
 

 

  
الجمϮϬرية الجΰائرية الديمقراطية الشعΒية 

République Algérienne Démocratique et Populaire 
ίϭارΓ التعليϢ العالي ϭالΒحث العلمي 

Ministère de l’Enseignemment Supérieur et de la Recherche Scientifique 
 
 

 

 

 

 

 

 
 

 

- بسكرΓ - جاϣعة ϣحمد خيضر

كلية العلϡϮ ااقتصاΩية ϭالتجارية ϭعلϡϮ  التسيير 

 قسϢ العلϡϮ التجارية

Université Mohamed KHIDER –Biskra- 

Faculté des Scienses Economiques et 

Commerciales et  des Sciences de Gestion 

Département des Sciences  commerciales 

 الموضــــــــــوع

 

 

 

 

 

 20112012



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

    



 



 الملΨص
 



 الملΨص
 

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 



 الملΨص
 

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 ). 

 



 

 



 

 



 

 



 

 

 الفήϬس

 المحتϯϮ الصفحة
 

 

 

 

 

 ب

 د

 د

 د

 ه

 ه

 ه

ϭ 

ϭ 

ϭ 

ί 

1 

1 

2 



 

 

2 

3 

5 

10 

17 



 

 



 

 



 

 



 

 



 

 



 

 

 

 



 

 

  أ 



 

 

 Ώ  



 

 

  ج 



 

 

  د 

 دمϬاϕت تيϝا الΨدمات جودة أثر تحديد إلى

 و Service performanceا المستفيدين ، وΫلك بإستΨداϡ مقياس اأداء νέ عϠى فϠسطين في الϠΒديات
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Company wide

Throghout all areas

Of each employee
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ΓΩϮΠϟا  ϰϟ· ϝϮصϭ
 ϕاϮγأ
ΓΪϳΪΟ 

 ΔϤϴϗ ΓΩاϳί
 ϲف ΔϤψϨϤϟا

ϕϮδϟا 

 ΔΒϛاϮϣ
 ϭ έϮطΘϟا

ϡΪϘΘϟا 

 ΓΩاϳί
 Δϗطاϟا
ΔϴΟاΘϧاإ  ϞϴϠϘΗ

 ϱϭاϜش
 اϤόϟاء

 ϞϴϠϘΗ
ΔϔϠϜΘϟا 

 ΓΩاϳί
 ϭ ωاΪاإب
έاϜΘاإب 

ϳίاέ ΓΩضا 
 اϤόϟاء

 ϝاΜΘϣاإ
ήϴϳاόϤϠϟ 
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 έاόγاأ ΔϤائϣ ϭ ΔϴϗϮδϟا Δحصϟا ΓΩاϳί
έاόγااأ

ΔϘϘحΘϤϟا Δϴبحήϟا ΓΩاϳί 

ΔϴϣΪΨϟا ϭأ ΔϴΟاΘϧاإ ΔϴϠϤόϟا ήϳϮطΗ 

ΔϴϠϜϟف اϴϟاϜΘϟص اϴϠϘΗ

ΔϴΟاΘϧاإ ήϳϮطΗ ϭ ϦϴδحΗ 
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7 - ΓέاΩ·
 ΓΩϮΠϟا
ΔϠϣشاϟا 

6 - ΓέاΩ·
 ΓΩϮΠϟا

ΔϴΠϴΗاήΘγاإ 
1 - ϞΒϗ اϣ

 ΓέϮΜϟا
ΔϴϋاϨصϟا 

3- ΓέاΩاإ
ΔϴϤϠόϟا 

2- ΓέϮΜϟا
ΔϴϋاϨصϟا 

5 - ΪϴϛأΗ
ΓΩϮΠϟا 

4- Δابϗήϟا
 ΓΩϮΠϟا ϰϠϋ

 ·حصائϴا

 Δابϗήϟا
 ϰϠϋ
ΓΩϮΠϟا 
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feighebaum Total Quality Managment
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EdwardsDeming

Statistical Process 

Control  ياتϠعمϠل

Create and Publish the aims and purposes of the organization 

:Adopt the the new philosophy
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. Defect Detection

:Cease dependence on mass inspection

Don’t purchase on the basis of price alone 

Constantly improve the system of production and service 

                                         

:Institute quality improvement training

:Institute effective leadership
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:Drive out fear

Defect is a treasure

:Optimize the efforts of teams

Eliminate slogans and exhortations for the work force 

:Eliminate numerical quotas 

:Remove barriers to pride of workmanship

Institute education and self –improvement for everyone 
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Take action to accomplish the transformation 
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Deming Cycle
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Act

Malcolom Balridge

خطط- 1  

 ϰϠϋ فήόΘϟا
 ϊضϭϭ ΔϠϜشϤϟا
 ΔΒγاϨϣ Δخط

ϦδحΘϠϟ

صحح-4  

 ΔϴϠϤόϟ βγأ
 ϞϤϛأ،ϦδحΘϟا

ΓήائΪϟا 

2 - άϔϧ(Ϟόف·)  

 ϰϠϋ ΔطΨϟا άϔϧ
έاΒΘاإخ ΓΪϋاϗ 

3 -αέΩفحص/أ·  

Ϣϴϗ اΨϟطΔ فϤϴا ·Ϋا 
ϞϤόΗ Ζϧاϛ 
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 ΔϟϮϬس
 Ϛϔϟا

ΐϴϛήΘϟاϭ 
 Ύϣ ΕΎϣΪخ
ϊϴΒϟا ΪόΑ 
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Focus on Customer

Continuous Improvement

Education and Training

Employee Invelovement & Empowerment 
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 ΒϣاΩئ

ΓέاΩ· 

ΔϠϣشاϟا ΓΩϮΠϟا 

Element of 

Total 

Quality 

Managemen

t 

ϲΠϴΗاήΘاإس  ςϴτΨΘϟا 

ϲΠϴΗاήΘاإس ςϴτΨΘϟا 

ϲΠϴΗاήΘاإس ςϴτΨΘϟا 

ϲΠϴΗاήΘاإس ςϴτΨΘϟا 

ϲΠϴΗاήΘاإس ςϴτΨΘϟا 

ήϤΘسϤϟا ϦϴحسΘϟا ΔϔسϠف 

Continuous  Improvement Philosophy 

ϲΠϴΗاήΘاإس ςϴτΨΘϟا 
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ωΎϴπϟا ϭ έΪϬϟا ϞϴϠϘΗ /فϠϜϟا νΎϔΨϧإ  

 ΓΩϮΠϟا ϲف ϦϴحسΗ /ΔϴΟΎΘϧاإ ϲف ΓΩΎϳί  

ϯήأخ      ΕΎϧΎϴΒϟا ϊϤΟ       ϢائϮϗ      ςτΨϣ       ΖϴΑ        ΝέΪϤϟا     ϲشϮϛΎΗ     ςτΨϣ      ΔϴϧΎϴΒϟا ΕΎττΨϤϟا 

ΎϬϠϴϠحΗ ϭ     ΔόΟاήϤϟا     ΖΘشΘϟا      ΓΩϮΠϟا    ϱέاήϜΘϟا                 ρΎϜϴΘإش             ϭ ΕاήϴغΘϤϠϟ 

ΕاΰϴϤϤϟا 

ΔϴϟΎϋ ΔϴϗϮس Δμح ΔϴفسΎϨΗ Γΰϴϣ 

 ϝخا Ϧϣ ϢϬسϮϔϧ ϲف ΓΩΎόسϟا ϭ ϦϴϜϠϬΘسϤϟا ϯΪϟ Ύضήϟا ϖϴϘحΗ
ΔϴϟΎϋ ΓΩϮΟ ΕاΫ ΔϣΪخ ϭأ ΔόϠس 

ήϤΘاإس ϭ ءΎϘΒϟاέا  



 

 

 

52 



 

 

 

53 

ΓΪϳΪΠϟا ΓέاΩاإ ΝΫϮϤϧ 

ΔϳέاΩ· ΕاΟήΨϣ 

 -ΓΪϳΪΟ ΕΎΠΘϨϣ  

 -ΓΪϳΪΟ ϕاϮأس  

 -ΓΪϳΪΟ ΎϴΟϮϟϮϨϜΗ  

 -ϰϠϋأ ΡΎΑέأ  

 -ϰϠϋأ ΔϴΟΎΘϧإ  

ΓέاΩب اإϴϟاγأ 

ΓΪϳΪΠϟا 

Ϯϫ έΎϜΘΑاإ 

ΰϴϤΘϟا ϖϳήσ 

Ϯϫ ΰϴϤΘϟا 

ΡΎΠϨϟا ϖϳήσ 

 ϭ ΚحΒϟا
 Ϯϫ ήϳϮτΘϟا
έΎϜΘΑاإ ϖϳήσ 

ΓέاΩاإ ΔϔδϠف 

ΓΪϳΪΠϟا 

اϤϟسϚϠϬΘ أϭا-   

 -ΔϠϣΎشϟا ΓΩϮΠϟا  

 -ΪϳΪΠΘϟا ϭ ήϳϮτΘϟا  

 -ϢϜحϟا Ϯϫ ϕϮسϟا  
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DS-05-21 و DS –05-29
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:Needs & motives أو الحوافز

  www.Djelfa.info, 17 :27, 18/03/2012.
1 

http://www.djelfa.info/
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 self – actualization                                                                  اتάتحقيق ال              

esteem needs                                                     ΔϧاϜتحقيق الم .              

social needs                                       Δتماء/ الحاجات اإجتماعيϧاإ                   

safety needs                                                         Δاأمن و السام                  

psychogical needs           

 source : www . faculty.ksu.edu.sa .com , 15 :56 ,19/03/2012.  

                                       
.152-151ص .، ص ϧظاϡ موسى سويداϥ، شفيق إبراهيϢ حداد، مرجع سابق 1  
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Mohamed Seghir DJITLI , (1990)  , Comprendre le Marketing , Editions Berti , Algerie , p91 . 
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ϦϴδافϨϤϠϟ ΔϴϘϳϮδΘϟا ΔΟΰϣاأ 

 -ΝϮΘϨϤϟا  

 -ήόδϟا  

 -ϊϳίϮΘϟا  

 -ΞϳϭήΘϟا  

ΔϤψϨϤϠϟ ϲϘϳϮδΘϟا ΞϳΰϤϟا 

 -ΝϮΘϨϤϟا  

 -ήόδϟا  

 -ϊϳίϮΘϟا  

 -ΞϳϭήΘϟا  

ΔϴϋاϤΘΟاإ ϭ ΔϴافϘΜϟا ΕاήϴΛأΘϟا 

 -ΔافϘΜϟا  

 -ΔϴافήغϤϳΪϟا ΕاήΛΆϤϟا  

 -ΔϴϋاϤΘΟاإ Δϟحاϟا  

 -Γήγاأ  

 -ΔϴόΟήϤϟا ΕاϋاϤΠϟا  

 -ϱأήϟا ΓΩاϗ  

 -ϝϭاΪΘϤϟا ΚϳΪحϟا  

ΔϴδϔϨϟا ΕاήϴΛأΘϟا 

 -ΕاΟحاϟا ϭ ϊافϭΪϟا  

 -ϙاέΩاإ  

 -ϢϴϠόΘϟا  

اϮϤϟاϗف-   

 -Εاάϟا ϡϮϬϔϣ ، ΔϴصΨشϟا  

ΔϴϔϗϮϤϟا ΕاήϴΛأΘϟا 

 -ϱΩاϤϟط اϴحϤϟا  

 -ϲϋاϤΘΟط اإϴحϤϟا  

 -ϲϨϣΰϟا έϮψϨϤϟا  

ϳήόΗف اΒγϭ ΔϤϬϤϟب اϟشήاء-   

 -ϚϠϬΘδϤϠϟ ΔϴΟاΰϤϟا Δϟحاϟا  

 έاήϗ ΫاΨΗ· ΔϴϠϤϋ
ϚϠϬΘδϤϟا 
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1 -ϦϴفΪϬΘδϤϟاء اϤόϟا αέΩأ  

 ϭ ϊافϭΩ ،ΕΎΟΎحϟا αέΩأ
ϦϴفΪϬΘسϤϟا ϦئΎΑΰϟا ΕΎόϠτΗ 

ϣاهϲ اϟضϳέϭήاΕ؟- 2  

 ΔϠΑΎϘϟا ήϴغ ΕΎϳέϭήπϟا ΩΪح
 ΎϧϮϧΎϗ ϡίاϟا ϮϫΎϣ ، νϭΎϔΘϠϟ
 أϭ اϊϗϮΘϳ ϱάϟ اΎΑΰϟئϩΩϮΟϭ Ϧ؟

ϣاهϲ اϤϟحΰϔاΕ؟- 3  

 ΎϴϟΎόϔϧإ ϊفΪΗ ϲΘϟا ΕاΰϔحϤϟا ΩΪح
 ϥأ Ϟπاأف Ϧϣ ϱάϟا ΎϬϨϣ ϞϴϠϘϟا،

 ϥأ ϦϜϤϳ ϱάϟا ϭ، ϚϳΪϟ ϥϮϜϳ
.ϳحΰϴϤΗ ΙΪا  

ϣاهϮϋ ϲاϞϣ ·حΪاΙ اΰϴϤΘϟ؟- 4  

 ϲف ΔϴϘτϨϣ ήΜϛاأ ΕΎΟΎحϟا ΩΪح
 ΕΎΟΎحϟا ϲϫΎϣ، ΰϴϤΘϟا ΙاΪإح
 ΎϬϨϜϟ ϭ ήϳΪϘΘϠϟ ΎϋϮπخ ήΜϛاأ

 ϣحΓΪϴ؟

6 -ΔϳέاΠΘϟا ϚΘϣاϋ Ϊϋϭ ϊϣ ϖافϮΗ  

 ϞΑΎϘϣ ΎϴΠϳέΪΗ ΕΎΟΎحϟا ϩάϫ ϖΑΎσ
ΔحήΘϘϤϟا ΔϳέΎΠΘϟا Δϣاόϟا ϞϜϴϫ 

·خϣ ήΘا ϴϠϋ ΰϛήΗه- 5  

 ΎϘΒσ ΔϴسΎئص اأسΎμΨϟا ήΘإخ
ϤϟسϮΘاϴϛ ϭ، Ύϫف ϦϜϤϳ أϠΘΨΗ ϥف 

Ωاήاف اأفΘإخΑ.  
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1 www.eco.najah.edu.com , 17 :16, 12/03/2012. 
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Jean-Marc Lehu ,)1999), La fidélisation client, Edition d'organisation, Paris, , P 10. 
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ϥϮبΰϟا ϊϣ Δϗاόϟا ΓέاΩ· ΓΩاϴϗ:  

CRM .ΘϣاϖτϨϣ ϙإ-   

 -ΓέاΩاإ ΔϴϠϤϋ ΪϳΪΠΗ.  

 -ΓέاΩاإ ΔϴϠϤϋ ϢϴψϨΗ .  

ϥϮبΰϟا ϊϣ Δϗاόϟا ΓέاΩ· ΔΟάϤϧ:  

CRM  -ΔϤϴϘϟا ϖϠخ ΔϘϠح ΪϴشήΗ ϭ  ΕاϭΩأ ϝΎϤόΘاس 
(ϝΎμΗااϭ ΕΎϣϮϠόϤϟا άفΎϨϣ).  

 -Ϟϋ ϞاصϮΘϤϟا ΐϳέΪΘϟإا ϯΝΫϮϤϨϟا ϝغاΘس.  

 - ϲϔϴظϮϟا ϞϤόϟا ΞϣاήΑ ΪϴشήΗ ϭ ϦϴحسΗ( ΝΫϮϤϧ
Ύضήϟاء، اϮϟا ،ϊϳίϮΘϟا ،ήϴόسΘϟا ،ΕΎΠΘϨϤϟا ،ϝΎϤϋاأ)  

 :CRM  ΕاϴϠϤϋ طϴδΒΗ   ϥϮبΰϟا ϊϣ Δϗاόϟا ΓέاΩ· ΔϴϠϤϋ ϢϴϴϘΗ:  

ϥϮبΰϟا ϊϣ Δϗاόϟا ΓέاΩ· ΔϴϠϤϋ ϦϴδحΗ:  

 -ΔϴϠϤόϟا ϦϴحسΗ ϭ ϢϴψϨΗ.  

 -ϦϴحسΘϟا ΕΎϋϮϤΠϣ ϢϴψϨΗ.  
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Source : Jean Supizet ,(2002), "Le management de la performance durable", édition d'organisation, Paris,    p 202. 
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1

ϰϠϋ ΔϴϨΒϣ ΔϳϮϗ ΔϤψϧأ ΩاΠϳ·:  

 - ΔϴϗاΪμϤϟا ϭ ΔϘΜϟا  

 -ϞϋΎϔΘϟا ϭ ΔϛέΎشϤϟا  

 - ϙήΘشϤϟا ήϴμϤϟا ϭ ϡΎϤΘϫاإ  

 ΔϴϟΎόف ήΜϛأΑ ϞϤόϟا
 ϭ ΕΎΒغέ ΔϴΒϠΗ ϰϠϋ
 ϭ ϥϮΑΰϟا ΕΎϴΟΎح
 ϭ ΔϘفήϤϟا ΕΎϣΪΨϟا

ΎϬϴϟإ ϖΒسϟا ϖϴϘحΗ 

 ΕΎόϗϮΗ ϦϴΑ ΔϘΑΎτϣ ϖϴϘحΗ
 ϭ ϪΗΎΒغέ ϭ ϥϮΑΰϟا

 ϯϮΘسϣ ϭ ϊفΎϨϤϟا
 ϊϣ ΔϣΪϘϤϟا ΕΎϣΪΨϟا

 ϭ ϢϴϠسΘϟا ϲف ΓήϴΒϛ Δϋήس
ΔΑΎΠΘاإس 

 ΩήϔΗ ϭ ΰϴϤΗ
 ΔϣΪخ ϲف ΔϤψϨϤϟا

ϦئΎΑΰϟا 

 ΔϴϟΎϋ ΓΩϮΟ ϯϮΘسϣ ϖϴϘحΗ
 ΔϧέΎϘϤϟΎΑ ϥϮΑΰϟا ΔϣΪخ ϲف

ϦϴفسΎϨϤϟا ϲϗΎΑ ϊϣ 

 ΔϤائΩ ΔϴفسΎϨΗ Γΰϴϣ ϰϠϋ ϝϮμحϟا
 Δϗاόϟا ΔϳέاήϤΘإس ϊϣ ΓήϤΘسϣ ϭ

ϥϮΑΰϟا ϭ ΔϤψϨϤϟا ϦϴΑ 

 ΓέاΩ·
 ΓΩϮΠϟا
ΔϠϣشاϟا 
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EGA

EGA

 SONELGAZ

KAHRIF

KAHRAKIB

KANAGAZ

INERGA



 

 

 

151 

ETTERKIB

SPE

GRTE

GRTG

MEI

TRANSMEX

.TRANSFO CENTRE 

TRASFO OUST

.TRASFO EST

.MPVA

MPVE
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.MPVE

.MPVS

.SAT INFO

.SPZS

.CAMEG
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ΓέاΩاإ βϠΠϣ 

ϡاόϟا ήϳΪϤϟا 

 ΔϳήϳΪϣ
 ϭ ϝاϤϋاأ

 اϟضΒط

 ΩέاϮϤϟا ΔϳήϳΪϣ
ΔϳήشΒϟا 

 ΔϳήϳΪϣ
 ϭ ΔΒγحاϤϟا
ήϴϴδΘϟا ΔΒϗاήϣ 

 ΔϳήϳΪϣ
 ϭ ΔϴΠϴΗاήΘγاإ

ήϳϮطΘϟا 

Δϣاόϟا ΓέاΩاإ ΔϳήϳΪϣ ΔϴϟاϤϟا ΔϳήϳΪϣ ϡاϋاإ ϭ ϢϴψϨΘϟا ΔϳήϳΪϣ 

 ΝاΘϧ· ΔϳήϳΪϣ
 اήϬϜϟباء

 ϞϘϧ ΔϳήϳΪϣ
 اήϬϜϟباء

 ϡاψϨϟا ΓΩاϴϗ ΔϳήϳΪϣ
ϲبائήϬϜϟا 

ϊϳίϮΘϟا ΔϳήϳΪϣ 

ίغاϟا ϞϘϧ ΔϳήϳΪϣ  ϭ ΓέاΠΘϟا ΔϳήϳΪϣ
ϖϳϮδΘϟا 

 ΕصااΗاإ ΔϳήϳΪϣ
ΔϴϜϠγاϟا 

 ϭ ΚحΒϟا ΔϳήϳΪϣ
ήϳϮطΘϟا 
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HT/MT
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T.I.A

 T.I.A
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