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A Study on the Customer Perceptions of Service Quality for Library E-Service:
Based on Zeithaml & Bitner's Model

0] Al (Seongsin Lee)*

x E

B A1E Zeithaml# Bitner2d S TA% E-ServiceZZ A7+5 98 4 ActstzAl sl

1 5Fo] it} A BXS ZA5] Ad EAZAPIHS ARSI o AAds ‘g4 4o
TAT E-ServiceE 2ol tist &H|R141S AR sh=t] oA 7P a5 a4le] Wit o)<}
B8] 7|$&9] E-Service %@05%9} AR Ao v S 53 =AE E-Service® 13

A EHO] AYES . A E-Service?] 34 Z—1 FHo| gt v
TEA L0 ek A)elF 01*‘4 ‘TAC] FAPAH A AR A o] ZQ8 Ao E UEit)

ABSTRACT

The purpose of this study is to suggest a revised model for library e-service quality
research based on Zeithaml & Bitner's model. To achieve this purpose, this study reviews
the previous literature related to the study of service quality and e-service. According
to the study results, physical quality is the most important factor which influences on
the customer perceptions of library e-service quality. Furthermore, this study suggests
eight service quality dimensions of physical quality for library e-service. In addition,
customer’s personal factors and previous experiences with similar services can be regarded
as important factors which influence on the ‘physical quality of library e-service.
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