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A Review of Studies on the Service Quality Evaluation of Digital Libraries:
on the Basis of Evaluation Models and Measures Methodologies
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ABSTRACT

The purpose of this study is to review recent studies on the service quality evaluation of digital
libraries and to derive from research trends and several suggestions. Specifically, this paper compared
and analyzed recent literatures on e-service quality evaluation of digital libraries in Korea with regard
to service quality evaluation models and measure methodologies. Finally, this study offered two
important suggestions. The one is the necessity of developing a standardized service quality
evaluation model for digital libraries which is customized in korean environment and the other is
establishment of development guideline of service quality evaluation for digital libraries.

Keywords: Digital Library, Service Quality, e-Service Quality, Evaluation Model, Measure
Methodology
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A T e FEROEA EAT A2 4 9rhe dicte] 2§ otk dAEEAMS 2437
o B AEE AHA F4 I EE JfEetL o]F AAH O R Agate] s woEM I
M FAe] A2 A ks EEAIE F S Aotk B £ EAT AH A FHE A
o] 7IE FFAI7IH, AH|2el] s IAES A&H 08 TAAS o] §ataat & Ao, o
= TA T Uist 27 LR o]oj| Y, T JHHOZ PHAN| A9 71X 9} §84 THZE Q)
AR, A, AR, Es) #3 5 QlFEsl zuke] w71 Ao s Bt

fu

I om, YAEEA I HJREAH AR BlFo] HA} FolA 7kl gl 2l 55,
A" FagAL OAg G, AR, AAAY, 9 vlelEMo]l A T3 2 A2 FEAH| A
HHTHAS A3 Utk ol et AR Fgmslel] Al M2 F2e g 9] 77t
FTHARG A S7¥ekAL Qlom, AR|a F4 w7tel] A Bl AT A Aol A, ARA
T o= Wtete EEA HrkA 28] AR s F4 HUtE ¥Eslal itk £, SERVQUAL,
LibQUAL+™ 58 402 o|RolAd ]2 F4 %7} o]9jel = LeIAH| A EE Y
TAE A2 F4 37 ] =gakar 9l

EAEe] JEAM 2 feriele] Mstela, FEAH| 2] gk 4] 77t EolA A, 2]
AU 27} S7kehe dEe] SRstel i AH|a 2 e #Adh Atk MFA TAT A
vl F4 37 AFERE UAEEAMH S48 Aus F4 AFE A Wt 4 9l

1) olfrAl 2hdel #5719 Mul2FE F7HE A (AE 0 MLt s, 2006). p.3.
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or 7 Beo] AVIHI Ik e AR RN ATsHe Selel 4
AHIZ: EQ SR B A8 ATE 2] BANL o)F FFHOE LA ATE A9 Ho
7] ot

B ATNE FRAD Y AT ofF EAR Az FA 7l e T Lo A AT
Sthe AL AZeha, UAPEARS] oA $4 Bk B A7

RS P BIA B 53, B Ao A0 B 97 L MDA T30
2 9

/\113]/\ 1:1:‘— e-

I Aulz E49] At 54

I. MH|& 24

A2z FZe st o] 24 &S SeiAe A AR[2TE AFSE O ous SAES 7t
AL J=AE olsfishz Aol ozt Mul2rt AlFH e B 7] 248 545 7HE ol
© Aulae BEA O R JFo)7] wTolthd) MuliaE FujeEa) AnleEo] EelEo] A &
7] wizoll A2 7 2 A AR FA o] Fo KTk AH| 28] JfEk SHOEA
ARHE 545> T & 12 93 JHk glvke 734 (intangibility), A4k} &H7F 273
F 7o r FeEe Aol oilet FAld doldthE BlitEld (inseparability), 72 247}
27] wfZel FHo] A=A Fth= o] F A (heterogeneity), A2 F]A] Qa7 W AH| A
£ AIE Fol &  floY AL W A (perishability) 9 Yl 74 40 Aok

1
Pt 7S Alele] 9A8 BolE 9A 29 A T olvl

el 20 3 ol 3

AHEEIT 90, 7h 8 ool mah FRol tjsk #o] Tha A0l Kol X Itk Garvin(1984)9)
& APA A ARATAA AT AEFAA A AZTAA AL K F44 A2 59 o
F3h AN HolZ FHIAGOY o] Tl AGAFTA Holrt 1z FEE - whedsin

2) TR, "EAT ARAMU A FAH7} Aol #3712 I - AR EE]R] A36H, #22.(2005), pp.93-120.

3) J. Sanghera, L. d. Chernatony, et al, “Testing Gronroos' Model in the Financial Services Sector,” The
Service industries journal, Vol.22, No.3(2002), pp.1-14.

4) A, Parasuraman, V. A. Zeithaml, and Leonard Berry, “A Conceptual Model of Service Quality and Its
Implications for Future Research,” Journal of marketing, Vol.49, No.4(1985), pp.41-50. : o)A, 2HAlo},
op. cit., p.8.

5) David A. Garvin, “What Does Product Quality Really Mean,” Sloan Management Review, Vol.23, No.1(1984),
pp.25-44.
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ATHAL SIGATE AR TAA HEe F40] B Alge] Azt me} thE k= 7HgolA Edet
o AH|A= Zp7] g &8 B E 7T, oleg AnRES] 8% &4E & WEAY)
AFS AHAE o3 7P $2 FAE 7R AFLE et 7Pgsit o] e 4
< HNA Bold& Ad Fa4 Adelgtal AAEtaL glom, v SRA = 54 AHRA
Ao WS AFshs AF 5499 HA AR o Nds 22T F AUk

71 de] wolsa2| 1 Q= Au|2 40| tlgh A o)= Parasuraman, Zeithaml, and Berry
(olst PZB)7) o] ‘Azt Au| 2~ FAVEelth o] AH| 28] /g3 g HubEQl gitto]
U EHER JhdstETh olE Al ArAES "AZE FAL AR A7 7|Y) Afe] €] Ajolo

Wt AR Bk eyl SR Az F4S 7Iteh Ao sidel AZA7L
ATk,
722 wetoll A Hernon?t Whiteman®) & @7 B 8ol o] Mu]2 F2E "ol d#Ql At 11

SA10] AF APl2sh BRR TAZ] A2l Hol(gap) T Aol (gap analysis) O
ATk 2 ANHA EABA 2 e DA Shst B mABA AT Azl

gk A2 Abole] AfolE AMH|A FAolRkaL Aofskal Sl Aotk

2. e-Mu|a ZE

e-Business MM 4FQollA FEHAA Uehdes 54 59 shvke e-AH|I27} AlF o))
TR AR Alg Qoll, A Au| A T A E Al AR Algshks FAI7F 7HEskE oL
ATH= Holtt e-Banking, e-Learning, e-Health, e-Travel 5 7]52] AH]2 A E0] 218y
FOE ol Ho] SALI Y& Aolth ol QIENle] HAH Aot ARE AFH T FHFS
A4 Bk ofdet 7193 A AHReIAl MHIAE AP T FHFTCEA SHHEHIL deS
ofm] et 9)

e-AH| 22k o] w3l & AL 200090 22 Helt) e-AH|Ae AFUlIS
5 Querytr e-Mail s F3l 7o AlFol thst o], 2 AlF At 215 JHE AFshe 2l
AHE AIZE AT B 5 A ol LEQlell A AlF/ AHAE el Qlof &R &
2 gapd Az AH| A o] QIFYIC R ofg)Eo] & Aolgtdl sl £ Aotk & o

rt

) olfAl, 2Hdel, op. cit., p.10.
7) A. Parasuraman, V. A, Zeithaml, and Leonard Berry, “SERVQUAL: A Multiple-Item Scale for Measuring
Consumer Perceptions of Service Quality,” Journal of Retailing, Vol.64(Spring, 1988), pp.12-40.
8) Peter Hernon and J. R. Whiteman, Delivering Satisfaction and Service Quality : A customer-based approach
for libraries(Chicago : ALA. 2001). p.15.
9) 3%, "e-Service +F A M AAFAFIEA, AL7TH, A45(2002), pp.81-91.
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AguA =, QIEYl SO R olexo] PO R AlFEe AL AR FsI3Th
Ruyter et al12) &A] o]g} frAlgk HoE WRlET ] e-AH| 2k A3 A2 A F A 9] B
£ SUATIEE 58S 7 A 239 IR Y Z2A A8 VeE THEL 0] FEHO
2 Folots ZHESL QIEMS 7802 sk 43283 1 AH| gt giith o] & 2ol A]
TEOE AxHE 719Es FeAE T QEddes &
o] Hloll i e-AH| 2ol TieiAE theksl A o7} 14134 A=, Oliveira et al13) = e-A¥] 2~ <l
Huls S8l AlgEE Aulagty glom o8 e Fow 2l F5 WARAR] $17]9 o) o
L Fdstrh Ak #olA Vossld) = 42 7&% AZE A E o] &3 Muj2e] AEE A9
3t 9loH, Rust® Lemonl6) & e-AH]2~E AlolH 17}01]/‘194 A2 8 o]ifo 7 HoTh
e-Business AH|2 213} niz7 A2 =AH Boll e AREANZET} EUle] Fato g
BEAH 2 g7d0] Wstetal i, 1 thEA ] o 7F viE T 195’\134?% ARpEA o}, 12
o]t sl = Sl UAEEA ] e-AH| 20 S A= HY - 9]F HESAL &AF
o Bat, tAE LA #e] e-AH| 2o ek o] Begk Heabr] Pk AFolxe AYehE
ofell Al Wzl HolE et o] =M ol S-Eated vt 22 Jid BoE el A
ok TAE =AM H] e-AMH| A7 52 A AA xR0 R Xﬂ*fﬂl JEAH 27} Q1B
o E WstelHA T AT o] §AF PO R FSAET F v el FHEAH]| ot
A AW g AH| 2] ek 471 BAS QIEUlS W E ke 2Eeldel IdE A8
ZA5ole FE7F e @ vk WA, Mulse] g 71E#R1 54991 #3732 e-Business
J Aol QlEj# o] 27}

LRSS
AR ozl del FRUS A AFo] dohA P THHOE,
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10) K. K. Boyer and Hallowell. R., “E-services: Operation strategy - A case study and a method for analyzing
operational benefits,” Journal of Operations Management, Vol.20(2002), pp.175-188.
) 7314, e-Service FAFA Het A AT T AFTEA(UAEISEE, SEistud st 7 et 2003),
pPp.22-23.
12) K. d. Ruyter, M. Wetzels, et al., “Customer adoption of e-service: an experimental study,” International
journal of service industry management, Vol.12, No.2(2001), pp.184-207.
13) P. Oliveira, V. V. Roth, and W. Gilland, “Achieving Competitive Capabilities in E-services,” Technological
Forecasting and Social Change, Vol.69, No.7(2002), pp.721-739.
14) 917194 e}, <(http://en.wikipedia.org/wiki/E-Servicesy [21€ 2007. 5. 191.
15) C. Voss, “Developing an e-Service strategy,” Business Strategy Review, Vol.11, Issue 1(2000), pp.21-33.
16) R. T. Rust and K. N. Lemon, “E-Service and the Consumer,” International journal of electronic commerce :
IJEC, Vol5, No.3(2001), pp.85-102.
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(1) SERVQUAL =9

A2 FAo B At PZBIS) o] ofs] B o] o] FojHth ol o] Az F2

H7kehs 10714 71es BHEIL o] %l o] 7IEE2 57HA A (fr o . &

TR )R TRt SERVQUALolgh= Bdg ¢Asilth o] Rde] 2 xujx

Zdo] -7t ks A elth &, 2A0] Azshs Auls FA(EE A AHs F4) &
I

o] Aulzel thell 7EAAL s 7ok ARl AH| 2ol o) @A E Aitke] Afelehe Aol

=il 9_>Z, rU[o

(2) SEVPERF ®¥
M2 FAE MY 2 o) Al 71280 S431LAL 3= Al Cronind Taylorld) ol €3]
AHEUE o]5& PZBY SERVQUAL HEE Al gl 227 24 31=9] gldAlo] ke

17) J. Cox and B. G. Dale, “Service quality and e-commerce: an exploratory analysis,” Managing service
quality, Vol.11, No.2(2001), pp.121-131.

18) A. Parasuraman, V. A. Zeithaml, and Leonard Berry, “A Conceptual Model of Service Quality and Its
Implications for Future Research,” Journal of marketing, Vol.49, No.4(1985), pp.41-50. : A. Parasuraman,
V. A. Zeithaml, and Leonard Berry, “SERVQUAL: A Multiple-Item Scale for Measuring Consumer
Perceptions of Service Quality,” Journal of Retailing, Vol.64(Spring, 1988), pp.12-40. : A. Parasuraman,
V. A. Zeithaml, et al,, “Reassessment of Expectations as a Comparison Standard in Measuring Service
Quality: Implications for Further Research,” Journal of marketing, Vol.58, No.1(1994), pp.111-124.

19) J. J. Cronin Jr and S. A. Taylor, “Measuring Service Quality: A Reexamination and Extension,” Journal
of marketing, Vol.56, N0.3(1992), pp.55-68.

- 248 -



A=A o] Aujz Fd g7 Akl a3 1F 7

A el Qlox = Attt deEu MH|2 F2 S70A ] 71h ] (expectation) 7HE 0]
3&%‘@0& AR Qlete] 7|h-¢14o] zk= Aol o]e]E A7IE T 7IthA 9] 7
&l o] gl wet thE=Al Uehr] Wizl Aastkshr]7E offutal st
UG LI 3—3— Au] 2ol thek o] &Ake] Q14 A] (perception) (FE.2 5 FE8lTial kT
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(3) KS-SQI 5.320)

KS-SQI(Korean Standard Service Quality Index) & =% 3|9} H2thsty FI A4
7b s-Evket Au s 4 AH|RRe] 543E Riedete] 3 vRdE R A, oA s
FH 2o MM~ F4 7ol KS-SQlE 6]’;%1410”*1 T 7Fsgh B Ao F- g
72 A A FUE xR, FF A B8 I oF A9 WX u] ARE &0
7hsatm, M FAe] MRt AAA R 7H] A ZRAAE wkdshe AlY EdS
Agate] 71 Aus FA0] Ak 9 /i A= S S8 E8o] 7hee x3A Eolr) 3
44 Hrol| 219721 SERVQUAL RE33+= 2, KS-SQI= A#Ed 24 HEES tiZ 7))
wrste] B7s 87 2SN AT AHEA e B9A & 55, oY 9 @ =
&, FeJA M| A 58 28y, FHFZAE A, 2, FLEolA, EEY 3 5

zgel Yok

(4) E-S-QUAL =9
Zeithaml, Parasuraman, Malhotra22) = 54 <1 M| F4 o]
gFeHAl o] skott e-MHI A £ Hrke AT R AFHNETS AA S e-AHI 2 F
S A3 AT MZ2L SAHET E-S-QUALS /NSt &, e-AH| 2 22 M)~
220 UNkAQl B2 welEA) Y 9= SERVQUAL E3-e AlAdste] txd 34
g Muls F4 SAHRFYol & vk A5 FEATFE AA AFTHeE 584
) =0

(efficiency), A3 (fulfillment), A28 84 (system availability), Z2}e]|HA](privacy

AT L AES

do
)

tlo
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X

20) KS-SQI S o)A <http://www ks-sqiksa.or.kr/main.jspy [<1& 20099 5. 18].

21) oA, o1&, "M 2 F49 ZA5 Y Ee] die A ¢ KS-SQI 2¥] Naa 447 viAgAT,
Vol.16, No.1(2001), pp.1-26.

22) V. A, Zeithaml, A. Parasuraman and A. Malhotra. “e-service Quality: Definition, Dimensions and Control
Model,” Working Paper(Marketing Science Institute : Cambridge, MA., 2000), Quoted in A., V. Parasuramna,
A. Zeithml and A. Malhotra, 2005, pp.218-219.
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(responsiveness), X3 (compensation), 43 (contact) 59 37K A4S 3 TESY)

L. FPA R e}
ShA ARe ThFE A Fd VY S 712 EARRORIME AHA S B3 g
o] o] oIt QF T S A Au 2 FASAHS A2l tigk o] &0l 7]k A
ZHA) 9] A BAE B3l ol Fold o 9lom, mAdelM Au 2 F2E ke Sl A
oMo AR S IE &2 e Hdete] ARgsle ARt EAS 54 S 52 A
Aakc: Ry .

& ArelMe A BRSOl de] & F2 AuA F4 7S SHSE )
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(1) LibQUAL+"™ 2325)

A D ARAE ] qH 2 FAE S 98 tEA BP0 LibQUAL+ el 9l
LibQUAL+"™¢] 22181 LibQUAL- ¢4 Cook, Heath 12]3 Thompsondl €jal] 7} e=|21o.
™, SERVQUAL E&< 7|80 2 TA ] I35 SAd A $43t 7/fast REoltt o
NMZE B )5 A=A B33 (Association of Research Libraries: ©]sh ARLe]2}F &) 7}
F2o] 5)of Texas A&M ek =M #3502 1999 T 200313714 4130l 23 A5
o} A2 SRS o) Al gsks AfH| 2ol thEk A A2 F(minimum service level),
)k AMu)AF(desired service level), A28 AH]2~A I (perceived service performance) & 9%
AL g yrlste] 11 Atel€] (gap) = S783) AR~ F4 RS AR EH 2000 AP
Aol A 57HA] 322 4178 &=l whated 2003\ 37) AR, 2270 dHEol] o]2&= Ft
B AR RS 3l dAlel o= L H2E] 370 ALE MBI g3 (service affect),
A0z o] A (library as place), XA o (information control) Solth <+ WEE A9

o5k 2000 ©]%F LibQUAL+™ ZAtel] edsh =71 2570, 1970 dolo] o]2H Eij#

A &
R

23) Parasuramna, A., V. A. Zeithml and A. Malhotra. “E-S-QUAL : A Multi-item Scale for Accessing
Electronic Service Quality,” Journal of Service Research7, No.3(2005), pp.213-233.

24) 25, IAVNZEMRAGE A A7 (AL 0 FHTLEA 2006), p.16.

25) LibQUAL+™ : Charting Library Service Quality, <http://www libqual.org/> [91€ 2009. 5. 19].
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(2) DigiQUAL™ =320

DigiQUAL ™2 ARL o] #¢#3t) A€ & A #H(National Science Digital Library: NSDL) <]
AH71E S8l Texas A&GM Wehs FE 2 & 7dst o] &2t /12 #4o] AL A # H7te
TFolth. DigiQUAL™& LibQUAL+™ 7% Beg tXdEx o] A4sia gom, ol4AE
o] oA HAE LA AN o atgsh=A] 123l o GA UAEEAMAS o]§ate] A= A4
S AZ3) 7F=A 9} o] o] &AL olaldl A s HETR EEA) DigiQUAL™S &
A SdE H2ES Fale] ML F) RO LibQUAL+7E Au) o] tigh o) &ke] 24
MR, B A aE A zhE AU aARE Skl 1S BAsks uh, DigiQUAL ™
= A FaEet A A #AS Tt MM FAe 5@3}1 915}.28)

ARl F AR T (accessibility), 3el/d (navigability), 3283 (interoperability),
A4 (collection building), AHA ©]&-(resource use), &A1 E§7P(evaluatmg collections), ©]
225 93 AFYUEIZA 2 DL(DL as community for users), 71EARE 918 AFUEIZA ]
DL(DL as community for developers), H7HAE ¢3F AFYEIZA €] DL(DL as community
for reviewers), A2 (copyright), FEA 242 9 (role of federations), HAEE=A S| A
44(DL sustainability) 52| 1274 2Ho2 FAES <)

33 E-Metric29) 2 ARL FH4oE AFLA] oA 9 Zﬁ}mix} Ao FAo] thek B &
< SHske NS SAETE Mdsr] f8l 39A1(1999d ~20019) 2 7118 Z2A EojH,

EQUINOX30) = 8 AHEC) 9] AYeZ F19] AR T JRAu| 20 A3} FrHE 98]
1998 HE 2000d E7HA] AlE Z2AEo|n, e VALUEdSD & ARHH MU AE A Ls= o
o] BE IS WK7|HS XYsk7] flal University of Central England”7F 2001 d5E 200413

26) Martha. Kyrillidou, “LibQUAL+® Survey Introduction,” American Library Association, Midwinter Meeting,
Denver, CO. (2009).

27) DigiQUAL &3 o]A|, <http://www.digiqual.org/digiqual/index.cfm) [ 21§ 2009. 5. 19].

28) Martha. Kyrillodou, and Bruce Thompson. “DigiQUAL : a Digital Library Evaluation Service,” Presented
at 7th Northumbria International Conference on Performance Measurement in Libraries and Information
Science, South Africa(August, 2007)

29) E-Metrics: Measures for Electronic Resources,
<(http://www.arl.org/stats/initiatives/emetrics/index.shtml) [<!

30) EQUINOX, <http://equinox.dcu.ie/reports/deliberations.html) [

31) eVALUEd: An evaluation toolkit for e-library developments,
<http://www.evalued beuacuk/> [914 2009, 5. 19].

£ 2009. 5. 19].
Q1& 2009. 5. 191.
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AT ThFe F7HAE7E A AT T ol st HrF AEES 1990t Eoleh EA#
AMu|2 ZHgo] st wel olF TAd AR Ageh=dl off] 7] FAIRC] AeH, ol

 MEF T 7R 8= T8y BXEe] AH A F4 B7tel] SERVQUAL S
&S AFEe] FLe] FE7] AlFE o o] tigt EAEE FACE AH|IA FE HTL
gk A7 Satkelr] AlRkeRths2)

STEZI) L 1990 FHHRE] 20053714 S ellA] | EA AR FA HUF 3
ATES MNBH R APt thast 22 228 UHth A2 d752 Avx 4
ol gx} ¥, 31 el st 3t BRYS FEBAL AFHA ATE FYsAY, AHA
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