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{Abstract)

Consumers overdl satisfaction on a specific library use is inferred to be primarily
accrued from their performance perception and use satisfaction on the library information
sarvice system as recent information technology is being rapidly improved and more
libraries are being equipped with advanced information technologies. However, prior
research has been conducted only on genera library service qudity and visitors
satisfaction, leaving the important aspects of vidtors library use and information
performance perception. Thus, the objectives of this research are to examine the effect of
library use patterns such as general vist for book reading and more professiond
information search, coupled with service qudity, on the library users performance
perception on the information system that in turn, affects library use satisfaction on the
same information system. More specificaly, this study examines whether library visitors
perceive differenitly the information system performance according to their library use
patterns such that professional library users may have less positive on information system
service due to their higher expectation or more positive perception on it due to variety of
information uses and postive judgment on advanced information system. Next, three
dimensions of service quality, consisting of interaction, outcome, and physical evidence
quality in vidstors library use dtuations, are hypothesized to affect performance perception
on library information system. Thirdly, the performance perception on library information
system is hypothesized to influence the system use satisfaction while these two constructs
are to affect visitors overal satisfaction.

we devedop the following research modd in accordance with the above theoretica reasoning.
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All varigbles used in this study(Genera Use Patterns, Professona Use Patterns,
Interaction Quality, Outcome Quadlity, Physicd Evidence Quadlity, Information Performance
Perception, Information Use Satisfaction, Overall Satisfaction) were defined operationaly
based on the underlying prior <udies. A survey was conducted with prepared
guestionnaires to about 400 vidtors of a specific university library. Among them, 353
proper questionnaires were findly used for the analyses.

Two-step approach was used to test the hypotheses. Firet, confirmatory factor analysis
was conducted to guarantee the vaidity and reliability of variables. The results showed
that all variables had not only convergent and discriminant vaidity, but aso reiability.
Then, research model was examined with a structurd equation using LISREL 8.30
version. The fitness of the research model was found to be within the acceptable level.

The findings of this study are as follows. The professona library use pattern was
found to affect the users performance perception on the library information system while
the generd library use pattern was not. Second, three dimensions of service quality
(interaction, outcome, physical evidence) were found to influence the information system
performance respectively while none of them was not to information use satisfaction.
Third, library users performance perception on the information system operation was
found to affect the information system use satisfaction, both of which aso influence
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users ovedl saisfaction of the library. The findings of this study suggest that
contemporary libraries strengthen their advanced information system operation in a way of
user orientation and more importantly maximize their visitors utilization of information
system, accompanying proper meaterid and various program development. This study
conceptualized the new congructs of library users performance perception on the
information system and information use satisfaction which could better explain library
users overdl saisfaction. Thus, furture study related with library service could utilize the
congtructs of information system performance and satisfaction as well as the variety of
library use petterns in the users viewpaints.

Key words : library information system, use patterns, users' performance perception,
service quality, use satisfaction
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Figure 1. Research Model
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Table 1. Measurement Model Resulting from Confirmatory Factor Analysis

Standardized Standard , Goodness-
JEUS Factor Loadings Error I GrEiezes @ of-Fit
Professiona Use Patterns
X1 64 .08 8.20%**
X2 51 .07 7.20%** 624
X3 .07 7.04%**
Interaction
X4 . .05 17.38***
X5 74 .05 14.92%** .812
X6 .70 .05 13.89***
X7 .05 12.13***
QOutcome
. X8 . .05 13.59***
dmud'ictj X9 75 05 1538+ 825
X10 .82 .05 17.46***
*%
m);id 7 05 14.2 268,06
Evidence i =188(p=.00)
X12 .76 .05 15.29%** 749 GFI=94
X13 & 05 16,94+ AN?:T:éil
X14 .56 05 10.54*** )
Information I’?\II\I;IEI:_O%Z
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Perception
Y1 a7 .05 15.90%** 729
Y2 73 .05 14.71***
Y3 .58 05 11.20***
Information
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Y4 75 .05 15.35%** 797
Y5 .80 .05 16.79%**
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Y7 .82 .05 17.03*** 814
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* %k p<.001
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z1 Informationlgt;?rtrlr(l)an;e Perception 21 371 Support
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4 T ometon v Stidaien & 472 Suppor
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X*=304.93 df=210(p<.000)
GFI=.93 AGFI=.91 NFI=.90 RMR=.045

1. * p<05, ** p<.0l, *** p<.001
2. n/s : not significant

- 235 -



20 Journa of Globad Academy of Marketing Science, Vol.18 No.4, December 2008

422 ATl HE

1) =A% o]l o]
A EZo]go] AHIAHIX|Z | 1)

i
7
i
o
ol
£
T
o
1o,
L
Y
o
ofo
fr &

)
N2
o

ol
olN E
e
NS
o

ot
N, ™
—_ O4L
o
Y
! N
IS

=)

B

S
T
)
o

N, oox HIIO
f

o)

2

- oX

N

_|\I ﬁ,

£y

50 2

RS

o

i
o2

F_>i 00“

RIS

i flo

O H

o\ oo 1o oo of

3 og (I
tlo

ARG el ]|

A1 Frefst

o] 7Hd 1-2& AAHAUT

735 BAASE AA|E A
HO

of
oot
b

=
=
(
=

=R

=

ftllo

ook
lo 30 (% O o O oo Mo

i

N
it

38
[o
=
it

off
e
m
N
o
ol
2,
LM oop
)
r | o8 koo B

Mo =
I
N

i
(o]

[UIO &‘9-'

f
L
K
X9,
oo
J

l-lO
9‘15

TR

4
o
=
Hom

12 o
o fo
ol
A
rr
&8
N
rd

T

ol X2 o

2o N >

> RN
[

: oo

o

k
>
s
2
>
2
of
ol
Fr

r
d
il
N
[z

1 >
0
N, 1o
N X
Iz
m?‘:%
-1>E
2k

-
=2
=l
2

2 0
Alr
it ox Roox

o ™ m X
fe oty o

A
theksl A o] 8SE

[e)
s oS FH3F

A RS B7Rit= Aot 1E
o Are MEzEEAE Alwse A
HaEgAo] A 8 Bt ddsEe @
AE ATsidon, & d7e o8
7k oAl

2, Mz 07} Aale] Aahedel ¥
A BEI 91eg o3 )

2) £A olge] 9lo] FEAEEDY
ANED, $ABAED] Hus
B2t e FHH)

A7 ol gel o]

Mo G nAE Aow vl

olsh e AW A ATHeI A

44 Bl W =M olgA FA

Q12], BAT oo Vehd Aukgel

Aulz ABER, £AB A1) vy

ofb Ha A 5o sPEE B
1

>~
[>
o,
s
R

nlze] YHRE FHA A4 B
1S oEF) o Al A F 2

- 236 -



The Effects of Use Petterns and Service Quaity on Performance and Use Satisfaction on Library Information System 21

“ﬂ@oilWﬂ 143k gtk B o
71E9] Ak g HH3} SR
H PR PR
Te EFSte] ARIaFEe] A
2N A3 B HBBEA
2 ARAHON} Aulzelsl Eekeol
oF g HolFm, ARAMZI} Fad
C)ﬂ»]—)ﬂlﬂ 29l MH|AEA QS FAE

| fleide= Arstel] gk dote oy

f‘sHOl:if}% HAFR 9ty & 71E A=
Mul=Fde ARk Agtete] FAE
=93lot}t B Ax=s ©AFe] AHHS)

of 292 T Aus guAzolehs
N2e ATTAL TAT AH A4
= ooled WAE U F A,
3 EABolg Qo] FEAEEAY
ANEA, BIHBAELe] A
o1 §HIE VINE FHHI

E*iﬂo}ﬁoﬂ 9101 Fe A E A
&4,
o PR s 7&%@ A3 7}t
31, 7Hd 32, 71 33 BF #o3
S WX|A] o} e A eIgtrt of
e Ade EAT o] &AL AHI=FE
Aol i3] FAAQ A2 sfa duEk

= AFHA ol WFog oloHHE

o o2 mx 2 oM

a

o r|r
E

A
#;gixz-]

4
AN =AMBPES} AHl

B D 52

H oSS olF g dod, @
MulaFdde] AR e r FH
3} Alzglol] tig S 2 A2 o] EA
gF ool §tFo g MR o FofXA] &
=te AS BoFa gt o= Q13+
Aol EelA AMulaFHe APHo=
H3lol SRS AR FFE A
7|Hths JEIPIAA S vi7fsA

[«
==

2] o
SAEEFHY] AY ARI} ZAAAAE
j7hste] JH3SE o] §RIEOZ ojojR|&
AFaIN= 01, (PHEH= 178EA F

ad= 188% UERT. AHAEEY A
© AMFIHE 14, FAEIE 25524
FTaT= 39%E HAFI Jow, =
A AREAS AREY -17, (BB
41607 UEhg Fad= 2462 UERY
I itk mERA] EAEAEFHe] AR
A wifete] AR} o] 8=
o 71 & S vX i FAF
o2 MUIAFHAAAEL AR g
o Ao JEs vAL A5S F

A % Se.

4) =XHol8el o} ArsPInA|7t
o] Frsto] 8IS B AN

I} A3}l g0 A

FIAIE FEHH4A-HE)

=ATolgol o] AREAHA 2ol

- 237 -



22 Journa of Globad Academy of Marketing Science, Vol.18 No.4, December 2008

ARto] §HEy HREARIE] wjA=
FFS AT A 2T 593 (9
FEFS vAL o] 7 49 M 5=
AR = Ak, g H 3ol grko] dnk
Huisol] wA= QF A T3 B(+)
o] FgS vAI 9o} 7 62 AA
Atk olHF Ay olgAEo] =AW
o] & AW HHIA2ES A7}s)ar
IAY, 223 A9 o] &l tisf T
Al UATHd, FFHoFE TAFo] HiE

ft
P‘E
i
H

AF o]&Ate] wiE
ol gAe FIE T2 027N AT
o] HHslol| gt FAre} =2 HAH

FU5e gusidvnc JrHow o
o g3k uwxa 9SS Holx Ytk
)

g% ARSATR|ZHe AR slo]-guk
=3 AR =] wf- Fojg A
AE Hola rt wepr] B AFe 7
o] ALLAO]l Mu|AZEA  uEilo]
@t PARGE grsle] Sy o
THolE ZA|sleA ARIAHTHRZ A
R3jolgWE F AEE #HH AFTA
S woldtomm Au|Rte] AR o]g
AR ZE, AR v 58 A=
Aoz ol = UAeH ol&A}e] &
A izl gk AgEe =9 gl

At

B oave slEe 9gE ANYTE

MA 7 73Ae Mgl 9F 87
Bk} o]-§Ate] HHolE FF
7 ol8Ate] =AY AHHAL
3k 7t e] et 22 W

—{Eﬂl.uo%—{
"
de 1
Nloﬁm-ﬂ
2T < R0 )

o
oxl
f
b
>
[
o,
-
4

K3

o] W= mxE= AHFPQelogx T
& o]8x}e] o] guHy AMu|AFAES
(@)

oﬁd

L)

oX,

_‘H

X

o N 1
2

=)

ror &

op
o
Nool X X ofo
)

aw
)
A
Y
o,
olo rr
o
o o
T
ot
ox,
L 8L
LCINE VNS

- 238 -



The Effects of Use Petterns and Service Quaity on Performance and Use Satisfaction on Library Information System 23

3 Hristal YRS HolFa ok

=
FeAEEAY A9Ed, e
o] BEIPIAAZ mA= I
q

o TN Y oo o
[ oox ¥E N ofN m
O 2
U
A
oX,
9

z

w2
o,
r
N,
e ¢
N,
o N
o,
o
1
1
o
i
o
[hid
<

Q) BBAGEAT ARE, 2487
F4o] ARo§RE VAL FFL
AZT 23 o5 W BF Anseld
2 e fosA g 2
oz vehdth. oed AdE EA ol
8450 Ausl Agoh} FFel e
45 =4 5 U A ol§AY F
o] MR olopAYr Tédh AHlAER
3449 Auromt AnsAdol
Gd UE MEoR AAHA eken
= 3

o= siAdn
A, =X ool glo] Arspdat

Azto] ARl §RE W AukATEo|
nXE P} PRsjolguiEe] A
W] mlAE JEe AW A o)
RE7L freld WAV} e Ao v
stk wel =4 olge] glo] grs
BAALE FH ol§NET AVATNE
o] olFoiAm gee HAAFgons
AR So vd Ay =4
o 842 B9 o84S BES I
S 4 gl Wete] Basclol I A

S

W70 AT DAl B AT
o ol27 oloje} BH AAHE A

o
S
o

o
N

oJete YA A7 )
e AT T 2 71Ee] Auls

Hrz ddus A
AN BB T2 Y B sfol gt

Soleke TGl FRF IAGTS
st e wd 5 Al

ATe 7'l AAEHA] 2%
W mApe] gussre o olgx)

o) gHAL] 2P RFe] FANA

- 239 -



24 Journa of Globad Academy of Marketing Science, Vol.18 No.4, December 2008

A9 T4

=8

o

RS2

Heh AN B Auges o

ﬂ:ﬂ_, Xgii}o‘l [} ?J.—éo]

o A

I

Hlo

h=d]
=

PolgAnT ARG

=
L

A9 ol 8A7t An

HolFEy gome T

o A} o

< gt

Jac). wep wA

S

W_L

o)
&

7F ok

el

A

P
T

b A% g

3

TR

3)

o i

ﬁo
10

gl
ok

00

o
__o._

X7eh= A

H2dapt iz dA

[ -

SHA]

7171, A4,

I A gEs

3]

_('3,]

Hlo

‘_lryl

—_—

o
E

o] o]z} gHslo]gRiSel] mx

27k ok

ﬂ

A, ArspdsA|zt o]

)
©

A

B

Ho

X, B A3 7)1E ARAELY A

1ok meb EA

18

=
EEEREDE T

Ao

W_L

0

28

NH=

R 3|7}, G Hsto

g0l
Bl

A

Bt AARes WEe| oZAY A

2 9qAA ol

P
T

H
Pt 2y Al =A3eA A

&3

=g

435

=
T

Al TRt

1<l

aw A

27 gesitia

)

gl

sk Mul A 71E ME|aE

<]

Fale o

24 ol
oz %

A glo] Ang} ol

LR

e

]
&

4 Age] ol & e A4

o]
A

)
e

o 44 A

=
=

< % 9tk @ mo A4
29l EAEARIe) TS

F3he] of

—
a

M5

B/

AH3tel AANT=

=
=

S A RE A7) 2]

<]

oto] & Holt} T

- 240 -



The Effects of Use Petterns and Service Quaity on Performance and Use Satisfaction on Library Information System 25

N

I

R i

rLl-l%

N

NOH % e

T

4] rr ‘\_‘1’
e -

T 5 e o

ox e e

st HeAZE B W] oj
gasith 53] Ao AL Ul 7}
Agfstont el
59 2e EA=E sl olF of
4ol =A9 gust 4HAZ 8 B

of 3t 771 Zasit.

(Received: Sep. 1, 2008)
(Accepted: Dec. 25, 2008)

FnEd

2L

o e

o

a4 ¥ 93(2005), “FHIFAE L TA
Alte] HrRAH| 20 B3E
= FAAR}5]#], 39(1), 127-145.

- FPE(2007), “tHI=A T A
2 EHZo] o]&x} u]-&t:g} AT
of wX|= Gk T3 AF" FFE

AR 3}3]A], 41(2), 135-159.

ri‘;"

2t

z

=

HAE - Xéﬂ?&(zoo@, ‘T ARG
A AR u| 2o EA-a sfauk

Qholl #g AT FRTATARE
A, 37(2), 73-95.

H-9-2(2005), “FnEAT tREREA
TFAGY IR AREAERA
rs}3)#], 36(1), 1-44.

.

QBT - YIT - o1A%(2008), “ol§A
St Hgo] Aske AT Ml

F49 SR, T4 HTYE
XA AHEIE FACR” FTEARYR
8}3)#], 40(4), 165-181.

©]%2)(1999), "TIAE EA o)A Q] ALA
o] osto]| A3 AT AFFEQIT,
2024, 1-20.

0]8-(2003), * ¢}t Tatrleior A
FARAEY &E&AHQ HHEAH|A

Wetel #g AT AEIAYRE 3]
Wg=53, 115137,

oA - AdoH2003), F49]
7} xpdo] CSoll WA= A 9
of gt A+ wHA"AT, 184):

“}\1]:] }\

PUE - W - uHEB(2006), A
ol AEH AEET]Y
3 Uy PEAESETEE o2
el W@ AT wARssteT,
16(4), 37-52

- 241 -



26 Journa of Globad Academy of Marketing Science, Vol.18 No.4, December 2008

DTt - 1714(2006),  “ol8A}

sk Agle] Qlajake =ATe] Aul2

FR3 SR, B4R . FRFYE

AT AHEIE FACE) AFEIARPR

§}3]%], 40(4), 165-181.

Zel(2003), “HADE=A Hol|M 2] HA}
T4 Rl #Hgk A gist=
TS FASR) FAFEIARRI
A, 27(2), 265-285.

ST THATH2006), SFHTABFS], A
< Y93

GAG - o35 - HTEH2007), “TAEEA]
T exul=FE Hrll #ek A7
A7 EPRR3}3A, 41(3), 55-79.

Anderson, J. C. and D. W. Gerbing(1988),
"Structural  Equation  Modeling  in
Practice : A Review and Recommended

o
a

Two-Step  Approach,”
Bulletin, 103(3), 411-423.

Bearden, William O. and Jesse E Ted(1983),
"Selected Determinants of Consumer
Sdtisfaction and Complaint Reperts,
Journal of Marketing Research, 20,
21-28.

Brady, M. K., Cronin, J. J.(2001), "Some
New Thoughts on Conceptuaizing
Percelved  Service  Quaity: A
Hierarchica Approach,”
Marketing, 65(3), 34-49.

Browen, Michad. W. and Robert Cudeck
(1993), "Alterndive Ways of Asssessing

Psychological

Journal  of

Modd Fit," in A. Bollen and J. S.
Long(Eds), Testing Sructural Equation
Modes, Newbury, CA. Sage, 136-162.

Buckland, Michd Keglg(1992), "Redesigning
Library Services A Manifesto. Chicago,
IL: The American Library Association.

Dillon M., Jul E.(1994),
Information on the Internet: Toward
Providing Library Sarvices for Conmputer-
Mediated Communication,” Oclc Systens
and Services, 10(2-3), 86.

Di Mattia, S.S2003), "RFID Privacy
Concerns Tags to Fight Theft Might
be used to Track Reeders” Library
Journal, 128(19), 19.

Dowler, Lawrence, S. Farwell.(1996), "The
Gateway: A Bridge to the Library of
the Future)” Reference Services Review,
24(2), 7-11.

Ellsworth Ralph(1965), "The Library a a
crossroad,” Library journa, 90(22).
Forndl, Claes and David F. Lacker(1981),

"Evaluating Structura Equation
Models with Unobservable Variables
and Measurement Error,* Journal of
Marketing Research, 18(1), February:

39-50.

Howard A. J, and J N. Sheth.(1969),
"The Theory of Buyer Behavior,"
New York: John Wiley & Sons, Inc.

Hunter, K.(1994),

"Assessing

"Preparing for the

- 242 -



The Effects of Use Petterns and Service Quaity on Performance and Use Satisfaction on Library Information System 27

Technologica Future : A Journey of
Discovery,” Library Hi Tech, 13(3),
39-53.

Ladner, Sharyn J. and Tillman, Hope,
N.(1993), "Using the Internet for
Reference Online, 17, 45-51.

Lancaster Peggy(1978), "WHERE CAN A
WOMAN GO IN ADVERTISING?"
Matrix, 64(1).

Levy, David M., and Catherine C. Marshdll
(1995), "Going Digitd : A Look at
Asaumptions Underlying Digitd Libraries”
Communications of the ACM, 38(4),
April, 77-84.

Metcaf, Keyes D.(1950), "Problems of
acquisition policy
library,” Harvard Library bulletin,
4(3).

Moyo, Ledey M.(2004), "PSU Gateway
library: Electronic Library in Tran-
dtion,” Hi Tech, 22(2), 217-226.

Nakagawa, H. Sugimoto, M. Watanabe,
T.(2000), "Post Digitd Library: The
stance of Digital Library Divison and

in a university

Digital Libraay Research Division,
Informetion Techndogy," Japan Informretion
Stience and Technology Assciation,
50(6), 339-344.

Ohara K., Smith F., Newman W.(1998),
"Student Readers Use of
Documents:. Implications for Library

Library

Technologies," CHI-CONFRENCE, 233
240.

Oppenhem, Charles, Danid Smithson(1999),
"What is The Hybrid Library?"
Journal of Information Science, 25(2),
97-112.

Parasuraman, A., V. A. Zethaml, and L.
L. Berry(1985), "A Conceptua Modd
of Service Qudity and Its Implications
for Future Research.”
Marketing, Vol 49, 41-50.

Pinfied, Stephen et a(1998), "Redizing
the Hybrid Library,” D-Lib Magazine
Oct.[online]<http:// www.dlib.org/dlib/
october98/10pinfield.html.>.

Reidenbach R. Eric and Bevely
Scandifer-Snmallwood(1990),
Exploring Perceptions of Hospitd
Operations by a Modified SERVQUAK
Approach, Journal of Health Cara
Marketing, 10, 47-55.

Roitberg, N.(2000), "The Influence of the
Electronic Library on Library on

Journal  of

Library Management: A Technologica
University Library Experience” IFLA
journal, 27(1), 14-18.

Rosenthd, M and Spiegelman, M(1999).,
"TNT: Teaching and Technology,"
Journal  of Educationa Technology
Systems, 27(2), 111-116.

Rus R. T., Oliver R. W.(1994), "Video

- 243 -



28 Journa of Globad Academy of Marketing Science, Vol.18 No.4, December 2008

Did Tone The New World of
Services Marketing,” The Journal of
services marketing, 8(3), 5.

Samuelson, Pamela(1995), "Copyright and
Digita Libraries" Communications of
the ACM. 38(4), April, 15-21.

Schilling K., Wessd C, B.(1995),
"Reference librarians perceptions and
use of Internet resources. results of a
survey of academic hedth sciences
libraries’, Bulletin of the Medical
Library Association, 83(4), 509.

Schilit Bill N.,,  Price Morgan N,
Golovchinsky Geng(1999), "As We
May Read", Computer, 32(1).

The Service Edge(1993), "How Mariott
Makes a Great First
May, 5.

Woodside, A. G, Frey, L. L., and Daly,
R. T.(1989), "Linking Service Qudlity,
Customer Satisfaction, and Behaviord
Intention,” Journal of Health Care
Marketing 9, December, 5-17.

Wopert Ann(1998), "Services to Remote
Users. Marketing the Library's Role™
Library trends, 47(1), 21.

Yi, Youjae(1990), "Criticd Review of
Consumer Satisfaction,” Review of
Marketing, Zdthaml V. A. ed., Chicago,
II : American Marketing Association.

Impression,”

- 244 -



