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A b s tr a c t

T h e  lib ra ry  s e rv ic e s h a v e  c h a n ge d v e ry  fa st in  th e  d ig ita l e ra T h e

ıib ra ry c u sto m e rs h a v e  a c c e s s  to  m u ltip le  s o u rc e s o f in fo rm a tio n

a n d e x p e c t q u a lity  m a te ria l w ith in  th e  sh o r te st p o s s ibıe  tim e

irre sp e c tiv e  o f th e  fo rm a t o f in fo rm a tio n H e n c e
, 

lib ra fy  m u st

p ro v id e  q u a lity  s e rv ic e  in  o rd e r  to  re ta in  a n d in c r e a s e  its
im p o rta n c e  fo r  its  u s e rs  a n d s u c c e e d in  e n h a n c in g  th e  ro ıe  o f th e

lib ra ry  in  te a c h in g , learning a n d re s e a rc h Q u a lity  se rv ic e s  m e a n

th o s e  w h ic h s a tis fy  u se rs
'

e x w ta tio n s  a n d p e r c e p tio n s P r o p e r

u n d e r sta n d in g  o f c u s to m e rs
'

p e r c e p tio n s  a lo n g s e r v ic e  q u a lity
d im e n sio n s  is e s s e n tia l fo r L ıS p ro fe s s io n a ls to  re c o g n iz e  th e

c u sto m e r  e x p e c ta tio n s T his  p a p e r b rie fly  e x p la in s  th e  c o n c e p t o f
se r v ic e  q u a lity  tra c e  its  d e v e lo p m e n t a n d h igh ligh t s o m e  re s u lts  o f
s e r v ic e  q u a lity  stu d ie s u s in g v a rio u s m o d e ıs

,  
w ith a n  o bje c tiv e  to

d e s c rib e  a n d id e n tify  th e  is s u e s  m e ritin g a tte n tio n  by  th e  ıib ra ry
p ro fe s s io n a ls  to  g e a r  u p  th e  lib ra ry  p ro d u c ts  a n d s e r v ic e s  s o  th a t
u s e r  c o m m u n itie s B e t sa tis fie d c o m in g to  lib ra ry

K ey w o rd s s e r v ic e  Q u a lity ,  
S E R V Q U A L

, 
L IB Q U A L +

,  
C u sto m e r  S e r v ic e s  Q u a lity , 

C u sto m e r

M a n a ge m e n t L ib ra ry  

S e r v ic e  Q u a lity , 
u s e r E x w ta tio n s

,  
u s e r  p e r c e p tio n

, Q u a ıity

In tro d u c tio n

T he  ıibr arie s h a v e  tr a n sfo rm e d d r a stic a lly fro m  sto re h o u se s  o f b o o k s  a n d journals to  th ep o w e rh o u se s o f k n o w le dg e  a n d in fo rm a tio n In  th e  a g e  o f in fo rm a tio n  c o m m u n ic a tio nhnoıoßy
, 
th e  v e ry  e x is te n c e s  o f lib ra rie s  d e p e n d o n  u s e rs

'

s a tisfa c tio n u s e r s  a r e  s a tisf ie dw he n  the  libru y  is  a b le  to  ris e  to  th e ir  e x p e c ta tio n s o r  m e e t th e ir a c tu a ı n e e d s

D e s a e z  (20 02) m e n tio n e d  th a t th e re  is  g re a te r  n e e d to  s a tisfy  c u sto m e r
'
s  w a n ts  a n d

e x p e c ta tio n s A  q u a lity  s e rv ic e  is s a id to  be  o n e
, w h ic h s a tisfy  th e  u s e rs

'

e x p e c ta tio n  re s u ltin g

T he  c o n c e p t o f q u a lity is  n o t a  n e w  c o n c e p t fo r lib ra ry  a n d 
n n a tio n  s c ie n c e  p ro fe s s io n a ls a s
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sc ie n c e , pa rtic u ıa rıy the  fo u rth la w  (sa v e  the  tim e  o f re ade r) im pıie s the  im p o rta n c e  o f q u a lity

in  lib ra ry so rv lc e s T his ıa w  ıs a  sho rt se n te n c e  to  e x pıa in  th a t e ffic ie n t m a n a g e m e n t a n d

kn o w le dge  o f u s e r
'
s e x pe c ta tio n s a re  e s se n tia ls fo r ıibra ry s e rv ic e s w hic h in  tu m  the  q u a lity

attribu te s

M o d eıa o f S e r v ic e  Q u a ıııy

11ıe  Is O  de fin itio n  e x pla in  th a t
,

"

q u a ıity is thc  to ta ıity o f fe a tu re s a n d c h a ra c te ristic s o f a

pro du c t o t se rv ic e  th a t be a rs o n  its a bility to  s a tisfy sta te d o r im p lie d n e e d s
" In  th e  IS 0  900 0

sta n da rd qu a lity is de sc ribe d a s
'\hc  c o n siste n t c o n fo rm a n c e  o f a  p ro d u c t o r se r v ic e  to  a  g iv e n

se t o f sta n d a rd s o r e x pe c ta tio n s
"

In  c a se  o f ıibra ry , 
m e a su re m e n t o f q u aıity , 

e v aıu a tio n  o f lib ra ry  a c tiv itie s a n d se rv ic e s a re

c o n sid e red to  b e  a n  e s se n tia l fa c to r T he re  a re  v a rio u s m e th o d s
, 
to o ls  p ro c e d u re s  a n d stu d ie s  to

e v a lu a te  c o m p o n e n ts o f e m c ie n t lib ra ry e n v iro n m e n t

SE R VQ U A L  S tıłd le s

F ro m  199 5 1998 P a ra s u ra m a n
, 
Z e ith a m ı a n d B e rry e v o ıv e d a n d de v e lo p e d th e  S E R V Q U A L

, 
a

se rv ic e  q u a ıity m o d e l T he ir  u n iq u e  c o n tr ib u tio n  is e flo rts o f m e a s u rin g a n d c o m p a rin g b o th

pe rc e iv e d p e rfo rm a n c e  a n d c u sto m e r e x p e c tatio n s T h e  a u th o r s  o rigin a lly  id e n tifie d  te n

eıe m e n ts o f se r v ic e  q u a lity ,  
b u t in  la te r w o rk

, 
th e s e  w e re  c o lla p s e d in to  fiv e  fa c to rs re lia b ility ,

a s su ra n c e
, 
ta n gibıe s

, 
e m p a thy a n d re sp o n siv e n e s s w h ic h in c lu d e  22 ite m  in str u m e n ts O n  th e

ba sis o f th e s e  d im e n sio n s th is G a p T h e o ry o f S e r v ic e  Q u a lity  m e a s u r e s  c u s to m e rs
'

e x p e c ta tio n s  a n d p e rc e p io n s o f se r v ic e  th e y re c e iv e d T h is the o ry  is  v e ry  m u c h re le v a n t a n d
u se fu ı to  m e a s u re  th e  q u a lity o f libra ry  a n d im p ro v e  th e  q u a lity o f its  e le m e n ts

S e v m ı stu d ie s a re  c a rrie d o u t to  m e a s u re  th e  q u a lity o f lib ra rie s a n d e x p e c ta tio n s  o f its  u s e r s

by u sin g th e  S E R V Q U A L  te c hn iq u e

th e  o rigin a to rs o f S E R V Q U A L  m o d e l e x p re s se d th a t :
"

w e  a re  c o n fid e n t th a t th c  n u m b e r  o n e

c o n c e r n  o f th e  c u sto m e r s to d a y re ga rd le s s o f typ e  o f se r v ic e  is reıia bility ,  
a n d th e  fa c e t ttıa t

m a tte rs  th e  le a st to  c u rre n t c u sto m e rs  in  a s se s sin g q u a ıity o f se rv ic e  is  ta n gib le s
" th e  fir s t p a r t

o f the  sta te m e n t is p ro v e d by a  s u rv e y o f a c a d e m ic  libra ry w h ic h is  u n d e rta k e n  by  M a n jw th a

an d Shiv aıin ga ia h (2004), 
in  In d ia n  a c a d e m ic  in stitu te s

, 
w h e r e th e y fo u n d th a t re lia b ility  w a s

c o n siste n tıy ra n ked a s the  m o st im p o rta n t c ń te ń o n  by c u sto m e rs w hile  e v a lu a tin g  s e r v ic e

qu aıity

O n  s im ila r  lin e s w ith th e  p u rp o se  to  e x a m in e  the  p e rc e ptio n  o f a c a de m ic  sta ft o n  thc  q u a ıity  o f
ac a de m ic  lib ra ry se rv ic e s K ira n  (20 10), 

u s e d the  s u r v e y  m e th o d to  a dm in iste r  S E R V Q U A L
the o ry T h e  o u tc o m e  o f th e  stu dy sta te s th a i o v e ra ll u s e r

'
s  sa tisfa c tio n  w ith  th e  lib ru y  s e r v ic e s

is sa tisfa c to ry , 
th e ir  p e r c e p tio n  o f th e  q u a ıity o f ıib ra ry  s e r v ic e s  is "

a v e ra ge
" H o w e v e r

, 
th e

a n a ıys is fo u n d th a t
'SPOnsiveness '

o f ıib ra ry sta ft is  th e  h igh e st ra te d a ttribu te  by  th e

re spo n d e n ts

t ho u gh a u th o rs o f s e r v q u a l  th o u ght th a t ta n g ib ility le a st c o n c e r n  to  u s e rs
, 
a rsh a d &

人 m e e n  (20 10), 
w h ile  c o m p a rin g u se rs

'

e x p e c ta tio n s  to  th e ir  p e rc e p tio n s fo u n d d isc re p a n c y
betw e e n  th e m  a n d m a rk e d '

ta n g ibıe s
'

a s  m o st p r e fe rre d d im e n sio n  o v e r o th e rs
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L ibq u a l +  S tıłd ie s

q u a lity  d im e n s io n s  o n  w h ic h lib r a ry  u s e r s  ju d g e  th e  s e r v ic e  q u a lity  o f a n y  lib ra ry S E R V Q U A L

w a s  d e v e lo p e d fo r u s e  in  th e  fo r p ro fit b u s in e s s  s e c to r
, 

a n d (a ) in c ıu d e d  ite m s  n o t c o n s id e r e d

r e le v a n t by  s o m e  lib ra ry  u s e rs  (e g , 
th e  a ttire  o f s e r v ic e  s ta fï), 

a n d (b) d id  n o t in c lu d e  s o m e

ite m s  v e ry  im p o rta n t to  lib ra ry  u s e r s H e n c e
,  
T e x a s  A  &  M  u n iv e r s ity  L ib r a rie s  a n d o th e r

lib ra rie s  u s e d m o d ifie d S E R V Q U A L  in s tr u m e n ts  to  s e r v e  th e  p a r tic u la r  r e q u ir e m e n ts  o f

lib r a rie s A R L
, 

r e p re s e n tin g  th e  ıa rg e s t r e s e a r c h lib r a r ie s  in  N o rth  A m e r ic a
, p a r m e re d  w ith

T e x a s  A & M  u n iv e rs ity  L ib r a rie s  to  d e v e lo p ,  
te s t

, 
a n d r e fin e  L ib Q U A L +

M a n y  r e s e a rc h p ro je c ts  a n d  r e s e a rc h  p a p e rs  h a v e  c o m e  o u t w h ic h  d e s c rib e  th e  r e s u lts  o f u s in g  $

L ibQ U A L + T he  s e r v ic e  q u a lity  d im e n s io n s  id e n tifie d b y  th e  L ib Q U A L +  a re  : A ffe c t o f

s e r v ic e  (A s),  
L ib r a ry  a s  p la c e  (L p ),  

R e lia b ility , 
s e lf re lia n c e  a n d  A c c e s s  to  in fo rm a tio n  (IC )

p o se y  (20 0 9), 
to  e x p lo r e  s tu d e n ts

'

p e r c e p tio n s  o f lib r a ry  s e r v ic e s  c a rrie d  o u t a  r e s e a r c h  w h ic h

in v o lv e d L IBQ u A L + T M
,  

a  n a tio n a lly  k n o w n  a c a d e m ic  lib r a ry  a s s e s s m e n t in str u m e n t th a t

m e a s u re s  th r e e  d im e n s io n s  o n  a  s c a le  o f a p p r o x im a te ly  2 2  a sp e c ts  o f s e r v ic e
,  
d iv id e d  in to  6

g ro u p s
, (H e a th

, 
K }r illid o u

, 
&  A sk e w

,  
2 0 0 4)

ıh e s e  3 dim e n s io n s  a r e  1) ÅØe c t o f S e r v ic e  2) ï n lb r m a tio n  C o n b   o ı a n d
,  
3) L ib r a r y  a s  a  P la c e

H is  s tu dy  r e v e a le d th a t th e  r e sp o n d e n ts  w e re  d is s a tis fıe d w ith  th e  lib r a ry  s e r v ic e s  a n d  d e s ir e d

be tte r  th a n  th e y  w e r e  r e c e iv in g  a n d  ra n k e d  p la c e  a s  a  h igh e s t e x p e c te d  d im e n s io n

R e h m a n  (2 0 1 1),  
w ith  th e  o bje c tiv e  o f m e a s u rin g  d ifk re n c e  b e tw e e n  m in im u m  e x p e c ta tio n s

a n d de sir e d e x p e c ta tio n s  o f lib r a ry  u s e r s  c a 】T ie d o u t a  s u r v e y  u s in g  L ib Q u a l m o d e l T h e  d a ta

sh o w e d th a t P a k is ta n i u s e r s  e x p e c t v e ry  h ig h q u a lity  s e r v ic e T h e  a n a ly s is  o f c o lle c te d  d a ta

sho w s  th a t h igh e st m in im u m  a n d d e s ir e d e x p e c ta tio n s  w e re  fo u n d  w ith  L P  d im e n s io n  a n d  le a s t

w ith A S d im e n s io n T h e  IC  d im e n s io n  w a s  c o n s id e r e d m o d e r a te ly im p o rta n t

M ille r (2 00 8), 
e x p lo r e d a n d e x p a n d e d o n  th e  u n d e rsta n d in g  o f th e  m e a n in g  o f L IBQ U A L + T M

sc o re s  a n d m e a s u re d h o w  th e y  a r e  r e la te d  to  c h a r a c te ristic s  th a t e x p r e s s  in s titu tio n a l m is s io n
,

in stitu tio n a l s iz e
, 

o r  [e v e ] o f in v e stm e n t in  lib ra ń e s
, 
by  c a iT y in g  o u t a  stu d y  in  a c a d e m ic

in stitu tio n s A n d  it sh o w e d sta tistic a lly  sig n ific a n t r e la tio n sh ip s  b e tw e e n  th e  s e le c te d
in stitu tio n a l c h a ra c te ristic s a n d L ibQ U A L +  T M  s c o re s

In  the  IS 0  9000 sta n d a rd q u a lity  is  d e s c rib e d a s
'm e  c o n siste n t c o n fo rm a n c e  o f a  p r o d u c t o r

se rv ic e  to  a  g iv e n  s e t o f s ta n d a rd s  o r  e x p e c ta tio n s
" In  m o s t d e fin itio n s  q u a lity  is  d e fin e d  inre la tio n  to  th e  c u s to m e r  o r  u s e r

" Th e  k e y is s u e  is th a t q u a lity  b e c o m e s  a  m e a n in gfu l c o n c e p to n ly w h e n  it is in d is s o lu b ly  lin k e d  to  th e  a im  o f to ta l c u sto m e r s a tis fa c tio n
"

H e n c e  th e re  a re

u se rs  in  o rde r  to  m a k e  q u a lity  d e c is io n s

m u ltip le  stu die s  c o n d u c te d to  m e a s u re  s a tisfa c tio n  a n d to  u n d e r sta n d e x p e c ta tio n s  o f lib ra ry

b ib r a ry
'
I  S e r v ic e  Q u a ıity

sc ie n c e  in  In dia T h e  stu dy  is  a n  in te rp re ta tio n  o f ıib ra ry  q u a lity  lite ra tu r e  w h ic h is  p ro d u c e d by
u sin g v a rio u s  m o d e ls  o f q u a lity  e v a lu a tio n T h e  a u th o r e x p re s s e d  th a t it is  v e ry  n e c e s s a ry  fo r

1 8 0
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T o  kn o w  the se  w a n ts o f u s e rs
, 
KUlkarni 20 12), u se d H e m o n  a n d A ltm a n  M o de l a s a  b a s is to

sta te m e n ts to  e lic it th e  re sp o n s e s H is stu dy w a s  re ga rd in g the  se rv ic e  q u a ıity

e x pec
tati o  = 

"  ı " ' " ' "rıısiratıve T ra in in g In stitu te ) libfa rie s T he

at? ib u te s o f libra ry se rv ic e  q u a lity w e re  c a te go riz e d in to  fiv e  gro u p s  w hic h c o n ta in  sta te m e n ts

o  R e so u rc e s
, 
sta ft , 

S e r v ic e s
,  
G u ida n c e  a s d E n v iro rm e n t It w a s o b se rv e d th a t th e  m aio ń ty

(75 o ) o f th e  A T I fa c u ıty m e m b e rs  g iv e  first p rio rity to  th e  phy sic a ı' E n v iro n m e n ť  w hic h

in clu ded 
ta n gib le  e le m e n ts o f s e r v ic e  qu a lity ıik e  a v a ilability o f c o m p u te r s

, 
o p A c  te rm in a ıs

,

cle a n lin e s s , 
a de q u a te  light, P ro pe r v e n tiıa tio n

, 
fu n ctio n a l furniture

, 
s u ita b le  lib ra ry ho u rs e tc

ilie se c o n d prio rity is g iv e n  to  th e
' S e r v ic e s

'

a n d 'R e so u c e s
'

ra n k  a s a  th ird d im e n sio n

D a sh &  p adhi (20 10),  
in  th e ir r e v ie w  p a p e r d is c u s s qu a lity a s se ss m e n t p r o c e s s  in  lib ra ry  a n d

in fo m ia tio n  sy ste m s in  m o d e m  a  \   A  n u m be r o f appro a c h e s  in c lu d in g s E R v Q u A L
,

L IB Q U A L +
, 
IS 0  11620

,  
a n d IS 0  2 7 89 h a v e  b e e n  m a d e  to  qu a n tify  th e  lib ra ry  s e r v ic e  q u a lity

T hey c o n c lu d e d th a t a n y o f th e  m o d e ls a s p e r  su ita bility c a n  b e  e m p lo y e d by  lib ra ry  fo r  q u a lity

e v a lu a tio n H o w e v e r
, 
by  u sin g it c o lle c tio n  o f q u a n tita tiv e  da ta  is n o t e n o u gh b u t lib ra ry  s ta fï

sho u ld dis c u s s  u s e r  p e rc e ptio n s a n d e x p e c ta tio n s
, 

u sin g th e ir  e x p e ń e n c e  to  in te rp re t s e r v ic e

qu a lity da ta  a n d s u gge ste d h o w  p e rc e iv e d  sh o rtfa lls c o u ld be  a ddre s se d

c o ııcıu s io n

T his p a pe r h a s  disc u s s e d th e  lite ra tu re  re v ie w  o f q u a lity m a n a ge m e n t s tu d ie s a n d its  r e le v a n c e

to  ıibra rie s T he re  a re  v a r io u s  m e th o d s  to  g u id e  th e  lib ra ry in  this ta sk  o f q u a lity  e v a lu a tio n

H o w e v e r
, 
it c a n  b e  be st d e s c ribe d by th o s e  w h o  u se  th e  se r v ic e s by m e a s u rin g th e  diffe r e n c e

bđw e e n  p e rce p tio n s  a n d e x p e c ta tio n s fro m  lib ra rie s

th e  stu die s in c lu d e d in  th is  p \  r  sta te d th a t it is  v e ry n e c e ssa ry fo r libra ry to  tak e  o p in io n s  o f

tho se  to  w h o m  th e y se rv e  a n d m e a n t fo r
, 
w hile  p la n n in g a n d p ro v idin g se rv ic e s A n d d ifre r e n t
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