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“FEEHIGLD THBEHBED, FEEAIDE
LYLIEE (FIF) ITEZ LY RSHI TES
(Jacoby and Olson, 1985, p. xii.)

TEEEIEI1 R EEHIMT TES, DI GE
IR KB R LB THS”

(Zeithaml, Parasuraman, Berry, 1990, p.16)

GAP ETFJ)L: ADODAFA—

Gap1l EERDIEATF vs BERIZLOERDEATFDFEAN
Gap2 FERDHAFICX T HRERDEREN vs
BN TOY—ERBHOBYRD
Gap3 H—ERZHDERYRD vs
H—E RIZH D ER
Gap4 HY—E RIZHDZERR vs
BEREANDEM, £EAN, BEf=
Gapb FBEEMNHIFITHOH—EX vs
H—E RIBHDERIC T IEETDFRA

(Parasuraman, Zeithaml, & Berry, 1985)
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10/ &E-9718 B TRE-341EHE SRE-221RH
ETE (Tangibles). ARE _, |A®E (Tangibles):
MR, £, BA. 1322/ — LA  AOEEDRH D1-4items Di-4items
{E1% (Reliability): B _, |{E%EH (Reliability):
HROY—ERE BECHDERICETS HHEN D2-5items D2-5items
&1t (Responsiveness) =13 _, |2 & (Responsiveness)
BEEFEYML. MEGY—EXRZRETIER D3-5items D3-5items

HE 51 (Competence)
H—ERERTTIOICERINSHEELHMBOREE

FLEBIELE (Courtesy)
EHEOTES, HE. BLOY, FY)

Sa=H—33> {REEtE (Assurance)

Re=1%E (Credibility) MR _, |D4-4items
H—EREHLEEDER. EH. FES Tett BMEQMBLIBELS (ERLEEEES

B:H HFHE S
Z21% (Security) LEBELS
B, YR EER LIRS D4-4items

D5-7items
O3a=%4—<3> (Communication) | |
BEEICHLT. EENEBEETELIEETRAITHERIZEETS
& ELTBEDSSLERKIE
7O+t R (Access) ToER
BEOEOTE, BHOBHE D6-4items H B (Empathy)

— |D5-5items

BEEM (Understanding the Customer) BEER 2HELTEEICATENOY, BEABDE
BEEZTD=-—AEMBEHEFTIE D7-5items
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542 (indicator): EEEBAITELWLVEDZ. [H
ERIZELTTED

RE. BIE (measure): 151ZEZEARIIZEHAIT
585D

Childers, T. A., and Van
House, N. A. What’s Good:
Describing Your Public
Library’s Effectiveness.
Chicago, American Library
Association, 1993.
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e Sr A& (zone of tolerance) ME A
— @Y% (adequate) LN JL
“BEENZ(TANSIZIEBEOH—EX-LR)L”
— EZFELLUY(desired) L)L

“IRIEEINFE S (can be) . F=IFIRE TN B ZEF (should
be) —E XL A)L”

(Zeithaml, Berry, & Parasuraman, 1993)
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NEEH—ERNE
SERVOQUAL®MDE A

| REREEPIREEOA LSRR —E
ADGERIET Y T LDEEH (Humphries
& Naisawald, 1991)

. NFEDOAHRKEEICBITAHILLY—EX
(Hébert, 1993; 1994)

. REXZELE~NDSERVQUAL®D E AR RETH
#EH-H0, ILL, LI7LUR, YH—J%
XT R ELT=EAE (Nitecki, 1995; 1996)

NiteckiD &

e [LL, L77LVARA NTF—DTDEHY—ERAD
FAEONThIZELTE, AFLHTNLE
SN T=EFMSERVQUALAKE®D BHE & Xt
ISLE-DIEEREE T, S8, &N
DIEH IXEEL., REEEEERMEDEIZE
XEIMNR Y=o ot=




XNEEH—EXDTHFAD
SERVOQUAL®DE A

4. Gap1 (KREREEOFRAENERY —E RT3
FE. TN DHFZREERENE D KISITIRZ TLY
M) NDEAE  (Edwards & Browne, 1995)

PZBIZ&LA5BHEMNAKERELEDFERY—ERAD&H

BHEIEATO>TLVELVATBEEZ TR IE
BEMEOBRAE: SIKFEHEEDOFH A
% (?E) O)EHE (Andaleeb & Simmonds, 1998;
Simmonds & Andaleeb, 2001)

“IEHREBREEEN, FRAEOKEEY—ERRE

DFBRMIZEH2EBRELEETFZTIND”

SESFLEEICHEITAIHERAER

- PZBOSEEEITELGSERDHE
— 1BME (A A2 #t) (Babakus & Boller, 1992)

— 3BEE (h—Y—E X)(Bouman & Van der Wiele,
1992)

~ 4/5mE (KAR/IN5ESE) (Gagliano & Hathcote, 1994)
—- 5~9FmE (JEkE Y —E X) (Carman, 1990)
...etc.
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—FEENY—ERXFED o oA
EIICRITER-TLS -
MNEWDFHHRE
(Gronroos, 1984)

LibQUAL+™Q® B % & B

ARLMD“New Measures Initiative”®d —Ix (1999-)

T X RAAKMKFEDF—.L (Cook, Thompson,
Heath, Lincoln) Z M ZF

1
BELANEERREAVY—ERZBEIZBWLVCTHEEICER
TE, LB D= DEEE (norm) ZIRIETESHEY—IL
DEF
SERVQUALZARED BB DIEIEZHI{E
KIFELET—UNEE
WebH—/3\—[2 &5 EfA& (ColdFusion)




THFHRAAKMKRZEIZE T LHHE

o 19945 Hvi5, 3[A][2HT=>TSERVQUALGRE
ZEM  (Coleman et al., 1997)
SERVQUAL®MD#E A AT BETEIZDULNTHHT
— EREMEEZ L
—~ FRA A

. "j'-leO)%**‘(affect of service; SERVQUAL D {R:E

T, IS, LRRELRE) . EHEE. AR EOIEF
BiE

(Cook & Thompson, 2000)

LibQUAL+™Q® B % & B

.« R&F

— ABRE1—RAE
o IS5 TYR A —ZE DV =2HTIZ&Y, SERVQUALIZE
MIRE=DDHEZHHH
~- MEFRELTOREEE
— ALy ~D7IERADBEHE]
— TELTYSATUR]
— 2000 A&
« SERVQUALMD22IEB +“HZifEL THOREEE (9IHEH) ", +«“aLy
23V &F7HUEX(10IEH)"ZEM FH41I8H
« BMLI-2BHEDE S MO
(Cook & Thompson, 2001)
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— 2001 &
- S6IEHBENEMIER

. g;))ﬁﬁ*ﬁ@%ﬁﬁ (ARLINEBEE3SEE. JENNEEESEEZ %t

« S6IHB P M2SIHBZXMRELI-T AT T
— [H—E XM & | (Affect of Service)
— [N—=YFI)L-arba— )L (BFHERIRIEICEWLVTFEMITA
LICERT I RAETADREDIRE) |
~- ML TOREEE
- MERT IR
* ERD DL, DA 2E 1—RAEISHEONT=-T—
ADEMR I LEoN-BEICESY H251HH ZE
UOHTHETERM (Cook, 2001)
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« 2002FHE
— 25IEBIZKBERE
« 2001 FFHET 2D IHhL/oN-4E@H
— KYREEL K (1644£E5 . 78,0004 )

e OhioLink, RSV =7 #ZEFT, New York Public Library DB XE
EEERFT)

e 2003FFE
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o IFELTHOREELE

o [F#RIZ A (Information Control)

— 308%4%R8 (EE-SCONUL, h7F4, A545..)
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ARL Sample 4-Year Institution
Library Service Quality Survey

Flease rate the following statements (1 is lowest, 9 is highest) by indicating:

Minirwm -- the number that represents the minimum level of service that wvou wauld find acceptable
Dasired - the number that represents the level of sewvice that youw personaliy want
Percelved -- the number that represents the level of service that vouw believe our library currently provides

Far each item, you must EITHER rate the itern in all three calumns OR identify the iterm as "MA" (not applicable). Selecting "MNA" will override all other
answers for that itern.

When it comes to...

n

2)

3

1)

)

Employvees who instill confidence in users

Easzy-to-use access tools that allow me to find things an my own
Print andior electronic journal collections | regquire for my wiark
Readiness to respond to users' questions

Guiet space for individual activities

When it comes to...

My Minimum
Service Level Is

Low High
SO ol el ol ol o o &
123 45067 84
el ol el ol el ol ol &
1234567549
S Slal Skl o o &
123 45067 84
el ol el ol el ol ol &
122458784
Sl el ol &l ol ol 6l &l 6
123 45067 84
My Minimum
Service Level Is

Lo High

My Desired
Service Level Is

Lo High
Sl al ol el el el 6F o &
12345087 34
el el ol el el el of o6
12345067 5848
SIS STl el el o of 6
12345087 34
el el ol el el el of o6
1224587284
Lol ol el ol ol &l 6l 6
12345087 34
My Desired
Service Level Is

Lo High

Perceived Service
Performance Is

Lo High
Sl Sl ol el el ol aF ol &
123 4508734
Sl ool alal ol & ol
12345067549
SISl ol ol 4 e
123 4508734
Sl ool alal ol & ol
122458734
Sl el ol el ol of &l 6l o
123 4508734
Perceived Service
Performance Is

Ly High

LibQUAL+ D ERIER
(Core-22I8H)

Affect of Service

1. Library staff who instill confidence in users.

. Giving users individual attention.

. Library staff who are consistently courteous.

. Readiness to respond to users’ enquiries.

. Library staff who have the knowledge to answer user questions.

. Library staff who deal with users in a caring fashion.

. Library staff who understand the needs of their users.

. Willingness to help users.

O |1 XX ||| ]|WIDN

. Dependability in handling users’ service problems.




LibQUAL+ D ERIER
(Core-221I8H)

Information Control

1. Making electronic resources accessible from my home or office.

2. A library web site enabling me to locate material on my own.

3. The printed library materials I need for my work.

4. The electronic information resources I need.

5. Modern equipment that lets me easily access needed information.

6. Easy-to-use access tools that allow me to find things on my own.

7. Making information easily accessible for independent use.

8. Print and/or electronic journal collections I require for my work.

LibQUAL+ D ERIER
(Core-221I8H)

Library as Place

1. Library space that inspires study and learning.

2. Quiet space for individual work.

3. A comfortable and inviting location.

4. A haven for study, learning, or research

5. Space for group learning and group study.




Satisfaction
Overall quality of service provided by the librar
In general, satisfied with t

Library helps me distinguish trustworthy and untrustworthy
information

Library helps me stay abreast of developments in field(s)

Library provides me with information skills need in my work or
study

(Thomson, Cook & Kyrillidou, 2005)

=75 R

* Xt E

— Australia, Canada, Denmark, Egypt, Finland, France,
New Zealand, the Netherlands, Norway, South
Africa, Sweden, Switzerland, UAE, U.K., U.S.

o

REECK, &), ITVAREE, FMVEE, R0z—TV
BB, /IO —EE ASUHEE, D4VTUREE, T
Y—J8&, 7TIOVh—2REE,




World LibQual Survey
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Projection: World Mercator ¢ Participating Libraries
Datum: GCS Wiz 51984
Data Source: LibQual Survey conducted by Texas A=&M University, March 2, 2005
ESRI, National Data Allas K Weimer & J. Munchrath, TAMU Libraries

LibQUAL+HIZEE T HEHE

 DigiQUAL
- BFREEOY—EXRE
—  LibQUAL+ERIBRDFET
—  BEFIL, NSFONSDL (the National Science Digital
Library) xR &L T

e MINES
— BFIY—FIL(EMAR—FIL) DI BICER
- %Fﬂ%%%tlﬁ—hﬂ%%@%% FEABK, TEh-o
—[FRR

- REIRD 14D KFEHEEE, OCUL (Ontario Council of
University Libraries’ Scholars Portal)




DigiQUALD B IO+ X

1. I+—HRTIIL—F(2003-2004)
— 1207—7IZE8ET 1801 B HHE:R
- T—7: THLAOOEY, 7OEVEYTA FES —
3y, #HEIERAT (interoperability), F|FAEIZ2=
T14ELTOEFRESE, FAFRE-LE2L—T, aLY
U KEEE SEE (federation) DIRE, E1EHE, BRD
FIF, aL oS a2 s, ek

. BRI —AR AL D ERR (2005-2006)

— LFEDI10IEE NS, DLORKEEHMNIEBZETEL, F
FAECEICSSHBOER (T2 LHE) [CEEEZT
5
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fER D ST

FEAY—/N TXEHRAKMKE
Result Notebook & {F
— PDFO#4—<whk
« &K, 2E - XREFRE-HE-BE-HEEBEDH, 7
g7 51l
e ATV BRICE, BECE, A—HILERTEEBRCE. ..
— ZFDfth
« SPSS T—2T7AI)L
o« OAK Atlas.ti, Excelfiz =

H# (norm) D ERTE

+ FIRAEXMREICKITARATZEHERR
ﬁEEF"C‘O)/ \—E U FAIVERELTRI A

http://www.coe.tamu.edu/~bthomson/libg2005.htm

o fRE{E (T-score; F1550, 1EZEERFZE=10D1E
MAamIERTHESIT|mELI-Xa7)IZ
B=ZAL5GE




www.libqual.org/documents/admin/selena%?20lock%20LibQUAL+%20at%20Cranfiel
39
d%20University.ppt

Dimension

Superiority | __—
Gap - ;
(Negative)\ | Perceived

Superiority
Gap
(Positive)
Adequacy
Gap b
(Negative)  Minimum Adequacy Gap
.1 (Positive)

www.libqual.org/documents/admin/massachusetts.ppt 40




N—Fr—r(BEIEFEE)

Range of Minimum to Desired

Range of Minimum to Perceived ("Adequacy Gap")

Affect of
Service

Information
Control

Library as
Place

www.libqual.org/documents/admin/massachusetts.ppt

Overall

41

Affect of Service

Information Control

Library as Place

DCMT 2003 DCMT 2005 DCMT 200€ DCMT 2003 DCMT 2005 DCMT 2006 DCMT 2003 DCMT 2005 DCMT 2006

—&— Minimum Mean
—a— Desired Mean

—#— Perceived Mean

www.libqual.org/documents/admin/selena%?20lock%20LibQUAL+%20at%20Cranfiel
d%?20University.ppt 42




LibQUAL+IZ3xt 3 At

e /\— /> (Peter Hernon)

_EFNFNORZEEIZBITAFIIELADTH
BIZIEERRDALN

— GapATIZE DI, TNENDOREEDOHFICE
hiE-A—45— AR ARDRAEZIZG

(Hernon & Nitecki, 2001 ; Nitecki & Hernon, 2000)

_NETOHELFIE
(FLEAS KARF

SERVQUALD K EHELEHY —E X MBEFHEICH T 5
AT e iR &

(FFEKXR-1999; EALXK-2000)

BEO#HE (SERVQUALIZKFRELEY—EXICEHR
DERZEHFMEITLES-I5EDEEDIER)

(#F K-2000)

PEOBIRME, RU—#&Eal e niiE

(REAR K, S A fE K, Royal Holloway University of London,
Oulu Univ. - 2001) (Thammasat Univ. - 2002)
HY—EXMEDERMXARICET 5EE

(ALK, BEA K, Royal Holloway Univ. of London, Oulu
Univ. - 2002)
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SAE 1111111111111111111
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50 60

50
40

40
30
30

20
Std. Dev = 1.64 %’ Std. Dev = 1.68
Mean = 4.6 8— 10 Mean = 4.0
o [0
E oo N = 243.00 ) N = 235.00

10 20 30 40 50 60 70 10 20 30 40 50 60 70
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3 RERE #Ea

S GS_F

RHUL - Graduate Students’ Perception & Zone of Tolerance _g:

Perception

Visually appealing facilities

- E. to find inf it d id 00 Mod i it . .
Instruction in use )éi‘?]e orotra‘l?nlr%g ggggul)ﬁg,avvhe?]ew \deas odemn e\9|“|s|BmFynappeallng materials (such as pamphlets,

needed atements or signs) associated with the service

Access to digital collections from PC

Space that enables quiet study Prompt service to users

Lo . ] Keeping users informed about when serviceq
A comfortble and inviting location A ping
performed

Giving users individual attention
Library staff who deal with users in a concerned o Library staff who are always courteous
. . i who are always courteou
. considetate fashion . ibrary staff with the knowledge to answer users’
Library staff who understand the neegs of tljlelrtuser; h Assuring users of the accura&yeggg,%onﬁdentlahty of
onvenient opening hours their personal information/data
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Thank you very much
for your attention.




