
 

 

  



 

 



 

 



 

 



 

 



 

 



 

                                                                                                                             
1.  service 

2.  customer 

3.  personal 



 

                                                                                                                             
1.  Hardy Franklin 

2.  American Library Association (ALA) 



 

                                                                                                                             
1.  product 

2.  stakeholders 



 

                                                                                                                             
1.  feedback loops 




