
89



Ackerman, Legar & MacDorman (1988) 

Kotler (1997) Intangibility Inseparability

Heterogeneity Perishability 

Intangibility

Inseparability

Heterogeneity

Perishability

93 1 90



(Jourow & Barnard, 1993)

Nitecki (1996) 

Taylor (1968) 

91



Wilson (1981) 

89

88

93 1 92



85

93



85 73 7-12

88 20 81-111

89 11-18

Ackerman, R., Coleman, R., Legar E., & MacDorman, J. (1988). Process Quality

Management & Improvement Guidelines. Indianapolis, IN: Publication Center, AT&T

Bell Laboratories.

Nitecki, D. A. (1996). Changing the Concept and Measure of Service Quality in Academic

Libraries. The Journal of Academic Librarianship, 22, pp. 181-190.

Jourow, S., & Barnard,S. B. (1993). Introduction:TQM Fundamentals and Overview of

Contents. Journal of Library Administration, 18(1/2), pp. 2-3.

Philip, K. (1997). Marketing Management: Analysis, Planning, Implementation, & Control.

(9th ed.). Prentice-Hall.

Robert, S. T. (1968). Question-Negotiation and Information Seeking in Libraries. College

and Research Libraries, 29, pp. 178-194.

Wilson, T. D. (1981). On User Studies and Information Needs. Journal of Document, 37(1), p. 8.

93 1 94


