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ABSTRACT

The objective of this study is to identify key dimensions of e-service quality and explore their
relations to user satisfaction at public libraries. This research used a modified e-service quality
model and surveyed Internet service users for measuring and assessing Internet users’ service
satisfaction at “A” public library in Seoul region. Using an exploratory factor analysis, the study
identified three factors, named Service Affect, Information Access, and Tangibles as key dimensions
for public library e-service quality. Also it was found that users” satisfaction was strongly positively
correlated to their intention to refer others to the service.
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Q6 | ZFolHAe} Helg FEg el & 253 | 143 | 710
Q7 {HYSZ AMgo] AP Zay AA 196 | 200 | 699 707
Q5 | o1& AZA BAE B 4 Qe QEEY #E AE R AR | 194 | 085 | 673 (F 428
Q8 | ANE Ase Hd geEr, HY 2 &9 A4 233 | 174 | 616
(E 3) BaHEA

Model Sum of Squares df Mean Square F Sig. Adjusted R Square

Regression 114.065 3 38.022 74.015 000
1 Residual 87.844 171 Sl4 557

Total 201.909 174

Regression 117.265 7 16,752 33.052 000

2 Residual 84643 167 507 563
Total 201.909 174
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Model Unstandardized Coefficients Sctzzf(ii;rj(:jf: ¢ Sig.
B Std. Error Beta
(Constant) 5.263 054 97.137 000
) Alu]2H) 2 415 054 385 7.640 000
AR 630 054 585 11.602 000
+34 293 054 272 5391 000
(Constant) 5128 371 13.819 000
Au] 2l 405 055 376 7.395 000
AR 648 055 602 11.754 000
9 T34 302 055 280 5.529 000
PEMES A 012 050 012 239 811
olgulESg -119 071 -.086 -1.675 096
o] &7]7k 144 074 101 1.939 054
HEP =095 102 -048 =927 355
FTEHUT olgal PEL
23} 7] 3712 M| F32 29 RET} EA)

5
HOE g ¥ AHIAE /AL Y=
ASE Jehgon 1 Zov= AHHIA
(Beta = 602, p < 0.0001), AH]2~8}2](Beta
= 376, p € 0.0001), §&4(Beta = .280, p ¢
0.0001) 9 =M =Z UeRd) 3R QY o
SR AEFE, QEY o8 HESR o]
ZH 8 L2 ol8Ae] SR fold v
AE 7L 9A & A2 2 YehdtHalpha
= 0.05).

{1

{E 5) Pearson

4.4 0|EA} THELZ2} O|ZAL B 2e| A

o] &A}e] AfH] 2 REERE S} M)A A (ser-
vice referral) 22 UELE o] &2 FAE
eo] A BAl i FAL Fo&] A
Al5(Pearson's Coefficient of Correlation) &
St AT (F HallM B A= R
3} o] A 08322 SAHCE {93
¢ =& 9 BAZF vEeRsThp € 0.0001).

A

Bl B2
Pearson Correlation 1 829(*%)
Bl(o]4AIER) Sig.(2-tailed) 000
N 178 178
Pearson Correlation 829(**) 1
B2(34 =) Sig.(2-tailed) 000
N 178 178

** Correlation is significant at the 001 level
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2 FEEABe) B A 20] DED o)L
A50] 7919 AFENA AHAE Arfehe
Hao] 2L o] Falmin

5. A &

B A7 e FEEA T Muls F2
7} & el fjALH oA o] 81 AMulAE
etz stk & e a2
0]-8-2}9] AMu|A HEER ) 3L n)A]=
Mul2Ed 29E Betetarz) st
ol# gk Mu]AFZ Q1] o]§AFe AH|
=59} o] 827 AT e-AH|AE T
o] gA A aEhe MHIA SRS 4T
HAAZE A=A E SHsAL 3 o8

71E8 HARAES VWO E FHE e
H|2 FAH7E RS 0|83l AE9 A
TTEATRY ANHRAL AHUE o]Lx}
2=RI o] EAE I HERARH E
3 318 AEAE SPSS 1208 ojgsle] &
ARAE 3t & d79 893 AR S
AHEY oE 2

AR, e-Aul2 FAH7IO] F8 2208 A
317] A3l B4 Q9184 (Exploratory Factor
Analysis) %} FAE 4 9§ 2 & 2
F2H3 ) 34 (varimax rotation) 2 )2 X}
o Az ez, FJRFEIA, 282
399 37K F8 A& 4 Hrt °°‘°]
Aok T o]F gt Al 7EX] Au] A E2
37k 2810] o] &Ate] Mu|A TSR n)X]

FIE AT ET] Q8 AR S AHEA
A g A3t A 71 89 BF o] gxle] 1S

£
fo rx o

r

o > fON
rﬂ

o
Ol

_>"..,

_![)l

1 Jo X
rll'HN' :‘BL m]n r

o

rulo rir ru

To BAFCE wj- frold o] AT
L}E}‘xkﬁ}
4 A3 A= F2 B3 89 =
}XP Z_&zﬂ- Q1 ARHIAA o E AP AN
o "4, BEAMA LYY A5 3 22
A, AN FEA, A A AL
E et telE $8% &"J% Efﬂ*?:
22| olgatel thek "Au]
A A2, AEe A FE AU A ]
T8 01847} 47 AES B 4 Qe
o HE Fo| Hulz BEwe] JFL vy
£ W7} 299 A0 et ol
N AT FTEABO] eIz B ol §
el BEEE Fol] AsidE A AN
B84 @ A&Ao) "ot AL EE AMu)A

gl2e] tiek el x FHaof sivk= A
AAVREL k. & O R e-AHIA AP 9
& o] gxlEo] Yk AHl2}t FARJIAE ot
oFto BA Kt AR QIEY AHIAE 3
Zd F e o)8A FHAY BN
Mu2x 293 BXE AYT F Qlojof gt}
+ AL YeRl

EA, o] 8Ate] MHA BIEESL AH|IA A7)
A3 (service referral) &2 UERE o849 &
oo A IAE 598 A FTAHLE
o froj g o] FATEAE e § F
TEAZ QIE A 20 TEE o] &S
& FH9 UE AREA =X AER
Au|2E avlEhe Aol Brhe o] 894
Atk olegt Az AMulA F2 Hrh Q9L
FHG o] &R FAHR] EAH AHIE AT
s HE olgjgh Au| o] BES o] &A}EC]
e o] §AfLt H]o]§Atel| Al EA S e-AH|

)

Heorlr e

)
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