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Abstract – The objective of the present paper was to assess the 
library service quality of the RYM Engineering College, Bellary 
by using LibQUAL+TM instrument.  The LibQUAL+TM instrument 
was developed in collaboration between ARL and Texas A&M 
University. It is an effective tool to easily identify service quality 
from the customer perspective. The LibQUAL+TM instrument is 
used as a survey tool for data collation. LibQUAL+TM instrument 
data enables to determine two types of gap analyses, which are 
gap between perception and minimum (Service Adequacy Gap) 
and the gap between perception and desired (Service Superiority 
Gap) based on the Zone of Tolerance concept. The targeted 
sample was 125 users. Out of these, 100 (80%) questionnaires 
were completed return from the users. Gap analysis theory and 
radar chart used for analysis of data collected. The results of 
the study revealed that the level of service quality only across 
minimum level and do not achieve the customers desired. This 
study helps to the RYM Engineering College library for knowing 
the library user satisfaction level and to improve the service 
quality to meet the library user’s expectations for sustainable 
competitive advantage.  

Keyword: Service Quality, Gap Model, LibQUAL+TM, RYM 
Engineering College Library

I. IntroductIon

 The conventional services and traditional role of academic 
libraries is changed due to multiple sources of information, 
users’ expectations, competition among service sector, 
and application of information technology. Each of these 
challenges requires the library administration to become 
more concerned about their users’ expectations “Retaining 
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and growing their customer base and focusing more energy 
on meeting their customers’ expectations is the only way 
for academic libraries to survive in this volatile competitive 
environment”. The understanding of users’ expectations and 
meeting those expectations is the only way for libraries to 
retain their users. Thus, assessment of library service quality 
is essential for identifying users’ expectations and decreasing 
the gap between users’ perceptions and expectations. 

 However, in order to better serve their users’ in the 
engineering college, as well as their parent organizations, 
they need to listen to the voices of the library users’. One way 
of ‘listening’ is through user survey, in this case LibQUAL- a 
survey instrument developed for libraries. It collects data and 
each dimensions challenge on the quality of the services, thus 
enabling libraries to identify areas in which service levels 
should be improved.

II. LIbrary ProfILe

 The RYM Engineering College Library is established 
along with the parent institution in the year 1980 and it is 
named as “GNANA VAHINI”. The basic objective is to support 
the parent organization programs through quality driven 
customer service. The physical place of the library is the most 
accessible and convenient to the different group of library 
users. It is integrated with departmental distribution units for 
timely access to needed information at the workplace; it is 
enfolded e-library, embedded with collaborated knowledge 
contents and integrated into the regular classroom learning 
through campus network for enhancing the students’ body of 
knowledge. The library is automated and collaborated with 
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national information network agencies to develop the sharing 
culture of e-resources and database. It is enriched 123000 
volumes of books with 8700 titles and subscribed 108 print 
version journals and e-journals. 

III.   LibQUAL +TM

 The LibQUAL+TMinstrument was developed in 
collaboration between ARL and Texas A&M University. It 
is an attractive tool to easily identify service quality from 
the customer perspective. The instrument measures library 
service quality through 22 core questions on three dimensions: 
affect of service, information control and library as place. It 
helps libraries assess and improve library services, change 
organizational culture, and market the library. 

	 As	 a	 result	 of	 various	 refinements,	 the	 current	
LibQUAL+TM version measures library service quality 
through 22 core questions on three dimensions: Affect of 
service (AS), information control (IC), and library as place 
(LP). The affect of service (AP) dimension consists of nine 
questions	related	to	instill	confidence	in	users,	gives	individual	
attention, consistently behave courteously, shows readiness 
to respond to users, has requisite knowledge, deal with 
users in caring fashion, understand users’ needs, willingly 
help and dependably users’ service problem of library staff 
in delivering user services. The information control (IC) 
dimension addresses (through eight questions) focuses 
on print resources, web content, and equipment., makes 
electronic	resources	accessible	from	home	or	office,	enables	
the users independently location information, the print and 
electronic sources user need, it has modern equipment and 
easy–to-use access tools for users to independently. The third, 
library	 as	 place	 (LP)	 dimension	 consists	 of	 five	 questions	
focuses on users’ perceptions inspires study and learning, 
provides quiet space for individual activities, as comfortable 
and inviting location, a gateway for study, learning and 
research and community space for group learning and group 
study. 

 LibQUAL+TM is also unique in offering a measurement 
model that tracks users’ minimum and desired expectations 
in addition to users’ perceptions of library service quality.. 
Libraries can allocate resources more wisely by focusing 
on areas where improvements are noticed by library users. 
LibQUAL +TM can be the foundation for building excellence 
in library services to enhance the learning outcomes of library 
users.

A. LibQUAL+TM Challenges

 LibQUAL+TM provide a chance to library users to tell 
where library services need improvement so the library can 
respond to and better manage their expectations. The library 
can develop their services that better meet library users’ 
expectations by comparing library’s data with that of peer 
institutions and examining the practices of those libraries 
that are evaluated highly by their users. Enhance library 
staff members’ analytical skills for interpreting and decision 
making based on the data. 

 IV. revIew of LIterature

 Queen’s University, Kingston, Canada, the study used 
the LibQUAL+TM instrument as a survey tool to measure the 
service quality in the areas of Affect of Service, Library as 
Palace and Information Control during spring 2004. The 
results are a measure of perceived service quality in relation 
to user expectations for that service or library facility. The 
study concluded to focus on improving services, user’s 
priorities and service expectations are strikingly consistent 
among the institutions participating in the survey. (Sam Kalb, 
2004).

 Sanville	 Tom	 (2004)	 highlights	 the	 significance	 of	
LibQUAL+TM in assessment of library service quality and to 
know best practices followed by the peer group of libraries. 
The study also stresses the importance and necessity of 
LibQUAL+TM to measure service effectiveness and determine 
where improvements must be made. It allows libraries to 
compare the results with library activity measurements and 
apply the results relative to both local and statewide programs 
and funding. 

 The present study addresses how LibQUAL+TM as a “turn-
key” survey instrument can provide the type of benchmarking 
information that can facilitate target service improvement. 
The	findings	of	the	study	reveal	that	all	groups	of	library	users	
at	 Rhodes	 were	 very	 dissatisfied	 with	 their	 building.	 The	
Rhodes performed very well in the “Information Control” 
dimension but less well in the “Affect of Service” dimension 
(Moon Anne, 2007).

 The paper highlights the importance of assessment 
in academic libraries to satisfy users, administrators and 
accreditation agencies, and present data to inform ongoing 
and future strategic directions. This article surveys the 
landscape of LibQUAL+TM users’ results reporting and 
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describes	a	specific	strategy	to	quickly	summarize	data	and	
articulate results and responses to stakeholders (Forte, Eric, 
2009).  

V. SIgnIfIcance and need of the Study

	 The	present	study	played	a	significant	role	to	identify	the	
area of service quality improvement and to improve the quality 
of collection development, service effectiveness, workforce 
competencies	 and	 process	 efficiencies.	 The	 present	 study	
stresses the librarians and authorities concerned in knowing 
the level of users’ satisfaction, to identify the best practices 
and to improve the quality of services towards library user’s 
retention and new library members. 

VI. Statement of the ProbLem 

 The present study proposed to use the LibQUAL+TM 

instrument for measuring service quality of libraries and to 
examine “what type of library services are rendered to its 
users?”, “To what extent the available library services are 
perceived by the users”? and “what is the desired level of 
each service rated by the users.” 

 The statement of the problem is entitled as “Measuring 
Service Quality at RYM Engineering College Library, 
Bellary of Karnataka State: A LibQUAL +TM Approach”.

vII. objectIveS of the Study 

  The following objectives are framed in the study

1. To assess  the library service quality using LibQUAL+TM; 

2.	 To	find	out	the	Service	Quality	Adequacy	Gap	and	Service	
Quality Superior Gap of 22 core items of LibQUAL+TM   
three dimensions; 

3. To suggest a set of strategies for bridging the service 
quality gaps.

VIII. reSearch methodoLogy 

	 A	 systematic	 stratified	 random	 sampling	 technique	was	
adopted in the selection of the respondents. LibQUAL+TM 
Instrument (Print Version) used as survey tool for data 
collection. It consisted 22 core items grouped under three 
main dimensions with the comment box. Likert’s 1 to 7 scales 
is used for rating all items on three columns side by side for 
minimum, desired and perceived scores. Targeted sample was 
125 different library users of the RYM Engineering College, 
Bellary like undergraduates, postgraduates and faculty 
members. Out of these, 100 (80%) questionnaires were 
completed return from the users. Percentage, Descriptive 
statistics, Gap Analysis Theory and radar chart were used for 
analysis of data collected.

IX. data anaLySIS and InterPretatIon 

 According to collected data, 62% of the respondents were 
male and 38% respondents were female; 50% were under 
graduate, 30% were postgraduate and 20% were faculty 
members. Majorities (59%) of the respondents were between 
ages of 20-25 years, 23% were under 20 years, 13% were 
above 30 years and 5% respondents were 25-30 years.

 This chart shows a graphic representation of library 
information use (both on the premises and electronically), 
as well as use of non-library information gateways such as 
Yahoo and Google. Bars represent the frequency with which 
respondents report using these resources: Daily, Weekly, 
Monthly, Quarterly, or Never. The table below the chart 
displays the percentage of respondents who selected each 
option. 

Table I Usage FreqUency oF lIbrary InFormaTIon 
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	 It	is	observed	from	Table	I	and	figure	1	that	the	majority	
of the respondents (58%) use library facility on daily basis 
followed by 32% on a weekly basis and very less (1%) of the 
respondents used the library facility on quarterly basis.

 Majority of the respondents (43%) are accessing library 
resources through the web page on a weekly basis, followed 
by 20% of the respondents on a monthly basis, however (5%) 
of the respondents are quarterly accessing library resources 
through the webpage.  

 Use Yahoo, Google or non-library gateways for 
information, the majority of the respondents (48%) daily 
basis followed by 24% of the respondents on a weekly basis 
and very less (6%) of the respondents used on a quarterly 
basis.

 The minimum, perceived, and desired ratings used to 
calculate two kinds of service quality gap scores. They are 
adequacy service quality gap and superior service quality 
gap.

 Adequacy Service Quality Gap is the difference between 
the user’s minimum level of acceptable service and their 
perceived rating; the Superiority Service Quality gap is the 
difference between user’s perceived rating and their desired 
level of service.

	 The	Table	II	and	fig.	2	LibQUAL+TM survey results- item 
analysis shows the adequacy service quality gap and superior 
service quality gap of its core items as follows: 

 Adequacy service quality gap of core items: A comfortable 
and inviting location [LP-3], community space for group 
learning and group study [LP-5] and Modern equipment 

that lets me easily access needed information [IC-5] core 
items shows that [0.90, 0.81 and 0.79] highest mean score 
of adequacy gap respectively. It clearly indicates that service 
quality of these items is good. Follows, a Library Website 
enabling me to locate information only own [IC-2], The 
printed library material enabling me to locate information on 
my own [IC-3], quiet space for individual activities [LP-2], 
and A gateway for study, learning or research [LP-4] shows 
that [0.78, 0.78, 0.77 and 0.74] moderate mean score of 
adequacy gap respectively. It indicates the service quality of 
these items is average. However, core items of Employees 
who understand the needs of their users [AS-7], Employees 
who have the knowledge to answer users’ questions [AS-5], 
and Print and/or electronic journal collection I require for my 
work [IC-8] shows that [0.35, 0.45 and 0.51] lowest mean 
score of adequacy gap of items respectively and indicates the 
poor service quality.

 Superior service quality gap of core items: Library space 
that inspires study and learning [LP-1], Community space 
for group learning and group study [LP-5] and Quiet space 
for individual activities [LP-2] reveals that [ -0.49, -0.45 
and  - 0.43] lowest mean score respectively. It indicates that 
library users’ expectations are low. Follows, a comfortable 
and inviting location [LP-3], Dependability in handling 
users’ service problems [AS-9] and The printed library 
material enabling me to locate information on my own 
[IC-3] indicate that [-0.53, -0.57 and -0.58] moderate mean 
score of superior service quality gap respectively and library 
users’ expectations are moderate. However, Employees who 
deal with users in a caring fashion [AS-6], Employees who 
understand the needs of their users [AS-7] and Readiness to 

Fig. 1  Usage Frequency of Library Information 
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Note: n=100

Table II lIbqUal+Tm sUrvey resUlTs –ITem analysIs 

Fig. 2 LibQUAL+TM Survey Results –Item Analysis  
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 The above table III displays mean scores for each 
dimension of library service quality measured by the 
LibQUAL +TM survey, where n is the number of respondents 
for each particular dimension. Affect of service dimension 
shows less adequacy gap (0.58) and high superiority gap 
(-0.76), Information Control dimension shows moderate 
adequacy gap (0.66) and moderate superiority gap (-0.69), 
however, Library as Place shows high adequacy gap (0.79) 
and less superiority gap (-0.51).

X. SuggeStIonS and concLuSIon 

 LibQUAL+TM survey helps to identify the library service 
quality gaps under three dimensions. The following Strategies 
have	been	suggested	to	fulfill	the	library	service	quality	gaps	
and satisfying the expectations of library users.

•	 The library should provide quiet and comfortable phys-
ical location.

•	 To develop a quality information collection of individ-
ual activities of learning and research.

•	 The library should focus on collection development of 
print and e-journals.

•	 Library need to launch separate library Web Site and 

respond to users’ questions [AS-4] shows [-0.95, -0.90  and 
-0.83] highest mean score of superior service quality gap 
respectively means library users’ expectations are high. 

 Library service quality based on LibQUAL+TM survey 
shows	5.07	for	the	perceived	level	services	with	gap	to	fulfill	
customer expectations (desired) is -0.68. However, perceived 
level of library service quality is exceeding the minimum 
level of library service quality with 0.66. 

 The above radar diagram shows aggregate results for the 
core survey questions. Each axis represents one question. A 
code to identify each question is displayed at the outer point 

of each axis. While questions for each dimension of library 
service quality are scattered randomly throughout the survey, 
on this chart they are grouped into sections: Affect of Service, 
Information control and Library as Place. 

 On each axis, respondents’ minimum, desired and 
perceived levels of service quality are plotted, and the 
resulting “gaps” between the three levels (representing 
service adequacy and service superiority) are plotted in 
different colors. However, Library services are within the 
Zone of Tolerance (ZOT) (perception scores are above for 
minimum scores).

Table III mean scores For each DImensIon

Scale: M=Minimum Service, D=Desired service, P=Perceived service 
SAG= Service adequacy gap,   SSG= Service superiority gap and n= no. of respondent

accurate and extensive OPAC to access to needed in-
formation by own at work place and home place.

•	 To develop digital contents and provide WI-Fi facility 
to access at their convenient place on the campus.

•	 The library should make always available of knowl-
edgeable staff at desks, and staff should improve their 
abilities to identify the library users’ expectations and 
readiness to answer the questions and

•	 To give more importance and priority in budget alloca-
tion on Library process change and design of valued 
added services.

 The results of the study revealed that the level of service 
quality only across minimum level and do not achieve the 
customers desired. This study helps to the RYM Engineering 
College library for knowing the library user satisfaction 
level and to improve the service quality to meet the library 
user’s expectations for sustainable competitive advantage. 
The present study proved that LibQUAL+TM instrument is 
necessary and complementary tool in library arsenal that 
enables to measure service effectiveness and determine 
where improvements must be made. 
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