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The reality of total quality management in Algerian institutions from the
point of view of customers (Mobilis Company as a model)
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Abstract:
The study aims to analyze the application of total quality management in Algerian
economic institutions from the point of view of customers by comparing the actual
application with what these customers expect. We targeted Mobilis customers,
distributing questionnaires using a five-point Likret scale, We focused on the following
dimensions of TQM (Top Management Commitment, Customer Focus, Staff Training
and Development, Continuous Improvement Processes, One of the results reached is that
the actual application of total quality management was moderate There is a difference
between the level of actual application and the expected level, and accordingly we made
a number of recommendations, the most important of which is the need to train human
resources on skills in dealing with customers in order to understand their needs and meet
them properly.
Keyword: Total Quality Management, Total Quality Dimensions, Mobilis
Company
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