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ABSTRACT

The customer satisfaction, which is close with the loyalty, rate of disconnection and re-purchase
and the new customer creation is important in point of the enterprise performance measurement
system, There have been a number of studies that applied different models in other to assess the
customer satisfaction of public and non-public area. But the general evaluation models which are
existing can't consider the discrimination characteristic of different types of products or services.
And these models didn't reflect the quality of the Internet environment of the public library service
which appears newly. This study delved into literature of library service and customer satisfaction
evaluation and suggest the classification system of public library service and the evaluation model
of customer satisfaction for public library. '
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NCSI+= University of Michigan Business School®] National Quality Research Centerell ]
3 A 19951 3o & ACSI(American Customer Satisfaction Index)3) & ol =& A
o2 IARESEY HEE R IAstY 34, AR ANEE oJnjgdtt NCSI B2
AF L AMu|2d g 249 ZloirE, FAAATFE, QAZKA, FJUEFE, IQ4EVSFE, 2
AFAER 7359 lem (19 D3} Zthd)
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HEE AT 5 Yot 223 TAVSEE o) TAGE) GRBORA AT 7E5AE o
gt TAFAHEE o1Fo] ¥ + vk IAMFES A BdY FHY5 Aol A He &
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3) ACSIE #x wAIZ} ey Ay 48t 27HE A A7 A(National Quality Research Center) 7} 71dst 29
A T 4k dgte] X 2HA AFo Muj2e] FA g 745 UELE Y8 ARE 2R 5
U A3 Wele] 71978 vzt BE A e 2AREEE v F A §o.24 WA v} (benchmarking)
£ 71sdA dFE ARtk :
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S YA EE NCSI B 270 (A& S=LYAAER 2003), p.23,
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Parasuraman, Zeithaml Z18]% Berryd] Au]2A £33 AT F720 SERVQUALS 9] 7133

5) Ibid., p.30

6) A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry. “A Conceptual Model of Service Quality
and Its Implications for Future Research.” Journal of Marketing, Vol49, No4(Fall, 1985), pp. 41-50,
A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, “Refinement and reassessment of the
SERVQUAL Scale”. Journal of Retailing, Vol.67, No.4(Winter, 1991), pp.420-450.
A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, “SERVQUAL: A Multi-Item Scale for

Measuring Customer Perceptions of Serv1ce Quality.” Journal of Retailing, Vol.64, No.l1(Spring, 1988)
pp.12-40.
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- 9% 54 me HIIER £ A4 AdEF |- $8, A8}, 2yzAL
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7) Oliver, R. L. “A Cognitive Model of the Antecedents and Consequence of Satisfaction Decision.” Journal
of Marketing Research, Vol.17, No.4(nov.1980), pp.460-469

8) A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry.. “A Conceptual Model of Service Quality
and Its Implications for Future Research.” Journal of Marketing, Vol49, No4(Fall, 1985), pp.41-50.
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pp.12-40,

10) A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, "Refinement and reassessment of the
SERVQUAL Scale.” Journal of Retailing, Vol.67, No.4(Winter, 1991), pp.420-450.
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12) C. Cook & B. Thompson, “Psychometric Properties of Scores from the Web-based LibQUALI+ study of
Perceptions of Library Service Quality.” Library Trends, Vol49, No.4(2001), pp.585-604.

& * “Reliability and Validity of SERVQUAL Scores Used o Evaluate Perceptions of
Library Service Quality.” Journal of Academic Librarianship, Vol.26, No.4(2000), pp.248-258.

13) LE2 “TZEA T YA Edo] o]&AuEEd FARH nAE 98" FRAAFIA, A2, AT
(2005, 12), pp.61-78.
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LibQual+ homepage, http://www libqualorg).
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P. Hernon, and D. A. Nitecki, 2000 “Measuring Service Quality at Yale University's Libraries.” Journal
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