
Measuring Service Quality in Academic Libraries: Enhancing Customer Satisfaction


· ABSTRACT: 
To meet the diverse needs of their patrons and achieve the library's objectives, developing nations must offer a range of services in their academic libraries. The degree of user happiness is significantly impacted by these services. This study's goal is to talk about the established criteria that are used to gauge the level of service provided by academic libraries. It is advised that to administer the library services, librarians employ management tools. They are assisted in making decisions, evaluating services, improving services, and achieving higher quality via tools like ServQUAL, TQM, ISO-9000, and LibQUAL+. To enhance its quality service and boost customer happiness, I believe that libraries considering the implementation of a quality management system would find this paper useful.
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1. BACKGROUND OF THE STUDY: 

The goal of Indian library professionals, like that of any other profession or institution, was to increase in number while aiming to meet the initial need for disorganized and randomly collected materials. Several libraries lack adequate mechanisms to promptly and precisely determine the location of a specific document at any given time. Additionally, these libraries do not maintain appropriate statistical tools to maximize the usage of their collections. For the advancement of civilization and its growth, developing nations offer a range of amenities and services. Providers of services, such as libraries, will have an increased opportunity to help patrons receive better library services in this kind of environment.
Depending on the demands of their users, academic libraries provide a range of services. These services have a greater influence on the level of user satisfaction. By attracting patrons to the library, its resources can be utilized to their fullest potential. This appeal is only possible if you provide the customers with specific high-quality services. And with that, we get to the concept of "quality," a word and symbol for guaranteeing the growth and development of the professional service sectors. Student opinions are a major factor in determining how satisfied they are with the library's support of their education, and the provision of excellent library services is essential to fulfilling the demands of students through continuous improvement.


2. OBJECTIVE: 
The primary aim of this study is to discuss the set of tools that relate to providing quality service to the users in a library. The qualitative study will thereby be helpful to the library professionals as they would analyze the type of quality services being offered and thereby improve their services further if any shortcomings are found.

3. METHODOLOGY: 
This study is qualitative and mainly highlights the studies conducted and discusses the tools and techniques so far adopted and which are still in the process of improving the service quality in a library. The data collected are from secondary sources available online i.e., Journals, Websites, and Magazines.   

4. REVIEW OF LITERATURE:

The sphere of business and management is where service quality originated. Business staff came to understand that offering their clients excellent service was essential to keeping them as clients and fostering business expansion. 
Dabholkar, Shephard, and Thorpe, (2000) said that quality is the forerunner of a customer's perception of value-added service, which affects customer satisfaction and retains the longevity of customer stay in a particular business.
Babakus and Boller, (1992) analyze the evolution of the concept of quality over time. Different quality experts have put forward their views and conducted many service quality assessment programs in trying to understand users' satisfaction levels in terms of perceived quality. Here is a list of a few:

TQM Studies: 
Taylor, (1972) emphasized the need for academic libraries to switch from using quantitative metrics to ones that focus on process and user happiness, foreseeing the concepts of TQM long before they were adopted by the majority of American businesses and professions.
Raina, (2005) For more than a decade, the Lucknow-based Indian Institute of Management (IIML) has been arranging cutting-edge programs for ongoing professional development that are focused on the library and information science fields. More than thirty of these programs focus on communication, information technology, human relations, and marketing within the framework of libraries. User responses were assessed promptly, and occasionally expectations were exceeded. Since then, the library has seen a noticeable change.

SERVQUAL studies:
Hebert, (1993) had her first dissertation, which focused on SERVQUAL model theory in a library setting. Regarding the public libraries, she applied the SERVQUAL model. The method utilized in the study covered the interlibrary loan customers in 28 Canadian cities' large metropolitan public libraries. The study's primary goal was to gauge user expectations and impressions of service quality and determine whether the new metrics and more established interlibrary loan metrics, such as fill rate and changing time, were related.
Sahu, (2007) a study carried out at Jawaharlal Nehru University (JNU) to find out how library customers feel about the services they receive. To gauge customer response and assessment of service quality, the study employed a 5-point Likert scale questionnaire. The study's conclusions showed that the JNU library has attained a sufficient degree of service quality.

LIBQUAL+ studies:

Kyrillidou, (2011) is the ARL Association of Research Libraries' (North America) senior director. He developed the Scorecard approach, a tool for evaluating the caliber of library services. For the assessment, LibQUAL+, a recently available tool, was employed. Developed under SERVQUAL, LibQUAL+ is a widely used library evaluation tool used in Canada and the United States. 
Blixrud, Julia. C (2001) A spring project for the creation of research libraries was started by an ALA member. The LibQUAL+ team made recommendations for ways to enhance the survey's administration. More than twenty thousand respondents from forty-three U.S. and Canadian universities finished the Spring poll.

Studies on SWOT ANALYSIS:

Suresh Kumar, P.K. (2012) uses the strength, weakness, opportunities, and threats (SWOT) analysis to analyze the four university libraries in Kerela State. The study's collection, infrastructure, human resources, library, and information services were all accessible. The study's findings demonstrated that while Kerela has a favorable view of marketing, no library has received the appropriate funding allocation. The majority of libraries struggle with a shortage of services, resources, and trained personnel. The research demonstrates that opportunities and strengths can triumph over threats and limitations.
Lali and Vijayakumar, (2002) tried doing a SWOT analysis in the central library of Kerela University and tried implementing an efficient strategy in information products and services without re-engineering. The investigation demonstrated that there were plenty of chances in the library to defeat threats.

5. QUALITY MANAGEMENT ASPECTS FOR LIBRARIES:

5.1 QUALITY: WHAT IS IT? 
There are various meanings for the term "quality." The strategic meaning is "meeting customers' requirements," while the traditional definition is "one that wears well, is well constructed, and will last for a long time."
Table 5.1: Definitions of Quality
	     Juran (1989) 
	Fit for use, fulfilling features, and lack of flaws are characteristics of a high-quality product.


	Deming (1986) 
	Quality is to satisfy customer expectations by continuously reducing variation and enhancing consistency.




5.2 QUALITY CONCEPT IN LIBRARY SERVICES: 
Within the context of libraries, quality is a relative term that can be described as the discrepancy between the services' actual performance and the expectations and perceptions of users.
The library is an organization to offers reference and information services to its users. Library service is the mixture of the services- process and its distribution. In a library, the service offered from the acquisition section, technical section, maintenance section, etc. are the processes carried out there and thereafter delivered to the users. The quality should start from the acquisition section, which should be carried uniformly to the circulation section. A user who had a nasty experience in the library will tell it to many people, but a good experience will be told to very few. Therefore librarians must understand the users, what they want, how they want, and when they want the documents and information as per their requirements.


5.3. WAYS FOR IMPROVING THE QUALITY OF LIBRARY SERVICES

Pranjit Kumar Thakuria (2007) In this era of information, creating a high-quality library is quite simple provided the relevant authority or parent body provides both collective and financial support. Librarians and their parent organizations must consider how the current and next generation will handle global phenomena.
To utilize the library efficiently, a user needs to be technologically literate. He or she should be aware of the resources and services offered by the library and information center, as well as how to use them effectively.
The utilization of user satisfaction surveys is a technique that yields both qualitative and quantitative data, making it a valuable tool for enhancing service quality. In libraries used to evaluate processes and performance, it is an essential part.
The primary methods for gauging customer satisfaction are:
I) Surveying quality.
II) Gathering data.
III) Doing a data analysis.
IV) Analyze and display the information.
V) Learning the outcome.
VI) Provide appropriate suggestions to raise the caliber of services.

5.4. LIBRARY SERVICE QUALITY DIMENSIONS

The Gap Model of Service Quality, which gives service providers a framework to find services in the form of gaps that meet or surpass customers' expectations, reflects this point of view. Hernon, P. and Nitecki, D. (2001). The model suggests five gaps to show the difference between:
· Customers' expectations and how management views them (Gap 1); 
· Management's views on customers' expectations and the caliber of the services provided requirements (Gap 2); 
· Real service provision and requirements for service excellence (Gap 3); 
· Real service provision and customer communication regarding it (Gap 4); and 
· Service delivery is seen by consumers and their expectations (Gap 5). 

5.5) TOOLS AND TECHNIQUES TO MEASURE LIBRARY SERVICE QUALITIES: 
The specific measuring tools and techniques are discussed below: 
a) ISO-9000 certification 
b) TQM (Total Quality Management) 
c) ServQUAL model 
d) LibQUAL+ model
e) SWOT Analysis

5.6) ISO-9000
Patel, Haresh A., Patel, Devendra B., and Pravin I. Patel (2014) A worldwide collection of principles and standards for quality management is called ISO 9000. It supports an organization in creating, putting into practice, registering, and adhering to a suitable quality management system that works regardless of the particular good or service. The main goal of the ISO 9000 standard is "quality assurance," which describes an organization's efforts to guarantee that the only standards that apply to its goods and services are those of the customer.
The International Organization for Standardization (ISO), based in Geneva, Switzerland, publishes the ISO 9000 standards, which are obtainable through national standards organizations. It is a set of quality management system-related standards created to assist enterprises in making sure their products match the expectations of their consumers. No matter where they are located or what role they occupy, managers, manufacturers, service providers, vendors, and customers may all work with the same set of quality requirements according to the ISO 9000 standards.

5.7 ISO 9000 IN LIBRARIES AND INFORMATION CENTERS 
Libraries are service-oriented organizations that fulfill the needs of their patrons by providing document delivery services. In this situation, customer happiness is crucial to getting those services. As a result, implementing ISO 9000 in libraries may be quite beneficial in offering its patrons high-quality services. In essence, ISO 9000 quality standards meet the requirements for quality that any service firm has. The majority of the standards may not always apply to libraries because they are primarily intended for manufacturing organizations. Some of it, like the demand for documentation processes, might be embraced, though. The documentation demand is quite difficult, and new initiatives are required to meet this need. In addition, the standards would aid in locating any holes, detours, or outdated services in the library. It can offer a comprehensive structure for overseeing procedures and activities within the library. It will be possible to standardize processes and adhere to the defined quality specification thanks to the documentation requirement. The goals of ISO 9000 are pertinent and, as a result, beneficial to many people in the public and private sectors. Academic libraries that are registered under ISO 9000 may be helpful as a crucial component of successfully delivering quality at the operational level.

5.8. TOTAL QUALITY MANAGEMENT (TQM)
The TQM represents the Kaizen philosophy in the United States. It changed from being a specialized technical issue (quality assurance, control, and inspection) to a broad, comprehensive, strategic, and customer-focused management issue. (Johannsen, 1995). TQM sought to reduce costs while incorporating all members of the system to consistently meet customer needs (quality first, every time, and always). Three guiding concepts of Total Quality Management (TQM) accompany the goal of continuous improvement:
i. The generator driver is replaced by the customer.
ii. Pay more attention to the process than the outcome.
iii. Complete staff involvement, meaning that employees' heads should be used in addition to their hands (Chakraborty, 1996).

5.9. TQM IN SERVICE ORGANIZATION:
Customers of service firms undoubtedly demand high-quality service. Because the client interface is direct, immediate, and dynamic, service management is highly interested in managing this relationship. (A brief glimpse of truth) Brophy (1997). Five broad and straightforward approaches to quality have been proposed by numerous writers on service quality.
(i) Excellence, that is an impossibility. Quality perfection views excellence as a constant state of affairs.
(ii) Quality is defined as suitability for a given use or adherence to specifications or client preferences.
(iii) Quality as financial value.
(iv) Quality can be defined as the process of changing from one state to another (Harvey and Green, 1993). 

5.10 SERVQUAL
The difference between what customers expect from a service and how well they receive it is known as the fifth gap, and it forms the conceptual basis of SERVQUAL. Zeithaml, Parasuraman, and Berry (1988) developed SERVQUAL as an all-purpose instrument that could be modified slightly to be applied in any particular service industry. This method is the most popular for figuring out the fifth gap.
The SERVQUAL total quality score is known as the gap score. When evaluating the quality of service provided by a service institution, users place the greatest value on five interrelated aspects, as identified by Zeithaml et al. (1990):
Table-5.10
	SERVQUAL R.A.T.E.R DIMENSIONS

	1. Reliability (the capacity to deliver the given service precisely and consistently). It entails providing accurate responses to reference queries, providing pertinent information, maintaining records by real holdings, maintaining the databases held by the library current, and ensuring that the late and fee notifications are correct;

	2. Assurance (staff members' expertise, civility, and capacity to inspire confidence and trust); It requires warmth and civility in addition to the ability to provide knowledge about services and collect nice and tidy looks of employees, competence with technological tools, awareness of returning customers, and provision of individualized services;

	3. Tangibles (the looks of an organization's physical facilities, personnel, equipment, and communication materials); this comprises the equipment of the organization as well as other communication tools used to advertise its goods and services;

	4. Empathy (the considerate, customized attention a business gives its clients). It entails being personable, making service providers' contact information simple, and making an attempt to comprehend the needs of internal users. Overlooking the users' emotions: An additional component, namely Access encounters, is included in this study.

	5. Responsiveness (relates to how quickly and prepared library employees are to offer assistance and information). Providing easy access to updated information and regularly verifying new publications, such as newspapers and journals swiftly, appropriate book reshelving, staff members' timely reference assistance, meeting users' needs right away through interlibrary loan, etc.






5.11. LibQUAL+
Customers' expectations of library services and their satisfaction with the quality of care they receive are determined via a web-based survey instrument called LibQUAL+, which employs the Gap Theory of Service Quality. Benchmarking inside and among institutions can be done locally, nationally, and internationally because it is a standardized tool.
The "Gap Theory of Service Quality" serves as the foundation for the SERVQUAL instrument, which is the source of the LibQUAL+ survey. SERVQUAL was developed by A. Parasuraman, V.A. Zeithaml, and Berry, L.L.'s marketing research team. 
For several years, the Texas A&M University Libraries and other libraries have been utilizing modified SERVQUAL instruments. LibQUAL+ was created in response to these apps' demonstration of the need for a newly modified SERVQUAL protocol that meets library demands. Based on several user interviews, the original SERVQUAL instrument was reorganized. The Association of Research Libraries supports the redesigned tool, LibQUAL+, which was created by Texas A&M University.

5.12. BENEFIT OF LIBQUAL+ IN SERVICE INSTITUTION
Administrators of libraries have found success in identifying best practices, analyzing gaps, and allocating resources with the use of LibQUAL+ survey data. Advantages for your organization could consist of:
· Institutional statistics and reports that help you determine if the services provided by your library are up to user standards.
· Compile information and reports that let you assess how well your library is performing in comparison to similar establishments.
· Workshops created especially for members of LibQUAL+.
· Availability of a LibQUAL+ research article and other publications online library.
· The chance to integrate into a community dedicated to fostering excellence in library services

5.13. SWOT ANALYSIS IN LIBRARIES
The acronym SWOT represents Strengths, Weaknesses, Opportunities, and Threats. SWOT analysis is used to identify areas of weakness and eliminate risks to gain the greatest advantage and lower the likelihood of failure. In libraries, the utilization of SWOT analysis offers a methodical evaluation of the library's environmental management capabilities. Strength is an organization's capacity or resources to carry out its goals in an effective manner. An organization's weakness is a flaw, imperfection, or restriction that keeps it from achieving its goals. Any conducive or advantageous circumstance in the external environment of the organization is considered an opportunity. It enables the library to strengthen or elevate its standing. Conversely, a danger is an adverse circumstance or a barrier of limitation that might interfere with the library's ability to operate normally or perhaps cause damage to it.
American Library Association (ALA), 2018 within its Advocacy University, has released a SWOT template as shown below:


2.5.b.1 SWOT ANALYSIS
Your Library’s Strengths, Weaknesses, Opportunities, Threats

	STRENGTHS

What are your library’s strongest contributions to your community?
What does your library do that no one else does? What do your users like best about your library?
	WEAKNESSES

In what areas does your library have fewer resources than you need?
What else needs improvement?
What do your users wish you did better?

	OPPORTUNITIES

What could you do if only your library had the resources to do it?
What is happening in the world now that you would like to take advantage of?
How can your strengths open doors to opportunities for your library?
	THREATS

What is happening in the world that could impact your library negatively?
What library services are provided elsewhere with greater ease for users?
What weaknesses leave you vulnerable to cuts in or competition for your services?



SWOT analyzed with this matrix, may facilitate the creation of plans for optimizing present possibilities and quickly recognizing and containing possible dangers in any organisation.

6. LIMITATIONS:
Considering the study's focus is solely on theoretical data, only a small number of previously completed, pertinent research on various service quality tools were included in this analysis to give LIS professionals an overview of the service quality tools. By gathering material from different databases, it might be possible to undertake a more thorough investigation.  

7. CONCLUSION:
The quality of a service indicates how well it meets the needs and expectations of the customer. The concept of service quality, the reasons libraries require it, the relationship between patron satisfaction and library service quality, and all of the tools available for measuring service quality were highlighted in this study through an extensive analysis of the body of existing literature about user satisfaction perceptions, overall customer satisfaction, and library service quality.
This study intends to provide LIS professionals with an understanding of the range of characteristics that may be used to assess service quality and, in theory, serve as a foundation for creating new models. The practical implications include the ease with which libraries may select the widely used models for assessing the caliber of services by considering the variety of tools included in this study.  Additionally, library employees should be trained and guided to adopt a more grounded approach.
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