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Summary :

The study aimed to know the effect of quality management (of its dimensions : tangibiles,
reliability, responsiveness, assurance and empathy) on the public service « citizen
satisfaction » and the extent of its application by Sidi Slimane town hall services. And in
order to investigate this, we monitored the main differences between the repondents in terms
of their personal characteristics and their views according to their needs and opinions about
the degree of service provided to them and their satisfaction with them.

To achieve the objective of the study, we used several statistical methods such as Alpha
Klombach to ascertain the stability, ferquency and percentagesto describe the study variables,
the arithmetic mean to determine the level of response, we deduced that the study showed a
correlation between the quality management dimension and the public service, which requires
the development of services in regard to the citizen’s needs via adapting technological
development by improving work circomstances and the factors surrounding services
provision.

Key Words :
Quality management-Quality management Dimensions-Public service- Cititizen
satisfaction.
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