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ABSTRACT

The paper describes a case study in which Sungkyunkwan University Library participated
in the official ARL(Assoication of Research Libraries) LibQUAL+ evaluation program. LibQUAL+
model is based on the SERVQUAL service quality evaluation model originally developed in the
marketing area. It details a number of processes including translation of the LibQUAL+ survey
instrument into Korean, selection of study sample and choice of survey versions. In addition,
it offers a number of strategies that can be adopted in order to analyze the survey data for
various comparisons among different user groups and institutions. LibQUAL+ is more that
a survey instrument; it a holistic system for assessing library service quality. Despite criticisms
on LibQUAL+, we expect that university libraries in Korean will benefit from participating
in the program. It is preferable that a group of libraries form a consortium to participate in
the LibQUAL+ program as opposed to individual participation. The consortium can function
as a learning community through various workshops and sharing activities, thus elevate the
overall evalution efforts in Korean libraries to a higher level.
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(E 6) LibQUAL+ 8i&l 227§ st=of Cist 220l SAt HA|)
. AR | 54 | S8R
Hx | 7Y | A4 ) a -
AS-1 | o] &R QNS THAAE =M FY 525 | 700 | 564 | 040 | -1.36 | 536
AS-2 | o84 /Rl s dE BY 464 | 622 | 508 | 044 | -113 | 548
AS-3 | o] &AellA &4 - =T ALY 578 | 754 | 632 | 054 | -122 | 461
AS-4 |o]8Ate] AR i SZ4Ae S 603 | 765 | 662 | 059 | -1.03 | 543
L2}e) AR TS AT = e ARG 2 TAH
AS-5 Xl 2 el Al AeE 14E 2 1 565 | 730 | 633 | 068 | -097 | 578
AS-6 |HlEA 4e HEZ o]8AE e =AE JY 587 | 752 | 639 | 052 | -113 | 2176
AS-7 |o] 84t QFE & oldshe =AY A9 581 | 759 | 642 | 061 | -117 | 532
AS-8 || &AE 7170 TS A 583 | 749 | 624 | 041 | -125 | 520
AS-9 | o] 8A}F AMfu) e} A FA|Q] H2lol o] AT 4 619 | 768 | 672 | 053 | -096 | 569
Mu| A J3F2(Affect of Service) F 572 | 7.38 | 6,24 | 053 | -1.13 | 2,184
IC-1 Aoy} APEAA Azt A5e] &S 4+ Y= §F| 599 | 773 | 647 | 047 | -126 | 640
IC-2 [ARY 2AE ¢A Tl 3l F= =AM IAL)lE| 615 | 780 | 665 | 050 | -1.15 | 657
IC-3 | FAIFolu AFol Lo ) Hejo] =M 2AF | 590 | 767 | 631 | 041 | -1.36 | 518
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(E 8) =M I AM =7 0|2 Yz ZZ(HH 024}
sel | QFel | @@el | Al 9o | ogaA | swA
ool | gao || B Ry 22 ¥

ARE o183l A8l =AMTE U 469 1,162 435 9 22 2,187
o= 3l 21.4% 53.1% 19.9% 4.5% 1.0% 100%
ARE o437 S8l =M fALe] 362 1,209 464 96 56 2,187
Eof] &gl Sl 16.6% 55.3% 21.2% 44% 2.6% 100%
ARE D7) A3 o, 72 EE

1,562 409 116 40 60 2,187
EAZ olole] 24 $HS ol | ~
j 191 T reste 71.4% 18.7% 5.3% 1.8% 2.7% 100%

T

B ounEe) wAS o83

A
| =
B 3717 Bl gl FAHoE e

o] TAH UL AT IA}oE o] ¥
29l 4 £70] o)g o T Aol
(F )2 A 714 Jolxe] s

S4UH S ol§ M=) RES Hol
Al

20 Z One-way ANOVA £4& &3 Al 7}
A Apel| A ] # 4 7] A,
12]

142 1 Mi 27473 A, Az §-

o

e

], AA|

Ao, %Pﬂisq = 7‘(]—94 A= g
Z\ o= I/FF/}”"% o]'-/] T 7(}“_ ]
Ar

LibQUAL+ Hlo|8E o]-&sf e gAY, of el o] AAl 1A A Heto] 7P =AU
Skl sHAl, =] W 7ol ARl 72 Tt skt
Fol A7 JASAIE Lok 7 ATt A Aodistae] 739 A AZAS] 7
(E 9 Rt mE MH|A ZF AH IAX] X0
4 A A N M SD F D
3} BhAY 1510 6.13 148
Au| 2 oo thekel shAy 772 6.24 1.62 20.890 000
) 139 7.00 148
3 5hAY 1516 6.43 1.29
AR Ao e sy 774 6.39 1.39 4983 007
7Y 140 6.77 147
SR Ay 1516 6.54 1.49
FrgAe =A% | HE g4 765 6.55 1.50 1.022 360
7Y 121 6.75 1.59




LibQUAL+

mlru
01=0
&
A1
=
=
o
b
>
1,
>
=
[>
i
i)

24 A 2Ab 261

=7 3} i P N M SD t D

S i B [
Sk : .

we e e e,

29 :j_ i gg ;gg 18595 2992 003

27), 590 AR A7) 97 2
St BB AA TR Zo] TA|Z AH
£ AF3IL Ak LibQUAL+ AFolA+=

HAEAA T2 o]&iL e 2A1H

ofy
o2

—_

<|
m‘k
=

1> & ol ¥

S & 5 sl At 7 A

HShE Eo] SHds] whie] ShE RS
7RO R o w2 o 8AF 2He] S Hlad
PN 2~z

& 9ok (100 AN AH s R 45
o thal A& A9t 59 A 087 4
o 71 Afo]7} gh=Alel that t-test ATE B
oz}, shAl vata 12T wel A R
5 S R e RS

5.3 Et7|2tnte| H|W

241 LibQUAL+ Aol 3
& ol 3 SRt vz a9 Zles
7 7Rsel7) WRolet, SHAI3E zl
ases] ) thslol 48 1A 5 R o
odolt}, LibQUAL+ A&l ﬂo:lsF
o g dEd] ARS AN slBe A%E
Qe & 9ok B ARo] FPE AReAE
AAHCZ oF 13709 A2AD 170997]9)
A =A20] LibQUAL+9] ofahalc m

o i—il
Rl <>> Z fo

_4

2hA oA 7 =AM Tte] Az vy} 715t
o}, B3 LibQUAL+IA AASRE Y32 %

Z A4 Norms %9} v 1% 7Fs3ich
te] 745 LibQUAL+ Ale]E9
AT 20119%= ARLo &4 17

N dsteA e 7E At At et
APES] A 2 W FRE 7Hsle] XA
gk 1071 9] @l 9] st {7F A3t ey
LibQUAL+llA A|AI8k= Normsehal sh= 3%
E Aol Vg B Jawsh 84
uE A FE S5 B, ol
B BAe Al F20 2918 Witk
Hop= AFS v 72 B3 g 7)o 73k

WAL, FF N YRS ek 913

hul

—_—

f
poct rﬂl

)

(G 1D 374 AMHIZ F4 21 is] %
ety HA SEASE ARL &% 713 &
T2 AAl XA HFo HWE HoFETh

LibQUAL+ A7 Tl =&F AR <l
2] FEE AU A FA7E oL mEbA whie
FAE 7HAL 713 7ol AoiAQl BlaE 8t

O_L,

Ll'

= 22 vk e @k sAYE LibQUAL+
Aol TRt 7199] B ol8APE S st

X

| Holl wet S X9 Aukael Ex7} 9
[e]

I
LA N ot e



262 HEAT3A] A304 A2= 2013

Het ARL =A{2te] H|w(O[SAt TAl)

A2 £ A HAa ol A 234 A | 54 A
B Ll Eali: e dad] 572 7.38 6.24 0.53 -1.13
(Service Affect) ARL 6.49 779 727 0.78 -0.52
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