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ABSTRACT

The purpose of this study was to develop a measurement scheme that assesses organizational
performances in library department unit level by applying PCSI model, a Public-service Customer
Satisfaction Index. Specifically, this study adopted the Antecedent Model, a component of the PCSI's
three-part model, that consists of a total of 12 service quality indices. The study selected a large-scale
library as a case to analyze and design a method. We analyzed the library’s organizational missions
and goals set by each of its six departments, and then mapped them with each of the 12 service
quality indices. This mapping was further developed as a work analysis scheme of the library and
as a measurement tool. A total of 341 library users participated in a survey that was designed to
assess 12 service quality indices. As a result service quality was measured for each index, which
in turn, calculated the library's service performance index for both entire and individual units of
the library. The results reveled the measurement tool useful in assessing service performances for
both individual unit and the entire library.
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