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[ABSTRACT]

Total Quality Management and university libraries: the issues

MIZOUE Chieko*

The quality issue represents one of the greatest challenges facing Japan’s university at the
beginning of the 21st century. This paper aims to establish how and why the concept of Total
Quality Management (TQM) is applied in the field of library and information science and university
libraries based on an analysis of the journal articles.

TQM might offer an alternative solution while university libraries have been faced with difficulties,
such as rising cost of current serials, budget cuts, change of the role of university library, and change
of management style. Although the application of TQM to university library was slower than the
other service industry and government agency, it was prevailed for a very short period in the North
America and UK.

Many university libraries, which were applied TQM, stressed that TQM directed all library
services towards the fulfillment of needs and requests of library users as customers, and they tried
the various ways to achieve these ends, such as customer survey, benchmarking, and employee

interviewing.

: Professor, Institute of Library and Information Science, University of Tsukuba
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