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ABSTRACT

The objective of this study is to identify key dimensions of e-service quality and explore their
relations to user satisfaction at public libraries. This research used a modified e-service quality
model and surveyed Internet service users for measuring and assessing Internet users’ service
satisfaction at "A” public library in Seoul region. Using an exploratory factor analysis, the study
identified three factors, named Service Affect, Information Access, and Tangibles as key dimensions
for public library e-service quality. Also it was found that users” satisfaction was strongly positively
correlated to their intention to refer others to the service.
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2.1 SERVQUAL vs. SERVPERF

Aot vhAE Rololld Ak 2000 W 7k
FE Ty ATy MUz FY SHET
SERVQUAL X3 Parasuraman, Zeithaml
183 Berryell oJal 7R EHE AH| A F
2 H7tel Wit Fejg 7o) AH| 20| st
of Zlthske= 71t AfH|A9F Zo] MHIAE
Al W F A7k QIA] AR 28 fol el
ATk gt TH Parasuraman, Zeithaml,
and Berry, 1985, 1988; Zeithaml et al., 1990).
ol2]gk AH| 2 Z]th ek AE 2 Q1] Ao]o] 7Y
(Gap) °]&°l &A% SERVQUAL EdojA

S
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= MRIA F2 7l e vAE T2 8
?I(dimensions) °& A=)/ (Reliability), 584
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(Empathy) 12]3 5384 (Tangibles) &] 57F4
891(dimensions) = A8t SERVQUAL
4 5] FA%7F 291 ¥ 227H54 Aﬂ‘ﬂ 74
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o] AT 2 tiE, A 59 =2A
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(E 1) MEZAL SEHAL =2 HEO| ZHEH

T 3 LIRS F38(%)
. A 101 56.7
& ‘1;8% oz} 75 421
o 2 11
15 10 56
- AET) 16 9.0
(%178%) st 130 73.0
takgl 16 9.0
] 6 34
18-24 27 152
25-34 98 5.1
A 35-44 38 213
(% 178%) 45-54 9 51
55-64 5 2.8
65+ 1 0.6
o et/ s A 56 315
341 26 14.6
a9 35 6 34
(% 175%) T ! 0o
AL 2 A7 5 2.3
7] 74 416
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QEYl W& AT d 172 96.63
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4.2 e-MulA ZZEIo| Fo Q0

e-AH| 2 FE97E] 8 8Rle] AT &
A7 Qo1 B (Exploratory Factor Analysis) <

ol olE sl FE

49 (principal
component analysis) ol 2]3F Q9 F&
Kaiser “d+f8H Kaiser normalization) & &3t
EAH o) 8] 4 (varimax rotation) & o1& =}
AES A3 F 374 8Rlo] HAdHE ol
) AFEF A AA] HAH 47F2] 891(A]
vl 2, A2, §34, ZHES A o
Fd)ol 37 8Rle] BFow AFAEHE 3
e AR & FEA S Z-ES A4
Thed o] gk 99107 Agtuo] ThA] KA
olg oM, AEA S ARHIA Y A
Ao] 73et FEEE FHHOEA A ‘HE
A olek rsket olelgh A w4 2
I B8l 371A] e-AHIAs FE H7F 8919
Au|zElE, CARAFEIA, J8Y S
% W4K(total variance) @] 66.38% 5 AT
B ot el (convergent validity)
g 3hd el (discriminant validity) 12|32
Cronbach’s alpha 2% A4¢] A& A=
273} (Cronbach’s alpha = 0.71 ~ 0.97)
ASH A=) A= 4 Ao w3 7}
A 819 A A= (GE 2 vERt
ol2lgh 3714 F8 8215 A 3] “—ﬂi‘ﬁ
AR, A 282 (Service Affect) 802 14
A e ZEE e =T A9
A2 o)) glofa] o] &S wiefstal ZH7H
QoA FAE Holn SZHA 0 & AMu|AE A

FAH7LE o] &7 whEEo] #e A7 323

ke A AES e = e
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oF Rt WA 9 YA S e
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FEEA T e-AH| 2 o] 8719] 37EA] AH]
2 F4 ot g910] o] 89| Mu|A T
o} AT AT A7} J=A9] ARE SHT)
7] 93t 3]HEA (linear regression) % ¥
ZHEA(ANOVA) S 3hdth 11 A3 (£ 3)9)
BARRA A Ho] A= A Zho] 2 SHs1A
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T3] A ol A Hof 2= upe} Zho] 371A]
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ko] FUAAZ /AT G A0 e
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FEAZ e
TREAB e M2 ol Rl A2 F

H7F 231 9ol AEY o] gAe] WHFE, A



1 7 EAE o]E Mk, Y 0]87] TAREA(ANOVA) = AAlsisith 1 At
7k 8 QB o] g0l o] &AFe] AfH| A Th (GE 39 HAHEA A Ho 2= A} o] &
FE9 A4S A% WAV UEA] qdRE S 9-2 55k A YEREIL(R2 = 563, p <
Xc-)] o

5171 18t 34 (linear regression) 2 0.0001), (3 4>°] tF3|ATA N He A=

- — - — = — —
—“}85} 28 e Component
W e e 1 2 3 | Cronbach's alpha
Q18 | Al 2144 890 | 149 | 120
Q15 |08 AEs HACE sk Hd9 A 876 | 011 | 113
Q17 |o]&A} Heksl s & & YRS st= FYY HE 870 | 086 | .170
Q14 |o] & Aol g Y9 54 uk3- 866 | 100 | 182
QI3 |o]&Ar Aol Ui Y] 744 A~ 838 | 028 | 196
Q16 | o] Mulze] tigh A< A4l 828 | 099 | .269
Q21 | A9 o] &A wiHAd 798 | 218 | 194
Q10 |o]&Ate] FZol tiet AP 2F3 H= 779 | 119 | 220 967
Q0 o187 AN el B Helel BT B 765 | 280 | 179 | (F 1E

1§ AR Z248 2T} Y AT A AILS )
Q12 7; g@g‘;j ; Pl 27 FAAAREE AR g | o6 | o
Q23 | A4 o8 FE LA gt o3 746 | 317 | 236
Q19 (A9 o] @A A 2ol st HEA 702 | 254 | 297
Q22 | A4 o]&A a7 gk #A 700 | 344 | 212
Q9 |o]&A Aol gk AFY Je MM AT 677 | 066 | 377
Q25 |HEAN] HYA(HFH F) 076 | 801 | .017
Q26 |HEAMA 2R 264 B AR XBA 078 | 769 | 169 79
Q27 \HBEANA Y o] gl gk FEA(o]EAh) 293 | 722 | 181 (%483
Q24 AAARRA SAYAZRe] HHEA 121 | 689 | 238
Q6 |ZEolHA 9t Bk IS el 37 253 | 143 | 710
Q7 |HYSAL Aol AESH ZH AlA 196 | 201 | .699 707
Q5 |o1 &R AAA S E 4 e BN 3 A ok Al | 194 | 085 | 673 (£ 483
Q8 ANE A5 #id g2t ¥y 9 29 A4 233 | 174 | 616
(E 3) 24HEA ANOVA
Model Sum of Squares df Mean Square F Sig. Adjusted R Square
Regression 114.065 3 38.022 74.015 .000
1 Residual 87.844 171 5l4 557
Total 201.909 174
Regression 117.265 7 16.752 33.052 .000
2 Residual 84.643 167 507 563
Total 201.909 174




(# 4) ==
Unstandardized Coefficients Standgr.dlzed )
Model Coefficients t Sig.
B Std. Error Beta
(Constant) 5.263 054 97.137 .000
1 AlH| 20 A15 054 385 7.640 .000
AEHEA 630 054 585 11.602 .000
T34 293 054 272 5.391 .000
(Constant) 5.128 371 13.819 .000
AlH| 20 E 405 .055 376 7.395 .000
AR 648 055 602 11.754 .000
9 T34 302 .055 280 5.529 .000
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(Beta = .602, p < 0.0001), A18]2~H}=(Beta vice referral) &2 UEh= o] 8419 FAE
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7F g 2 o8l YIS fogh Al 7} 7ro] AMIAIG 08302 EAZOE {93t
AE 7KL QA 2 Ao 2 et alpha o9 =2 ko] IAI7F YR tH(p < 0.0001).
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(E 5) Pearson AHAH
Bl B2
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Pearson Correlation 829(**) 1
B2(Z4 =) Sig.(2-tailed) 000
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