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Abstract:

The main aim of addressing this issue is to provide a theoretical framework
identifies and defines the various concepts of total quality management and how they
have evolved through history, and the most prominent pioneers who adopted this
thought, as a modern administrative entrance, it takes into account the quality of
goods and services on the both, As well as the majority of its requirements also all
barriers to their success ,and all differences between them and ISO standards.

It took us this study to discover the path of TQM in improving the relationship
between institution and customer by going and listen to it in various ways and
means, starting from careful consideration about its customers ,( requirements,
behavior and the various factors affecting the behavior of purchasing) , In addition to
achieving customer satisfaction through various means available to attain his
allegiance continuous,but this requires a permanent follow-up and continuing to
monitor the level of satisfaction and loyalty with the customer by providing the
means to measure its satisfaction and loyalty, this is what can the institution of the
discovery of gaps and identify the errors and work to eliminate them and avoid them
in future as a principle and precaution.

Perhaps the most important part in this study is how to build and manage the
relationship between institution and customer ,We tried in the field study institution
( Sonelgaz,directory of distribution of gas and electricity- Batna -) Analysis of the
contribution of total quality management in improving the relationship with its
customers, through the address of the system organization and how does it contribute
to improving this relationship, as well as to identify all the ways and means available
within the organization to get closer to customers in order to aspire the wonderful
relationship with him.

And clear from the study that in order to improve the relationship with the customer
and gain its confidence and in order to be effective in the context of total quality
management , must provide the several requirements of the most important and
especially the deployment and education of this modern culture within the institution
and conviction of the full out, staff from different levels and positions, and managers
in order to provide good climate of this culture, also is clear from the study that the
customer himself has to work hard for the success of this culture of modern
management, as it sometimes is a barrier to the application of total quality
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management within the institution . Consequently , it really shows that the total
quality management has an active role in improving the critical relationship between
the institution and its customers,so when he took the necessary attention and listen
more to him whenever it reflected positively on the relationship between the
institution and the customer.

Keywords :

TQM : ( Total Quality Managgement ) .

ISO : ( International Standardization Organization ).
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Direction de distribution BATNA

Division des relations commerciales BATNA

Fiche suiveuse RCN
Noze o o ReN dun:= 7 ...
Affme - = o = L e e e
Ne Phase Structure Date réception Délais (jours) Visa
01 Réception demande DRC/RCN
02
02 Transmission pour étude DRC/RCN
03 Etude et chiffrage DEET/études 10
04 Etablissement devis DRC/RCN HJ 03
05 Paiement client DRC/RCN
: o 01
06 Etablissement et transmission DRC/RCN
OET
07 Tran;m@smn demande DEET/Marché
autorisation 05
08 Consultation par anticipation | DEET/Marché
09 Réception autorisation DEET/Marché
Transmission chemise 01
10 DEET/Marché
travaux
11 Démarrage travaux DEET/Travaux 03
12 Fin travaux (réception DEET/District
ouvrages)
05
3 Transmission dossier (fin DEET/Marché
travaux)
14 Etablissement OMS DRC/RCN 01
15 Transmission OMS DEE/DEG 01
- : District/service
16 Mise en service e 02

SDE, Société par action au capital social de 24 000 000 000DA
Siége Social : 2 Avenue de 'indépendance Batna - R.C Batna: 01/0066723 B 06
Tel: 033.80.31.00 / 033.80.28.66 Fax : 033.80.31.91

5 S0



&S ) VT L7 L DISTRIBUTION EST

DIRECTION REGIONALE DE BATNA

e APC MEROUANA
. PE¥l> QURNTITA

AFFAIRE: |Alimentation BTA du domicile BOULAFA ADEL ET VS MEROUANA |REF

‘a

%

A/ TRAVAUX BTA

Sup 9-630 UN 3
Sup 9-400 UN

CART URl 1
|CT 3x70+1x54,6+2x16 | km | 0,189 |

B/ BRABCHEMENT

[Brts 2 Fils > 20 Km |[UN | 16|
__ TECHNICIEN

NOM/VISADERNANI-S

DATE 25/12/2011




Bociéte de Distribution de FEleciricité ot du Gar de VEst

DIRECTION DE LA DISTRIBUTION BATNA

DIVISION DES RELATIONS COMMERCIALES
SERVICE TECHMICO-COMMERCIAL

Adresse : 02 Avenue de l'indépendance - BATNA

N° Tél : (033) 80.31.00

N° Fax : (033) 80.31.91

Ne/ R.I.P: 001.00335.0300.300.285.62
N.I.S/ 0006 2501 05381 64

N° ART IMPOSITION 19013901031 Nom/Raison sociale:

N° R.C 01/0010282 B99 BOULAFA Adel et VS
Ne ID FISC: 0 991 1601 90495 17

N° Compte C.C.P 230633 clé ALGER MEROUANA

N° Compte BNA 001.00335.0300.0300.285/62 BATNA

Capital Social 24.000.000.000,00 D.A

Objet: Alimentation en EE BTA Dom BOULAFA Adel et VS MEROUANA
Réfer: V/Lettre du: 15/04/2011

RCN Ne: du: g
Devis Ne; /Elec Du 2011

TRAVAUX D'INSTALLATION - PRESTATION DIVERSES

PRIX

DESIGNATION DE TRAVAUX ET FOURNITURES QUANTITE UNITAIRE MONTANT
1. Raccordement BT
Raccordement souterrain (en KM)
Raccordement aérien (en KM) 0,189 2382010,58 450 200,00
Participation client 65% 292 630,00
Frais généraux  15% 43 894,50
Sous Total: 336 524,50
2. Branchement(s)
Branchements 2 fils 16 4529,66 72 474,56
Branchements 4 fils 0 7282,38 0,00
Frais généraux  15% 10 871,18
Sous Total: 83 345,74
3. Pose et Fourniture disjoncteur(s)
Disjoncteurs 2 fils 16 4047,66 64 762,56
Disjoncteurs 4 fils 0 5422 66 0,00
Frais généraux 15% 9714,38
Sous Total: 74 476,94
TVA17% 21 971,25
Total (D. A) 516 318,43

Arrété le présent devis a la somme de:
Cinq cent seize mille trois cent dix-huit dinars quarante-trois centimes

LE DIRECTEUR DE LA DISTRIBUTION

SDE, Société par action au capital social de 24 000 000 000DA

Siége Social : 2 Avenue de I'indépendance Batna — R.C Batna : 01/0066723 B 06

Tel : 033.80.31.00 / 033.80.28.66 Fax : 033.80.31.91
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Gwmmﬁjcz DE LA DISTRIBUTION DE L'ELECTRICITE ET DU GAZ DE L'EST

%Emﬁﬁ@zsmrbs_m._.x__mc._,_ozcmm>._.z>
DIVISION ETUDES D'EXECUTION ET TRAVAUX -

4 -, Decompte Genperal et Définitif
de I'"Affaire ;.4 T %V.Ju MV@ .wé@ V:@A.HH\M‘ “%m%- \N\%A/\M - M s R

..............................................................................................

MARCHE ou COMMANDE zQ\\%Q\ﬂL,Tou\\awx 2

RUTATIENE L L

DESIGNATION _ ‘ unite |QUANTITE PREVU QUANTITE REALISE ECART
Réseau MTA ( 3x34,4 mm?) mi ;

Réseau MTA ( 3x93,3 mm?) . {ml

Réseau MTS ( cable unipolaire 10Kv 1x240mm?) |ml

Réseau MTS ( cable unipolaire 10Kv 1x185mm? |ml

Réseau MTS ( cable unipolaire 30Kv 1x120mm?) |mli

Réseau BTS ( cable 3x 95mm?) mil

Réseau BTS ( cable 3x 70mm?) :

Reseau BTS ( cable 3x 35mm?) mi

Reseau BTS ( cable 4x 25mm?) . {ml v

Réseau BTA ( CT 3x 150+1x70mm?) ml ~ ;

Résesu BTA ( CT 3x 70+1x54,6mm?) - |ml 54 XY -
Réseau BTA ( CT 3x 35+1x54,6mm?) ml , :

GC 10 - 30 kv un i _ .

EQ 10 -~ 30 kv : un

ACC DP/LIVRAISON 0 .

BRT 2F , un A A e L
BRT4F Y o - ‘

g




DIRECTION DE LA DISTRIBUTION DE BATNA
DIVISION ETUDES D’EXECUTION & TRAVAUX
AVIS DE FIN DE TRAVAUX (E)* N° .. /7Y a4l £R 201 2
Désignation de I'affaire M\mbﬁﬁ\—\\m BT . cd\«‘—ﬁkx‘)“w{ (/s\t&g\’)k} L e
s ow DR
ORTN. A o ASlan b d) .. . codemne el TN
Ouvrage réalisés par : RQ\?MZEWFMLIBW de Cde: O/( Ql’éﬁﬁsl)f’ll
Date de début des travaux : A.f&./.@l./.z{.?ﬁ ......Date d’'arrét des travaux :......... .
Motif ....... e e .
Date de reprise des travaux:.......... e i o Date de fin des travaux : .02 23, 'AL
- Délais de réalisation : ?P JOURS ' ‘ .
Date de mise en service de Duviage - R L. N° de plan d'exécution ....... =
REALISATION
POSTE ' A
L. . Panctom....... - Natpe: ... = e :
Puissance d fenefo: ... ;. Tension primaite :............ tension secondairs: ...
Ligne VT /AERIEN-SOUTERRAIN : /
Tenmen: . . . e . . B detomean:, = .
longueweposeagey .. . . 0 Longueur déposés(m):..... /\ &\,\ E

.Tension,;?%@/ﬁm L Nature : L(TB%% ................ N° de tréﬁgégr?: /\CBQMZ

Longueur posés (m) ......... / g 5 e e a e Longueur déposés(m) ...... - e
Branchements . . . -

Deux fils : posé.% 0. dépos.é .ool..... Quatre fils : posé - Bepaie. .. ..
C.Mpes. o Mdepes (m) : :
OBSERVATION :........ P . %6 ..........................................................................................
LE SURVEILLANT TRAVAUX  LE CONTROLEUR TRAVAUX LE RESPONSABLE TRAVAUX

B
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