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INTRODUCTION

In Morocco, the implementation of quality management systems (QMS) goes back some 30 years
from 2 certificates in 1994 (Badr Dakkak et al,, 2012) to 1191 ISO 9001 certificates in 2021 (ISO
survey, 2021). This development remains timid in relation to the number of active companies in
Morocco, which stands at 317 057 active companies (OMTPME, 2023; Al-khresheh et al., 2023).

Often, the implementation of a QMS is seen as an imposition of company management on employees.
Management often demands the implementation of this system, encountering resistance from
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employees to engage in habitual change (Alain, 2008; Souabou, 2020; Riouch et al., 2024). This
resistance leads to the failure of the entire QMS (Alain, 2008; Souabou, 2020), and generates a failure
in its implementation (Benlamlih et al., 2024).

In the Moroccan food sector, only 30 Moroccan companies are certified to ISO 9001 (ISO survey,
2021) out of a total of around 2,000. This figure represents a rate of 1.5% of certified companies in
2021 in Morocco. This low rate prompts us to study certified food companies according to their
perception of the Quality Management System (QMS), and to identify the success factors and
obstacles to implementing this quality system.

In this context, the aim of this paper is to examine the reasons for QMS implementation in Moroccan
food companies. It explores the success factors and obstacles to implementing an effective QMS in
these companies. To achieve this objective, the 1st section of this paper presents the theoretical
background of QMS and their impact on company performance, the 2nd section presents the
methodology of the exploratory study carried out to examine the implementation of QMS in food
companies in Morocco. The 3rd section of the paper presents the results of the exploratory study,
concluding with a discussion of the findings

QMS and company performance: theoretical background

ISO 9001 standard is regarded as an important instrument that enables organizations to define
procedures and processes to achieve performance (Andreas et al,, 2018; Jam et al.,, 2016).

The first version of ISO 9001 was proposed in 1987. It aimed to provide guidelines for an
international QMS model (ISO9001V2015). This version of the standard was revised in 1994, 2000,
2008 and 2015. This evolution emphasizes the importance of customer focus, process approach,
context analysis, leadership and risk (ISO 9001, 2015).

According to ISO 9000 version 2015, the quality management system comprises the activities the
organization uses to identify its objectives and determine its processes and resources needed to
achieve the desired results (ISO9001V2015).

The QMS defines the processes and their interactions, as well as the resources needed to deliver value
and achieve results for the stakeholders concerned (Benlamlih et al.,2024). It enables management
to optimize the use of resources, taking into account the short- and long-term consequences of its
decisions (Benlamlih et al.,2024).

Quality management system performance is mainly measured by indicators. These indicators are a
tool for measuring the effectiveness and performance of the quality management system.

QMS performance depends on several factors. Carneiro et al (2021) highlight four key factors as key
aspects of successful QMS performance. These are process management, top management, customer
orientation and employee involvement, factors that will be questioned in the course of this research
(IlIkay and Aslan, 2012). These factors are complemented by supply quality management and
continuous improvement, according to Tari (2005).

The QMS performance axis is a criterion used in the model developed by the European Foundation
for Quality Management (EFQM model, 2024). It is one of the pillars of QMS implementation results
((Psomas et al., 2015); (Ida et al., 2021)). Thus, the effectiveness of the QMS depends on the quality
of the objectives defined and measured by process. It is seen as a tool for achieving organizational
objectives (Gremyr et al., 2021; Al-khresheh et al., 2021).

In the same context, Lenning and Gremyr, (2017) specify that the QMS must add value to the
organization and that the disadvantages for QMS implementation could be documentation
requirements and process rigidity.
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In addition, the 2015 version of ISO 9001 states that the quality of an organization's products and
services is determined by its ability to satisfy customers. It is also measured by the intended and
unintended impact on relevant stakeholders (Benlamlih et al.,2024).

Thus, product and service quality include not only intended function and performance, but also the
value and benefit received by the customer. Quality is an ideal that encompasses a set of principles
and methods for managing the company to anticipate and satisfy customer needs in compliance with
standards (Benlamlih et al.,2024).

Indeed, quality culture is a struggle within the quality management system (Ross, 2021). In this
sense, top management must understand the benefits, keys to success and obstacles to implementing
the QMS in order to promote this system within the company. This understanding is not guaranteed,
and could explain the small number of certified companies in Morocco.

With this in mind, the following section presents an exploratory study of the success factors and
obstacles to QMS implementation in agri-food companies in Morocco.

METHODOLOGY OF THE EXPLORATORY STUDY

With the aim of analyzing the key success factors and obstacles to QMS implementation within agri-
food companies in Morocco, we have carried out a qualitative empirical study based on the
Barometer of Quality in Organizations as confirmed by the literature ((PyX4,2018); (Ismail et
al,,2020); (Souabou, 2020); (Napitupulu,2018)).

This exploratory study is carried out by means of a questionnaire divided into four main themes.
These are:

Respondent profiles and company certification status
Perceptions of quality management systems
Obstacles to implementing management systems

Key factors in QMS implementation

This exploratory study is being carried out among Moroccan agri-food companies. We targeted 100
agri-food companies over a 9-month period from January to September 2022 in the Greater
Casablanca region. Out of 100 questionnaires distributed, we received responses from 60 companies,
including small and medium-sized enterprises as well as large multinationals.

RESULTS AND DISCUSSIONS
Respondent profiles and company certification status

Organization size

Figure 1: Company size
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Figure 1 shows that 46.6% of companies surveyed have more than 250 employees, followed by
41.67% with between 50 and 249 employees, 8.33% with between 11 and 49 employees and 3.33%

with fewer than 10 employees.

Interviewee's affiliation department

Whichdepartmentdoyouworkfor

M Accourting and finance

I Achats et Logistigue

[} Commercial, Sales, ADY,
Trade

7] Département systemes
management

[ General management

W Industrial Managemert

D Performance

OProduction and Operations

.Qual’rhr, health, safety and
environment

Responsable des

operationsManagement

qualite

Ressources humaines

Figure 2 : Interviewee's affiliation department

The results in Figure 2 show that 61.67% of respondents are affiliated with the quality, safety, health
and environment department, followed by 13.33% with the production and operations department,
6.67% with general management and 5% with the human resources department.

Type of position in the quality department

Bl Consuttant

[ Head of Quality Department
O cther

m Quality assurance manager
[ @uality department manager
B Qualtty Director

.Guallty Manager/Assistant

Figure 3 : Type of position in the quality department

As for the type of position in the quality department, Figure 3 shows that 25% of those interviewed
are quality department managers, followed by 13.33% who are quality directors or quality
department managers, 6.67% are quality assurance managers and 3.33% are consultants.
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Figure 4 : ISO9001 certification

Figure 4 shows that 66.67% of the agri-food companies surveyed are ISO 9001 certified, compared
with 33.33% of those who are not.

Type of certification within the company
Table 1: ISO 9001 and IS045 000 certification

Table 1 shows that only 10% of companies surveyed hold both ISO 9001 and ISO 45000 certification,

Cross table
1SO 9001 Total
No Yes
No 20 34 54
1SO 45001 Ves 0 A A
Total 20 40 60

while 66.66% are certified to ISO 9001 only
Tableau 1 :1S0 9001 and ISO14 000 certification

Table 2 shows that only 13.33% of the companies interviewed have both ISO 9001 and ISO 14000
certification, compared with 53.33% of companies that are only ISO 9001 certified.

Cross table
SO 9001 Total
No Yes
No 19 32 51
[SO 14001 Ves 1 A 9
Total 20 40 60

Table 2 : I1SO 9001 and I1S022 000 certification

Cross table
1SO 9001 Total
No Yes
No 2 4 6
15022000 Yes 18 36 54
Total 20 40 60
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Table 3 shows that 60% of the companies surveyed are both ISO 9001 and ISO 22000 certified,
compared with 30% who are only ISO 22000 certified

Perceptions of quality management systems

Quality concept

Figure 5 : Quality concept

Figure 5 shows that 80% of respondents unanimously agreed that the concept of quality is a lever for
organizational performance, 13% felt that the concept of quality is an ideal, 5% of respondents
considered it a profitable investment, while the rest regarded it as a theoretical concept.

In this context, Souabou (2020) points out that quality is the area of search for a managerial ideal
that requires sacrifices on the part of workers (Souabou, 2020).

This result demonstrates that respondents are aware of the importance of quality in their day-to-day
work as a performance lever par excellence. Furthermore, Souabou (2020) points out that quality is
the domain of the search for a managerial ideal that requires sacrifices on the part of workers
(Souabou,2020). As for the 5% who consider quality to be a profitable investment, this result is
significantly and positively related to employee and company performance measures (Sadikoglu and
Zehir, 2010).

Quality management system definition

[ A company performance
tool

A set of principles and

W methods for managing the
business

D& tool for audits

A tool for complying with
W ements e

Figure 6 : Quality management system definition
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From Figure 6, we can see that 60% of the companies surveyed consider the QMS to be a company
performance tool, 23.33% consider it to be a set of principles and methods for company management,
and 15% consider it to be a tool for compliance with requirements.

According to the results of this exploration, we can formulate the definition of the quality
management system as follows: “The Quality Management system is an organizational performance
tool based on a set of principles and methods for managing the company to comply with the
requirements of standards” (Benlamlih et al.,2024).

Reasons of QMS certification

Figure 7 : Reasons of QMS certification

Figure 7 shows that 46.67% of companies surveyed consider certification to be an internal
organizational requirement, followed by 33.33% who see it as a customer requirement, and 8.33%
who see it as recognition of people's work or as a marketing tool.

Scope of company's certification

W &ll company sites

E 21 the company's activities
Allthe company's
production lines

Part of the company's
activties

Part of the company's
production lines

Figure 8 : Scope of company’s certification

Figure 8 shows that 66.67% of companies apply ISO 9001 for all company activities, followed by
13.33% for all company production lines, 10% for all company sites and 8.33% for all company
production lines.
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Obstacles to the implementation of management system

Main obstacles to implement QMS

Analysis of Quality Management Systems in Moroccan Agri-Food Companies

Employee resistance to
change
WlLack of employee time

Lack of leadership from
Dlianagement -

.Miscnmmunicatior\ within the
‘company

Clother

Figure 9 : Main obstacles to implement QMS

With regard to the obstacles to QMS implementation in the companies surveyed, Figure 9 shows that
46.67% of obstacles are due to a lack of management leadership, followed by 25% due to employee
resistance to change. This obstacle attracts the attention of several researchers, who state that
management must raise and communicate its awareness of the objective of implementing the QMS
(Zelnik et al.,2012). In this sense, Coo and Verna (2002) note that employee perception of the QMS
has an impact on service quality. The authors also point out that strong managerial leadership plays
a part in promoting quality management as a success factor for improving employee perception of
the QMS (Coo and Verna, 2002). Thus, managers need to Accepts the opportunity to act as a leader to
influence employee’s behaviours and demonstrate what can be achieved through the quality

management (EFQM model, 2024).

Main obstacles to company management system certification

Lack of

Dtne part of centification
hodies

[ Lack of skills among
certification body aliditors

Figure 10 : The obstacles to ISO 9001 certification

Figure 10 shows that 46.67% of the obstacles to ISO9001 certification are due to a lack of in-house
expertise, followed by 41.76% to the cost of certification, 10% to the lack of professionalism of the
certification bodies, and the remainder to the lack of expertise of the certification bodies' auditors.
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The failure of management systems

Lack of commitment from
management

@ Mon-involvement of
employees

[ The existence of a great
deal of documentation

The rigour imposed by the

W reguirements of the
standard

[ Ynderstanding the purpose
of management systems

Figure 11 : causes of QMS failure

Figure 11 shows that 43.33% of the causes of QMS failure in companies are due to a lack of
understanding of the purpose of management systems, followed by 36.67% due to a lack of
management commitment, 16.67% due to the non-involvement of employees and 1.67% due to the
large amount of documentation required to implement the QMS. In this sense, Lenning and Gremyr
(2017) assert that documentation negatively influences the way management views the QMS, and
that simplifying documentation could involve employees more in the QMS and make their
involvement more effective.

Quality culture within the company

MExisting and formalised
EExisting and No formalised
DExnstlng. formalised and
understood
Existing, formalised,
Munderstood and applied on a
day-to-day basis

Figure 12 : Quality culture within the company

According to Figure 12, 55% of companies surveyed affirm the existence, formalization and daily
application of this culture, followed by 20% who declare that the quality culture is only existing and
formalized, while 18.33% affirm that the quality culture is existing, formalized and understood
without daily involvement.
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Promoting a quality culture in your company

A formal, planned process
Win the qualty management
system

@ Awareness-raising
sessions

[ Formal meetings that
integrate qualiy culture

[ Pesting of instructions and
quidelines

Training on quality

requirements

Figure 13 : Promoting a quality culture in your company

Figure 13 shows that 50% of companies surveyed promote quality as a formal, planned process in
the quality management system, while 13.33% promote quality culture by posting instructions or
formal meetings incorporating quality culture, and 11.67% use quality training or awareness-raising
sessions.

Effects of QMS implementation

WHelped idertify skils needs
Helped identif\( skills needs
ef mettre en place les
actions nécessaires pour
acyuérir ces compétences
Improved staff sills and
performance
Wimproved staff skills
Mo effect on improving staff
Dsl(ills

Figure 14 : Effects of QMS implementation

With regard to the effects of QMS implementation in the companies surveyed, we find that 53.33% of
companies claim that the implementation of a QMS helps to improve staff skills and performance,
and only 1.67% of companies claim that the implementation of a QMS has no effect in improving the
skills of the company's staff. Indeed, Carneiro et all (2021) and Lenning and Gremyr (2017) report
that most companies perceive a positive relationship between ISO 9001 certification and employee
learning growth. The authors state that QMS adds values to organizations, and that employee
development skills are one of these values.
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Keys to successful QMS implementation in companies

Commitment to quality

Aware of the benefits of the
.managemem system and
provides the necessary
resources
Aware of the henefits of the
management system,
Bprovides the necessary
resources and is committec
to achieving the objectives
Is an obstacle to the
Oapplication of the
management system
Is aware of the benefits of
‘the management system
Is disengaged from the
D nanagemen system

Figure 155 : Commitment to quality

Figure 15 shows that 60% of the companies interviewed provide the necessary resources and are
involved in achieving objectives, 20% are aware of the benefits of the management system and
provide the necessary resources. 11.67% are aware of the benefits of the quality management
system, and the remainder are disengaged or have reservations about implementing the QMS.

Involving people in the quality management system

W Effective

W Efficiente
ClHot availablee
M one-off
OReal

Figure 16 : Involving people in the quality management system

Figure 16 shows that 35% of companies surveyed are effectively involved in the QMS, 28.33% are
actually involved in the QMS, 23.33% are involved on an ad hoc basis and 11.66 are involved in an

effective manner.
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The company's quality policy

WFormalised

Formalised and

communicated within the

company

Formalised, communicated
[Cand understood by

employees

Formalised, communicated,
Wunderstood and applied on &

daily basis

Formalised, communicated,

understood, applied on a
Cday-to-day baglps and
stemming from the
company's strategy

Figure 167 : The company's quality policy

Figure 17 shows that 48.33% of companies have a quality policy that is formalized, communicated,
understood, applied on a daily basis and emanates from the company's strategy, followed by 25% of
companies whose quality policy is only formalized, communicated and understood by employees,
then 15% of companies whose quality policy is formalized and communicated by the company, and
10% of companies whose quality policy is only formalized, communicated, understood and applied
on a daily basis.

Quality objectives defined in the management system

Objectives for complying
M with the requirements of the
standard
.Objactl\tes for measuring
company performance
Objectives for measuring
process compliance
Objectives for measuring
process efficiency

Figure 178 : Quality objectives defined in the management system

From Figure 18, we can see that 58.33% of companies apply quality policy for the purpose of
measuring company performance, followed by 18.33% of companies who use quality policy for the
purpose of measuring process efficiency, and 11.67% of companies who apply quality policy for the
purpose of measuring process conformity or complying with ISO 9001 requirements.
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QMS process management

m Assured by the quality
manager alone
Carried out by process

B managers in a one-off
manner
Ensured by process
managers on an engaing
hasis
Is effective and contributes

mto the overall smooth
running of the management
system

Mot available

Figure 189 : QMS process management

Figure 19 shows that 36.67% of the companies surveyed stressed that process management is
effective and contributes to the overall smooth running of the management system, followed by
26.67% of companies where process management is carried out by process pilots on an ad hoc basis,
then 25% of companies affirmed that process management is carried out by process pilots on a
permanent basis, 10% is carried out by the quality manager alone and 1.67% of companies where
process management is non-existent.

The main benefit of certifying your company's management systems

]

= Acquiring new customers

Ol Customer loyalty

[7] Egrgepr;m’a;mn fromthe

-1 0,00% External recognition of the

[ efforts made by the
company

m Improving the company's
image

Improving the company's

internal organisation by

mobilising staff

Figure 20 : Main benefits of QMS certification

Figure 20 shows that 36.67% of companies use certification to improve their internal organization
through staff mobilization, followed by 16.67% whose certification helps improve their brand image,
10% whose certification helps them acquire new customers or external recognition of the company's
efforts, while 11.6% of companies use certification to build customer loyalty or differentiate
themselves from the competitors.
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QMS success factors in companies

To identify the key success factors of Moroccan agri-food companies, we asked interviewees to rank
the key success factors of their company's management system in order of importance. The choice
was made out of ten key success factors, the results of which are shown in Table 4.

Table 3 : Key success factors for QMS implementation

Key success factor Percentage
Demonstrated management leadership 91%
Employee involvement 88%
Clear definition of responsibilities and authorities 84%
Staff training and support on system requirements 82%
Clear, fluid communication within the company 82%
Regular internal audits 81%
Regular performance meetings 80%
Regular process reviews 77%
Digitizing the management system 69%
Existence of an integrated business management system that | 68%
includes all standards

From Table 4, we can see that the 1st key to success in implementing the QMS is the leadership shown
by management, with a percentage of 91% of assertions, followed by employee involvement with
88% of assertions, then the clear definition of responsibilities and opportunities with 84% of
assertions. In 3rd place, we find the factors of clear definition of responsibilities and opportunities
and staff training and support on system requirements with a percentage of 82% affirmation. In 4th
place were regular internal audits, followed by regular performance meetings. Regular process
reviews, digitization of the management system and the existence of a business management system
are also key factors in the successful implementation of QMS in companies. His findings concur with
those of Ingason 2014, who identifies management support and direct employee involvement as key
success factors for QMS implementation. This is reinforced by the findings of Yahya and Goh (2001),
Zeng et al,(2007), Sampaio et al,(2009) and Alnajjar and jawad(2011).

CONCLUSION

Implementing a quality management system is a process of change in any company. The success of
this process depends on the leadership adopted by management and employees.

The quality management system is an organizational performance tool based on a set of principles
and methods for managing the company to comply with the requirements of standards.

In this context, this paper explains the concept of quality, the concept of the quality management
system and compares these definitions with the essential principles and vocabulary of the
[S09001v2015 quality management system standard. In this paper, we analyze the benefits of QMS
implementation, the obstacles to implementation and the main advantages of QMS certification, in
order to identify the key factors for successful QMS implementation.

The quality management system is seen as a corporate performance tool, based on a set of principles
and methods to ensure that company management complies with requirements.

The key success factors of the management system can be summed up in the leadership
demonstrated by top management, the involvement of employees in the management system, and a
management system builds on purpose, vision and strategy of the organization (EFQM model, 2024).
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[t should be noted that a clear explanation of the purpose of management systems will foster senior
management commitment and employee involvement, and thus improve employee skills and
organizational performance.

REFERENCES

Alain, Labruffe (2008). « Communication et qualité », 2e éd. Saint-Denis : Afnor.

Al-khresheh, M. H., & AL-Qadri, A. H. (2021). The Language Development Process of Bilingual
Children with Autism Spectrum Disorder: An Investigation into Gender Linguistic
Differences. World Journal of English
Language, 11(2).https://doi.org/10.5430/wjel.vl1n2p29

Al-khresheh, M. H., & Alruwailj, S. F. (2023). Nominal-phrase premodifications by non-native English
speakers: The case of attributive adjective word order of Saudi EFL students at tertiary level.
Forum for Linguistic Studies, 5(2). 1602.http://dx.doi.org/10.59400/fls.v5i2.1602

Al-Najjar, S. M. et Jawad, M. K (2011) « ISO 9001 Implementation Barriers and Misconceptions : An
Empirical Study », International Journal of Business Administration, vol. 2, no 3.

Andreas P. Kakouris, Eleni Sfakianaki, (2018) “Impacts of ISO 9000 on Greek SMEs business
performance”, International Journal of Quality & Reliability Management, Vol. 35 Issue : 10,
pp. 2248-2271, https://doi.org/10.1108/IJQRM-10-2017-0204

Badr Dakkak, Youness Chater, Abdennebi Talbi (2012) “Taking change management into account in
the deployment of an integrated management system”, 9e conférence internationale sur la
modélisation, 'optimisation et la simulation, juin 2012, Bordeaux, France. 00728657f

Barometre de la qualité, levier de performance dans les organisations (on line)
https://pyx4.com/blog/barometre-qualite-2018-enjeux-leviers-performance (Consulted on
December, 04, 2021)

Coo, LS. et Verma, R. (2002) ‘Exploring the linkages between quality system, service quality, and
performance excellence : Service providers perspectives’, Quality Management Journal, vol. 9
no 2, pp. 44-56, https://doi.org/10.1080/10686967.2002.11919009

https://www.iso.org/files/live/sites/isoorg/files/about%20ISO/strategy /download/IS0%Z20

Ida Gremyr, Jan Lenning, Mattias Elg et Jason Martin (2021) « Increasing the value of the quality
management system », International Journal of Quality and Service Sciences, vol. 13, no 3,
2021, p. 381-394.

Ingason, H.T., « Best Project Management Practices in the Implementation of an ISO 9001 Quality
Management System », 28e Congres mondial de I'IPMA, IPMA 2014, 29 septembre-
ler octobre 2014, Rotterdam, Pays-Bas, Procedia - Social and behavioral sciences, 194
(2015) 192-200.

Ismail Ayyadi et Badia Oulhadj (2020) “Relations entre les facteurs contingents de la certification ISO
9001, la mise en place du systeme de management de la qualité et la performance
organisationnelle de l'entreprise industrielle au Maroc: une exploration qualitative”,
International Journal of Innovation and Applied Studies, vol. 29, no 4, juillet 2020, pp. 884-
901

ISO Survey of Management System Standard Certifications - 2021, note explicative, (on line),
https://isotc.iso.org/livelink/livelink?func=11&0bjld=18808772&objAction=browse&view
type=1 (Consulted on Octobre 28, 2024)

ISO09000 version 2015 : Systemes de gestion de la qualité — Principes essentiels et vocabulaire,
octobre 2015, AFNOR.

[SO09001 version 2015 : Systémes de gestion de la qualité - Exigences, septembre 2015, AFNOR ISO
strategy 2030. (en ligne)

Jam, F. A, Singh, S. K. G,, Ng, B., & Aziz, N. (2016). Interactive effects of Gender and Leadership Styles
on Open Service Innovation: A Study of Malaysian Doctors, International Journal of Economics
Research, 13(3), 1287-1304.

11432



Imad et al. Analysis of Quality Management Systems in Moroccan Agri-Food Companies

Juan José Tari (2005), « Components of successful total quality management », TQM Magazine, vol.
17,no 2, pp. 182-194.

Lenning, J. et Gremyr, 1. (2017) ‘Making internal audits business-relevant’, Total Quality Management
and Business Excellence, Vol. 28 No 9/10, pp- 1106-1121,
https://doi.org/10.1080/14783363.2017.1303891

M. S. llkay et E. Aslan, « The effect of the ISO 9001 quality management system on the performance
of SMEs », International Journal of Quality & Reliability Management, vol. 29, no 7, pp. 753-
778.

Matheus Borges Carneiro, Fabiane Leticia Lizarelli, José Carlos de Toledo, (2021), ‘“The Impact of ISO
9001 Certification on Brazilian Firms Performance : Insights from Multiple Case Studies’,
Académie mondiale des sciences, Engineering and Technology International Journal of
Economics and Management Engineering Vol.15, no 8.

Napitupulu, D. (2018) ‘Key Success Factors of ISO 9001 Implementation for Small Medium
Enterprise : Systematic Literature Review’. in Proceedings of the 1st Unimed International
Conference on Economics Education and Social Science, p. 5-12

OMTPME 2023: Rapport annuel de I'Observatoire marocain des TPME, p. 35, (on line),
https://omtpme.ma/wp-content/uploads/2023/11/Rapport-consolide-25.10.-VF.pdf
(Consulted on Octobre 28, 2024)

Psomas, E. L., Kafetzopoulos, D. P. et K. D. Gotzamani, « The impact of quality management systems
on the performance of manufacturing firms », International Journal of Quality & Reliability
Management, vol. 32, no 4, pp. 381-399.

Riouch, A, Benamar, S., Ezzeri, H., & Cherqi, N. (2024). Assessing Student Perceptions of Pollution
and Management Measures Related to COVID-19 Vaccination Tools in Morocco. Pakistan
Journal of Life and Social Science, 22(2).

Ross Douglass (2021) ‘the challenges of implementing a quality management system in
contemporary large scale construction projects, thesis, researchgate.net, octobre 2021, DOI
0.13140/RG.2.2.28094.97601

Sadikoglu, E. et Zehir, C. (2010) ‘Investigating the effects of innovation and employee performance
on the relationship between total quality management practices and firm performance : an
empirical study of Turkish firms’, International Journal of Production Economics, Vol. 127 No.
1, pp- 13-26

Sampaio, P., Saraiva, P. et Rodrigues, A. G. (2009) ‘ISO 9001 certification research : questions, answers
and approaches’, International Journal of Quality & Reliability Management, vol. 26, no 1, pp.
38-58.

Souabou TOGO (2020) “Une critique de 'approche qualité de 'entreprise : les fondements d'un
systeme de gouvernance globale”, Revue Economique Gestion et Société, 25 aotit 2020, 1-12.

The EFQM model (2024), (on line) https://efgm.org (Consulted on Octobre 28, 2024)

Yahya, S., & Goh, W. K. (2001) ‘“The implementation of an ISO 9000 quality system’, International
Journal of Quality & Reliability Management, vol. 18, no 9, pp. 941-966

Zelnik, M., Maletic, M., Maletic, D. et GomiScek, B. (2012) “Quality management systems as a link
between management and employees”, Total Quality Management and Business Excellence,
vol. 23, no 1, pp. 45-62

Zeng, S.X,, Tian, P. et Tam, C. M. « Overcoming barriers to sustainable implementation of the ISO 9001
system », Managerial Auditing Journal, vol. 22, no 3, pp. 244-254.

11433


https://doi.org/10.1080/14783363.2017.1303891

