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ABSTRACT

In this study. the need for new service quality assessment scale is investigated to cope with the
paradigm change in library information service and the dimension and model for e-service quality
assessment applicable to a digital library are developed. In order to verify newly proposed dimension
and model for e-service quality assessment. the dimension which is developed by employing data
collected from NDSL(National Digital Science Library) and its factor are analyzed and casuality
analysis between independent and dependent variables is executed based on the proposed e-service
quality model. We also analyze the gap between customer’s ideal expectation and perception and,
finally, investigate what is the most important dimension among e-service quality in the digital
library from the customer’s point of view.
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