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Resume:

This study aims to search for customers’ perspectives on the impact of the application
of the principles of total quality management on the behavior and behavior of workers in the
Algerian company, through a field study at the regional delegation of Air Algerie in Adrar,
and an intentional sample was selected represented in the customers of the company in the
study area (travelers). The number of 346 clients, where information and data were collected
from them using the questionnaire tool (Likert scale), and after data collection and analysis,
statistically and sociologically, the following most important results were reached:

- The application of total quality management in the Algerian institution did not improve the
way workers deal with customers and take care of them.
- The application of total quality management in the Algerian institution did not lead to the
establishment of reliability on the workers in responding to the requests and needs of
customers and taking care of them.
- The application of total quality management in the Algerian institution did not lead to
providing security and creating confidence among customers on the part of the workers.
Keywords: total quality management, worker behavior, reliability, security, customers .
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