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A Study on the Effect of Public Library Service Quality on User Satisfaction

and User Loyalty according to Brady & Cronin’s Three-Dimensional Service
Quality Model
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ABSTRACT

This study aimed to develop and validate a research model to investigate how the service quality of public
libraries, where a 3-dimensional service quality model was applied, impacts user satisfaction and loyalty.
We collected 353 valid responses through a survey targeting public library users across 21 locations, considering
various regional and library-specific characteristics. Our analysis revealed that physical environment quality
(PQ). interaction quality (IQ), and outcome quality (OQ) of service quality influence user satisfaction (US).
Additionally, outcome quality (OQ) of service quality impacts user loyalty (UL), and user satisfaction (US)
affects user loyalty (UL). We also found that quality improvement is a leading factor for user satisfaction,
user satisfaction is the primary factor of user loyalty, and the perception of service quality directly and
indirectly affects user satisfaction and loyalty. We concluded that continuous research should be actively
conducted to respond to the evolving needs of public library users.
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CE 4) 2/MH(ESG)0l CHEE 2084 & A2ld 242
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3 =24 e - .| Cronbach’s
s %%é 3 52%@ g(;(q)?g Communality a2 A%
PQ | (Q) Q
PQl =A# 3742 A Hsic) 152 834 015 720
PQ2 =AMF 3L oA uwlEd =78 St 086 793 -.017 637 793
PQ3 TEAF] YFAIEL Qb elt}, -123 843 021 726
Q1 =AF APMelA 388S L7t 844 =174 070 747
Q2 =AM AN HEE HE, Ut 43k As
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1Q3 UllA =fol Zag uf, =T AME wEA '
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Q4 =AF APME o] AZARE e wE2A ge) 742 -152 189 609
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% of Variance 23.868 21.598 15.841
Cumulative % 61.307
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Bartlette] 734 A4 2 =1177 482%**
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(PQ) |PQ3 m=A &S WHALL o1apg ol 0.734 | 0.060 | 11.072
A5 |IQL =M APelA 1E8ge LAt 0619 | - -
282 |12 TAT AP BlEE B W7E 9ake AL olslisl itk| 0.964 | 0.061 | 12.479 | 0.813 | 0.685
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28} X df D CFI GFI IFI NFI | AGFI | RMR |RMSEA
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*p< .05, **p< 01, ***pd 001
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PQ 1Q 0Q Us UL
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