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“The future strength of knowledge of a nation is determined by alibrary system.”
Asthe library characterized by acountry’ s cultural standards, the library management
of virtue or vice will affect the education, culture and the development of national
competitiveness. Public library is community's large studio, which carries the mission of
cultural preservation, social education and the knowledge inheritance, and it also plays a
pivotal roleinall people’ slifelong learning. I n the stage of official organization
restoration, manpower simplification, and under the pressures of anxious cultural
product demand from the social populace, library must go out of traditional modes of
operation, apply the limited resources to serve effectively, provide the service quality
that surprises readers.

The majority of research objects on domestic library service quality are university
library’ susers. Thisresearch investigates internal and external customers of Taipei
Public Library, and take ARL”" s LibQUAL +™ asareferenceto assessthe TPL’ s
service quality status. Librarian’ s survey investigated at the same time and compared
with the results of reader’ s survey. The results can help provide policy-maker and the
managers some comments from different aspects regarding service quality.

The study result shows that: (1) Portals are the most commonly information resource
used by readers; (2) TPL takes high-service-involvement users as most;
middle-service-involvement users to be next; low-service-involvement users are least;
(3) The two main factors which influence the information resource use frequency are
user’ sage and service involvement degree; (4) The status of the library service quality
isadequate. Library as a place isthe mgor service quality factor emphasized by users;
(5) According to the quadrant analysis, part of the service quality items should be
carried on thorough investigations; (6) The service involvement degree isthe main
influential factor on the service quality evaluation; (7) Library helps readers more
quickly and effectively in learning is the most recognized; but library should be widely
publicized on distinguishing the trusted information through library instruction; (8) The



service involvement degree is the main influential on the service outcome assessment;
(9) The service quality and service outcome have completely positive correlation; (10)
The consistency of libarians and readers in the library service performance and service
ecognition outcome is high; (11) The open-ended comments from readers and librarians
both reflect that the key points of the service quality improvementslie on library’s
website and system.

According to the result, this study hereby proposes the following eight
recommendations: (1) Emphasizing the needs from different users degree on service
involvement will help improving service quality, and also benefit the service outcome;
(2) Maintaining service quality in adequate status, and m aking strategical
adjustments;(3) Finding out where the problems are by carrying on focus groups
supplemental surveys, and give priority to enhance the performance of information
controlled; (4) Library’s website and system should be improved first;(5) Enhance the
visibility of library information retrieval use of education; (6) Strengthen
non-professional background librarians on the ability of assessing authoritative
resources;(7) Apply the LibQUAL. +™ and readers satisfaction survey to reassess
service quality statusand user” s satisfaction degree timely; (8) Revise strategic
planning objectives, strategies and action plans of the library according to the result of
study, and disclose in due course to shape'a professional image of the library.
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2008).

1. ’iﬁyj;i/%i'!‘]fk(Affect of Service i AS)
b2 FilfilzE-= (Empathy)~ [p m'[‘ik(ReaoonsiveneSS) * [ FE % (Assuance)

i Té[if(Rellablhty)?Eép[ ISIETE N E[J =i fiﬁlwﬁj%%ﬁ
HRE I 5 8RR 3:1* +‘f§*ﬁ$§§=j\ (23 e
GO 1) -

2. W?;ﬁﬁ%ﬁ’ﬂ‘g&(ubrary as Place i LP)
Eﬂlﬁ [fiF(14: (Utilitarian Space) ~ 44 {4:(Symbol) - [&ih{* (Refuge)fv
EE-N %t\jg A [ipﬂ[:gfq ) Eﬁgi['qﬁlj'ﬁﬁii?%" . , Il W‘?jﬁﬂ
CHTETE ui*,gw iﬁj TP iiﬁfr}ﬂl*?ﬁlpu S F ﬁ%_ilﬂﬁj
N ELD ﬁﬁ%mﬂ% =PRI -

3. g}?r‘f}lﬂ(lnformanon Control [ IC)
ﬁiﬂlf Er FLE JiI[E (Scope of Content) ~ {f17]/{*(Convenience) ~ 3L |

FL‘ ph 1% (Ease of Navigation) ~ ¥ 3 £ (Timeliness) - g}?*]%pﬁ
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(Equipment) ~ F 12} [Afi#]%: (Self-Reliance) frof=d. » - qﬁﬂ)'%;‘ﬁ’é’ﬁilgﬁﬁ
HEFEIV R A SR A H A b 1
e
(7))  LibQUAL+™ £iskfu+ Rty 5 10
1. 22 [’[ﬁ*ﬂ}«bm “Fi(Core Items: “22 items...”) :
e = J\ffﬁ‘pl 22 il R ! RIFEURTAS S At - IR

FT%:%Z%M@ —Fﬁ'#"ilﬁff il %‘:ﬂfﬁ[%qw% J<¥% (Minimum Service
Level) ~ EF@%?%?F{‘*(DeSIred Service Level) - §Jip%ﬁ ~J<¥% (Perceived
Service Level) = H [0~ (& AAFVIF S [OFRECT > Be i AAIIG

1-9- 15,9 R Bk fETTH };‘gg%l}igsg,gﬁw;ﬂ I S AR BE Y NJA (=not
applicable) & TFifg ] l‘p * o] el e FRA T T IV ETTHIRE
& (BT, qg\ljrg**‘jgl . cl;q bfﬁﬁ Fﬂﬂﬁﬁpﬁﬁd[
2. 11 prﬁ J(Addltlonal Items) -
11 l'[EWSI"T"JD Al EIJ Tl Iﬁ 77 il
(1) E‘??‘i%/f}%ﬁﬁ%’?% Literacy/Outcomes (5 Questions) : &7 &La‘ﬂ
BRI ERE I P IR S~ [ SR e f“‘ e
. i S T R P O AL W
B IE@IFJ@EJE}%‘ qﬁ' (EEFRHTS T ey S ?”_Pﬁ’?ﬁﬁ'gﬁ?@ﬁ:
=75 HIHE -
(2) 7 &% General Satisfaction (3 Questions) & Fﬁgﬂé’ﬁ%f*%ﬁﬂ
*;—;;j—j;{‘qg\lﬁl BRI H S ?Ezfgilqu%ﬂ%ﬁ?qaﬂﬂ' BER 2 2
g"f WD;I&WWE‘TTFU “’ﬁbfzﬁg‘%mﬁ ﬁﬁij [ fFJFHJEET °
(3) nglj'ﬁ*[@“ Library Use (3 Questions) : &/} IEIF' %‘j'fff JfY
TR \mﬁmﬁl gq[ﬁ‘fﬁvﬂ el ﬂﬁ*rﬂél NI | Yahoo™
Google™ gy £ |%JEQE.7‘3;'§’”£’I” [0 IR 3 fﬁf}ﬂ@ °
3. [IFT=CH G LR (Comments: “...and a box.”) : &% F | [T Hi S LA
(Open-Ended Comments) i’ fH 1=~ iEe A M |5 £ qaﬂ?f; EES ‘iﬁ%‘fﬁﬁ#[@t’r
RN+ YIS PRI R + i) A0 I

10 | BQUAL+™ Website.,, “Procedures Manual -Understand the Structure of the Survey,”
http://www.libqual .org/documents/admin/procedures_final2007.pdf (accessed November 11, 2008).
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Bangor Public Library 7 Newsletter ** 77| 900 % 1 ﬁEFE Gt
Beg BT
4. Email fifi(E-mail Address for Incentive Prize) : ‘ﬁ* Py Emall '] F]
FRLH [ 78 > {19 Bangor Public Library 548 15 & 5 SE0H fi2 3l
£ B S 100 7 M2 ; Jfij Clermont County Public Library &2
e HF‘JH h JFJf_k email - ,?Fgﬁ;] 18 %51} ¢ utg*‘*ﬂm
5. [P35 ¢fj{l-Fi (Optional Questions Pool for Local Items) : LibQUAL+™
Y o 107 SRS IO e 2R S W
8 E{ AR > RS 27 it I e
6. FL# aﬁﬁ “Fi(Demographic Items) =& 3 & 65 ~ ]| ~ S| ‘*ﬁé&ﬁ@”l’
T:,FTFJ,EHQ[ , F[ { @%ﬁkﬁ??ﬁg Jguj [F, Jp[ [T Epﬁ##&ﬂbﬁ\_t» '
R HE S H RE S W
() LibQUAL+™ ﬁ'azpu 33, i F
EIﬁr’ﬁi%;@Szimzuﬁiﬂ'ﬁg%%ﬁﬁa’ﬁ%%ﬁw% FE’T?BFIF (ARL Statistics and Service
Quality Programs) #& (=2 i [iT Martha Kyrillidou H4#1 1 4 i 5 sl e

—v'r

" Cross-cultural implementation of LibQUAL#+™: the French languageexperience | [
" Other international prospects | &% f[1#E-% « “LibQUAL+™ s currently being
tranglated into traditional Chinese by graduate students in the LIS Depart ment of Fu-Jen
University in Taiwan.”F”sri g%%wﬂ[?@’ﬁp@Fﬂ’:*?ﬁ%ﬁ‘ﬂ'g}?‘% 213 A fil5 |28 oy
HEIRFETD (Y PEE A @Wgylfmjuﬁ[;lg*%ﬁf%);@}f& ) HE &%

M Thompson, B., “22 Items and abox: LibQUAL +™ as one measure of perceived library service
quality,” Presentation at the university of Sellenbosch in Cape Town, South Africa (October 2004),
http://www.libqual .org/documents/admin/ safrica.ppt (accessed November 14, 2008).

2Bangor Public Library Website, “EARLY RESULTS FOR THE LibQUAL SURVEY...” Newsletter
Volume 10, Issue 3, (May/June 2007), http://www.bpl.lib.me.us’/Newdetterdist.html (accessed
November 11, 2008).

3Clermont County Public Library., “7. Clermont County Public Library Survey,” Newsletter (16 March
2006), http://www.clermont2020.org/news etter/20060316.html#7 (accessed November 11, 2008).

M4Martha Kyrillidou, Toni Olshen, Fred Heath, Claude Bonnelly, Jean -Pierre Cote, “Cross-cultural

implementation of LibQUAL+™: the French language experience,” Proceedings of the 5th
Northumbria International Conference on Performance Measurement in Libraries and Information
Services. Durham, UK, (29 July 2003 )

http://www.libgual .org/documents/admin/Nor thumbria%20final 6.pdf (accessed November 11, 2008).

OZELE R Tl **ﬁ%ﬁ'j'ﬁaawjjﬁ?r% LIbQUAL+™ ViR 453 , « (i d » Zb (%
%q‘ﬁ.‘[lé’ A ThEd I’: =+ 7 F]) 39-40 -
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[21~ 22 [l FHJfEJ(Core [tems) & 11 ]’[a{{ﬁﬁ*’ipﬁlﬂr‘g(Additional Items)

A A 2-2-6 W 2-2-7 Fr.

Y B

. 2-2-6 LIbQUAL+™ £12A9-& 22 BZFIF 19 & B8
%Emﬂ% Pl EEEICEE! By FEEICRIE
Item Core (Chinese) Item Core (English)
IR5sRY 2% Affect of Service (9 Questions)
AS1 BB RIS é‘?gﬁf & N E] ]'ﬁ}“%f Employees who instill confidence
in users
AS-2 B E gl ;%!FHJ Elffﬁi*) J Readiness to respond to users
guestions
AS-3 B EVEE D Willingness to help users
ASA4 BEES m@%ﬁf} 1 ﬁé{fi IR Dependability in handling users
problems
AS-5 ’é’g”g; F’J%A VPR CRIOD : fid | Giving usersindividual attention
A ’HFMJ;"’I L et F5 R )
AS-6 BEELE ffFJ Ef E'4 fﬂp%&ﬁ A Employees who have the
knowledge
AS7 B FIPVRSSTR Fp SRLE S Employees who are consistently
courteous
AS-8 (EEl E ﬁrg l\%mﬁﬁ@ Qil/a SR Employees who deal with usersin
a caring fashion
AS9 ﬁEE TS R Jgﬂ* Employees who understand the
needs of their users
ﬂﬁ,lﬂ' BB B Library as Place (5 Questions)
LP-1 Hd [ &y fﬁ Ik F IR ;Ji i) Quiet space for individual
activities
LP-2 qiaﬂ?; @Eﬂﬁ:ﬁ; e A pr e A comfortable and inviting
location
LP-3 Ié'é“é.’ﬁijg":ﬂ: '“i,;z*‘r Fﬁ“&*’j\ﬁl Library space that inspires study
and learning
LP-4 P A é%ﬁ?ﬁf ﬁq‘rfﬂ S| Community space for group
learning and group study
LP-5 ﬁ%}'?;ﬁﬁﬂfil‘g . :p:’?’?,‘ﬁ TP Y A getaway for study, learning or
research
E%ﬁﬂjtifﬂj[i Information Control (8 Questions)
IC-1 ﬁ%ﬂ?;ﬁﬁ_ E|7Y R R ”rﬁ“%?}b * ?E,a H# | Print and/or electronic journal
aaing collections | require for my work
IC -2 qiaﬂ?; HEETY T (R '—F”ng I/ﬁ%.ﬂ The printed library materials|
need for my work
IC-3 I?;éﬁ; ‘“&F’?}—%lﬂ Rl Sl The electronic information
resources | need
IC -4 [BiI2 BESFQTHT BAM PAs s S @b~ | Easy-to-use access tools that
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Y[R

allow me to find things on my
own

IC-5 ﬁ’gnﬁ‘jﬁﬂ &F SENE S EEYR] A library Web site enabling me to
locate information on my own

IC -6 Bl [’“‘F%]’TFJ ([aIEaE E'Jﬁ’?ﬁg}?& Modern equipment that lets me
easily access needed information

IC-7 q*?.ﬂ?' BERS ﬁ%’ﬁ‘%&"éﬁﬁ@% HCH {1777 | Making information easily

FIi=dvH] accessible for independent use

IC -8 DFIFEH S Fipk=i e Sl E'J?E?%' ¥l | Electronic resources accessible
from home or office

TR B R T J\ﬂ%ﬁ'j"ﬁﬁ%%ﬁ BV — LibQUAL+™ 388 457 ) o (i Tudf  E.

SL i {%%Ij’g¥§*'¥fﬁ‘4mr M 945 7 ) > 39-40 -

% 2-2-7 LibQUAL+™ i3

Ay TP B

I ZEEIZEE!
Item Core (Chinese)

Y FEICEE!
Item Core (English)

ek Bl Vi Eed I kiteracy/Outcomes (5 Questions)

L/O-1 qiaﬂr BERI YV EEFE LEJi@a e P | Thelibrary helps me stay abreast
of developmentsin my field(s) of
interest.

L/O-2 quﬂ?f; BEFR[ZLES T E f T e The library aids my advancement
in my academic discipline.

L/O--3 ﬁ%ﬂ?; BRI 2SR FEI £k The library enables me to be more
efficient in my academic pursuits.

L/O--4 ! %’é‘* B D=5 B I A 1 |r,‘ﬁ7§fﬁ Y| The library helps me distinguish

Ty between trustworthy and
untrustworthy information.

L/O--5 5&;‘ EEFEHS T |‘Eﬁ&‘%‘3?? Pf?gﬁl Jers? | Thelibrary provides me with the
information skills | need in my
work or study.

wgﬁq A% General Satisfaction (3 Questions)

GS-1 @l?;@"’fﬂlﬁ u%a%ﬂh}‘ T RE [Jﬁi]‘u In general, | am satisfied with the
way inwhich | am treated at the
library.

GS-2 qalé'é“*#gﬁ e F Jl]j'I,_}[u l&ﬁ? }—1* In general, | am satisfied with

EF N SR E Uﬁxﬁf (o library support for my learning,
research, and/or teaching needs.

GS-3 f& T;’T?E' ﬁ%ﬁ'j'ﬁ*@ﬂ%mﬁ FT{ e | How would you rate the overall

FJ |'§j' quality of the service provided by

the library?
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2B 2 ] Library Use (3 Questions)

E
LU-1 [&% "/\Tﬁ fil E'Jﬁ[?}ﬁ’é’ﬁﬁ RN How often do you use resources
on library premises?

LU -2 (e 4, '7\@@;@@!?;@@;@?51/ HIgEMpYEY | How often do you aCFIESS library
TRt 2 resources through a library Web
page?

LU -3 &% «@'%3l Yahoo™ - Google™ gy | How often do you use

f giﬁﬁ%ﬁ@” 97 ARV YR 2| Yahoo(TM), Google(TM), or
non-library gateways for
information?

i

]

QUSRS ke S S D i LIbQUAL+™ 3 b |15 |« (ffi

=y

Lo E SRR 2 N 945 7 7)) 140-141 ¢
U IR a5 ) Mashana Davis A8 (s i 2008 & Ff 4 -
HIZE LibQUAL+™ [y (LIbQUAL+™ Lite) » FS‘%% & F’*,rﬁjr‘gvm * 2-5-4:

F 2-2-8 LibQUAL+™ a5 (LIbQUAL+™ Lite) [I7Fi— B

IR | pieR P Jst

BB | 8 FI(3 (Bl HE 5 s i) 8 fi-F

2 (5 e [ ikl R
1 B
3 {3, A 0 IS

1 3 4

L T g TS

“How would you rate the overall quality of the service

IRl

provided by the library?”
[T E LA

et 16 -5

ORI R

p%‘LmQUAL¥Wpﬁ?§w§ﬁ“7
LibQUAL+™ [ut B0 fLER R | PZB 9" 1994 & F#R v = ﬁ;ﬁ?\‘ﬁzﬂﬁ% %

-0

1597 & 11 #| 25 [ 19&#H ARL Technical Communications Liaison MaShana Davis fi¥ f% (% i i
LibQUAL+™ 3 S FrAEsifi=e = 4 [ 2 655l 7 D7) LibQUAL+™ Uil -

wre 5% - DI SR B T — LibQUAL+™ 3B |35 o (ffiH gy R
?Q%‘r'?{?%*?éﬁﬁi FE N 94T 7TF]) > 3435
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Jurld Bk é,J?ﬁﬁ[’:;qui‘»jj?J‘LE(Minimum Service Level) - fﬂp%a%‘F‘]ﬁ(Perceived
Service Level) == Iﬂ%a;?ﬁ{‘*(Desred service level) = it o inw %‘E‘*E e Sl
ﬁ%ﬂ‘j BRI eI 0 #w %10 (Zone of Tolerance) ~ & W5 I(Serwce Superior
Gap)bﬁ’g[ﬁﬁ; S5 1 (Service Adequacy Gap) = *EJ?E‘JL?;L«IEEJW?;ﬁﬁ%?wfﬁ[}ﬂ?ﬁk’rﬁ ’
PZB = A1 S5 8 TS T A 2-2-5 0 ) IR S

gF‘J EEJ q5;:§7j< zfg @ fil ﬁFJ/;f?le{F |
(Service Superior Gap)
SR FEEE Fo e f a2
F,a«i[ qFj?ﬂﬂtFi ﬁ?ﬁ%;jﬁ{[ I Zone of Tolerance)

(Service Adequacy Gap)

ﬁ]’iﬁ%fﬁﬁ? ..........................................................................
[ 2-2-5PZB = ﬁ“;%'i%fﬂlm@a\‘j'ﬁ*ﬁmﬁ B
At b7 ﬂ\lﬁ"
1. FL %’1mi (Zone of Tolerance)
FRHILE 5 T PR S s
Fﬁ} R DRl o L—’s{ [ﬁwﬂ , Q%\'é‘ﬁ’é,’%ia, g1 FFT; I JEG‘?&,'Z{&ESEF&J
=7 (S (R
2. BRI 1 (Service Superior.Gap)
BV g VIR 7 2 e L T et o3 L f IE » Fe q@nﬁ' | BEES
B%‘qujjﬂ\ﬁj“,ﬁ:%’ﬂﬁ)i@ I/ ELE 9 lﬂi/[l j:]:[qujj"]Fj tr 7 ) E}ZJ[EE
%i j‘/”‘*;; £ 6 5 ﬂiﬁbﬁjﬁ;{[ il £ +1 Y- i[?' I qui‘»jjﬂ@ﬁ o
@*ﬂi%w H;!ﬁﬁi FiRL- PSR H WA fOfds > TR WIS il
iﬁ'F”ﬁFﬂmﬁ}’“f IS T e [ Ii'FaLﬁ; 2
&) o 119
3. iﬁ[?r}”ﬂﬁ%‘%ﬁﬁ{[ I (Service Adequacy Gap)
;@%ﬂ%ﬁlﬁﬁﬁﬁﬁﬁﬁjm@?ﬁfiﬁﬁﬁ‘%ﬁﬁ‘:—rﬁj AT Sel '?; H
PRIRR = m E e (R5 B - B gﬁﬂ%?jﬁ%‘? 2

18C. Cook and B. Thompson, “Scaling for the LibQUAL+™ instrument: A comparison of desired,
perceived, and minimum expectation responses versus perceived only ,” Paper presented at the 4th
Northumbria International Conference, Pittsburgh, PA, August 2001,
http://www.libgual .org/documents/admin/Scalingfor.pdf  (accessed November 11, 2008)

119 jbqual+™ Website, “2007 ARL Notebook,” http://wwuw.libqual .org/Publications/index.cfm

(accessed November 11, 2008), 8.
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7 & (R F i EL 5o ﬁﬁ ISR 42 > R j«uﬁ’g[pﬂqwﬂ
e

iﬁﬁl}ﬂﬁﬁﬁ—?{[ | BT L PEE R (R B g
& Filfl iﬁgf’ﬁﬁé’:ﬁ{p ll’@[’*‘iﬁgﬁzg IR TR S R (R (S
Y T EAR I uiﬁw i E”c‘l ) [RREE ’if“’:fj'flﬂai?’»,ﬁ?;
, 120
cERETRpO AR Bl Al o mT i%}ﬂ’ﬁﬁi'ﬁ—ﬁ fifi 1.2
W 1,0 OASH ol 5 B URSER 1 -0.5 pURSHEIF-1.0 R
p;n' o

=~ LIBQUAL+™ 7 v 4 qgllﬂlﬁﬂ‘éﬂ Flfj'[‘?ﬁﬁ/
F1 2000 F % 2008 i+ % L|BQUA|_+TM (SEaE u%,[é' ) FEHE] 12 F:Apgm

% 2-2-9 ¢
% 2-2-9 2000-2008 & &5 | IBQUAL +™ 3 #H i Y H I B~ FTA
ERNTEL Y TR BE &
2000 13 0
2001 42 0
2002 164 1 New York Public Library, The Research
Libraries
2003 308 4 Brooklyn Public Library - Central Library;
Queens Borough Public Library ;
Raochester Public Library;
Utica Public Library
2004 204 1 Jefferson Township Public Library
2005 255 1 Jefferson Township Public Library
2006 306 3 Agawam Public Library
Clermont County Public Library
Jefferson Township Public Library
2007 289 2 Bangor Public Library
Portland Public Library
2008 214 0

¥R fF © LIBQUAL+TM, “About the Survey-Participant Lists”

http://www.libgual .org/I nf ormati on/Participants/index.cfm (accessed November 11, 2008).

120 jhqual + ™ Website, “2007 ARL Notebook,” http://www.libqual .org/Publications/index.cfm

(accessed November 11, 2008), 8.
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PR BT LIBQUALS™ R R AR AN 0
Bl (ERL DEr - LIBQUALU ™ [#lil > BIRLEPATAIFEAS AL - (1~ &5
TEIEEE 5 A 12t AR e 122 %*wlm e Wlmfi_‘i’ﬁ'l I'F?E”H
SR PIREE (] ‘Fiiq%ﬁ'é'ﬁ”ﬁ)yl £ Jbﬁiiﬁ PR o

= sl I;tlg*eurt;l I eIt = ;pﬂ;gg S0 AR 2 qﬁljr
gggigsi S o T I;u B;ﬁ,—ﬁ 1% %Rl 2004 RS
1= [%}ﬁ* F,W?‘ﬁ’éwﬁutf’ T W\ = %'L—*kfﬁiﬁﬁsf‘j‘ﬁﬂ%? P h [l
FRIPQREEAIE - (AT PR i 7 & 2005-2010 F (1 ~ ZAEFFET 0 [FED ﬁ%ﬁ'j'ﬁﬁi’%
EUERNTE LibQUAL+™ =t | Fl T ) R riﬂ%\d'ﬁﬁﬁ”ﬁ IZ[ - » Stephen R.
Shorb, Lori Driscoll ™% “LibQUAL+ ™ Meets Srategic Planning at the University of
Florida™ & (1l P S ITHAEF T 2001 # R LibQUAL+™
SpE LibQUAL+™ T PR ﬁﬁ%]iﬁﬁ 161 P Y F R A [ 2-2-6
P e LIbQUAL+™ EJ;;?F’T%FIE‘— SPSS #iiuf | FI*'| »ﬂqﬁ'é'ﬁ’éﬁ?ﬁjﬁ**i :
’Irzluek srﬂrmrﬂgﬁi gfgj [ﬁ LY @?Fg:;p ) F' A Jn—fgg [ﬁzf&?‘ﬁg’}ﬁp Jfl

Rla gy L A g i " SERVQUAL I FIRUITRIFT ff | & Ui > 2 F WE 44
1 HFJ(2005 #) 5 51-57 -

122@¥n S T TR rk%@ﬁgﬁljlﬁ*qBjﬂﬁ =T B AL [/’FTLZID g (ﬁ‘% i ) [l ?ﬁﬂﬂ%}fﬁk%ﬁ
rwﬂr? £ *@@;f@ﬂg i T [umos=8r]) 64

= in* A" T BT (0 — Libqual+ o 4k b4 @ 4 22 4 16 % 21 11(2006):
36-37
124f$ ;gk@ &30 T 2R IR IR A T Lo WE 2 4R 5T 6 3192007
139

125Stephen R. Shorb, Lori Driscoll, “LibQUAL+™ Meets Strategic Planning at the University of Florida,”
Journal of Library Administration 40, No.3/4 (2004): 173-180.
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1. Information Gathering (Internal and External) (R/AZBEAUE)

e LibQUAL+™ results analysis (LibQUAL+T™ % #f)

e Environmental Scan (3RE 2 #7)

e Coordinate with University Strategic Plan( R BT ENES)

e 2. Modify Gials,
. Review and Report (FFim B &) Scorecade Vision Mission

All-staff meetings (£ B EHE) EIEEE , st ESD)
Departmental and individual o Update’ scorecards (B #5450 )
reviews(EBP3 K 1853 5) e New SMART goals(5 SMART
Management reports( B2 E ) SR EHH EAE)

First season-direction setting (8 —Z 5 [ R &)

Second season-operations (58 = Z{&&EH#F)

. Learning Activities (22 &5EE)

Culture of Assessment Workshop 3. Develop New Measures (B
(AL THELR) x)
Implementation Team Research o Repeat LIbQUAL+™(EE5T)
(giﬂl’!\ﬁ'ﬁgﬁ?%l')t A ¢ Acel e Focus Groups (£ 2EEE)
ervice Luuality Assessment ACGUSRg e Supplemental Surveys (I ZHE)
(BRFEmEFEES

[fi 226 IRk S F M LCBQUAL+" &S P RS

7 ¥fi : Stephen R. Shorb, Lori Driscoll, “LibQUAL+ ™" Meets Strategic Planning at the University of
Florida.” Journal of Library Administration 40, No.3/4 (2004): 176.
PUREE 3 58| LIBQUAL" SEIPaetpst] ) SIS - 57~ 5 EL
HFIEFS » 277 F A E e - T INE N T (H ’F&[éﬁ =i H[Jiﬁcfi
R |‘E1E[%#ﬁsftyp‘k :
Lo PgHiiei&
T l";?}m R AL T FE S OO AT Envionm ental Scanning)
VIRBES SWOT i sgfiq B25 P i Al U - i 5hpoa
(What' sgoingonaround us?) » LIBQUAL+" Hfff — ffifsr i &, Eﬁ%ﬁ?
#EPrim ary Custom erG oups)i¥ 4% » ZS{ FJFH] LBQUAL+" » 7
%‘92}%. F A E P95 fHIF*HEE* I[E{E]‘Fuﬂvx, FHT
2. (S EJDHT,’EEF,J
FIIM T SWOT Sirdifl i A EE =S vk 5551 (Where are we headed?)
Rk (What should we be doing?) > LIBQUAL+" 1455 #Frdi{N
JRJRYAR T [t ™ o g SR pTes ™ [ Jgd B = 5 e 3]
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% TR riﬁ%\' anﬁﬁk g0 FAQ ﬁ&i FHRTIE |@F;]ﬁ
a - PR TR LBQUALS S3#TAmall HAHRE - i
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7] JFcISfF SRR — = % LBQUAL+" Effvy’}fﬁ%? ff o &R -
4, F‘??ﬁ@ﬁ
H%‘ﬂ EEE AR Tl e ﬂ%ﬂ‘ f?’?{ (I} 78 ARL) |G H
L]BQUAL+TM o MRE I TR SR U U [’“‘3“(?‘[3 (B Culture of
A ssessm ent W otkshop) ~ 7 F4 /| A294% (In plem entation Team Research)
bﬁbin’ﬁ!ﬁ“ [Ff[f? 7 (Service QualityA ssessm entA cadem y) » “Jﬁ%f‘i
ARL 38 EJEJ%LIBQUAL+TM W ) i s B [*Bu%‘ﬂ?{ﬁ""’?& E.'[J'}ﬁl 0
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2 e uﬁﬁmﬁwﬂﬁrg@glpa T HIPEE Y AL
%WHF N A mﬁ' BEATE! o ] s riﬁ%ﬂr[
PO 22 T GRS A E R S B R ﬁ'ﬁfd AN )

“ ~ LibQUAL+™ £} sk2 A IR R R
LibQUAL+™ F1 1999 # #+3 [ES«IF'EJ G+ 2005 B R S
FBRPVF > SRR 5 O HURE A A F ) LIbQUALS™ 1Sk il
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IC -8 ”Fj:’i‘?ﬁig EFES @9%@ Electroniciresources accessible [&allEs
e A (R %4 ?' ~ 6L, | from home or office (Convenience)
R Rt B Y] ) AL = i el L
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& of developmentsin my field(s) of
interest.
L/O-2 ﬁ'?; AR By IE A EJJ HHE AmEN The library aids my advancement
in my academic discipline.
L/O--3 Q%)':?:; AEEEIY 2 ? FRIES Hxﬁ" The library enables me to be more
efficient in my academic pursuits.
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P information skills | need in my

work or study.
?Z’,%‘gﬁﬁf % General Satisfaction (3 Questions)

GS1 Qﬁlj'é*a?ﬁqﬂ IJ%ﬁf‘fj =t I&’**Uﬁ'ﬁn In general, | am satisfied with the
way in which | am treated at the
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%m*ﬁ SR -3~ AR A S PR S AT < ST AT R )
BEBEIL T ﬁtﬁﬁ%@ﬁﬁ@ﬁﬂWﬁWﬁﬁﬁwgﬁﬁé$’HW?J
TR O R B F PR T;{;ﬁ%‘gwﬁﬂﬁdi’?@ﬁz[ﬂ(ﬁﬁ ’ )ﬁﬁ%:f FEFEH fu
g%ﬁﬁ@ﬁﬁ@%ﬂ&ﬁ%ﬁ$ﬁiﬁ"r4ﬁﬁﬂﬂﬂ S

B TIRRFRT RIS SRR B AT
TR EFT R SR SRR T SR IR R 4-3-1 T« gl
e A-3-2 A1 RS B L P AT A RS o R ] B R S
s A< SRR 2 s SRR~ SRR ARG A o R (R
“Je v B 3 Rl - (F=3.354, P<.05; F=.579, P<.05; F=3.102, P<.05) ° [X[*= - i}
HIEH > S0 R AARET AR S RS A [y ) e o
= HIEE PR TR s TR o SRR
# p A (F=5.610, P<.05) « St [ i Mt bg o FF e 2 B
T ¥ EEH R Tl g o DR e
S AHPFPER LR NN RS RRO R R - IR R
BRIV R S (R SRR B Y (F=1.349, P=.258;
F=1.168, P=.321; F=1.158, P=.325) & 1 E 7 %, S el [ 5o
= [’[E{jc%?ﬁn}é”&&? Bl o
= RHIRESE T AR o PIEINS TR R AR SRR T A
VR R R 2 B (F=T.376, P< .001; F=7.366, P<.001) « £|7%
Scheffe 5 L A1 ARFERYAR TEAF AT - s a%ﬁﬁ'ﬂ%ﬁ“ w5
F:,I‘j\ﬁbﬂjjﬁﬁ[fﬁ lJﬁﬁ%a,‘?ﬁ{‘* @lél@ﬁ%ﬁﬂfh#l}[% 53 g
Wz BT R R O AR B B AT PN B
RSV R TR P ioT - FIRLE s ol @ IS FR g
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H 431 STEETRI RN R S T S

S T RS [ BEHE AT A T VR S F
HTIE Ty | e | sy | feex |t | s
il (HbS N=167 5.62 2.04 6.31 1.87 5.35 2.15
Q)yF N=326 5.73 1.72 6.46 1.55 5.78 1.82
(1)15-18 7% N=43 4.84 1.88 6.21 1.70 5.30 2.14
2)19-22 55 N=41 5.33 1.78 6.08 1.82 5.57 1.90
(3)23-35 7% N=159 5.62 1.77 6.39 1.54 5.66 1.87
= gl (4) 3645 7 N=131 5.79 1.64 6.32 1.65 5.77 1.65
(5)46-55 7% N=80 6.06 1.95 6.73 1.78 5.68 2.20
(6) 5665 7. N=28 6.17 2.06 6.79 1.47 5.59 2.30
(65w F | N=11 6.32 2.37 6.21 2.43 4.89 2.99
OB T] | N=9 5.27 2.92 5.78 313 5.07 3.16
o
QB (FOF1 -y | N=117 5.44 2.06 6.24 174 5.46 2.04
L HT )R
Gy FiBEAE R | N=309 5.75 171 6.46 1.62 5.65 1.90
(4)}@%5&[\ ] - | N=58 5.94 Ly 6.59 1.47 5.97 1.80
'E_.I
(1) N=98 5.10 1.86 6.14 1.62 5.4171 1.95
QFH £ 50 | N=49 Sk 1.74 6.46 152 5.76 151
[EES
G N=83 5.62 1.86 6.29 1.79 5.44 2.16
@EH N=75 6.23 1.60 6.84 152 6.03 1.91
s 40l Getit N=32 6.16 1.94 6.52 1.56 5.34 2.23
O FF N=41 5.86 1.60 6.47 1.44 5.88 1.72
(= % A N=13 5.72 2.16 6.49 1.92 6.02 2.00
o R
o )
HIUE S N=52 5.88 1.94 6.48 1.87 5.57 2.01
O)E+ T | N=15 5.08 2.30 5.96 1.98 4.97 1.82
(10)H ¥ 11 N=35 5.58 1.57 6.34 1.80 5.90 1.95
s (D% N=370 5.52 1.87 6.30 1.70 5.45 2.00
Rty Q1 N=70 6.00 1.68 6.65 1.62 6.07 1.69
(3)phit N=53 6.46 151 6.86 1.42 6.37 1.67
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e 432 S AOYT IR I R (SRR B ik

Wilks’ lambda RS ThL GRFREITY PR ISR
AH T 53 fr it AR5l A Levene i fUBAFIE AR E
F fifi P i F i P {fi p il
[T A 8.683  .003** 552 =
TR 1) ! 3354 021  [ligEEE 6956 .009%* 386 =
Q) + SR 5.619  .018* .029* (2> (1)
Wilks’ lambda h ANOVA ##it: Scheffe 51 i
%’ﬂj]‘ ] 53 7F it ’%BE% [ [@T LE" Py
i F {ifi P i i F i P fifi
(1)15-18 %
2)1922 7% Ty 1%
(3)23-35 7%
e (4)36-45 5% I B
8 ol 514655 % 1047 o074 M
6) 5665 7% e LI
(165 Bl | -
(L] £ 1 TR 1% 1.349 258 = R
QB! (K[l H
g, (T . IpE e 1.168 321 ENSEE ok
SR e 579 Nl | r
@YFaLERT | Bl 1.158 325 ENSEe ok
()=ais
QI H Y = A
e g
QYR TRy 1k
(4%5‘5 24 AR FFE
S =Y = BRI
BEH (i 1343 079 M|
(= H Gl ~ e
- N ) PRI
B)F IE[ l%’
(9)%4"%&?4%\/
O H [l
TRy 1 7.376 .001%** 3>
(D=
RS (e L R 3.470 .032* = R
@ 3102 .038 f
ﬁi’%ﬁju % 7.366 .001*** 2>
3>(1)

ns p>05 *p<.05 **p<.0l ***p<.001
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B TR TR S I 5

T IR H TSP GRS B Ao ot BRI FETRIEL A 4-3-3 . o g
FA-B-A A S LR ERBE G AR AR AR o BRI ] LR A
BT B (P=1.335, P=.075) 91 - Bk RIFPE o BRI S IS A
P IR YRR B NI R ] - am] - ST RIS AL E
5 GRS VAR o [T e e
S PRI TR R TR - I AR
SEREH 2 B (F=11. 087, P<001) » B PRI R S
RS I o

T EHEFEYIYE BN RBE TR > AR R
P [ g ik 2 B2 B 5 (F=2.365, P<.05; F=2.375, P<.05) * F|5%
Scheffe g1 i F i i ) FUE PR R R L B 0 B 30 E sl
YA 1 ROV A R LT 2

= BHSEE G po BRI USRS A - W
BEE R LA I VR T S el B o 25 SR o R (F=2.313,
P=.075; F=.941, P=.420; F=1.540, P=.203) 2 i #{ 551 FH 4, st =
(EL TR = S 2

U R AR A e TR R e PR o T RS 1A
PRIV 1k Ry (el 1 T 2 B Y (F=4.417, P<.05; F=6.982,
P<.001) - F|5E Scheffe g il 171 > ARV TEAR i > i
ATE P R RIS A s T VR
7 PIRLFIH ™ W e IR i A Ao I
ferts ﬁmuﬁfﬂ?%f%ﬁ?&#; (Cd oW T [ﬁﬁif‘[%ﬁfﬁ@a S Qﬁ[?;ﬁﬁ%
HAR T VP SR AR R A L A
i R i BN GRS - GRS (USRI
FREEE IR L5 R SRR L o -

163



£ 433 FIOT B H S AT Sk

S TR IR [ BEHE AT A T IV T
HTIE Ty | e | sy | feex |t | s
il (HbS N=167 6.90 1.72 7.56 1.30 6.37 2.02
Q)yF N=326 7.07 1.54 7.75 1.37 6.83 1.68
(1)15-18 7% N=43 6.27 213 7.58 1.28 6.14 2,01
2)19-22 55 N=41 6.99 1.09 7.68 93 7.00 1.33
(3)23-35 7% N=159 6.93 1.60 7.69 1.73 6.67 1.81
= gl (4) 3645 7 N=131 7.23 1.33 7.65 1.03 6.97 1.40
(5)46-55 7% N=80 7.21 1.80 7.89 1.30 6.63 2.09
(6) 5665 7. N=28 6.95 1.76 7.53 .99 6.11 2.08
(65w F | N=11 7.40 1.48 7.86 1.21 5.77 3.05
OB TR | N=9 6.75 2.50 7.67 1.90 6.68 2.86
o
QB (FDf1 1y | N=117 6.74 1.90 7.54 121 6.46 1.97
L HT )R
Gy FiBEAE R | N=309 7.06 1.47 . 1.44 6.67 1.73
(4)}@%5&[\ ] - | N=58 7.38 1.45 7.88 95 7.08 1.67
E.I
(1) N=98 6.60 1.80 7.63 1.09 6.59 1.79
QYHH 5 | N=49 .1 1.85 7.68 1.09 6.84 1.40
[EES
G N=83 6.93 1.55 7.64 1.25 6.59 2.07
@EH N=75 7.54 1.19 8.02 213 6.81 1.83
EE 4l (St N=32 7.06 1.82 7.65 1.03 6.10 213
O FF N=41 6.84 1.24 7.24 1.19 6.76 1.57
(= % A N=13 6.92 2.25 7.74 1.11 7.02 1.88
o R
)
HIUE S N=52 7.28 1.48 7.89 1.06 6.75 1.79
O)E+ T | N=15 6.62 1.83 7.55 1.23 6.38 1.64
(10)H ¥ 11 N=35 7.08 1.39 7.66 1.24 6.85 1.77
s (D% N=370 6.90 1.70 7.65 1.45 6.50 1.89
Rty Q1 N=70 7.20 1.33 7.83 93 7.18 1.42
(3)phit N=53 7.56 1.12 7.85 98 7.21 1.48
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* 4-3-4 fE F‘J?f B SEP HCARS A 35 lT
AT - Wilks' lambda ff HIRER TWE oAb oy g
F‘J 73 7F , R ' s 4 Levene f - I e B R e ol
- F fif P il F i P i p [
O F TS 3550 060 248 )
gy @ 5033 033 '?ifﬁ%’? Lerr .29 200 S
— E‘}’?*?it’ﬁjﬂ‘l‘% 11.087__.001*** 012+ > (1)
ijﬁ . Wilks Iimbdaffg% . ANOVA #i it Scheffe 51
Fit ~ fi P i , , Pt
(1)15-18 5% E = ‘
A B
ifrer o W 235 o T
4)3645 % 12 B 61 gt
i g 838 033 M & FERERTE
(5)46-55 i7%
(6)56'65 7’%‘?& —s E L G St EfE
(71165 &' - B caliks 2375 029* A R
(Lypst-[ BRI RS Rgar 2.31 TS
QOB (K 1) < 7 o TERER
oA =t =1 jr P
g’g ) Sy lFepE R 797 . .016* i ?;ﬁﬁ ¥ el 40 AT
P | -
ERRAHA 1.540 203 = g
==
QI 7Y & 7 W b
¥
GHRY 5 -
(4)£ W £ 525157 e
Onetit
BRI ©F T 133 075 B
(53
)= iﬁ@ilﬁ
RBiLT )
o111 DR
O T S
A0)RF 1
(1) [ TR 4417 013+ ®>O
J;::zﬂ‘/— (Z)HI‘Z'H';KL [j'ﬁ’“%ﬂ? 939 392 o T
q—?;g@ )y 2411 .001*** il et PR
R filEs 6.982 001*** (2)>(1)
3>
ns p>05 *p<.05 **p<.01 ***p<.001
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B TR RS R B f

IR R AR T S R 4-35 T < [l
F 436 AE CREEBE P AT A IR T g
SR B (F=2.122, P=.080) 71 - £ | R IT I 2] BT = 1@-! it o R
WEFTH LR PR~ BRI IR R S S R P
53 AT o
=~ FEHMEYIE S PPE RS T RS TS EE‘}’?*?VE'J'I"ﬁfﬁEw%%;T
FE B AYE(P=T.762, P<01) o B v 9y v B PR R RS o ¢ 1
ajﬁiﬁﬁﬁ’%ﬁﬁféﬁ%ﬁ'f?%&l‘% °
T AHBPER R LI RE R AT o TS A e
RS R T %’ﬁ%fﬁ =8 Eorien Tl e R 2
= FHBHHI LR NS R E e AR o YA IR TR
F,ﬁ%’%’fq‘[ﬁ%plégéﬁ%f B -4s¥& (=2, 652, P<.01 ; F=1.973,P<. 05) -
5 Scheffe 1 21 ik S A5 - S5 BRAEARIEAR P ) - F R UR
AR RE S 5P 2 R R B AR T - IR
P AR R T R BRI AR AT A
—‘\i 1Er.‘l °
P R AR R DTS AR B AR e = (R A
S, 3£ B[V (F=10.814, P< .001; F=8.415, P< .001; F=10.464,
P<.001) = £ Scheffe gL A1 = AFELE - s
B R et e Tl T e TR R
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4 435 KEETTEIF I R AR R A

AT TS i tg = BRI R VE _
THEe | ARER TR | AR T | AR
- )b} N=167 6.56 1.72 7.10 1.44 5.96 2.07
Q)¢ N=326 6.81 1.64 7.24 1.14 6.52 1.80
(1)15-18 5% N=43 5.94 2.20 7.081 1.52 5.90 1.91
2)1922 5% N=41 6.70 114 7.26 1.07 6.71 1.22
(3)23-35 5% N=159 6.53 1.62 7.05 1.15 6.29 2.03
sl 4)36-45 % N=131 6.93 1.44 713 1.15 6.52 1.53
(5)46-55 7% N=80 7.04 1.89 7.43 157 6.29 2.26
(6) 5665 7% N=28 7.05 1.75 7.59 91 6.14 2.08
(7657 F | N=11 7.28 1.29 753 1.20 5.64 2.87
(D[ £ %] | N=9 6.46 2.62 7.27 2.15 6.50 2.67
o
QB (KO gy | N=117 6.56 2.01 7.12 1.40 6.22 1.97
P FlT iR
Gy EiFEREE | N=309 6.78 151 7.23 1.19 6.34 1.89
(4)@121;;%\ ] | N=58 6.80 1,57 7.130 111 6.44 1.85
g.l
(1) N=98 6.22 1.86 7.10 1.27 6.25 1.83
QFH £ 50 | N=49 6.79 1.74 7.18 1.01 6.50 1.37
i
GHR%¥ N=83 6.69 1.63 7.27 1.35 6.22 2.04
@E N=75 7.30 1.33 7.37 1.18 6.60 2.18
EE 4l (St N=32 7.09 1.78 7.54 1.03 6.05 2.18
O 7 N=41 6.84 1.30 7.22 1.12 6.56 1.70
(= F @ N=13 6.86 213 7.71 .80 6.89 2.15
o R
i )
Q) 1111 N=52 6.73 1.54 711 1.13 6.19 1.93
O)F F¥ | N=15 5.93 1.86 6.25 1.74 5.38 1.75
(10)A ¥ fI1 N=35 6.74 1.62 6.92 1.56 6.41 1.82
s (D% N=370 6.53 1.70 7.06 1.29 6.11 1.97
ek @)l N=70 7.16 1.49 7.58 91 6.94 1.47
Q)piE N=53 7.49 1.33 7.60 1.16 7.08 1.70
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436 ST R HEN AL 2 )

Wilks’ Iambda SRS T tHREEI T s ‘1‘35(?]
Levene fi -
T F iifi P i Fifr P p i
: TyFsay 982 .32 121 =N
Q) * 3724 023 [WHEEITE 2367 125 228 =
VR 7.762 006 .004** (2)>(1)
- o Wilk;;E Iimbda ANOVA it Scheffe g1
FIF 732 & TR N gk
(1)15-18 im% = - = =
2)19-22 7% g 2E 7% Ak
(3)23-35 3%
. 4)36-45 7% IS BE SR
vl (546.55 5 2122 080 Fi
6)56-65 % eI
(165wl |+
(L)t I Ry 628 597
@B (K- E )
, 1 =1
it i)*?&’ Tt B B0 . o3 AR =5t 837
PR | g Qs 205 893
((h=cts
(i ;g:gi gﬁﬂmﬂﬁéﬁﬁﬁt’ 6yeE 7 AEs 2.652 005+ @>(@Q)
( J;:jJ v
@FF
Y | 2?2 641 042 it 1978 041 R
(7= ¥ &g T
<K # 11‘% )
(S)E JUE § {}%ﬂﬁ”‘[\_ﬁ .976 459
O oK
AO)RH H
e (D& -
B,j W@ SRy 10.814 000 ** g;ig;
) @y >0
1700 025 [FEREITY 8.415 000%** 3>
L 2>
T 10.464 .000*** 3>
ns. p>.05 *p<.05 **p<.01 ***p<.001
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4451 KIOTT RIS LY T E

— o F¥E e B
aalili Tl | e | g [ | g [ | Tiupe [ e
- (b} N=167 | 6.95 1.44 6.93 1.56 7.07 1.47 6.92 1.51
- Q)¢ N=326 | 7.26 1.27 7.15 1.35 7.24 1.31 6.98 1.43
() 15-18 7% N=43 | 7.40 1.48 7.28 1.59 7.28 152 7.09 1.73
2)1922 7% N=41 | 6.8 1.35 7.20 1.25 7.22 1.13 6.95 1.07
(3)23-35 % N=159 | 6.97 1.42 6.92 151 7.02 1.48 6.69 1.54
FEl | @4)3645 B N=131 | 7.7 1.25 7.18 1.29 7.31 1.25 7.11 1.34
(5)46-55 i N=80 | 7.32 1.22 7.08 1.47 7.19 1.35 7.06 1.50
(6)56-65 i N=28 | 7.14 1.27 7.00 1.39 7.18 1.42 7.07 1.36
()65 7l ) - N=11 | 7.45 1.37 7.18 1.66 7.55 1.21 7.64 1.21
d BRI N=9 8.56 88 7.67 2.69 7.78 2.33 8.22 1.72
) ;IQI)(EE% g.lj Wf | N=117 | 720 | 141 | 715 | 135 | 732 | 122 | 706 | 151
i, =
Gy NEiEA R | N=309 | 7.10 1.29 7.07 1.42 7.14 1.37 6.90 1.45
OF R 5| (ng | 698 | 436 | ess|t185 | 705 | 142 | 686 | 129
Y = . . . \ : . . .
()F s N=98 | 6.93 157 7.09 1.56 7.15 1.49 6.90 1.47
QEFFER | o9 | 722 1.05 7.12 1.35 7.37 1.24 7.10 1.01
(i e
YRS N=83 | .7.16 1.25 6.88 144 7.07 1.26 6.87 1.36
, @iy N=75 | 7.49 1.19 7.23 1.35 7.39 1.28 7.21 1.45
BIW Cspais N=32 | 741 119 7.22 1.29 7.25 1.32 7.16 1.32
O3 N=41 | 7.24 1.24 7.34 1.22 7.41 1.18 7.07 1.29
- i@lﬂ Tl oNe1s | 74 1.13 7.46 1.13 7.38 1.19 7.23 1.54
o F i)
@F EH N=52 7.33 1.25 7.19 1.25 6.96 1.58 6.81 1.62
O Y N=15 | 6.27 2.05 6.27 2.09 7.00 1.85 6.67 2.32
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ASSOCIATION OF RESEARCH LIBRARIES
January 8, 2009

Tai-Ju Tien

Graduate Student

Fu Jen Catholic University

510 Chungcheng Road
Hsinchuang, Taipei County 24205
Taiwan R.O.C.

RE: Permission Agreement
Dear Ms. Tien:

ARL grants you permission to use the Chinese version of the LibQUAL+® survey to conduct
research for your thesis entitled, “The Service Quality Research of Taipei Public Library.”

We request that you provide a copy of your completed research to share with the LibQUAL+@®
community, Please do not hesitate to get in touch with us by sending an email to libqual@arl.org,
if you have additional questions.

Sincerely,

/%442/

Martha Kyrillidou
Director, ARL Statistics and Service Quality Programs

21 Dupont Circle, 8" floor
Washington, DC 20036
tel. 202.296.2296

fax. 202.872.0884

www.arl.org
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