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A Review of Studies on the Service Quality Evaluation of Digital Libraries:
on the Basis of Evaluation Models and Measures Methodologies
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ABSTRACT

The purpose of this study is to review recent studies on the service quality evaluation of digital
libraries and to derive from research trends and several suggestions. Specifically, this paper compared
and analyzed recent literatures on e-service quality evaluation of digital libraries in Korea with regard
to service quality evaluation models and measure methodologies. Finally, this study offered two
important suggestions. The one is the necessity of developing a standardized service quality
evaluation model for digital libraries which is customized in korean environment and the other is
establishment of development guideline of service quality evaluation for digital libraries.

Keywords: Digital Library, Service Quality, e-Service Quality, Evaluation Model, Measure
Methodology
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3) J. Sanghera, L. d. Chernatony, et al., “Testing Gronroos” Model in the Financial Services Sector,” The
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7) A. Parasuraman, V. A. Zeithaml, and Leonard Berry, "SERVQUAL: A Multiple-Item Scale for Measuring
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17) J. Cox and B. G. Dale, “Service quality and e-commerce: an exploratory analysis,” Managing service
quality, Vol.11, No.2(2001), pp.121-131.

18) A. Parasuraman, V. A. Zeithaml, and Leonard Berry, “A Conceptual Model of Service Quality and Its
Implications for Future Research,” Journal of marketing, Vol.49, No.4(1985), pp.41-50. : A. Parasuraman,
V. A. Zeithaml, and Leonard Berry, “SERVQUAL: A Multiple-Item Scale for Measuring Consumer
Perceptions of Service Quality,” Journal of Retailing, Vol.64(Spring, 1988), pp.12-40. : A. Parasuraman,
V. A. Zeithaml, et al, “Reassessment of Expectations as a Comparison Standard in Measuring Service
Quality: Implications for Further Research,” Journal of marketing, Vol.58, No.1(1994), pp.111-124.

19) J. J. Cronin Jr and S. A. Taylor, “Measuring Service Quality: A Reexamination and Extension,” Journal
of marketingVol56, No0.3(1992), pp.55-68.
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(efficiency), A (fulfillment), Al2=8] F-84d(system availability), 3Z2ke]|HA](privacy

20) KS-SQI €3 o)A <http://www.ks-saiksa.or.kr/mainjspy [ 20099 5. 18].
21) o1fAl, o1=4, "Myl F-9] 243 Jluj g e AxF - KS-SQI Z8 9] s} 48" wlA"gATE,

Vol.16, No.1(2001), pp.1-26.
22) V. A. Zeithaml, A. Parasuraman and A. Malhotra. “e-service Quality: Definition, Dimensions and Control

Model,” Working Paper(Marketing Science Institute : Cambridge, MA., 2000), Quoted in A., V. Parasuramna,
A. Zeithml and A. Malhotra, 2005, pp.218-219.
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TR 2 GEAEY] a2 FHE SA5) A9 lEAQ B¥O 2 LibQUAL+™e] 9tk
LibQUAL+"™¢] 14191 LibQUAL-> 92} Cook, Heath Z12]3. Thompson®l €3} 7l@=gle.
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23) Parasuramna, A. V. A. Zeithml and A. Malhotra. “E-S-QUAL : A Multi-item Scale for Accessing
Electronic Service Quality,” Journal of Service Research7, No.3(2005), pp.213-233.

24) S5 IANEEMRAYE A AF(NE - SFHSZUTAE, 2006), p.16.

25) LibQUAL+™ : Charting Library Service Quality, <http://wwwlibqualorg/y [$1& 2009. 5. 19].
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29) E-Metrics: Measures for Electronic Resources,
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