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A Review of Studies on the Quality Evaluation of
Library Information Service
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ABSTRACT

The purpose of this study was to delve into .iterature of library service quality, including recent
studies on the same theme, and to suggest what types of major issues there were and what should
be studied in the future, Soecifically, the concept and characteristics of service quality, service quality
models, service determinants(outcome variable), user satisfaction and e-service were discussed.
Articles on the quality of information service, like library-related LibQual, were examined, and it’s
attempted to make a comprehensive review of studies on service quality and to introduce major
International studies on same issues. Finally, what future research efforts should focus on in each
fleld was presented.

Key Words: Service Quality, User Satisfaction, E-Service, LibQual

# B A7E 009E Agdtty Sgedrr] (YeE FAHg S
s AP StL AR A8 st BAY RS K (thong@chonnam ackr)
HAed: 20059 59 199« H2AARE D 20059 59 309 s FSAAY: 20059 59 30¢

.2
Y

_93_



2 FFEAH - AR (A36H AR )

AMAl22k] o] F453 A7t el whebA /‘131 ﬁéloﬂ A3k =7k AL )l 1980

ALEFE 0] el M5 Afv]
22190 Aol FYof A % SHAlE %ui 4”01 7% HA A7t AL Qlv A
2Z2A Q] =AM A2 Fdof At 3_777} HA g L6H ]”ﬂ*ﬁ TA e A Fdd

= A2 FAE 2] 7 Algst 1 w% Az au 50] b} a0

AT o 7kA] A BRIF YA ek EA ] A=
1047) S8 RHRS oIS LEA A2 L] AE Pk SIS AL EAE AT
RS 19404 Tl & 5 k. B 2714

2 el W ol8A] 279l o] F4E T St 197006 ol el EAE Bl
A4S A HE] ST 197090 F3A 9] o] 84

F3 ol olMuk T o] F iz ol Al2e] YA
o) mj2r 19500 ZuiA] ol &je] Bek A

& o874 AARelo] Q14 3Re FHA HrhEA ol 8] &Tvelsh oS ErjE
o o gANES AG37] R o84 FHA FA FIWPUOE olslshz Aol APt
T

1
FANE el A 7HE Eol 1%

=
i
ol

23] H= A= OrrY BA3 -9 4(goodness)
SA0 #3k AT Aotk = B EAHe] 44 49 TR SHeR 243 AE
3 Yok FAE wA T Ay A7t duh E27te #3k Aol 7R = EATe] AR A&
k= F7PEA7E depg Herted digk Aol 2

ol §AR= =AM T el oA BRI T FReith TRk o Y Al
13
=

= offgA sl g=isint

1) R. R. Powell, “Impact Assessment of University Libraries : A Consideration of Issues and Research
Methodologies,” Library and Information Science Research, Vol.14, No.3(1992), pp.245-257,

2) R H. Orr, “Measuring the Goodness of Library Services : A General Framework for Considering
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(1984), pp.25-43.
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4) Christian Gronroos, “A Service Quality Model and Its Marketing Implication,” FEuropean Journal of
Marketing , Vol18, No.4(1984), pp.36-44.

5) A, Parasuraman, L. Berry, and V. A, Zeithaml, "SERVQUAL : A Multiple-Item Scale for Measuring
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6) Ibid

7) J. J. Cronin and Steven A, Taylor, “Measuring Service Quality: A Reexamination and Extension.” Journal
of Marketing, Vol.56, No.3(1992), pp.55-68.
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