and products, comparison of obtained 

results with planned; 

Act: implementing activities for continual improvement of process and product 

characteristics. 

When creating the model, the main 4 principles of the ESG Standards and Guidelines were 

taken into account. They are based on external and internal quality assurance of higher education 

within the European higher education area: 

 higher education institutions bear primary responsibility for the quality of education 

provided and its assurance; 

 quality assurance responds to the needs of diverse higher education systems, institutions, 

programs and students; 

 quality assurance supports the development of a quality culture; 

 quality assurance takes into account the needs and expectations of students, other 

stakeholders and society. 

Classification of processes of the quality system: 

 Management processes that are applied in the performance of all types of activities and 

for their coordination (interaction) within the system; 

 Business processes (product life cycle processes).  
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Figure 1 – Quality Management System Model SU 

 

Sequence and interaction of quality system processes 

Management processes performed periodically: 

 distribution of authority, responsibility and functions within the planned activities 

(Authority and Responsibility Matrix, Organizational Structure, RegRegulations on structural 

subdivisions, Job descriptions and sections in the correspondingcorresponding plans); 

 management of the management Quality Policy; 

 establishing strategic objectives based on the Mission and Development Program of 

JSC «KazNRTU», as well as planning the creation and development of the quality system in acco-

accordance with the Shewhart-Deming cycle; 

 preparation and conduct of licensing, certification and inspection audits of the quality 

system; 

 internal audit, nonconforming product management and development of preventive and 

corrective actions (described in section 9.2 QM); 

 Management review (described in section 9.3 QM); 

Management processes performed continuously: 

 documented information management (described in clause 7.5 QM);  

 resource management, including personnel management, infrastructurestructure, 

academic and scientific activities, public information, procurement of material and technical 

resources, financial provision, liblibrary and information services, publishing activities, ensuring 

environmental safety and occupational health, social support for students and personnel; 

 performance evaluation (described in section 9 QM); 

 risk and opportunity management; 
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 improvement through corrective and preventive actions (described in section 10 QM). 

Criteria and methods for measurement and monitoring of quality system processes 

All quality system processes are mandatorily subjected to audit, monitoring and subsequent 

analysis by the process owner. 

Quality Manual 

This QM is the main mandatory document of the quality system. The QM contains the 

Management Quality Policy, description of DPs,the procedure for carrying out one or another 

activity, or provides references to current documents. 

The QM structure corresponds to the processes (and sub-processes within them) of the 

quality system linked to the clauses of ISO 9001 containing the corresponding requirements for 

the established processes.  

All processes contain: the purpose of the activity, authority and responsibility for the 

activity (defined in the Authority and Responsibility Matrix and corresponding Regulations on 

structural subdivisions and job descriptions), scope of application, activity management. 

The QM may be amended and supplemented. Scheduled revision of the QM is carried out 

once every 3 years or as necessary. 

The original QM is kept in the CDR; the electronic version Quality Manual is posted on 

the University's information portal. 

Copies of the QM in which changes may be made are numbered and registered.  

Changes are made by a CDR employee in accordance with ST KazNRTU-07-2022. When 

the QM is reissued, the edition number is changed accordingly on the title page and in the page 

headers. 

 

5 LEADERSHIP 

 

5.1 Leadership and commitment 
 

5.1.1 General provisions 

Objective: Confirming that top management demonstrates leadership and commitment to 

improving the effectiveness of the quality system 
 

Responsibility for maintaining and effective functioning of the quality system rests with 

the Vice-Rector for Science and Corporate Development 
 

Scope: All subdivisions SU. 

Activity management: 

a) top management demonstrates, is aware of and accepts accountability for the 

effectiveness of the quality management system by accepting accountability for its functioning 

and reporting on achieved results;  

b) ensuring that the quality policy is established taking into account the strategic direction 

and context of the organization; objectives are set out in the Development Program indicators for 

2023-2027, which are regularly reviewed during top management meetings, such as those 

dedicated to strategic planning or management review;  

c) ensuring that processes are managed within the overall business processes and are not 

perceived as «additional» or obstructive activities;  

d) promoting the process approach and risk-based thinking;  

e) ensuring and monitoring resources (personnel, tooling, equipment, etc.); 

f) discussion, information meetings on the importance and benefits of the quality 

management system and compliance with its requirements;  

g) based on results monitoring, ensuring that the quality system delivers planned results; 

 h) encouraging, directing and supporting persons to contribute to the effectiveness of the 

system; 

https://official.satbayev.university/ru/documents/standart-iso-9001-1-uroven
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i) supporting improvements by ensuring the implementation of recommendations from 

audits, other assessments and management review results; 

j) providing support and methodological assistance to personnel in making specific 

decisions or implementing improvements.  

5.1.2 Customer focus 

Objective: Demonstration of top management's leadership and commitment in supporting 

the university's focus on fulfilling customer requirements and striving to exceed their expectations. 
 

Responsibility: for this activity rests with the rector. 
 

Scope: All subdivisions SU. 
 

Activity management: 

The system ensures the consistent fulfillment of customer requirements, as well as 

applicable legislative, regulatory and other educational requirements based on the rules, principles 

and traditions adopted in the educational activity system. 

Risks and opportunities that can affect the conformity of educational activities and the 

ability to enhance customer satisfaction are determined and managed in accordance with the Risk 

Management Policy and are reviewed quarterly at meetings of the University's Board of Directors. 
 

5.2 Quality Policy 

5.2.1 Developing the quality policy 
Objective: Ensuring by top management the establishment and alignment of the Quality 

Policy with the strategic directions of development SU, the basis for setting objectives and 

commitments for continual improvement of the quality system. 
 

Responsibility: for this activity rests with the rector. 
 

Scope: All subdivisions SU. 
 

Activity management: JSC KazNRTU named after K.I. Satpayev has a published the 

quality policy, supported by the academic and scientific community of the university. The Policy 

defines the objectives, directions of activity and commitments of the university and university 

Management in the field of quality, taking into account the degree of customer satisfaction, the 

conformity of the quality management system to the requirements of ISO 9001, ST RK ISO 14001, 

ST RK ISO 45001, Standards and Guidelines for quality assuranceof quality in the European 

higher education area (ESG). 

When developing the quality policy, the following are considered: 

 a clear understanding of the organization's context, the needs and expectations of its 

significant interested parties;  

 the strategic direction of the organization's development, based on its mission, vision, 

guiding principles and key values; 

 the level of future improvements, the desired level of customer satisfaction;  

 resources to achieve planned results. 

Top management keeps the quality policy current during the review of the University's 

activities based on: 

– the Strategy recorded in the University Development Program; 

– results of analysis of satisfaction of all interested parties; 

– Standards and Guidelines ESG; 

– information on the university's management review for previous periods.  

The draft Quality Policy in three languages is submitted for agreement to all interested 

parties and approved by decision of the Academic Council of the University. 

The implementation period of the Quality Policy depends on the fulfillment of 

Development Program indicators for no more than 3 years. All previous versions of the Quality 

Policy and Quality Objectives are kept in the CDR for 3 years (Appendix B). 

https://official.satbayev.university/download/document/16810/%D0%9F%D0%9E%D0%9B%D0%98%D0%A2%D0%98%D0%9A%D0%90%20%D0%B2%20%D0%BE%D0%B1%D0%BB%D0%B0%D1%81%D1%82%D0%B8%20%D0%BA%D0%B0%D1%87%D0%B5%D1%81%D1%82%D0%B2%D0%B0%20%D0%BD%D0%B0%20%D0%BF%D0%B5%D1%80%D0%B8%D0%BE%D0%B4%202021-2025%20%D0%B3%D0%BE%D0%B4%D1%8B.pdf
https://official.satbayev.university/download/document/16810/%D0%9F%D0%9E%D0%9B%D0%98%D0%A2%D0%98%D0%9A%D0%90%20%D0%B2%20%D0%BE%D0%B1%D0%BB%D0%B0%D1%81%D1%82%D0%B8%20%D0%BA%D0%B0%D1%87%D0%B5%D1%81%D1%82%D0%B2%D0%B0%20%D0%BD%D0%B0%20%D0%BF%D0%B5%D1%80%D0%B8%D0%BE%D0%B4%202021-2025%20%D0%B3%D0%BE%D0%B4%D1%8B.pdf
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5.2.2 Communicating the quality policy 

The current edition of the Quality Policy was approved by the Academic Council 

(24.09.2020 Minutes No.4).  

Responsibility for communicating the quality policy to subdivision personnel, ensuring its 
understanding and implementation is assigned to subdivision heads. 

QUALITY POLICY is formulated in three languages, which ensures its understanding and 

is posted on the university website https://satbayev.university/ru   

The text of the current Policy is posted in all main premises of the university and is 

promptly replaced when changes are made to the Policy.  
 

5.3 Organizational roles, responsibilities and authorities 

Objective: Distribution of significant roles within the quality system to ensure effectiveness 

and achieve planned results. Formation of organizational structure, authority and responsibility 

matrixof tasks and functions of subdivisions, authority, responsibility and functions of personnel.  
 

Responsibility: for this activity rests with the Rector (within the scope of the activity, 

authority is delegated to the Head of the Board Apparatus). 

The responsibilities and authorities of the University Rector are defined by the Charter of 

JSC KazNRTU, the Organizational Structure (Appendix A), Regulations on structural subdivisions 

and job descriptions of employees in the area of quality. 

Scope: All subdivisions SU. 
 

Activity management: The University Rector exercises general management 

the university in the following areasareas of activity: interaction with external organizations; 

strategic planniring; implementation of plans; resource management. 

In accordance with the approved organizational structure, top management has defined the 

functions of subdivisions, their interaction, duties, responsibilities and authorities of personnel in 

the regulations on subdivisions, job descriptions for employees and ATS, relevant orders and 

directives, and has brought them to the attention of each employee through signed familiarization 

with these documents.  
 

6 PLANNING 

 

6.1 Actions to address risks and opportunities 

Objective: Top management's determination of risks and opportunities, as well as measures 

for their treatment and realization when planning quality system processes.  
 

Responsibility: for this activity rests with the rector (within the scope of the activity, 

authority is delegated to vice-rectors and heads of structural subdivisions).  
 

Scope: All subdivisions SU. 
 

Activity management: When determining risks and opportunities, external and internal 

factors and requirements of interested parties are taken into account. Risk management is 

conducted according to the Risk Management Policy and documented procedure 613 in 

accordance with MS ISO 31000. The formulated Risk Register is analyzed and reviewed quarterly 

at meetings of the university's Board of Directors.  
 

6.2 Quality objectives and planning to achieve them  
Objective: Top management's determination of strategic objectives (in the form of 

indicators of the Development Program of JSC «KazNRTU named after K.I.Satpayev for 2023-

2027») and corresponding measures for their achievement.  
 

Responsibility: for this activity rests with the rector (within the scope of the activity, 

authority is delegated to vice-rectors and heads of structural subdivisions).  
 

Scope: All subdivisions SU. 
 

https://official.satbayev.university/download/document/16810/%D0%9F%D0%9E%D0%9B%D0%98%D0%A2%D0%98%D0%9A%D0%90%20%D0%B2%20%D0%BE%D0%B1%D0%BB%D0%B0%D1%81%D1%82%D0%B8%20%D0%BA%D0%B0%D1%87%D0%B5%D1%81%D1%82%D0%B2%D0%B0%20%D0%BD%D0%B0%20%D0%BF%D0%B5%D1%80%D0%B8%D0%BE%D0%B4%202021-2025%20%D0%B3%D0%BE%D0%B4%D1%8B.pdf
https://satbayev.university/ru
https://official.satbayev.university/download/document/29495/%D0%9F%D0%BE%D0%BB%D0%B8%D1%82%D0%B8%D0%BA%D0%B0%20%D1%83%D0%BF%D1%80%D0%B0%D0%B2%D0%BB%D0%B5%D0%BD%D0%B8%D1%8F%20%D1%80%D0%B8%D1%81%D0%BA%D0%B0%D0%BC%D0%B8%202022.pdf
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Activity management: Establishing SMART measurable and agreed target indicators of the 

Development Program and monitoring their implementation, as well as planning the development 

and improvement of the quality system, is prepared under the guidance of the Vice-Rector for 

Science and Corporate Development, taking into account proposals from subdivisions.  

Operational-level planning is carried out by heads of structural subdivisions and, as 

necessary, directly by the personnel of these subdivisionsling. 

Evaluation of the results of achieving established objectives is part of the management 

review and evaluation of KPI (key performance indicators). 
 

6.3 Planning of changes 

Objective: Determining the need for changes, their planning and implementation in a 

controlled manner within the framework of ensuring the integrity of the system.  
 

Responsibility: for this activity rests with vice-rectors and heads of structural subdivisions.  
 

Scope: All subdivisions SU. 
 

Activity management: Planning of changes and updating of internal regulatory documents 

is prescribed in documented procedure DP KazNRTU 401 Internal Regulatory Documentation. 

According to ST KazNRTU-07-2022, the reasons for changes are described. 

 

7 SUPPORT 

 

7.1 Resources 

7.1.1 General provisions 

Objective: Providing all types of resources for the implementation, maintenance and 

improvement of quality system processes. 

Responsibility: Responsibility for this activity rests with the rector. 
 

Scope: All subdivisions SU. 

Activity management: Carried out based on the management of sub-processes described 

further. 

To carry out quality activities in SU the following resources are used taking into account 

risk assessment: 

 financial resources and material and technical resources, including necessary materials, 

buildings and premises, engineering networks, office equipment and software; 

 qualified personnel competent in management matters, performing all types of work and 

checks, including internal quality audits; 

 organizational structure with a clear distribution of duties, authorities and 

responsibilities in management, performance of work and checks; 

 information resources (legal, regulatory and technical documents regulating 

requirements for processes and their outputs, control methods, personnel, etc.); 

 physical resources (energy carriers, water, auxiliary materials, etc.). 
 

7.1.2 Personnel 
 

Objective: Providing appropriate personnel and their competence for the operation and 

management of processes.  

Responsibility: for this activity rests with the Head of the Board Apparatus and the Director 

HR-service. 
 

Scope: All subdivisions SU 
 

Activity management is based on risk assessment, taking into account authority and 

responsibility within specific processes. 

To effectively maintain and develop the quality system and the functioning of its process 

management, the university has defined and ensured the availability of officials with appropriate 

qualifications in accordance with the personnel management process, which includes:  
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 establishing qualification requirements in job descriptions (requirements for 

competence, qualification, work experience, necessary knowledge and skills);  

 determining personnel needs and their competence levels based on the need to assign or 

confirm a qualification category, formalized as a professional development plan;   
 organization of professional development for personnel;  
 maintaining qualification data in employee personal files.  
Ensuring the appropriate competence of university personnel is carried out in accordance 

with the requirements of clause 7.2 of this Manual and DP KazNRTU 601 – Personnel 

Management. 
 

7.1.3 Infrastructure 
 

Objective: Ensuring the conformity of the University's infrastructure, equipment and 

support services with established requirements. 
 

Responsibility: Responsibility for this activity rests with the Vice-Rector for Science and 

Corporate Development, the Director of the Infrastructure Management Department and the 

Director of the Finance and Accounting Department.  

Scope: All subdivisions SU. 

Infrastructure includes: 

 buildings, structures, classrooms, production and utility premises; 

 equipment for process implementation and hardware-software tools; 

 laboratory premises and control and measuring equipment; 

 support services. 
 

The University maintains infrastructure in working order through the implementation of 

appropriate preventive and scheduled maintenance work and operational corrections to 

infrastructure objects.  
Office equipment, communications (including Internet access) and transport are 

maintained in working order through necessary ongoing repair and maintenance activities.  
Software is maintained in working order through updates at established intervals. 

To ensure and maintain the operation of quality management system processes, 

expenditure planning for the coming year is carried out annually in the 4th quarter. Energy resource 

limits consumed by the university are agreed upon, maintenance activities, preventive inspections, 

tests and other actions that allow the university's buildings, structures and equipment to be kept in 

proper condition are planned, and cost calculations for the planned activities are performed. 
 

7.1.4 Environment for the operation of processes 

The University has defined, established and maintained the environment necessary for the 

operation of its processes and for achieving conformity of products and services. A suitable 

environment is a combination of human and physical factors, such as: 

 social (for example, absence of discrimination, calm, non-conflict, etc.);  
 physiological (for example, stress reduction, emotional protection, etc.);  
 physical (for example, temperature, humidity, lightiing, dust levels, gas contamination, 

noise, vibration, electromagnetic and radiation exposure). 

Management of these factors creates the necessary conditions and ensures the safety and 

health of personnel. 

On the website in the section Internal regulatory documentation information for all 

interested parties is posted in the form of regulatory documentation, news lines with 

announcements and events conducted by the University to maintain an appropriate psycho-

emotional climate. 
 

7.1.5 Monitoring and measuring resources 

The University conducts continuous monitoring and periodic evaluation of educational 

programs to ensure that they achieve their goals and meet the requirements of interested parties. 

https://official.satbayev.university/ru/vnutrennie-normativnye-dokumenty/3-uroven-upravlenie-vospitatelnoy-rabotoy
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The results of these processes lead to continuous improvement of programs, as well as ensuring 

their implementation and creating a favorable learning environment. 

Resources for monitoring and measurement to ensure the validity of results have been 

determined, guaranteeing their fitness for the intended purpose. 

Measuring instruments located in department laboratories and used for educational 

purposes are verified by the laboratory head before use. 

Verification of measuring instruments used to control and regulate infrastructure provision 

and production environment processes is carried out in the territorial body JSC «National Center 

for Expertise and Certification» by contract. 

Measuring and monitoring equipment with an expired verification/calibration period, with 

a damaged seal, raising doubts about its normal functioning, as well as equipment used for 

unintended purposes, is considered unfit. 
 

 

 

7.1.6 Knowledge base 

SU has a rich knowledge base defined for the functioning of the University's processes and 

achieving conformity of products and services, maintained up to date and available for expansion 

as needed. 

KazNRTU analyzes how to identify and manage corporate knowledge to meet its current 

and future needs. The organization's personnel and their experience are the foundation of corporate 

knowledge.  

The totality of knowledge SU in the form of theory, creative results, skills, abilities and 

competencies constitutes intellectual capital (customer relationships, technology, employee 

capabilities, applied experience) and intellectual property (patent-protected knowledge: 

inventions, utility models, industrial designs, trademarks, service marks, trade names, commercial 

names and designations).  

7.2 Competence 

Objective: Determining the necessary competence and ensuring that persons doing work 

under the organization's control (managers, permanent and temporary employees, contractors, etc.) 

are competent on the basis of appropriate education, training, or experience. 

The competence of employees is determined by their education, training and experience 
 

Responsibility: Responsibility for this activity rests with the supervising vice-rectors and 

heads of structural subdivisions.  

To ensure appropriate personnel competence, the following activities are carried out at the 

university: 

 heads of structural subdivisions, when developing regulations on a structural 

subdivision and job descriptions of employees, must describe the clause «Qualification 

requirements»; 

 structural subdivisions develop professional development plans; according to the plans, 

employee competence is ensured through appropriate education, training and/or experience (for 

example, hiring persons with the required competence level, organizing internships at leading 

educational and/or scientific centers, etc.); 

 conducting corporate training; 

 personnel attestation. 

In HR-service, based on information provided by employees, the relevant documented 

information is registered and retained as evidence of competence. 

7.3 Awareness 

Objective: Providing university employees, students and other interested parties with 

complete and current information.  

Responsibility: for this activity rests with the Director of the Public Relations Center.  
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Scope: All subdivisions SU. 

В the university, to ensure personnel awareness, meetings at various levels, assemblies 

and sessions (including extended executive meetings, academic council meetings, etc.) are held; 

employees are familiarized with documentation by signature in the familiarization log. Information 

regularly communicated to personnel concerns matters of:  
 the quality policy; 

 the relevant quality objectives; 

 the effectiveness of the quality management system, including the benefits of improved 

performance; 

 the consequences of not conforming to quality management system requirements. 

All information is posted on the official website of the University 

https://satbayev.university/ru   
 

7.4 Communications 
 

Objective: Improving methods of internal and external communication 

Responsibility: Responsibility for this activity rests with the Director of the Public 

Relations Center.  
 

Activity management: The university's top management ensures 

the development and organization of processes for exchanging internal and external information, 

including on matters of development, implementation and effectiveness of the management 

system. 
 

7.5 Documented information 
 

Objective: Provision and management of required documented information. 
 

Responsibility: Heads of structural subdivisions responsible for the business process. 

Scope: All subdivisions SU. 
 

Management documented information — means ensuring the currency of information. 

https://satbayev.university/ru
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Figure 2 – Structure of Documented Information SU  
  
В the purposes of ensuring the functioning of quality system processes, the university has 

established and continuously updates documented information:  
 documented quality policy and quality objectives,  

 the quality manual, 

 documented procedures establishing the procedure for carrying out activities, 

 internal regulatory documents necessary for the university to plan, implement and 

manage processes; 

 records necessary to register the fact and characteristics of activities performed. 

To ensure that management system processes are carried out in accordance with planned 

results, documented information at the university is retained in accordance with the requirements 

of documented procedure «Quality Records Management» DP KazNRTU 404. 

Documents establish the procedure for performing work, as well as the authority, 

responsibility and functions of personnel and their interaction. In this context, the exchange of 

information between employees and subdivisions, as well as the documentation of work 

performance, is important. 

Document management is carried out in accordance with the legal and regulatory 

documents cited in this QM. 

The documentation structure is developed according to a hierarchical principle (Figure 4). 

Documentation 1 - 4  levels is internal. Level 5 baseline documentation is both internal and 

external. 

The structure of quality records and data (Figure 5) consists of 3 levels (primary, processed 

and systematized information). 
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The main requirement for documentation is to comply with the Policy, Objectives, 

Development Program, Plans, undergo continuous updating and ensure the preservation and access 

to data for the purposethe purpose of enabling analysis and statistical processing for improvement 

of the quality system. 

The procedure for developing, updating and approving documented information is 

regulated by DP KazNRTU 403 – Internal Regulatory Documentation. 

Originals of documented information are kept in the CDR; scanned versions of documents 

are posted on the official website of the University. 

 
 

8 OPERATION 

 

8.1 Operational planning and control 

Objective: Top management plans and controls processes necessary to meet requirements 

for the provision of educational products and services. 
 

Responsibility: Heads of structural subdivisions responsible for the business process. 

Scope: All subdivisions SU. 
 

Activity management: Effective control measures are needed to:  

a) to confirm the fulfillment of criteria; 

b) determining requirements for educational services; 

c) determination of necessary resources;  

d) to ensure that planned results are achieved;  

e) determine what improvements are needed. 
 

Process information: Risks and opportunities determined during planning, including 

possible changes, are key input data when planning and managing activities. 
KazNRTU plans the design, development and expected results of educational services, 

including:  

a) learning outcomes; 

b) ensuring appropriate and accessible teaching methods and learning environment;  

c) determining criteria for learning assessment; 

d) conducting learning assessment;  

e) determining and implementing improvement methods;  

f) providing support services.  

Additional requirements for education with special needs  

Top management demonstrates flexibility, i.e., the co-construction by students of the 

learning process based on skills, capabilities and interests, including such approaches as:  

 adaptive learning;  

 accelerated or enriched content;  

 individually tailored measures;  

 adjustment of the curriculum or modification of the educational program to meet a 

specific learner profile, above or below the default level or grade corresponding to the default age 

for a specific subject or course;  

 recognition of prior learning and experience;  

 providing connection to workplace opportunities. 

 

8.2 Requirements for educational services 

When providing educational services, the university ensures the determination of 

requirements: 

 in accordance with its policy and strategic plan; 

 students and other beneficiaries, in particular those with special needs; 

 arising from international requirements and developments; 
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 arising from the labor market;  

 research results; 

 occupational health and safety.  

The university notifies students and other relevant interested parties regarding 

understanding of: 

 the objectives, format and content of educational services provided, including the tools 

and criteria to be used for assessment; 

 obligations, responsibilities and expectations placed on students and other beneficiaries; 

 learning assessments that will be recognized and retained as documented information; 

 methods used in case of dissatisfaction or disagreements of interested parties; 

 expenses, such as tuition fees. 

Top management ensures that amendments are made to the relevant documented 

information and that relevant interested parties are informed of changed requirements when 

requirements for educational services change following the Board's decision to approve the 

relevant document  
 

8.3 Design and development  

8.3.1 General provisions 

Within this activity, work is carried out on establishing and maintaining design and 

development processes that ensure subsequent provision of educational services. 

8.3.2 Design and development planning 

When planning design and development, the following are considered: 

 the nature, duration and complexity of the design and development; 

 necessary process stages, including applicable design and development reviews; 

 necessary verification and validation activities for design and development; 

 responsibilities and authorities involved in the design and development process; 

 the need for internal and external resources for the design and development of 

educational services; 

 the need to manage interfaces between persons involved in the design and development 

process; 

 the need to involve students and other beneficiaries in the design and development 

process 

 requirements for subsequent provision of educational services; 

 the level of control expected for the design and development process by students, other 

beneficiaries and other relevant interested parties; 

 documented information necessary to demonstrate fulfillment of design and 

development requirements; 

 evidence-based approach; 

 the degree to which students require individual learning pathways based on their skills, 

interests and capabilities; 

 the need for reuse, accessibility, interchangeability and durability in course design, 

production and delivery tools. 

8.3.3 Design and development inputs 
The university has determined requirements for educational services to be designed and 

developed, considering: 

a) functional and operational requirements (resources needed for the design and 

development of services, for example, classroom fund, technical teaching aids, personnel, 

provision of scientific and methodological literature, etc.); 

b) information obtained from previous similar design and development activities 

(documented information necessary to demonstrate fulfillment of design and development 

requirements, effectiveness and development of best practices); 
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c) potential consequences of failure due to the nature of educational services, up to the 

points that lead to loss of customer satisfaction.  

This activity also includes all work related to the validation of business processes 

(including personnel attestation and relevant equipment checks), as all these processes of SU are 

recognized as special. 
 

When designing and developing educational processes, top management considers the 

interests of students and other consumers; for example, when developing the curriculum, the 

University maps the inputs and outputs of each process, learning objectives and duration. 

Procedures ensure that learning conforms to established requirements, while student achievements 

and effectiveness are evaluated. 

As requirements of major importance for a specific type of educational program being 

designed and developed, the university considers two groups of design input data. As external 

design input data, the following are defined: 

 needs and expectations of consumers (employers, students);  
 applicable legislative and regulatory requirements for the given service (state 

compulsory education standards); 

 information on the practice of providing similar services by other higher education 

institutions; 

 specialty passport.  
В internal design input data, the following must be determined:  
 needs and expectations of university employees;  
 the opportunities of the new educational program in terms of strengthening the image 

and reputation of the University; 

 the required qualification level of personnel;  
 the required classroom fund;  
 the possibility of providing scientific and methodological materials;  
 the potential consequences of failure related to the nature of the services; 

8.3.4 Design and development controls  
В the university monitors and analyzes the design and development process of the 

educational program to ensure that:  
 development is carried out in accordance with planned activities;  
 design and development objectives are achieved, planned resources are allocated and 

used appropriately and effectively;  
 verification and validation activities have been conducted to ensure conformity with 

educational service effectiveness requirements;  
 necessary actions have been taken regarding problems identified during review or 

verification and validation; 

 documented information on these activities is registered and retained. Analysis results 

are reported and discussed at meetings of academic and methodological councils, which is 

recorded in the minutes.  
Controls applied to the design and development process of final assessment: 

 a clear link between the assessment plan and learning outcomes; 

 principles of transparency, accessibility, respect for the learner and fairness are taken 

into account, especially with regard to grading; 

 the assessment system is defined and approved. 

8.3.5 Design and development outputs 

The University ensures that design and development outputs meet requirements. 

8.3.6 Design and development changes 
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The development of knowledge in the modern world leads to the analysis of educational 

programs and updating of curricula and other internal regulatory documents. All changes are 

identified, documented, approved and communicated to personnel. 
 

8.4 Control of externally provided processes and services 

The university has developed regulatory documents ensuring that processes, products and 

services provided by external providers conform to the university's requirements.  

The procurement process also includes the following outsourced processes performed with 

the help of external organizations: 

 provision of energy resources; 

 provision of externally originating regulatory documents; 

 banking services for settlement and cash services; 

 medical services; 

 personnel training; 

 inspections by supervisory and regulatory bodies; 

 certification, accreditation and attestation services for testing laboratories. 

Evaluation and selection of suppliers, procurement necessary to ensure infrastructure 

(educational environment) and production environment are described in documented procedure 

604 Procurement Management. 

The quality of services provided is verified directly during their performance. Conditions 

for interaction with service providers are stipulated in agreements/contracts. 
 
 

8.5 Production of products and services 

8.5.1 Control of service provision 

В the university, educational activities are carried out under controlled conditions. 
Controlled conditions include the availability of documented information. Students of Satbayev 

University are provided with all necessary guides required for admission and study at the 
university. 

Admissions guides: 

 Admissions guide for Bachelor's programs, Master's programs and PhD programs. 

Information about educational programs is posted on the website 

https://satbayev.university/ru and is available for download at any time. 

For first-year students, there is posted Reference guide, Master's Student Guide and  PhD Student 

Guide.  

At https://official.satbayev.university/ru all necessary information for all interested parties is posted 

and continuously updated. In the tab List of internal documents all business processes of academic and non-

academic activities of the university are described. 

The University validates the educational process in order to demonstrate the ability to 

achieve planned results.  

8.5.2 Identification and traceability 

The University, in the course of carrying out educational activities, performs identification 

and traceability of monitoring results regarding: 

 student progress; 

 teaching methods and employment; 

 personnel work results in terms of: what was done, when and by whom.  
8.5.3 Property belonging to customers or external providers   
Student property includes:  
 original education documents of the student accepted upon enrollment, personal 

documents (stored in the registrar's office); 

 medical data, studies or certificates of the student (stored in directorates or the medical 

center of KazNRTU); 

https://satbayev.university/ru/undergraduate
https://satbayev.university/ru/graduate
https://satbayev.university/ru/phd
https://satbayev.university/ru/freshman-guide
https://satbayev.university/ru/graduate-guide
https://satbayev.university/ru/graduate-guide
https://satbayev.university/ru/graduate-guide
https://official.satbayev.university/ru/docs
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 results of examinations, tests or written works of students (stored in the student's file in 

the directorate or registrar's office); 

Customer property (ATS) includes intellectual property. Property provided by ATS to 

students in an educational organization is defined as property transferred in the course of 

educational activities. Among other documents, these may be completed works, diploma projects, 

etc. Storage is carried out under a transfer-acceptance act in the university archive. 

Property of external providers includes such items as textbooks, workbooks, teaching aids, 

computers, software, or other technical means. When necessary, standards and specifications for 

supplied materials guaranteeing their fitness for learning may be established. All transferred 

property of external providers is formalized through transfer-acceptance acts.  
If property of a customer or external provider is lost, damaged or found to be unfit for use, 

the university management notifies the customer or external provider in writing, and also registers 

and retains documented information about what occurred. 

8.5.4 Preservation 

The University ensures the preservation of process outputs during the production of 

products and services to the extent necessary to ensure conformity 
 

8.6 Release  

The University has implemented planned activities at appropriate stages of training to 

verify fulfillment of educational requirements. Verification is carried out through interim 

assessment and final attestation in accordance with the requirements of internal regulatory 

documents: «Regulations on the Organization and Conduct of Examination Sessions», 

«Regulations on Final Attestation of Students».  
The graduation of a student who has not fully completed the educational program is not 

possible until all planned activities have been completed with satisfactory results. 

In the University, responsibility for the validity of learning process results rests with the 

Academic Teaching Staff (ATS) who conduct monitoring of academic progress and assessment of 

the discipline. 

As documented information containing evidence demonstrating conformity of the 

graduate's competency level with established requirements, records in the grade sheet and grade 

book are used, and upon final graduation — the original diploma with its appendix and seals, 

signed by the Rector of the University. The Rector's signature must be accompanied by the official 

seal. The Rector's signature and seal on the education document certify the fact of its registration 

and oversight. 

В The university maintains strict records of education documents issued upon completion 

of training. 
 

8.7 Control of nonconforming outputs 

Objective: Prevention of unintended or erroneous use of nonconforming outputs. 
 

Responsibility: for this activity rests with the rector (within the scope of the activity, 

authority is delegated to the Vice-Rector for Academic Affairs). 
 

Scope: All subdivisions SU, participating in this activity.  

Activity management: The University retains all documented information containing data 

on nonconforming products — originals in the Department of Corporate Development, copies in 

the subdivisions where the nonconformities were detected. 

When a nonconforming output is detected, appropriate actions are taken based on its impact 

on the conformity of the service. After correction, the output is re-verified. 
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9 PERFORMANCE EVALUATION 

 

9.1 Monitoring, measurement, analysis and evaluation 

9.1.1 General provisions 

Objective: Verification of compliance with established requirements for the results of 

educational and scientific activities. 
 

Responsibility: for this activity is delegated to the Vice-Rector for Academic Affairs and 

the Vice-Rector for Science and Corporate Development.  
 

Scope: Subdivisions SU, participating in the processes.  

Activity management: The University determines: 
 

 processes subject to monitoring and measurements; 

 methods for monitoring, measurement, analysis and evaluation needed to ensure valid 

results; 

 the timing of analysis and evaluation of monitoring and measurement results.  
В SU an annual evaluation of performance results and the effectiveness of the quality 

management system is conducted based on internal audit reports and the management review 

report. 

All documented information obtained during monitoring and analysis is recorded, 

registered and retained in accordance with the requirements of documented procedure DP 

KazNRTU 404 – Quality Records Management.   
Monitoring and measurement of products is carried out at all stages of the educational 

process. 

9.1.2 Customer satisfaction 

Objective: Analysis of customer satisfaction as well as their perception of the degree to 

which their needs and expectations are fulfilled.  
 

Responsibility for planning, task distribution, control and evaluation of results of this 

activity rests with the Vice-Rector for Academic Affairs (AQ).  
 

Scope: Subdivisions SU, interacting with consumers. 
 

Activity management: The university monitors data relating to customer perceptions of the 

degree to which their needs and expectations have been fulfilled. Methods for obtaining 

monitoring and data analysis in SU:  

 collection and analysis of feedback and recommendations (appreciations, reviews); 

 reviewing complaints and appeals, (SU Solution); 

 surveys employers, applicants, students, academic teaching staff and personnel; 

 concluding contracts for targeted training; 

 reports and recommendations from external inspections; 

 social media monitoring; 

 analysis of university rankings. 

Results are reflected in the management review. 
 

 

9.1.3 Analysis and evaluation  
Objective: Determining, collecting and analyzing data to confirm suitability and enhance 

the effectiveness of the quality system.  
 

Responsibility: for this activity rests with the Vice-Rector for Academic Affairs and the 

CDR Director. 
 

Scope: All subdivisions of Satbayev University. 
 

Activity management. The University has determined relevant data subject to analysis. 

Analysis and evaluation results are used to assess indicators of the quality system, as well as to 

identify the need for any improvements. 
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Monitoring and measurements may include: 

 the program content for the given discipline ensuring the program's relevance; 

 workload, student academic performance and indicators; 

 the effectiveness of assessment; 

 student satisfaction with the program; 

 learning environment and support services and their fitness for purpose. 

Analysis results are reflected in management review reports and other internal audit 

reports. 
 

9.2 Internal audit 

Objective: Obtaining impartial information from internal audits on performance indicators 

to enhance and improve the effectiveness of the quality system. 

Responsibility: for this activity rests with the CDR Director.  

Scope: All subdivisions SU. 

Activity management: Audit methods include — direct observation of the process, 

interviews with relevant employees, as well as reviewing documented information (e.g., internal 

procedures, customer requirements; legislative and regulatory requirements), ensuring compliance 

with all applicable requirements of ISO 9001.  

Internal audits are conducted according to the schedule approved by order of the University 

Rector. Unscheduled audits are conducted on the basis of top management directives. The internal 

audit process is regulated by documented procedure DP KazNRTU 801 – Internal Audit. 
 

9.3 Management review 

Objective: Ensuring the continuing suitability, adequacy and effectiveness of the quality 

system through periodic analysis and evaluation of its status. 

Responsibility: for this activity rests with the rector. 

Scope: All subdivisions SU. 

Activity management:  Top management reviews the university's quality system at planned 

intervals to ensure its continuing suitability, adequacy and effectiveness, the development of 

quality culture, and alignment with the strategic directions of the University.    
Management review is planned and conducted taking into account: 

  the status of actions from previous management reviews; 

 changes in external and internal factors relevant to the quality system; 

 information on performance results and effectiveness of the quality system, including 

trends in: 

a) customer satisfaction and feedback from relevant interested parties; 

b) the degree of achievement of quality objectives; 

c) the performance and conformity of processes to requirements; 

d) nonconformities and corrective actions; 

e) results of monitoring and measurements; 

f) results of internal and external audits; 

g) results of external providers' activities; 

 the adequacy of resources; 

 effectiveness of actions taken to address risks and opportunities; 

 recommendations and opportunities for improvement; 

 personnel feedback related to competence development activities. 

A draft management review report is submitted annually for agreement and approval to the 

University Rector. 

9.3.3 Management review outputs 

Management review outputs include opportunities for improvement, needs for changes to 

the quality system and resource needs. 
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10 IMPROVEMENT 

 

10.1 General 

Objective: Improving the quality system to increase interested party satisfaction through 

improvement of services, correcting or preventing undesirable effects, and improving the 

performance and effectiveness of the quality management system  

Responsibility: Responsibility for this activity rests with the rector. 

Scope: All subdivisions SU 

Activity management: In The university has identified opportunities for  
improvement of implementing necessary actions to fulfill customer requirements and enhance 

their satisfaction, which include:  
 improvement of educational activities to fulfill requirements and address future needs 

and expectations; 

 neutralizing, preventing or reducing undesirable effects; 

 improvement of performance and effectiveness of the quality management system; 

 embracing innovations; 

 conducting reorganization. 

Continual improvement is carried out to enhance performance indicators and to implement 

agreed decisions aimed at achieving positive results. 

10.2 Nonconformities and corrective actions  
When nonconformities arise, including those related to complaints, as a result of internal 

audits, the University takes actions adequate to the consequences of the identified nonconformities 
in accordance with the requirements of documented procedure DP KazNRTU 801 – Internal Audit. 

10.3 Continual improvement 

The University strives to continually improve the suitability, adequacy and effectiveness 

of the quality management system and its processes. University management views continual 

improvement as its strategic objective aimed at ensuring customer satisfaction and the ability to 

exceed their expectations. 

The university reviews and analyzes the results of analysis and evaluation (rankings of 

educational organizations published on the Internet), outputs of management review, results of 

internal and external audits, results of corrective and preventive actions, to determine whether 

there are needs or opportunities requiring consideration as continual improvement measures. 

The University strives to improve the quality management system through revision of the 

quality policy, quality objectives, planning and implementation of improvement activities. 
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Appendix B 

QUALITY POLICY 

of NPJSC "Kazakh National Research Technical University 

named after K. Satbayev" (Satbayev University) 

for 2024-2027 

 

Our mission: Science and education for the benefit of a person. 

Our vision: A world-class university, a research hub in engineering education and 

science, contributing to the growth of the backbone sectors of the economy in the Republic of 

Kazakhstan, one of the 200 best universities in the world based on QS rating. 

Satbayev University’s strategic goal is to form a leading research, engineering and 

educational center in which scientific activity and education at all levels of higher and postgraduate 

education will be part of the single process aimed at training the leaders of a new generation who 

have received international recognition, whose developments and inventions make a significant 

contribution to the growth of the backbone sectors of Kazakhstan’s economy and achieving the 

UN Sustainable Development Goals. 

University’s management of all levels undertakes to achieve the goals of Development 

Program of non-profit joint stock company "Kazakh National Research Technical University 

named after K.I.Satbayev" for 2023-2027, to ensure the effective functioning and continuous 

improvement of the quality management system, the effectiveness of measures within the 

framework of implementing the quality policy and goals, the high level of services, as well as to 

respond promptly to changes in internal and external  environment conditions. 

• We are committed to providing the students with quality education that meets national 

and international standards. 

• We support dynamic scientific and research activities, both among students and teachers, 

and contribute to advancing their creativity. 

• We provide access to innovations in the education sphere and develop digital educational 

technologies. 

• We actively interact with our students, teachers, researchers, employers and society to 

ensure that their needs and expectations in the education and research sphere are met. 

• We strictly comply with national and international standards and regulations in the 

education and research sphere. 

• We provide transparent information related to the quality of our services and our research 

results to both internal and external stakeholders. 

• Our teachers, researchers and administration are actively involved in ensuring the quality 

of education and research and share their experience and knowledge. 

• We systematically assess and manage the risks associated with the education and research 

quality with the purpose to minimize the negative impact. 

• University’s supervisors and staff are in charge of ensuring the education and research 

quality within their functions and accountabilities. 

 

Quality policy is collectively approved at all levels of University's corporate governance 

and is aimed at ensuring the quality of Satbayev University services for internal and external 

stakeholders, in accordance with the applicable ISO 9001 requirements, is focused on meeting the 

society’s expectations and achieving the goals of University's Development Program until 2027. 
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Appendix C 

OBJECTIVES are provided in Development Program of the non-profit joint-stock 

company "Kazakh National Research Technical University named after K.I. Satpayev" for 2023–

2027, approved by Resolution of the Government of the Republic of Kazakhstan No. 401 dated 

May 26, 2023. 

 

https://official.satbayev.university/download/document/16811/%D0%A6%D0%95%D0%9B%D0%98%20%D0%B2%20%D0%BE%D0%B1%D0%BB%D0%B0%D1%81%D1%82%D0%B8%20%D0%BA%D0%B0%D1%87%D0%B5%D1%81%D1%82%D0%B2%D0%B0%20%D0%BD%D0%B0%20%D0%BF%D0%B5%D1%80%D0%B8%D0%BE%D0%B4%202021-2023%20%D0%B3%D0%B3..pdf
https://adilet.zan.kz/rus/docs/P2300000401#z299
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