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Abstract: The aim of this study is to propose a management model to improve the quality of higher education. However, changes are needed in the structure of the university; the urgency of creating a quality unit responsible for the organization of the Lean Six Sigma method is felt. The model consists of installing a hierarchical quality cell based on the quality assurance framework proposed by the Ministry of Higher Education and Scientific Research, which is divided into seven areas that represent the steering processes required to improve quality. The results of the research are:

- The creation of a cell responsible for quality;

- This cell follows quality principals;

- The quality assurance reference system is considered as a guide for the cell;

- Staff training is necessary for the correct application of the model.
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Introduction 

Many quality specialists and consultants have each given their definition of quality. It varies according to the technological, industrial and cultural evolution... etc. at the beginning the quality was developed for commercial industrial activities, and was then adapted for the field of services, and to be finally invested the sector of higher education. In this article we want to give a different view of the definitions based on heights and periods. But earlier on approaches, which gives us a more general vision is more practical.
Problematique
How to improve human resources quality through organisational management and organisational structure?
Conceptual definition
For Kaoru Ishikawa "the quality is to develop, design and manufacture the most economical, useful, satisfactory goods for the buyer. Managing quality is also managing the cost price, the selling price and the profit".  (Codlor., n.d.). 
For Ishikawa the quality is synonymous with consumer satisfaction, economy and profit for the manufacturer. This approach is very close to the economic reality that life companies currently. A search for satisfaction with a minimum of costs, which removes companies to design methods of working more and more economically. Example the just-in-time or Lean six sigma (Leclet and Vilcot, 2007).
Genichi Taguchi said that: "Quality is about minimizing the losses that the product will inflict not only on the customer but on society in the long run". It is the ethics and the social responsibility of the company that interfere in the concepts of quality, thus adding moral principles. This concept is now used in the most recent quality management concepts elaborated in the ISO (Leclet and Vilcot, 2007). 
- The conformity of a product, a service, an organization with the implicit and explicit expectations of a customer.

- Do well from the first time, always looking for improvement, and always satisfying the customer.

- An essential asset for sustaining contracts and a competitive advantage for new markets.

- Satisfy customers while seeking to improve.
These definitions are all derived from the ISO 9001 version 2010 standards. A summary of these definitions can be formulated as follows: "quality is compliance with implicit and explicit customer expectations, which results in a source of competitive advantage; the latter is implemented through a well-researched and executed process, to achieve customer satisfaction ". 

What implicit and explicit expectations mean and the needs and desires are not the same for all customers. And it is not all the needs that can be expressed, are those that are difficult to disclose, by their complexity or by a bad expression of need and desire. On the other hand this expression of need can be a source of competitive advantage that little more that pushes the customer to acquire a product.

Quality in higher education
The theme of quality appears more and more often in official discourses on higher education, and takes a prominent place in the actions to be taken. The need for his understanding and development is hardly proven. (Dejean, 2007)
The definitions given to this term are rarely explicit, dozens are proposed by the masters of quality and which is not the same. 

At the same time, the content given to these terms of quality or quality assurance is very rarely explicit: we do it is as if everyone agrees on what it covers. If that were not the case, it would mean that we can do anything and everything by talking about quality. So it's worth going to see a little bit

Some, including academics, believe that it would be almost impossible and useless to reach a definition of the concept of quality in higher education sector because, for example, "the impossibility of the actors involved agreeing on a common definition" (perellon, 2003).  

On the other hand, the definition of quality is not neutral and is instead a matter of special interests, values, beliefs about what is perceived as the common good to be developed, at a given moment, in a given society (Bensimon, 1995). 
For the European Agency for Quality Assurance in Higher Education (ENQA) the challenge of defining quality is not to propose a definition, but to open the debate and encourage all institutions and all universities ask themselves the question of quality at the breast of their institution and how they design it and how to implement it (ISO., n.d.).

One of the reflections on quality is that proposed by BURLA of the University of Lausanne "the perception of what is a teaching or a research of quality varies according to the groups concerned. The needs of the students may be partially at odds with the priorities of the teachers, who themselves do not necessarily cover the needs of the institution or professional circles.

It is concluded that quality is subject to three parts:

- The needs of the student;

- The priorities of the teachers;

- The needs of professional circles.

For Chauvigné the quality can be a "negotiated quality” between several parties. Who may have inconsistent opinions (Giroux, 1999).
Several authors have defined the term quality in management, and their definitions vary in their point of view. There are those who conceive it from the point of view of the consumer 'satisfaction', there are those from the point of view of conformity 'the product conforms to the norms'.
Approaches of quality
Among the writers who have defined quality by approaches is David Garvin who distinguishes five ways of defining quality:

The transcendent approach
Quality is neither spirit nor matter, but a third entity independent of both ... even though quality can not be defined, you know what it is?"  (Pirsig, 2009); it is also considered as an innate character of excellence, absolute and universal. We cannot define precisely what quality is, but whoever has been exposed to it "recognizes it when he sees it". According to Garvin, anyone with quality will recognize it.

Quality also refers to the amounts of unencrypted attributes contained in each unit of the price attribute."  (Leffler, 1982)
The product-based approach

Quality refers to the amounts of unencrypted attributes contained in each unit of the price attribute."  (Leffler, 1982), for most of scholars, Quality is seen as a precise and measurable variable, which is related to the presence of certain characteristics or the quantity of an ingredient or attribute that the product possesses (for example, the quality of a car engine by the mileage traveled). A "better quality" product has a greater amount of this ingredient or attribute (which, of course, should be considered desirable by the majority of buyers) than a "poor quality" product. This definition of quality has two results, according to Garvin:

- better quality leads to higher costs;

- quality is presented as an objective characteristic of the product 'result of standards', and not as a characteristic attributed to the product by the consumer

The user-based approach
According to this approach, Quality is the degree to which a specific product meets the needs of a specific consumption.  (Gilmore, 1974)
In this case, the quality is precisely a question of attribution by the consumers or the users of the product. Garvin places JURAN's definition in the first editions of the Quality Control Handbook in this approach, which states that quality is fitness for use, but it also includes all definitions that say the quality is the satisfaction of the needs of the customers. According to him, these are highly subjective definitions and pose practical difficulties in identifying market preferences.
The manufacturing approach
 Maynes defines the Quality as the extent to which a specimen has the service features you desire. p(542).

This approach focuses on engineering and manufacturing practices. The use of the universal definition of conformity to the requirements is required, or the specifications, the design are established, and any deviation implies a reduction in quality, The concept is applied to the services and the products as well. Excellence in quality is not necessarily in the viewer's eye, but rather in the standards set by the organization which leads him to say that these definitions are oriented towards the inner workings. The consequence of this way of defining quality is that a "better quality" (ie, a compliant product, done right the first time) costs less than "poor quality" (i.e, a non-compliant product that needs to be repaired or thrown away).

Harvey has emerged five definitions of quality p(42):
4.1. Outstanding, when it implies exclusivity, excellence and achievement of standards;

4.2. Perfection or coherence, when it is defined by the absence of any defect and the ability to succeed at the first stroke;

4.3. Fitness to the job, when assessing the ability to fulfill a predetermined mission or function, or if that mission or function is adequate (in the latter case, the term function is used);

4.4. Profitability, when it changes the performance of the expenses incurred (such as an efficiency measure);

4.5. Transformation, when assessing the added value of educational experience in terms of student empowerment and improvement.

The authors cited highlight various functions associated with quality assurance in university education

Harvey distinguishes four functions which are associated with quality assurance in University education:
Accountability, which ensures that institutions take responsibility for the service they provide and the public money they spend, reassure students of the quality of the promised training and produce information which fund providers can use to guide their decisions on the allocation of funding;
Control, which ensures the integrity of the higher education sector, protects its status, position and legitimacy;

Compliance, which consists of ensuring that institutions adopt procedures, practices and policies that are considered desirable by fund providers, governments and other stakeholders such as professional bodies and regulatory bodies; 
Improvement that is more about encouraging adaptation and having to constrain it.
Some reflections on quality in higher education       
The perception of what teaching is, where quality research varies according to the groups concerned. The needs of students may be partially at odds with the priorities of the teachers, who themselves may not be able to meet the needs of the institution or the professional community. It may be from this point of view that the quality must be defined by a confrontation between:
 - the needs of students; 
- the priorities of the teachers;
 - the needs of professional circles.
A hasty conclusion can be made, is that quality can only be a negotiated quality.
Two main types of approaches to quality conceptions in higher education, Both types of quality designs focus on:

- a focus on resources and processes;

- results-oriented design.

Quality concepts centered on resources and processes: These conceptions are centered on the means used, it is the processes of realization of the teaching and the research, and the means to use to realize these processes. Quality would be centered on the process to reach it.

Example of these types of design is the ISO: It is in general to the definitions given by ISO standards that are developed in industry that we refer when we speak about quality: this assimilation between quality and standards is also frequent. For Crosby "quality means compliance with predefined requirements".

The ISO institution defines its own ISO 9000 standards, it is the first standards to be used "ISO 900 standards are not product standards, they set the requirements for what the organization must achieve to manage processes affecting the quality ".  (ISO, n.d.)
It is from these conceptions that the quality assurance procedures in the industry are developed.

How does HR fit into the Higher education institutions strategy?
The answer to the question is simple:  HR’s role is critical.  According to their book, Human Dimensions of Total Quality Management, Sasmita Palo and Nayantara Padhi say HR professionals are often responsible for:

Managing the transition to the quality assurance strategy/effort;
Motivating staff to achieve assurance quality quality;
Aligning the Assurance quality  with  strategy of the compagny;
HR professionals act as internal consultants to other departments;
Key role in building the assurance quality  culture.
Model to improve quality through HR department in Higher Education Institutions

In general and according to Henry Mintzberg the higher education institutions are managed through the Bureaucratic professional structure. (Mintzberg, 1983)
The professional bureaucracy is a suitable structure for institutions of higher education, and is divided into five parts:

The strategic summit;

Hierarchical line;

Technostructure;

Support function;

Operational Center.

Professional bureaucracy is based on the standardization of qualifications and the corresponding design parameter, training and socialization.

gives considerable latitude in controlling their own work.
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Figure 1 bureaucratic professional structure 
The key part of this structure is the operational center, which consists of highly skilled "operator" teachers, and largely refers to the know-how they acquired during their initial training (standardization of qualifications ).

We note in the Figure 1 below that the part of the technostructure is less imposing than the other functions, because it has a less important role played, consequence of the type of coordination "the standardization of qualifications". The teacher controls his own work, therefore acts relatively independently of his colleagues, but remains close to the clients he serves.

The coordination mechanism is done through the standardization of qualifications; which is the role of the technostructure which includes analysts who help the organization by influencing the work of the operational line.
The Technostructure consists of analysts, in general they do not do the work of execution: they design it, plan it, they train operators, but they do not do the work themselves. Thus the technostructure is effective when it uses techniques to make the work of others more effective. They are the drivers of standardization in the organization.

In the professional bureaucracy the role of technostructure is less important than in other structures. Due to the standardization followed:

Standardization: It is the reduction of the diversity of behaviors to behaviors conforming to social norms.

A standard is the best way to go, known in relation to a specific situation and environment.

In this, the notion of standard induces several things:

● Update the standards;

● There is a way of doing things;

● Information and training of teams to standards;
● The participation of teams in the development of standards "even if it is only advisory".
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Figure 2 the standardization of qualifications
Except in the case of professional bureaucracy or standardization is done outside the organization by professionals or specialized training centers.

Example in the universities teacher training is done during their courses, and not after recruitment. Once recruited the teacher does not receive specific training. He knows how to teach. The training and socialization of teachers is done outside the organization.

This vision of the role of the technostructure does not reflect one hundred percent is work, because the standardization of qualifications can continue this after the recruitment of skills, Training on new techniques can be considered as a form of standardization of skills.

The standardization of qualifications is a process that extends after recruitment, to acquire knowledge and knowledge. The role of the technostructure evolves with the evolution of the needs of the organization.


Figure 3 Laghouat university structure

This diagram represents the standard structure of universities in Algeria. It can be seen that the technostructure is formed mainly of vice rectors, of the scientific council.

The professional bureaucracy responds to organizational needs, it is democratic, directly dispersing power to operations to which it gives considerable autonomy, freeing them even from the need to closely coordinate their activity with that of their colleagues, and from all pressures and resulting political activity.

But in these same characteristics of democracy and autonomy reside the major problems of the professional bureaucracy because there is no outside of the profession, almost no control over the work, no way to correct the deficiencies on which the professionals themselves choose to close their eyes. And they tend to neglect the essential problems of coordination, control and innovation that arise in these structures.

Conclusion
Creation of a specialized unit is dedicated to the application of quality. Which is headed by the rector or another manager who has the decision-making power? This cell must apply the principles of quality:
Training cell members on the principles of quality.

Establish a quality culture through the involvement of everyone who wants to join the cell.

The incorporation of the quality assurance framework as a goal to be achieved.

Change in the organizational system, where in each faculty the incorporation of a quality unit, which includes department heads "since they are the holders of power. And who have a clear vision of their departments due to their access to information.
Manage academic institutions by process oriented and horizontal. Where each process is synonymous with domains. And each field is represented by a sub-process.
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