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Technical vs. Functional Outcomes (Gronroos)
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B mE & (XA ITH (Schneider & White)
Philosophical Approach
Technical Approach
User-Based Approach
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Reliability (15#51%) , Tangibles (H#I£) , Responsiveness
(W &1t) , Assurance (fREE1%) , Empathy (#/21%)

PZB (Parasuraman, Zeithaml, Berry)ld. — &Lt ZH{HAH1-DTH
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LibQUAL+® 511 /5 En(2004)
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H—E XD &R EN (Affect of Service)
5% D E I (Information Control)
5 ELTHHZEEE (Library as Place)
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H—EXDEE (Affect of Service) 7
FHDEE (Information Control) 8
5 & L THRES (Library as Place) 4
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I3.5 Overall priorities- Site two
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Increasingly Important e

Open 24 hours I 27 .3

Places to plug in your own laptop| N 17 -8

Self issue and return of books|j I 13.6
Bookable discussion rooms  |7.4
Lockers[ 2.5
A media room with presentation facilitied]0.8

A café[]o.8

| | 0.5 ] An area to eat your
Mumber of respondents : 242

| 273 V=nding machines
-30.6 I A shop

e  |ncreasingly Unimportant

I
Sig. Least Sig.
|

Levels Difference
g0.9% ] 16.2

99.0% | 12.2

05.0% [] 8.7

NS, []

own food
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