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ABSTRACT

This study aims to analyze the gap between university students’ cognitions and expectations on users’
cognitions about dimensions of library staff service quality and the reason of gap. The results showed
that the overal service didn't reach the users’ minimum expectation. Among the every item of service
quality, the greatest expectation service was the quick delivery of non home library materials and staff’s
politeness. The most great was in-depth subject services and friendly encounter. The staff service quality
gave the library satisfaction: in-depth subject services, exact understanding of user needs and politeness..
The great gaps were caused to the lack of willingness to answer question, the lack of communication,
and the lack of user care etc.
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o ) x)
e 1 o 5.21£1.246
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ene o 5.02+1.232
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7Hd 3 0 o] 8z Ayl wet - Au| A FF 9142 AfolE HY Foth
LAY} ekl o] Aol whet 914 Au] 2 FA Q1o 2ol 7f = ARG A= (R
1003} 22k AgollA B, 34 28 A9 B QoA AR %Sﬂfﬂ 2o 7F YERES.
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vl Q14 Mu|2 F4E B Ak AR UENTE
CE 10y B34 oAl ==
29l ATAE P+ EFAR} T-value P-value
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o H o —
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ene o] Z 4.96+1.200
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et
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a1 19 13 4.67+1.606
19 2-33] 494+1583
15 18] o4 498+1.666
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