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Abstract : Quality and quality management are key factors of success nowadays. Public sector and quality management in this
sector contains many challenges and difficulties, most notably in a new country like Kosovo. This study analyses the process of
implementation of quality management system in public administration institutions in this country. The main objective is to
show how to set up a quality management system and how does the quality management system setup affect the overall public
administration  services  in  Kosovo.  This  study  shows  how  the  efficiency  and  effectiveness  of  public  institution
services/performance is rapidly improving through the establishment and functionalization of Quality Management System. The
specific impact of established QMC within the organization has resulted with the identification of mission related processes
within the entire system including input identification, the person in charge and the way of conversion to the output of each
activity though the interference with other service processes within the system. By giving detailed analyses of all steps of
implementation of the Quality Management System, its effect and consequences towards the overall public institution service
performance, we try to go one step further, by showing it as a very good example or tool of other public institutions for
improving their  service  performance.  Interviews with  employees,  middle  and high level  managers  including the quality
manager and general secretaries are also part of analyses in this paper.
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