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ABSTRACT

The paper describes a case study in which Sungkyunkwan University Library participated
in the official ARL(Assoication of Research Libraries) LibQUAL+ evaluation program. LibQUAL+
model is based on the SERVQUAL service quality evaluation model originally developed in the
marketing area. It details a number of processes including translation of the LibQUAL+ survey
instrument into Korean, selection of study sample and choice of survey versions. In addition,
it offers a number of strategies that can be adopted in order to analyze the survey data for
various comparisons among different user groups and institutions. LibQUAL+ is more that
a survey instrument; it a holistic system for assessing library service quality. Despite criticisms
on LibQUAL+, we expect that university libraries in Korean will benefit from participating
in the program. It is preferable that a group of libraries form a consortium to participate in
the LibQUAL+ program as opposed to individual participation. The consortium can function
as a learning community through various workshops and sharing activities, thus elevate the
overall evalution efforts in Korean libraries to a higher level.
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(E 6) LibQUAL+ 8i&l 227§ st=of Cist 220l SAt HA|)
. AR | 54 | S8R
Hx | 7Y | A4 ) a -
AS-1 | o] &R QNS THAAE =M FY 525 | 700 | 564 | 040 | -1.36 | 536
AS-2 | o84 /Rl s dE BY 464 | 622 | 508 | 044 | -113 | 548
AS-3 | o] &AellA &4 - =T ALY 578 | 754 | 632 | 054 | -122 | 461
AS-4 |o]8Ate] AR i SZ4Ae S 603 | 765 | 662 | 059 | -1.03 | 543
L2}e) AR TS AT = e ARG 2 TAH
AS-5 Xl 2 el Al AeE 14E 2 1 565 | 730 | 633 | 068 | -097 | 578
AS-6 |HlEA 4e HEZ o]8AE e =AE JY 587 | 752 | 639 | 052 | -113 | 2176
AS-7 |o] 84t QFE & oldshe =AY A9 581 | 759 | 642 | 061 | -117 | 532
AS-8 || &AE 7170 TS A 583 | 749 | 624 | 041 | -125 | 520
AS-9 | o] 8A}F AMfu) e} A FA|Q] H2lol o] AT 4 619 | 768 | 672 | 053 | -096 | 569
Mu| A J3F2(Affect of Service) F 572 | 7.38 | 6,24 | 053 | -1.13 | 2,184
IC-1 Aoy} APEAA Azt A5e] &S 4+ Y= §F| 599 | 773 | 647 | 047 | -126 | 640
IC-2 [ARY 2AE ¢A Tl 3l F= =AM IAL)lE| 615 | 780 | 665 | 050 | -1.15 | 657
IC-3 | FAIFolu AFol Lo ) Hejo] =M 2AF | 590 | 767 | 631 | 041 | -1.36 | 518
IC-4 |HL3 AR AH 2K 576 | 767 | 647 | 071 | -120 | 2169
IC-5 [Hod Auo) 4A A2 4 JA=E & F= AN 717]| 574 | 761 | 660 | 087 | -1.00 | 597
ARG 48 A 4 T %oﬁ; L Qo] A %
IC-6 L‘;"U o]]; gu A FeS = WV ARE ] S | g | 656 | ose | 115 | 629
Z x= T M|
IC-7 | Zes ¥R QriEie 47 o848 4 =8 RS ulXF| 582 | 767 | 653 | 071 | -1.14 | 658
IC-8 | %ol Fo3t ¥ TJ8)7/32 Ax Felje] slex|e] 4| 592 | 767 | 636 | 044 | -131 | 633
AE A o(Information Control) 5,86 | 7.68 | 6,49 | 0,62 | —1,20 | 2,187
LP-1 | 339} k5088 7HA7E 2T 27 605 | 789 | 672 | 067 | -118 | 2154
LP-2 |7/1&e] qFgafo] Agat 283 37t 608 | 783 | 634 | 026 | -149 | 553
LP-3 |Hetstal o] 84 W7l g4 581 | 767 | 668 | 086 | -099 | 539
LP-4 | 3%, 85, 78 98 2ol 4 e A 607 | 789 | 667 | 060 | -122 | 545
LP-5 | IE8s 2 IE3HE A 3% 33 568 | 766 | 618 | 050 | -149 | 510
4249 AT Library as Place) B 598 | 7.83 | 6,59 | 0.61 | -1.24 | 2,167
x%xﬂ g 583 | 759 | 640 | 057 | -119 | 2187
oA Folle BAF Aol TR ok
AEo] AA AAA, T8aL 7P vl e 29l AS-2 M=o FREo] = |l U
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7t Ha 7R HTE Eohs A A 914 < 53 vyE) dFeR g Ax &
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g ) ey MuAs Z2E @5 Z2H(0|SA HA)
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RO E e S, A7, e ATEES AT BAR] A9 AR 1S
AS-2 3:?*&% G O BTSSR AR AR AR U o | e | 10
£ ME]'.
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IL-4 Zj . W7EAEE = Qe RS 84 & S THEat o 5.83 176 737
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(E 8 =ME & ZM =7 0|8 ez BE(MA 0|4
Sl Aol | g ol Al gl 0] &3} SEHA
ool | gao || B Ry 22 ¥
ARE ol galy] Sl mHTL HE| 469 1.162 435 99 22 2,187
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AEE 47] Slsf vlol, 72 v
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Het ARL =A{2te] H|w(O[SAt TAl)

A2 £ A HAa ol A 234 A | 54 A
B Ll Eali: e dad] 572 7.38 6.24 0.53 -1.13
(Service Affect) ARL 6.49 779 727 0.78 -0.52
AR EA A2 5.86 768 6.49 0.62 -1.20
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Ar2A9 EAH dad] 598 783 6.59 0.61 -1.24
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