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Sommaire

Cette these traite 1’apport de I'application de la stratégie Six-Sigma a 1’amélioration de la qualité de
la formation, dans l'université algérienne. 1’étude montre que l'application de cette méthodologie
passe par des étapes stratégiques: Déterminer les processus qui se déroulent dans I'organisation
I'extraction des facteurs déterminants de la qualité (CTQ), pour les utiliser dans la mesure et
I’analyse de la situation et prendre des mesures correctives. On a utilisé dans cette thése les textes
réglementaires du Ministere de I'enseignement supérieur et de la recherche scientifique comme une
premiére étape pour déterminerles processus de formation et leurs normes de conformité, pour
passer ensuite a la réalisation de 1’étude qualitative basée sur I'observation, les entretiens (42
participants) et les groupes de discussion (28 participants) pour cerner des indicateurs de qualité
critiques (CTQ);

Vu les résultats de ces opérations et normes liées aux processus et des indicateurs de qualité
critique, nous avons établi un questionnaire qui a été distribué aux 3864 étudiants, 88 professeurs et
461 inscrits en doctorat, au niveau national. Entre autre, I’é¢tude a permis de dégager les causes des
problémes confrontés dans les opérations de formation dans le systtme LMD, et proposer des
solutions requises d’apres les résultats du travail des groupes de discussion. Cette démarche a réveélé
clairement I'importance de I'adoption de la Stratégie Six Sigma dans I’évaluation, I’amélioration, et
le développement de la qualité de la formation supérieure dans I'Université algérienne. Nous avons
terminé notre these par la démonstration des utilités scientifiques et pratiques de notre travail, ainsi
que par la discussion des résultats et I’exposition des limites et des perspectives de notre travail
scientifiques.

Mots-clés: Six Sigma, DMAIC, Assurance de la qualité, Qualité du processus traite, Systeme LMD.
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Based on Psychometric and Diagnostic Criteria, Journal Retailing, volume 70, Number 3, New York, pp201-
230.
* Tony Woodall (2001), Six Sigma and Service Quality: Christian Gronroos Revisited, Journal of Marketing
Management, Westburn Publishers Ltd, pp595-607.
* Parasuraman and Berry and Zeithaml ( 1985 ), A conceptual Model of Service Quality and its Implications
for Future Research, Journal of Marketing , Vol 49, No 3, pp 41 — 50 .
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" Parasuraman et al ( 1985 ), op-cit.

* Parasurama et al ( 1988 ), SERVQUAL: A multiple-item Scale for Measuring Consumer Perception of
Service Quality, Journal of Retailing ,Vol 64, No 4, pp12-40.
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? Parasuraman et al (1991), Refinement and Reassessment of the SERVQYAL scale, Journal Retailing,
Volume 67, Number 4, pp420-450.
* Parasuraman et al (1991), ibid.
> Carman J.M (1990), Consumer perceptions of Service Quality: an assessment of the SERVQUAL
dimensions, Journal of Retailing ,Vol 66, Nol, pp 33-55.
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! Francis Buttle (1996), SERVQUAL: review critique research agenda, European Journal of Marketing, MCB
University Press, Vol 30, No 1, pp. 8-32.

Augustine Awuah Peprah et Bede Akorige Atarah (2014), Assessing Patient’s Satisfaction Using
SERVQUAL Model: A Case of Sunvani Regional Hospital Ghana, International Journal of Business and
Social Research (IJBSR), Volume 4, No 2, pp133-143.

’ ASHI ZESHAN et al (2014), ASSESSING SERVICE QUALITY IN BUSINESS SCHOOLS:
IMPLICATIONS FOR IMPROVEMENT, International Journal of Research in Applied, Natural and Social
Sciences IMPACT: IJRANSS, Vol. 2, Issue 8, pp33-42
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! Parvadhavardhini G (April 2015), Students’ Perception of Hospitality Educational Services in India:A

Case Study Approach, The International Journal Of Business & Management, www.theijbm.com, Vol 3, Issue
4, pp19-27.

2 FT. Shah(December 2013), SERVICE QUALITY AND CUSTOMER SATISFACTION IN HIGHER
EDUCATION IN PAKISTAN, Journal of Quality and Technology Management, Volume 9, Issue 2, pp 73—-89
> Wael Hassan El-garaihy (November 2013), Developing and Validating a Hospitality Service Quality
Scalein Saudi Arabia (HOSP-SQ): A Structural Equation Model, International Journal of Business and
Social Science, Center for Promoting Ideas USA www.ijbssnet.com, Vol 4 No 14.
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! Amy Wong Ooi Mei et al(1999), Analysing service quality in the hospitality industry, Managing Service
Quality Volume 9, Number 2 , MCB University Press, pp136—143

* Prabha Ramseook-Munhurrun et al (2010), SERVICE QUALITY IN THE PUBLIC SERVICE,
INTERNATIONAL JOURNAL OF MANAGEMENT AND MARKETING RESEARCH, Electronic copy
available at: http://ssrn.com/abstract=1668833, Volume 3 , Number 1 ,pp37-50

? Cronin J and Taylor A (1992), Measuring Service Quality: A Reexamination and Extension, Journal of
Marketing, Vol 56, No3, pp 55-68.

* Teas R. Kenneth (1993), Expectations Performance Evaluation and Consumers' Perceptions of Quality,
Journal of Marketing , Vol 57, No 4, pp 18-34.

> Gronroos C A (1984), A service Quality Model and its Marketing Implications, European Journal of
Marketing, Vol 18, No 4, pp 36—44.
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* Zhou Lianxi (2004), Adimension-specific Analysis of Performance-only Measurement of Service Quality
and Satisfaction in China's Retial Banking, The Journal of Services Marketing, Vol 18, No 6/7, pp543-546.
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' Mohammad Owlia and Elaine Aspinwall (1998), A Framework for measuring quality in Engineering
Education, Total Quality Management, Vol 9, No6 , pp 501-518

* Firdaus A (2005), The development of HEdPERF : A new measuring instrument of service quality for
higher education, international Journal of Consumer Studies ,online.

’ Firdaus A (2006), Measuring Service quality in_higher education: HEdPERF versus SERVPERF,
Marketing Intelligence et Planning ,Vol. 24, No. 1, pp. 17-31.

* Chen LiangTung and Lee Hsien Yao (2006), Kano Two — Dimensional Quality Model and Important—
Performance Anatysis in the Student's Dormitory Service Quality Ecaluation in Taiwan, Journal of
American Academy of Business Cambridge, Vol 9, No 2, pp 324-330.

> Ana Brochado (2009)« Comparing alternative instruments to measure service quality in higher education,
Quality Assurance in Education, Vol 17¢ No 2, pp174-190.
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2 T Shah(December 2013), Service Quality And Customer Satisfaction HIGHER EDUCATION in
Pakistan, Journal of Quality and Technology Management, Volume 9, Issue 2, pp 73—89

* Parvadhavardhini G (April 2015), Students’ Perception of Hospitality Educational Services in India:A
Case Study Approach, The International Journal Of Business & Management, www.theijbm.com, Vol 3, Issue
4, pp19-27.

104




Jladl welatll 3 Lwlid 3ybog gl sl

Sl

Aulydl S (g3le dmal> @ Aoall Cleasdl Sag> Jom bl il yguas wyams ) dwhyull cda
Ul Rousddl Bgx puolic Lualyll 3pan) Zeasdl Sagad Al o) e L3553 &1 Aal ) Jolgall e
il pols JSay Jlall edasll plads’ ol e 8,0ally (dgisll Gauall sluaray) 3:LSHl 9 Lulu]
de Jladl ulaall 8352 jiaias tao wlill 2olasdly Lusleiz] Buaii (oo 0,895 U peil) (e il 2l
palarll 3 Lousll Baga e 8,500 Jalsall e Auhdl Sy cus bl Soradl e ol Bados
) adard] plad 8 Zousdl 5gx> elial SERVPERF z39a5 e daolyll datazl JLall

Adgisll Hlasl @ Cum Jll qudasdl 3 deusdl Bagr (elidd B1aT uasad Awlys uzi 5] il (e
el 2yl 3 Saerall gl Caluie il aSsal guuSerll Jabadl Admtll e sLezedl 2usdlally
3 paharl) Zos S3s> el 3 eaeitlly puyutll aia slael oyl Adee @ Atel) Auas)ll Jalgall
3 Geamill sa Aulyll sda e iyl Sl o T HEDPERF z3ga (e sloxe¥l Ll o3 Liag sl
oYl Ll euladdl ddoe IS Liglgn deasd) Bog> puds (wlida servperf ziges Gudat (e 8,441
A pall Laalmll e Busly § 8,5¥ LK e b 109 e allns dum ) diie sletel @ o Loyin 3
Ol 26 sl @al o e Gl (§ dwlyudl mls caashl servperf z3gad e el maso Oluiw!
013l st 36 oLl Joad o Jelmetll Jale ol 5T (il o ccabolatlly Bolrtul Lols dsislly
P39l s dal 0 Lapue § Jladl walatl! § 2o
Loy oled pllas) ol Azl diais @3 U9 Boyzme wilgal slaiels Bagzll wlid e dulyudl cilas
el Hlb) 3 Htead! Leddey Lol Bag> slanl Aueal BLAIST 7 Jladl wudasll 3 Zosl) Bag i
Cilioss Cas (GHlas zisei pediad (£ol pall e slere¥l @ dlyll oo Bl Bazmaly Ll
dl reoliall sda Catat) Zeusdl Baga iz § cusali &l Loslall yuoliall o gludl o ) 2alyll
Sleall wlades Julws e alahall el Joad “aoasdl 3351 climy dylols deensll Sl

" Figen Eres et Rebecca Clothey (October 2013), Perceived Service Quality in Schools of Education: A
Comparative Study between Drexel University and Gazi University, American International Journal of
Social Science, Center for Promoting Ideas USA, www.aijssnet.com, Vol 2, No. 7, pp6-15.

> Ram Komal Prasad et Manoj Kumar Jha (2013), Quality Measures in Higher Education: A Review and
Conceptual Model, Quest Journals Journal of Research in Business and Management, www.questjournals.org,
Volumel, Issue 3 (2013) pp: 23-40
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estimation, International Conference on Educational Technologies and Education, the Centre for Information
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