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Abstract:

The sector of public services said
to be quiet different from the
industrial one at different levels. It
is, therefore, of crucial importance
to investigate this area of interest
in order to face the new phase of
competition in the light of
globalization where no clear
borders are set and where also
quality is at the front of interest.
For the sake of controlling the
quality of services presented, the
instruments of measuring this
quality seems to be primordial,
this is to be realized through a
field analysis of the employees’
difficulties and suggestions.
Key-words: Quality, Quality
total, public services, competition.
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% _ Michael Porter, " L'avantage concurrentiel ", traduit par Philippe de la vergne, édition
Dunod, paris, France, 1997, P13.
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