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Abstract: The policy of any organization regarding quality has to subscribe to the present tendencies mentioned in the international standards for increasing the satisfaction of the customer through the offered services, in the conditions of stable, performing and viable processes. The organization’s mission is to develop a correct and efficient activity so that it becomes competitive on the market of merchandise fluvial transport. The quality of goods, determined through direct comparisons with the technical specifications, internal norms or quality standards is much easier to underline than the quality of services that is the quality of some performances. This paper wants to underline the specific elements of quality management in services with the particularities and differences specific to this field.  
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