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ABSTRACT

The purpose of this study was to delve into literature of library service quality, including recent
studies on the same theme, and to suggest what types of major issues there were and what should
be studied in the future. Specifically, the concept and characteristics of service quality, service quality
models, service determinants(outcome variable), user satisfaction and e-service were discussed.
Articles on the quality of information service, like library-related LibQual, were examined, and it’s
attempted to make a comprehensive review of studies on service quality and to introduce major
international studies on same issues. Finally, what future research efforts should focus on in each
field was presented.
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AU AR 9] F4:3 A} B opebd M)A FZ-e B3 =27} iR L ) 1980
Ao FHE o] ¢ AujAe] gk FAo] TR FAE FHOE A o]F FY A% Ay
22kg e Ao Fgde] gA 2 FAIE FHOE Aol AXHA A7t EEA L ) Ay
2230 BEAFANME MUl FFo A A7t AR} S AEA, BAFS] AulA F-
g E AP SAE Y3 AZE ugo] A3 Aol Y oAl AA ) o] AR
o EAE AT 2% TA9} o] & ZA3Y SHIHE AEHU WHOZE ¢ o4 A4
e B3 E AHE + Atk

TA e AAAQ 2L Muj2oln, A 10387 viAY AFolA 7H wo] dE FA7}
vk2 M| FZolt) wA "ol g FRA wHEE o] =oEE FAl, AvlAe] s 14l
T ABl2 A 2R Jo) AR T M| A Alg-S g 239 E50] Grh £33 9]
g BAolt)

ol g HE3 Yol AT AT T olF7EA] dAHA B JA] Yk EAFAME
19417] S FHEE o] &R Tl g 8ol A2 Ul EAs|= AT, EAE A7
Al ol &R ol A FRE WAL F7) AFE AL 19403d] Ftolgky & 4= Uk e 279
T= AR i3t o] gxte] 979} gefo] A4S T3 ek 1970300 o2 M e, =AF Hrld
AofA] o] &z} F4lol o] TAF EFAEAA da] FAEHATE 19703 SR o] &z}
AR g A7 I WHEN FRE T3 ojFoAth I o|FR & o8&} A AH Y] 452
Bo g FAZ F4do] Rolrh Powell 5o WEH, 19803t FR7ER] o] &-Ajo] &3 A7+
A3 & IHE WA B3 AU

M| 2 FFL o] &2} 77l 0] S FHA Q] HIREAM o] gAY &7ty o]l EYE
gt o] BATREE A g3}y] Wil o] 8 FAFQ FE HIUROE oFjge Ao At
ofpl =AM EAsEo tiaiA 71 Wol U&= A= Orrd] =X4F 4 (goodness)
) A F49 7R SHeE R 7HAE
I Utk F4E =AY MulArt Guhd F2710) B3 o)y, JHAE TA o] AR FE
She F7I7EX7F ek SEvt gig dfelth2)

ol 4xk= EAE FF Hrlo JlojAM R 9L gt ey o AL Au) X
F49 Hrtoll JoiM o] gat e Fo AL FH NES oA9A AAs=el gk A2

ofN M o

1) R. R. Powell, “Impact Assessment of University Libraries : A Consideration of Issues and Research
Methodologies,” Library and Information Science Research, Vol.14, No.3(1992), pp.245-257.

2) R. H Orr, “Measuring the Goodness of Library Services : A General Framework for Considering
Quantitative Measures,” Journal of Documentation, Vol.29, No.3(1973), pp.315-332.
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YERZ Slck E29) Ad2 mAdoly BB BdAAME A5 A 22 202 JAKS
U 08 FAME 08 T8 FdEn

Garvine Fd& DAEA HZ AR 44 HZ 3)AF F4HH 32 9AZ $44 32
5)7H TAA HZ T8 st Fsth ojsh 2ol FEL2 I HE il w o A}
o7t YEIUARE dxiFo g sdiolug 402 YA Fold 4 kY B FHo)@d 53

3) David A. Garvin, “What Does Product Quality Really Mean,” Sloan Management Review, Vol.26, No.l
(1984), pp.25-43.
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3 Ee £ el AZEY f-8A0l2ks EHH M, Gronroosdl &3l F22 I A E9 7|E
2l 4o ol X 1L AME EFH| #AfE JHEHL By kY

Parasuraman, Zeithaml, T332 Berrye SERVQUAL(MEZ)EdolA Mu|x £2& A
Hl2e] S st BEE ANk Aoy BE'RE Yoty ok EF 0|52 MUk FdE
A o] et 149 Azt wat AT A JEe R sfofse] “Anjate] Xzt
Z|dAtele] ztole] whekat Hw'Eky AF5 Utk

AMul 9] 718 54 Fejrt slvhke #3840l AFFoE FroAY Hol: FHE AAE
F flod EAAE TAAY & F flok w2 Aulae I 7EE SetetAv BTk o
|29 T B4 o|FA LR BFEL off s Holth Muj29 AL JIE HAdE oY
7hE Qavt B el & o) tid NEA7F ok T the Mu|Ae) ThE FHsA el
Bk & AMulxe] = g8 SA4L AN 29 vl APAelE Al

ol’e] BAES AHEA HY Mu|x9 s FAAGFAE Hrls] ke RS ¢4 Eoh
o[} 7 AL AMulArt FFFoIn U3 HQ §AS 2T AR BPrHETE ofuj ZE 3§ 7 Eo
AUk Aolth

AMu|2 2o 9 24 Rd@ = SERVQUAL(AEHE) 24, SERVPERF(MEHZ) Bd)
5334 2Y(Dynamic Process Model) 52 € 4 Uth

Parasuraman et al& AEd FdoX {3 (tangibles), A1FA(reliability), A
(responsiveness), &A14(assurance), 3743 (empathy) 59 571 Apgo 2 FAE ABg A
g 7BLsigicts

o] MEZL A7 o7 Fobk Muls F4 A7 v A /g Fol FHA o452
At o] Az 7P F FHoI AL HEol gkl vk

A LA o] HEZE AT & Qe Au2e] SHE v EHAo| Y dnbFojojx] B2
A2 g Mux gt aEle] 248 & lvhe Aol o|FA HBEE 1 ke §54% By
A w2o] B RopllA o]8E F e W, AF EF oy tidel we} 57 F L ofof it

‘AN E AL FHE FYste MBE By g Auls FAE AU2] 7 A
71Z# A R332 8= AT Cronin Taylordl] 93t SERVPERF(AMHE#Z) Rdolx A

HHUCED o5 ‘ML FZ =4 FHperformance) B34S THIIA MEH Ty s}

4) Christian Gronroos, “A Service Quality Model and Its Marketing Implication,” European Journal of
Marketing, Vol.18, No4(1984), pp.36-44.

5) A. Parasuraman, L. Berry, and V. A. Zeithaml, “SERVQUAL : A Multiple-Item Scale for Measuring
Consumer Perceptions of Service Quality,” Journal of Retailing, Vol.64, No.1(1988), pp.12-40.

6) Ibid

7) J. J. Cronin and Steven A. Taylor, “Measuring Service Quality: A Reexamination and Extension.” Journal
of Marketing, Vol.56, No.3(1992), pp.55-68.
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HA, AujA FA 4] tiPAAJA ABE dig HlEe AEs

ol AMHIA FAL AZHE A A dFE wethe IS AEAAT o] F F B
e o gAEZH 2 d7He] =4S ARAT MEEY $54E APk HREF 539
Az B43 HE9) Sol FOF la) MEFII} ST AT Alolo] el Afol:
o3| ol itk

Au| 2 F49 FH 34 Td(Dynamic Process Model) 2 Boulding, Kalra, Starlin, 22|12
Zeithaml T o3 A=A, o] B 8L FH9 A2 (1) A8 FH (service
encounter) 5ol Falo] Al FHolot S=A|(should) & FAol AFE AR (will)oll gt 2
ol ARA Z1thet (2) MUl A HEFSE A wigd Mul2Y Feata BY, ANAES AHA
71 AEARE Fal Mu2 3 JRE Y5 doict A9 JHE 734 Ao U4
gHct8)

AAEL AFEHE 53l T/ 789 7ozt A2 Ae|2el M2 e e 93, £ will
ZIdE A(+)9 FEL, should 7Ids F(-) 9 9T wAtke A& AN

o] o] AXEIFE vhe Au2e] gt AR Xzbojut Hrlz Alzko] Adel ulel W
F glom, gl AzhE Mul2x FFE FHFo| I FEIFQ NEoR olasof ke Aolth
o] AL 15 AeNAQ] FHNA F2 Ayrt A Fol L 71E MuA FF A7 Ui At
g ANARE AFEFE Zlojg & & ok T3 AZE MulA Q9] e s ARt
7] &, & 54 7ig(will 71d) 9] Z7ke #8471 (should 71Hh) & #4E FEdh=
7Z9ae)3 gFol Qsith= Aotk

ol¢} 7ol AMulx FZ9] Hrhz THA WA AXA =H HAQ 71yt A Aux
49 dg Az GFE vAA Ak AT A EE 0]F-9] B2 AFEAA AuA F4H
AulA FH AR A7) FAE ] AEAE ol &3t ARG TAo) A5t EA31
Atk o] A EAAMN 29 Aol e NHFE(d3rE) o 4L st weiA 7igA
7t A Qe AuAFA vXE FEE ZAKE] HaiAe Z1d SRR A3 SHA
de 2de Wt o9 |

Z, g2 AMuA F4 d7Ee] JTA 972 I3 oW, Alztelgke A2 W
sto] MulAs FAE SHY ool tiFEI Sitk ol9} o] A7 FEERE A, A
of Uit AF7A Y AFAAEC] R AY T SEAX FdA o$ F-E3 o] 23
71E 4 A& Zolr,
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8) William Boulding, et al., “A Dynamic Process Model of Service Quality : From Expectations to Behavioral
Intentions,” Journal of Marketing Research, Vol.30(Feb.1993), pp.7-27.
9) ojghy], "N zd AMu|AFAH A BIFo)RA Alz” AYE AF, A28, AM1E(1997), pp.139-154,
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I Aule 49 $43 AAF 38 =R A

1. Mu|A EEo| At #H

Mulz Fo 74 Aol g F28 F 7 HHL, Gronroost?) o #37 Parasuraman et
alll e} #oltk Gronroosw AH|A FHo] F 714 AHdeE A ok Bkt 3hve
71€4 F4d(technical quality)' 24 I E] MU AZRE A& A3 £4 &, "F9(what) ol
Fste FAolth g stvs 7153 F8(functional quality)’ 24 22 E0] AuX AES
e HY 2 & A9 (how) o siFsle F-olth W, AMEAL AH| A F2E {EA
AR, SEHA, VA, 32 § 57K AR FAES o 2

Parasuraman et al. & AH| A F29] 7k My o] 8- Aap(Ad3) Byt ole} Mul A
THRY HrME o] FoAR|m 53] AMu|A AFAet T4 AF5 Lol ATt loiA]

FaAFooF gh Rt ol g A dstel e MEE EFX = Mulx FH 3L 98
Au|ze] Az FHe A4 SHE BF T3 ok SR ABRE 239 57 2 F A3
Hog & o 17] (A2, reliability) FHo] A Fe} #HE Zo|X UYWA= B5F Aol digh
Ro|t},

Z, MBd Z¥oNE AH| 2 FR9] M JURA #F4 F4FH Eas vehiz e
o, g ArelME MElA FA] Hrhs Muls Agd FE FA F2 (process quality) 3+
A3 F4(outcome quality)oll sl o]Fo)FE FlaiF L glr}i2)

Edvardsson & 238 J=E A4 F2d vlgE T3 /Eg Z0)7] wfEol &7jof] AMujx
Aol AAEX A3 4 AHE T AMuL F29 FHo] B e1gE Axrt E
QIThy Z=Asich1d)

Y7 FAES o] Fofdl] ¥FF 0 ALY F Qe AT WFE thEF 2ol dAs stk

10) Christian Gronroos, ibid,, pp.36-44.

11) A. Parasuraman, L. Berry, and V. A. Zeithaml, ibid,, pp.12-40.

12) Samart Powpaka, “The Role of Outcome Quality as a Determinant of Overall Service Quality in Different
Categories of Services Industries : An Empirical Investigation,” Journal of Service Marketing, Vol.10,
No0.2(1996), pp.5~25 : J. A. Baker and C. W, Jr. Lamb, “Measuring Architectural Design Service Quality,”
Journal of Professional Services Marketing, Vol10, No.1(1993), pp.89-106 : W. G. Mangold and E.
Babakus, “Service Quality : The Front-Stage vs. The Back-Stage Perspective,” Journal of Service
Marketing, Vol.5(Fall 1991), pp.59-70.

13) B. Edvardsson, B. O. Gustavsson, and D. J. Riddle, An Expanded Model of the Service Encounter with
Emphasis on Cultural Context(Sweden : University of Karlstad, 1989) : Rose L. Johnson, Michael Tsiros,
and Richard A Lancioni, “Measuring Service Quality : A System Approach,” Journal of Service
Marketing, Vol.9, No.5(1995), pp.6-19.
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AEAHE F2 2 BYNXE ] F2 ALlT F2 23S wFL Qo

=8 23 il 7 Hrlsbr) olE e Akolth A Auzgke Aol I tidd Addl
HAE G Audith dE o] FYEY Al hF FHAH 2 AF2 G &
7HA Agolth ZEu thsteAl e AA1F 3l e 4, S S =A# olfo] IEY
G373 Aol deht B0l Hevtel e SAHL oF7IE 93] LA Uthle

B MEls F29] 23 Ar2A AR A FE2 34T A, A uE o
A T= & F Atk EBE 22 TABM A QoA oA HEAE T2 AUAA @
AL Y FE U Zolth olAY AT A3 £ AL o] S A2 L oA
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%, TA A MulE o g AR dFEEE wol7l HalHe Alul2st o 1)
Hog AFHeTt e HY FE ALH o1&t AR FAL Agiert ok A FE
A4S A st SAsof dvk T L MHl2 T HrH R} SHPES =B HE
A Aol 9l A 2Yste] AAHCE N Fevt e Aol

2. MH|A~ ZA3 O[S4 2Fe| T

A2 FE43 BFETEAS] AFBA N HF =oe Mulx FE34 ol 44 BE Ad &
AAMFE AZEeh AR MEl A FEL o] 153 fujE E&Ho| ARH St

ol¢A o] B, A MulA F4, T2l A 2ol FH oz FREEA e F2
g olarF sholnt. 1y B2 A7E0] fskd o] F /ido] Mz dHF Aol e A
g AR A igolge ZAai7E AujFol|ttlD ol g} B2 BEUAE 7gt AP A o] 2

A
tijo

14) Samart Powpaka, ibid., pp.5-25 ; o|-fA, ol&4, “Aui2 F2 F3 F7/H 1@ Nd € FHE 342
2" Y=, A31d, A3435(1997), pp.249-283.
15) Rose L. Johnson, Michae! Tsiros, and Richard A Lancioni, ibid, pp.6-19.

16) R. R. Powell, ibid,, pp.245-257.
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3= e B3 HE)deioln, YAF o 548
1y S dhek whE M)A FFL M2 A Ed S0 o AnkAQ AL
E 1A BEst s R o] 82 Bl AE 7] sdoe] 653 7)E(predictive
standards) {1t Wlal, AMul= FHNXME 717t #3873 7|E(normative standards) ©olth. & A
HlA FAS Fshe $AEC] A A HE) o] 4R TS 1 £4o] FA3 Fo] 3T
Fo FHlo]l BE EAHLERE fEE F Jlo] 74 &40l Hoh X¥H ot}
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g & Qi

AR, ME 2 FELS HEY 3 FHEA Au29) oA -4 AEd G710l Ay
A FrEEtAL shevl wheted o] &1} WL AnAE wWE JIHEYR Y AA2N B A
I FHAT AU BHAE YA 534 HegEe] ouE olsidt

EA, o] &A 2wl BUR] W 8 3P A JEs e visle Au s F
ZAME(P-E AT YAME) EYX AFE didsE A geth

AA, ol-&& 9HEe] Hrle Mulze] tigk 17 ¢] AR L 7R ste] o] F AT, Ay
2 F29 Hrke HEA] S AAR A geth

A, ol§aF HFoM e 7IHEYA Aol oF3 7| g FHEsh=t Weted Au|x
FH2AAME 7IHE ALY EAFHLE ZEsks Jleg B

oHAA, AMuls FZo] Au|zel gk 249 AXF Hrieky goby, o]8a) g Mujx
738l 71z 349 AAH 249 7 QA4 BT XSk AFHA el
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AMu| 2ol APE WEEE BE F 7 #30] Atk AWMAE MulA ISR, S Aus FH
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17) oA, olF<4g, HAA, pp.249-283.

18) Peter Hernon and Ellen Altman, Service Quality in Academic Libraries(Norwood : Ablex, 1996).

19) Kevin M. Eltiott, “A Comparison of Alternative Measures of Service Quality.” Journal of Customer Service
in Marketing and Management, Vol.l, No.1(1995), pp.36-40.
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20) Mary Jo. Bitner and Amy R. Hubbert, “Encounter Satisfaction versus Overall Satisfaction versus
Sage, 1994), p.184
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) Rachel Applegate, “Models of Satisfaction
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Developing an E-Service Strategy,” Business Strategy Review, Vol.11, No.1(2000), pp.21-33
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7led IA QFE oSy, AHIA AFHHE OBty 4A AN & UEE A YFoEH
ZAHFAYe] Bk A& o8 AFE FYE F UEE Stk B 7le Aol AlFdhs Ay
280 B E geksiy oA Age AuAE AFsFH, oo wel 1AL Hnkael MujA
ZEE §3AET At

B2 SST(self-service technology, AZAB| A 71&) o] EZQ e i Ut A
Bl 7o 174 AH| 2ol AHSHA BAFEE = AL JFe sk Fol

B SAES A4 E0] o SSTE AM-SIA oA AH2 F1E XZ3lkertel gig 53
A7) Y& 2 AFE F33} Langeard, Bateson, Lovelock, 183 Eigliers (1) AIZF §
A (time flexibility), (2)ZAolvt Aol e B4 (control) = SSTE A3sk= 2 A4E9)
7 F2 208 A0

o] %] Atol|A Dabholkare E2-5(flow, EA%) ok $A7F 242 Mu]2 E2o tjgt Hrt
& WINE 7 Atk AL HHUrh F25 2812 I A0 SSTE o8-8 o vephde A=3X
AT A B=E Auisty, FA $A42 FAolt AEE tidf 7R Z AT =7le g9
*e ougichn

A7 & F AA AP FAAolth & FESE LER] ARAHAE o] &51HA
miAete] 43 AEE Fol SAEE FEY Ao, WA &H o J5 A8 AHE e
uA g o debrl 229 AR Fort AFE AuleM 2ARE E99 HFoltk A
o AMARE U Bl AZFHoR A HUE AL FRe "Heh ARl FA AP 22
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