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No dimensions items HE
34|Assurance {REE  |Employees who are courteous BEDEENTETHD
20|Assurance {REE  |Employees have knowledge BEOMBIEETHD

9|Assurance {REEE  [Employees instill confidence BEMNEETED
31|Assurance {REEE  |Assuring accuracy/confidentiality [IEFEME - #ZEMNRIISNTINS

15|Collection & Access |7%+t A |[Instruction in use, when needed |HELEICFIRHE

37|Collection & Access |77+t X |Complete runs of journal titles HEFMMLDELRIZEAD>TLD

27|Collection & Access |7%7+tX |Comprehensive print collection |MZEMNLEE

36|Collection & Access |79t X |[Interdisciplinary needs addressed A —XITEEATANTND

32|Collection & Access |72+ R |Library materials in the stacks BHEINHERICELICHD

1|Collection & Access |7 1A |Convenient access collections BEADTIEANBZTHS

17|Collection & Access |77t RX [Timely document delivery AL L) =R F AT

10|Collection & Access |7+t A |Resources added to collection BECENNEINEEH

25|Collection & Access |77t X |Full text delivered electronically |£XMNEFHIIZFIFETES

7|Collection & Access |77+t X |Access to archives T—hATIZTHOERTES
24|Empathy KM |Deal with users in caring fashion |[FIAEADOFIEGDEAITEENLHON TN
11|Empathy HEM  |Employees understand needs BEA——X%#EFELTLS
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41|Empathy H#£ &M% |Giving users individual attention |[—A—ADFAZIZEEZRITTLNDS
13|Empathy &M |Users’ best interests at heart FAEDOEHKEE—IZEZD
8|Empathy #B&E  |Convenient business hours FI A EFI74: B AR R
39|Library as place AT A meditative place BRTEDEBHR
30|Library as place BT A haven for quiet and solitude BHTUOEYIZHENDEEISAT
40|Library as place AT Space that facilitates quiet B TSNENBZEM
12|Library as place BT A contemplative environment B TEIIRE
4|Library as place = )00 A place for reflection RETEDER
14|Library as place = )00 Comfortable and inviting location |ii# Tk AR5 R (L&)
29|Library as place BT Space group/individual study FI—T/BANEEDZER
22|Library as place BT Center intellectual interaction IR FRD
21|Library as place BT A secure and safe place RETRBRDLEVGHT
33|Reliability {E%¥8™ |Handle users’ service problems |FIF&E®DHY—E X[EEEZNET S
28|Reliability {E3E%  |Performing services right H—ERZELLEITTS
2|Reliability {E%E1  |Providing services as promised |[H—ERZELALRETS
5|Reliability {E%81% |Service at promised time Y—EXEEEELS
16|Reliability {E48M |[Maintain error—free records EUIOYNASS >0k $5d
19|Resposibleness ISZEM  |Willingness to help users EATHRAEZENTS
18|Resposibleness [5Z&M  |Readiness to respond to user FAZECENEICKIET S
26|Resposibleness IGEM  [Prompt services to users RFEL Y —EREIE T B
3|Resposiveness ISZ&M  |Keep users informed FRAEA~DERERSLEL
38|Tangibles EftE  [Employees have neat appearance [BiEMNEHAELIZREZL TS
23|Tangibles MM  |Visual appeal materials BHOBEENHIYSZLY
35|Tangibles H#E  [Modern equipment BRI DHERS
6|Tangibles B |Visually appealing facilities RRZDTHMHEHR

Reliability, Assuarance, Empathy, Responsiveness, Tangibles & ServQUAL @ dimension T 22 IHE D E&EXR
Collection & Access, Library as place |& LibQUAL TiEBANIZ4E>7- dimension T19IEENDEX

H{ B8 : Cook, Colleen et al. “User’s hierarchical perspectives on library service quality: a LibQUAL+ study”

College and research libraries news, march 2001, p.151

00 2 LibQUAL+2001 0000
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dimensions items HE

Assurance {REItE  |Employees who are courteous |BiEDREEATETHS

Assurance {REEtE  |Employees have knowledge BEOMBNEETHD

Assurance {REEE  |Service at promised time BENEETED

Assurance {REEE  |Assuring EFEHE-EEENMRISh TS
accuracy/confidentiality

Access to T7HP4R |Instruction in use, when needed |HELEFIZFIFAKE

information

Access to 7Ot RX |Complete runs of journal titles  |HMEAMNILATEEIZZEAOTLNS

information

Access to 75+ X |Comprehensive print collection | E

information

Access to 75+ R |Interdisciplinary needs addressed|ZBRHLGE——X(TEEIENANTNDS

information

Access to 745+ X |Library materials being available |E#MNFHEEIZERIZHD

information for borrowing in open stacks

Access to F72+tX |Convenient access collections [BEADTIELANBEZTHD

information

Access to 7H9+t2R |Timely document AL L) =R F AT

information delivery/interlibrary loan

Access to F749tR |Resources added to collection |EZIEBMSNEEH

information

Access to F7o+tX |Full text delivered electronically |£XMNEFHIZFIFATES

information

Collection & Access| 77t X [Access to archives, special FT—hATIZTHOERTES
collections

Empathy #BM4  |Deal with users in caring fashion |FIRAZEBADOREDLEHFITEEN DO TS

Empathy #%E  |[Employees understand needs BEAN=—XZHEELTD

Empathy #B&H%  [Giving users individual attention |— A— ADQFAFITEFEZRITTNS

Empathy HEME  |Users' best interests at heart FAEDEKEE —IZERS

Empathy #B&  [Convenient business hours F A EFI74: AR R

Empathy #7&  [Employees who appear to enjoy |BiEMNEATHEELTWSLIIZRZS
what they do

Instruction FIAHE |Improving library-use skill as a |HEEFIADRAFILERLIEEILSTHERD

by—product of seeking assistance

&=E
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from library staff

Instruction

FRsE

Librarian providing assistance
that addresses only the user’s
immediate information needs, and
not providing general instruction

on using libraries

FIFE O BRIOER=— XL TS 5

Instruction

FR%E

Tailoring a response to meet a
particular request rather than
teaching me more than I need to

know

HEDIRBICH IS LGS

Instruction

FR%E

Librarians provinding help that
both assists in finding the
information needed now, but also
improving skills useful in future

information seraches

& BELHRER OB T RO
BRRDRFLOBEHDEITEHORH

Instruction

FR%E

Library staff focusing on the here
and now, not on teaching search

skills for the future

ESCHERERICEREDH TS

Library as place BT A meditative place BRTEDBHR

Library as place = )00 A haven for quiet and solitude |E#MTUEYIZIEN S BE ST
Library as place = )00 Space that facilitates quiet BITSHLEABDZER

Library as place B A contemplative environment B TELIRE

Library as place = )00 A place for reflection AETEDI5RT

Library as place ST Comfortable and inviting location | T%& IS5 FR (GIE)
Library as place BT Space group/individual study GIL—T/AANEEDZEM
Library as place BT Center intellectual interaction  |#1B93FRD Hil»

Library as place BT A secure and safe place RETHRBRDLEVGHT
Reliability {E%81% |Handle users’ service problems |FIREMY—E XREEZ0NET S
Reliability {E%81E  |Performing services right H—ERFELLETTS
Reliability {E%8M  |Providing services as promised |[H—EXZEHALIRMT S
Reliability {E%E  |Service at promised time Y—EXEHEEFELS
Reliability {E%¥E1  |Maintain error—free records RYDGNEEROHF
Resposibleness IEEM  |Willingness to help users EATHREZENTS
Resposibleness I5&MM  |Readiness to respond to user FAZEICENEICKIET S
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Resposibleness &1 |Prompt services to users AEEH—ERFRETS

Resposiveness &% |Keep users informed FIAFEADERERSLHL

Self-reliance BB |Easy—to—use access tools that |BA TR OITHNBFENZGLNTIERY—IL
allow me to find things on my own

Self-reliance BEBIfE  |Enabling me to find information |24BfIE S THEHREZER2(HONS
myself 24 hours a day

Self-reliance BBt  [Providing direction to BA CTERNZHE<CERNDRE
self-navigate the library

Self-reliance BBt  [Making information easily FRADTIERERZIZTS
accessible for independent use

Self-reliance BBt |Library website enabling me to  |WeblZ&Y B S TIEHRZRDITHNS
locate information on my own

Self-reliance BBIf%E  |Making electronic resources BEEPHARENSBEFERIZTIVERATED
accessible from my home or
office

Self-reliance BBItE  |Facilitating self-directed BEMREERHIZTS
research

Self-reliance BBitE  |Prioviding search tools that BERENEE -MRAAIEEEEEE T SRR Y —
permit me to work autonomously [JL DIR4E

Self-reliance BB  |Providing me with information BHDPY A TER -FETZAEHDIZM
allowing me to work in my own
way

Self-reliance BBItY [Teaching me to find library REEEHEENTROFTONELSHIIFETS
resources myself

Tangibles E#tE  |Visual appeal materials BHOEBENHIY S

Tangibles EfeE |Modern equipment BEHDOHEES

Tangibles H#ME  |Visually appealing facilities RRZDTHMHEHR

BIERIX1518 BN T56IE B L4 o1=, Instruction®M 5. Self-relianceH310T, EmpathyMN 11 % |

Tangiblesh¥ 135

Empathy®3ENIE. Employees appear to enjoy what they do

Tangibles D HIIFR (L. Employees have neat appearance

Hi # : Hachingham, Eileen. “Using LibQUAL+: To know, show and grow your library”
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7 —4< 37 : LibQUAL+ Total Market Survey TMERBAE $4

00 3 LibQUAL+2002 00 00O

dimensions items HE

Assurance {REIt |Employees who are courteous |BEDEENTETHD

Assurance {RELME |Employees have knowledge BEOMBNEETHD

Assurance {REEME |Employees instill confidence BENEETED

Access to information 7+t |Complete runs of journal titles  |MEFEFMFILNTERIZCEAHOTIND

Access to information 749+t X |Comprehensive print collection |HBREMNLEE

Access to information 749+ X |Interdisciplinary needs addressed| ML= —XITFEAELANTLVS

Access to information 77+t X |Convenient access collections |BE~NDTIEANEZTHS

Access to information 79+t |Timely document AL L) =R F AT
delivery/interlibrary loan

Empathy H M |Deal with users in caring fashion [FIAEANDRIGDLEFITEFEL O TS

Empathy H# % |Employees understand needs BEN——XZEELTLS

Empathy #7&% |Giving users individual attention |— A— ADFIAEFIZEEZRITTLNS

Empathy &M |Users' best interests at heart FIAEDOEHKEZE—IZEZD

Empathy B4  [Convenient business hours FIAIE R 7 B RE A

Library as place BT A meditative place BRTEDH5A

Library as place = )00 A haven for quiet and solitude |E#MTUEYIZIEN D EEIHFT

Library as place BT Space that facilitates quiet BT ESH LA B ZER

Library as place BFF  |A contemplative environment BHETERE

Library as place BFT  |A place for reflection RETEDBHR

Resposibleness ISE M |Willingness to help users EATHREZENTS

Resposibleness &M |Readiness to respond to user FIAFEICENEIZHIET S

Personal control BBItE |Easy—to—use access tools that [BHR TR OIFLNBENZNNTIERAY—IL
allow me to find things on my own

Personal control BBt |Making information easily BERADTIEREBHIZT D
accessible for independent use

Personal control BEhtE |Library website enabling me to  [WeblZ&YUB L TIEHRZERDIToN 3
locate information on my own

Personal control BEitE |Making electronic resources BEEPHEENSBEFERICTIVEATES

accessible from my home or

office
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Personal control EftE |Modern equipment BRI DS

BRIER (X3 T2IEEB &=, BMADARIILUTDELY,

Assurance -1

Access to information -5

Empathy

-1

Library as place -4

Instruction -5

Reliability -5

Responsiveness -2

Self-reliance —6

Tangibles -2

H #2 : Thompson, Bruce and Colleen

Cook “LibQUAL+: Yearl
(2000-2001)

Workshop: LibQUAL+ Total Market
Survey COERAE #1
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OMOoooOoog 36(3)1998.9 p1750 204
ACRL : Association of College and Research Libraries, Standards for College
Libraries 2000 Edition, The final version approved January, 2000. Prepared by the
ACRL College Libraries Section Standards Committee.
http://www.ala.orq/acrl/quides/colque.html!

RL :Association of Research Libraries, Developing Indicators for Academic
Library Performance.

ttp://www.arl.orq/stats/arlstat/index.html#lNDICATO!
RL -Association of Research Libraries, ARL E-Metrics phasell Report. Measures
and Statistics for Research Library Networked Services : Procedures and Issues.
p.56-101(2001)

ttp://www.arl.orq/stats/newmeas/emetrics/phasetwo.pdﬂI (PDF)
RL “Association of Research Libraries, ARL STATTSTICS. 2001
Ihttp://www.arl .org/stats/arlstat/00pub/OQOaristat.pd
ARL :Association of Research Libraries, ARL STATISTICS Supplementary
Statistics. 2001

http://www.arl.org/stats/sup/sup00.pdf]

112



http://www.ala.org/acrl/guides/college.html
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http://www.arl.org/stats/newmeas/emetrics/phasetwo.pdf
http://www.arl.org/stats/arlstat/00pub/00arlstat.pdf
http://www.arl.org/stats/sup/sup00.pdf

Cook, Colleen, Fred Heath and Bruce Thompson. “LibQUAL+: one instrument in
the new measures toolbox” ARL212, 2000.

Cook, Colleen and Bruce Thompson. “Reliability and validity of SERVQUAL scores
used to evaluate perceptions of library service quality”, Journal of academic
librarianship, vol.26(4), 2000, p.248-

Cook, Colleen, Fred Health, Bruce Thompson and Russel Thompson: “The Search
for New Measures : The ARL LibQUAL+Project—A Preliminary Report”.
http:/muse.jhu.edu/demo/pla/1.1cook.html|

Cook, Colleen and Bruce Thompson. “Scaling for the LibQUAL+ instrument: a
comparison of desired, perceived and minimum expectation responses versus
perceived only”

Cook, Colleen, Fred Heath and Bruce Thompson. “User’s hierarchical perspectives
on library service quality: a libQUAL+ study”, College & Research Libraries News,
March, 2001, p.147-153.

EQUINOX/ Library Performance Measurement and Quality management System,
Performance indicators for Electronic Library 27th November 1998 — 26th
November 2000. http://equinox.dcu.ie/|

ICOLC . Guidelines for Statistical Measures of Usage of Web-Based Information
Resources. (December 2001 revision of original November 1998 guidelines)
http://www.library.yale.edu/consortia/2001webstats.htr

ISO 11620:1998 Tnformation and documentation -- Library performance indicators.
Zeithaml, Valerie A., A. Parasuraman and Leonard L. Berry. “Delivering quality
service”, Macmillan, 1990., p.16
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