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Abstract:
The study is the basis of overall quality in the information centers and libraries:
services, and staff, which aimed to identify the concepts associated with the
foundations of quality for workers and services in the information centers and
libraries, where will the results of this study stakeholders in a deeper
understanding of the foundations of quality for workers and their services to avoid
factors wasting time and effort .. The importance of the study lies also in that they
address the subject of Total Quality Management and lacking information centers
and libraries founded and bases where the study is the entrance to study the
concepts and definitions of the most important foundations of quality management
in those institutions . The researcher used the Platform for documentary research
in the study were used various sources and documents in the collection of the

study data . The study found many of the results of which lay the foundations of the
application of total quality that can be based in the Gaza information centers and
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libraries, which illustrates the importance of the application of some of the themes
that adopt TQM . And the need to adopt some regulations and standards in the
application of quality, which will have a major role in performance tuning
operations and achieve the goal as the quality of service standard SERVQUAL . The
study also included a number of recommendations, including: the information
centers and libraries that increase awareness of the importance of the application
of principles and specifications that urges quality and work to develop special
programs for each type of information institutions . As well as to train all
employees in those institutions at the level of different sections and departments
which are closely linked to them .
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1. Waks , Shlomo, and Frank ,Moti . Application of the T .Q .M
Approach Principle and the I1SO 9000 Standards in Engineering
Education, European Journal of Engineering Education(1996) ,V (24) ,
N(3) P:249- 258 ,ERIC , ED: 607090

2. Motwani, Jaideeplmplementing T .Q .M in Education : Current Effort
and Future Research Directions, Journal of Education for Business,

(1995) . 71, (2)

3. Dennis L . Foster Marketing Hospitality: sales and Marketing for
Hotels, Motels and Resort, Macmillan/McGraw—HiII School Publishing
Company, (1992) . pl0
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4. Tho
mpson, Desoyza and Gale, The Strategic Management of Service

Quality, Quality Prgress,(1985) . p .24 .

5. Jay
manalini, G . An Overview of TQM in Libraries . DRTC Workshop on
Information Management . Available,(1999) https://drtc .isibang .ac
.in/bitstream/1849/99/2 /Pap—cb .pdf
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8 .Frank K .Souneuberg, Service Quality: Forethought Not
Afterthought’, The  Journal  Business  Strategy, @ September-

October,(1989) pp .54- 56 .
8 .Frank, Op, cit ., P .57
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6. Sasser, W .Olson, R .andWychoffD, Management of Service Operations

Test and Cases .Baston: Allyn&Bacon(1978) .p73

7.Lehtinen, J .R .andLehtinen, OService Quality a study of quality
Dimensions, Unpublished Working Paper, Helsinki: Service Management

Institute, (1982) .p43
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8.Gronroos, C .A, Service Quality Model and Its Marketing Implications

.Europeam Journal of Marketing(1984)p44

9.Parasuraman, A .Zeithaml, V .A . and Berry, L .L .” SERVQUAL:
aMulti — Item,, (1988)p56

9.Scale for Measuring Consumer Perceptions of Service Quality”,

Journal of Retailing, (1990)pp12-37 .

10.Parasuraman, A . Zeithaml, V .A .and Berry, L .L, A Conceptual
Model of Service Quality and Its Implications for Future Research”,

Journal of Marketing (1985)pp41-50 .

11.Michael Cooper, The use of Total Quality Management (TQM) in
library and Information service in Australia and overseas”, The

Australian Library Journal, (1996)pp 92-101 .

12.Clack, ME,Organization development and TQM [Total Quality
Management]: the Harvard College Library's experience”, Journal of Library

Administration, (1993) pp 29-43 .

13.Stuart, C and Drake, MA, TQM in research Libraries (Total Quality
Management at Georgia Tech Library”, Special Libraries, (1993),p 131

14.Francoise Hebert, "Service Quality: An Unobtrusive Investigation of
Interlibrary Loan in Large Public Libraries in Canada," LISR (1994) .
pp3-21 .

15.Coleman, Vicki, Yi (Daniel) Xiao, Linda Bair and Bill Chollett, Toward a
TQM Paradigm: using SERVQUAL as measure Library Service Quality”,
College and Research Libraries, (1997)pp 237-251 .
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16. Marilyn D . White and Eileen G . Abels,"Measuring service Quality

in Special Libraries: Lessons from Service”, Special Libraries (1995) .

pp 36-45

17.Colleen Cook, Fred Health, Bruce Thompson and Russell (Trey)

Thompson, .” LibQual+: Service Quality Assessment in Research

Libraries”, (2001)pp 264-268 .

18. Masters, Denise G . Total Quality Management in Libraries Available,

(2003) . http://www .michaellorenzen .com/eric/tgm .html
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23.Jurow, S . & Barnard, S . Bintroduction: TQM fundamentals and overview
of contents . "Journal of Library Administration, . 1993,pp 1-13
24.Jurow, S . & Barnard, S . B Op, cit .pp 1-13

25.Jurow, S . & Barnard, S . B Op, cit .pp 1-13

26.Measuring service quality: a reexamination and extension” Cronin J .

andTaylor S (1992) .pp .78-79 .
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27. Angular, Maghukar . Nataraajan, R and JService quality in the
Banking industry . International Journal of Banking Marketing, (1999) .pp
13-3
28. Ingram, H and Daskalakis, G . . Measuring quality gaps in hotels:
the case of Crete . International journal of contemporary Hospitality
management,(1999)pp .10-11
29.Parasuraman, A . Berry, L . and Zeithmal, V . Refinement and
reassessment of the SERVQUAL scale . Journal of Retailing 67:(1999) .
pp .420-450
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	-        معرفة متجددة بالإمكانيات البشرية المتاحة بمراكز المعلومات والمكتبات .
	-        معرفة متجددة بالإمكانيات البشرية المتاحة بمراكز المعلومات والمكتبات .
	-        معرفة متجددة بالإمكانيات البشرية المتاحة بمراكز المعلومات والمكتبات .



