=M d Ml 29 &4 1

AR AMuls FHe 54

Measuring Service Quality in Academic Libraries

BHE 7 (Tong-Jin Park)* - &% (Dong-Won Yun)**

(7 #b)

1. 42 V. dstEsE ANAEd Ao ALY 34

1 apel 27 1 thsteAE Avlz 3 Hee A

2. Aol W 2 tisheAE Aula E2 Heo| 7t
. MBlz Edo] B3 o873 1% 3. tisteM g Mulagde 53

1. Al E3e] Ao V. 22

2 Moz ERo] 2 Lofef s And
I dstEAe) e 53 2 A7) A R I3 WA

1 dsterne o 2 75

2 wstsApel Avls E3

x5
B o Adeel vlAE FHA Q78 SERVQUAL HErh vidgd A4g Ad digtersae) Mul~
zae 2gsted I ALY @t BRI dEEARe) Mu)s F48 FAHeR FAE7] A8 Calvert
& Hemono] 7H28 ¥Eg U FAE 9o MEFHS sl ALste Bgiek 8 A7oME YoleGap
theory)oll Qztsled X7k Mplz E43 7)) Muls F49) atolg Mula FE2 Hosidded], $4AH Aplx
ZH8 s 9 F8He EbFAT A A(Cronbach Alpha 0983)0] A JeEl} didexqd Mulx FHS &
Haprlo) £& o] Selyth wd o] HEE ezt Hulx FRE vlwsked 8T & UeE RAFASG

Abstract

The purpose of this research is to evaluate the service quality measure and service quality level between one sample
library and the other. Most typically, service quality is defined in terms of reducing the gap between customer
expectations and the actual service provided. This research also focuses on gap reduction.

Service quality concept was originally discussed in a commercial environment and may require some adaptation to the
non<ommercial environment of the academic library. A revised service quality measure that developed by P. J. Calvert
and P. Hernon(1996) was used for this research.

Results showed that service quality measure of this research was reliable(%9 service quality items scale’s Cronbach Alpha
coefficient was 0.983) and was validated by correlation and factor analysis. Therefore service quality measure of this
research will be applied positively for academic libraries.

And this research showed that the service quality level of sample academic library was inferior to that of the others.
The service quality of sample academic library should be improved to meet the customer’s needs and expectations
immediately.
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Itemn-total Statistics

Scale Scale Corrected

Mean Variance Ttem- Alpha

if Item if Item Total if ftem

Deleted Deleted Correlation Deleted
Q1 -152.5571 13087.7525 4081 9830
Q2 -152.7854 13088.3987 4510 9829
Q3 -153.4201 13141.0154 4568 9829
Q4 -152.9863 13063.6741 .5324 9829
Q5 -153.2466 13120.9756 4735 9829
Q6 -153.0228 13097.8848 4786 .9829
Q7 -152.2055 13057.6411 4278 9830
Q8 -152.7397 13082.8907 .5149 9829
Q9 -152.9269 13067.2423 5419 9829
Q10 -153.0868 13001.0888 .6547 9828
Q90 -152.6393 12939.3418 8125 9826
Qo1 -152.3425 13021.7858 6136 : 9828
Q92 -152.8676 12960.4916 7684 .9827
Q93 -152.6119 12976.9542 7612 9827
Q94 -152.8402 129749055 7255 9827
Q9% -152.4840 13006.3243 6713 .9828
Q9% -153.2100 13071.7171 .5945 .9828
Q97 -152.8721 13010.0111 .6934 9827
Q98 -152.6256 12986.1436 6975 9827
Q99 -152.7260 12973.3925 7281 9827
Reliability Coefficients
N of Cases = 219.0 N of Items = 99
Alpha = .9830
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