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Abstract

Its common knowledge that the concept of « Total
Quality Management » has been intellectually and practically
connected to the organizations that seek to achieves their
profits and maintain their competitions, by improving the
quality of their products in a way that meet their clients’
needs.

The Total Quality as an administrative institution was
first created in Japan at the beginning of the 20" century.
Afterwards, this concept began to expand, thanks to its
success, and many west organizations endeavored to apply
it in their institutions, especially the USA which was among
the pioneers to stick to the philosophy of quality. Yet, the
concept of the Total Quality was rapidly adopted by the
administrations in the public institutions, in order to develop

and improve services in a continuously, based on the fact
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that the Total Quality is a good strategy to offer the best
possible services.

Improving the quality of the public services offered to
citizens is one of the main goals of today’s programs for
modernizing and developing the public administration. This
goal is considered as a guarantee to improve the citizen—
administration relationship by improving reception methods,
facilitating administrative measures, developing ways of
communication and taking complaints into consideration, in
order to maintain the citizen’s trust in his administration and,
thus, insuring the allegiance to the State. Regarding the
intellectual context of the Global Quality Concept as well as
the public administration framework, this paper tries to apply
the principles of the Total Quality in the public

administrations
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