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(') Joseph M. Juran and A. Blanton Godfrey, Juran’s Quality
Handbook, 5t Ed., New York: McGraw-Hill, 1999, p.14.2.
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(1) Jacques Plante et Chantal Bouchard, "La qualité: Sa définition et sa
mesure', Revue Service social, Ecole de service social de
'Université Laval, Québec, Vol. 47, N° 1-2, 1998, pp. 27-61.

(*) Edward Sallis, Total Quality Management in Education, 3" Ed.,
London: Kogan Page, 2002, pp. 11-12.
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(4) Eva Giesen, Démarche qualité et norme ISO 9001: Une culture

managériale appliquée a la recherche,Paris: IRD Editions,2008,p. 7
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(2) Christian Maria, La qualité des produits industriels, Paris: Editions
Dunod, 1991, p .3.

(3) Ellen J. Gaucher and Richard J. Coffey, Total Quality in Health-
Care: From Theory to Practice, San Francisco: Jossey-Bass Inc.
Publishers, 1993, p.36.
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(5) Colin Morgan and Stephen Murgatroyd, Total Quality Management
in the Public Sector: An International Perspective, Buckingham:
Open University Press, 1994, p. 90.
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(3) Bénédicte Coestier et Stéphan Marette, op.cit., p. 7.
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Mean?", Sloan Management Review, Massachusetts Institute of
Technology, USA, Vol. 26, N° 1, 1984, pp. 25-43.

(2) Frédéric Canard, op.cit., p. 16.
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(2) Ibid., p. 2.2.
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(1) Nancy R. Tague, The Quality Toolbox, 2nd Ed., Milwaukee, WI: ASQ
Quality Press, 2004, p. 100-101.
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(3) John S. Oakland, op.cit., pp. 238-239.
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