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Abstract : The public administration is currently experiencing in the field of quality unprecedented effervescence. However, in
a globalized world more and more competitive, public services are confronted with the need to improve their performances
which push public companies to implement quality approaches. Quality approaches have taken diverse forms such as service
commitment, labels, certifications and the Common Assessment Framework. This paper provides an overview on the strategy
for administrative development in Tunisia since the Carthaginian civilization until today. It outlines the evolution of quality
management in the Tunisian public context while focusing on the National Referential of Quality of Administrative Services.
Keywords : quality approach, the common assessment framework, service commitment, label, certification, quality of public
service, performance of public service, Tunisian Public Service
Conference Title : ICMLG 2015 : International Conference on Management Leadership and Governance
Conference Location : Venice, Italy
Conference Dates : August 13-14, 2015

World Academy of Science, Engineering and Technology
International Journal of Economics and Management Engineering

Vol:9, No:08, 2015

O
pe

n 
Sc

ie
nc

e 
In

de
x,

 E
co

no
m

ic
s 

an
d 

M
an

ag
em

en
t E

ng
in

ee
rin

g 
Vo

l:9
, N

o:
08

, 2
01

5 
pu

bl
ic

at
io

ns
.w

as
et

.o
rg

/a
bs

tr
ac

ts
/1

94
71

.p
df

ISNI:0000000091950263International Scholarly and Scientific Research & Innovation 9(08) 2015 1

https://publications.waset.org/abstracts/19471.pdf

