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ABSTRACT

A Study on the Quality Evaluation of Public Services

- Focusing on the University Library Services -

Sim, Myeong-Seob
Advisor : Prof, Oh Eul-Im, Ph.D.
Department of Public Administration,

Graduate School of Chosun University

This thesis is a study of the administrative service quality evaluation
which considers theoretically and confirms empirically what the field of
university library has some service characteristics.

The purposes of this study are to suggest some valid measures of
administrative service & library service and to offer some political intent
for administrative service improvement.

For the establishment of a study model, I examined various internal
and external literatures about administrative services and library services
quality evaluation from all angles and organized theoretical context about
them. I also put knowledge practical use on the basis of the result for my
research model setting up. After comparing library services with
administrative services, I especially analyze the characteristics of library
services and distinguished the particular business circumstance for the
service quality evaluation of the only library services.

As a preceding study, I divided into the operation side and service

side of the library and materialized them by analyzing the studies of



existent library operation and service. And I theoretically considered the
characteristics and the types of service on the basis of the research of
Parasuraman, Barry and Zeithaml.

In the expectation level of library service, I divided research variables
into six parts as facility, manpower, data, web service, specialized service
and general service. Also, in the experience level of library service, I
divided research variables into six parts as facility, manpower, data, web
service, specialized service and general service.

Through these abstracted variables, I established proper study models
and hypotheses and verified them through regression. Prior to verification
of study models and hypotheses, I executed factor analysis and validity
analysis and confirmed the reliability and validity of those questions. At
the same time, I confirmed the statistics of population from the
respondents and executed the analysis of variety and t-test to verify some
characteristic differences. In addition, I confirmed the interrelation of
variables and verified whether detailed expectation level and experience
level of library services influence those of general library service.

As a result of my research, all proposed hypotheses are supported and
the considerable differences of expectation level and experience level about
library services are verified. This means that current library services
leave much to be desired.

The concrete actual analyses are as follows.

The first, as the result of factor analysis, the detailed factors about
experienced services and expectation level of general services were
verified in all proposed variables.

The second, as the analysis of variety and t-test, considerable
differences between male and female were verified in the expectation level
of facility, manpower and specialized service sides. However, any

meaningful variables between male and female did not existed in the
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experience level.

As the analysis of variety related to the expectation level of library
service, meaningful differences were verified in all variables with the
exception of web service, specialized service and facility sides.

According to the analysis of use frequency, meaningful differences
among groups were verified in the expectation level of manpower and
specialized service sides and all variables of experience level. Owing to
the analysis of use motive, meaningful differences were verified in the
expectation level of specialized service and all variables of the experience
level.

In accordance with the analysis of wuse intention, meaningful
differences were verified in the expectation level of manpower, specialized
service and general service sides and the experience level of manpower.
According to the analysis of wusing university library, meaningful
differences were verified in all variables with the exception of general
expectation level.

The third, as the result of research model analysis, all proposed
hypotheses were supported. So, I could confirm that 5 wvariables had
meaningful influences on the expectation level and the experience level of
library.

The fourth, meaningful differences among 6 variables were verified in
the expectation level and the experience level. Consequently, I could
confirm that lots of library users were not satisfied with actual university
library services.

In brief, this study suggests that library services should be changed
to deal with user’s variable needs and wants. In other words, we should
complete relevant on-line service systems and Kkeep trying to develop
various approaching methods. Also, the library itself should be changed to

lead the development of various regional culture.
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[ 4-4] A5 7N&TAF
=4EE 3t FEAA | 4 =
=971 6.1938 1.1482 -1.843
HIA 5.5469 1.2670 -.820
Hoj Al A 5.6988 1.1810 -.876
Al 7 g g s 5.7778 1.1995 -.901
Al 7 5.9420 1.1469 -1.232
BARA A 5.3646 1.3347 -529
IR R 5.7542 88471 -1.230
AHEA 5.5444 1.2979 -.674
AT 5.2914 1.3226 -.466
<l 47568 1.2875 015
AW I FE 2 5.5667 1.2622 -.748
=374 5.6963 1.2476 -.949
8014 5.9975 1.1349 -1.236
FAr 5.4755 1.0032 -.728
R 6.0284 1.1651 -1.583
th A 6.1383 1.1242 -1.624
e s H 2= 6.3210 2.6174 21.274
A= 5.7580 1.1727 -.946
EA T 6.2012 1.0430 -1.635
gk ot 6.0894 1.0649 1.640
FHlol A = 5.6049 1.2298 -.853
- B = 5.6321 1.2392 -.939
oz e2e 5.7420 1.2265 -1.042
74 ¥} o} 5.9481 3.3883 16.533
IR R 5.7318 1.3406 3.961
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W F 7 4.7318 1.2697 011
°d 3} 7 4.6580 1.3617 017
S3tAn] =9 A 3] 45407 1.3169 -.045
=4 3] 4.5765 1.3040 -.005
TR 5.0654 1.3440 -.294
FAr 47140 1.0848 024
Al 5.9000 1.1812 -1.407
SR 5.3333 3.0919 15.560
A P Al g 6.1519 2.6702 21.110
A8~ 5.5272 1.2509 -795
S35t n 29 5.0210 1.2699 -.181
FAr 5.5867 1.2114 3.277
=971 4.6321 2.0759 9.705
A4 4.7383 1.4074 -.259
Hoj Al A 45272 1.4563 -115
A AT ] 4.4512 1.5914 -.290
7N A ZE 4.6951 1.5299 -.423
B A 4.6272 3.8132 15.554
gHAk oF 46119 1.3167 2.084
AH4A4 4.3580 1.4238 -.179
AEA 4.3494 1.2371 -.007
<l 4.3111 1.2207 047
AEW AHFE 2 A 45111 1.2852 -.131
ER ke 45963 1.2603 -.224
4014 4.7259 1.3558 -.386
gHaksg of 4.4753 1.1227 -.078
R 4.4284 2.9298 18.010
d5E th A 4.2877 1.5072 -.180
HA = 4.1210 1.4758 -.057
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[E 4-5] 48 Fol &4

P of 2}
Mean Mean T P
(Std.) (Std.)
5.6809 5.8340
ANEE ez -2.469 014
(.8404) (.9251)
5.3487 5.6134
eW J)g4E -3.781 L0003
((.9903) | (1.0003)
6.0659 6.1149
Aaw 7 - 655 513
(.8719) | (1.2420)
5.7139 5.7513
drAn 2w Ay eE -.397 692
(1.5678) | (1.0405)
45443 4.8985
Ezn 2w 7 g5E -4.701 L0003
(1.0442) | (1.0994)
5.4991 5.6820
AurA 7 g4 -2.108 .035%
(.87897) | (1.4865)
45252 4.7062
AAA APFE -1.958 051
(1.1640) | (1.4605)
4.4688 4.4824
A APF+ -172 864
(1.1084) | (1.1397)
4.3147 4.3345
e ANEE -.205 838
(1.2950) | (1.4656)
4.2441 4.2829
A 2m A= -.465 642
(1.1894) | (1.1416)
3.7938 3.9320
EdlMn2d APFF -1611 108
(1.2318) | (1.2046)
4.2886 4.4093
Awrd AdeE -1.528 127
(1.1258) | (1.1189)
x  p<0.05 xx 1 p<0.01

_70_




S|
ay

1=}
o

7 o]

=

-

A 7]

=

p—

A @ gt F=AA 7|dgo] o}
7l ool wh

|
=

.

N

i

o
ﬁo

B

—_—

0

"
i

o
ﬁo

¥
7

NR

=

o
Np
A

ol

g R |

=
y 1

o

2}

w2} o] 7}

HEH Fgho] 4.9550]aL ol o)
71t 4= <= oll
ok webA Zldi el

0058t ooz AW

985 P=00l% a

-

[e]

= T oIt

}

o
pad

|

—_
o
<

—_—

0

—
o

o
Nfo

==
o

W
T

wr
ol
A
"
-

1A, Fgho]l 6.9220]aL o] o]

g

A%g

E P=0002% a=0.05Hth

1

ks
T

No

e

i

A5zl ahe) Al
o, whebA] 7)ozl

1

O]
T

O]
T

Poh, wekA T el w

ok

A

R =

_71_

§ P=0342 a=0.058T} Homz Auw sFFd wel 2ol
o7k =

st
3,
st

=

2
§2)

1

G
2
Els

g 25w 71

o] 7}

o
o



=A@ o F9A el we gANzY Agszd g A4

VNEEAS Fote] 9 AolE AT AyE Ay EW, Fgho] 351201 9]

A Aoz ey
ST e =34 Zige] e S An]A g ek 9l 9
VNEEAS Foto] o AolE AT AyE Ay EW, Fgho] 291801 9]

of tha FoTFE P=021% a=0.05KHT} Ztowmg E3IMu|2ad 7

mAe] WE FHA el wE Awd sz e o4 %
BAE Tel 94 Aol PFH ATES AWEW, Fgol 668803 ofof
g 4938 P=.0002% a=0.05 ZFomz AWA sz wg 3

o
o7b glbe ARANE J4en dEAEe Adah web] sl

Il
(e}
f
kv

1o,
s
i
g
.II
S
>~
u
o
Il
o
S
s
k)
£
[o
st
it
rO



b

)l

ox

£l

—_
o

—_—

0

—_
o

M

0o
NR

HREE, Fghe] 25570 ool tf

w2} 2ol 7}

frelgE P=.038= a=0.05K.T}

ol

o

o

I

&

8] 2~

717 2 ol &A=

]
&

s

o

f

re
™
e

|

b

e
)
Hel

o
g
A
oH
T

N
A

—~

o

of o

s

U

Rown EA

_78_



[F 4-6] X 2e] & F82 7] B2 FFo] 24
Mean
(Std.)
o A = o A = I ¥
ARy HE oks}
Al ok
6.1369 5.7191 5.7095 5.8741 5.4167
AdE 7 aE 4.955 |.001
(.7093) (.8809) (.8610) (.7866) (1.5146)
5.8489 5.4278 5.4617 5.6963 4.6894
A&HEW 7dF+FE 6.922 1.000s:
(1.0171) | (.9819) (.9319) | (1.0008) | (1.6324)
6.3920 6.0884 5.9946 6.2978 6.0727
A5 W Zldlg 2.623 | 034
(.7832) (.9184) (.9240) (.6144) (3.6418)
v~ 6.1300 5.7433 5.6405 5.9500 5.1250
3.512 |.007x
7| &5 (2.0473) | (1.0426) | (1.4012) | (.9363) (1.7874)
E 3} A2H | 50453 47347 4.6480 4.6933 4.3000
2.918 | .021=
7| &5 (1.1543) | (1.0272) | (1.0497) | (1.1882) | (1.6843)
6.0693 55721 5.5045 5.8889 47818
Aukd g E 6.688 |.000::
(1.4691) | (99559) | (1.1690) | (2.0447) | (1.5016)
4.8867 4.5929 46113 4.3667 44773
ANAH AdFE 1.284 | 275
(2.0425) | (1.1573) | (.9582) | (1.2878) | (3.5108)
47578 4.4510 4.4663 46185 3.7273
A APF+ 3.911 |.004:
(1.3632) | (1.0522) | (1.0511) | (1.3732) | (1.4351)
4.3413 4.2908 4.4248 4.2089 3.5000
AgH AYFE 2.557 | 038
(1.6163) | (1.2740) | (1.3693) | (1.6016) | (1.5064)
LR R et 4.4767 4.2678 4.2356 4.2389 3.8977
1.222 | .300
ks (1.4842) | (1.0940) | (1.0581) | (1.6060) | (1.4712)
E3}Au)2~d | 3.9600 3.8226 3.8864 3.8400 3.7364
302 | 876
AT (1.5956) | (1.1103) | (1.1261) | (1.6268) | (1.7613)
44773 4.4030 4.3353 4.2222 3.4818
Ans AIAFE 3.930 |.004:
(1.4736) | (1.0755) | (.9962) | (1.3653) | (1.4231)
* 1 p<0.05 *% 1 p<0.01
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Mean
(Std.) P p

13] o] 3} 23] 33 43]  |53] o] A
5.8187 5.6333 58348 | 57840 | 5.7409

1.169| .323
(1.0686) | (1.0645) | (.7941) | ([7959) | (.7353)
5.6441 5.4671 5.6379 5.3776 | 5.3660

2.967| .019x
(1.1248) | (1.0016) | (.9349) | (.9526) | (.9685)
5.9068 6.0993 6.2345 | 6.0796 | 6.1216

1.706| .147
(1.1529) | (1.5966) | (.7438) | (.9304) |(.80546)
5.7280 5.5765 5.9159 56760 | 5.7566

1.109] .351
(1.8431) | (1.7442) | (9475) | (9553) |(1.0177)
5.0514 4.6639 4.8552 45367 | 45757

6.178| .000%*
(1.2386) | (1.1366) | (.9500) |(1.0264) |(1.0059)
56135 5.6299 56655 | 54000 | 55827

770 | 545
(1.1160) | (2.0812) | (.8758) | (.8720) | (.8270)
4.8795 4.8073 4.6422 44337 | 4.4312

4.287] .0025*
(1.1651) | (1.2169) | (1.2007) |(1.0144) |(1.5187)
46160 4.6791 4.6609 44558 | 4.2414

6.002| .000%x
(1.2354) | (1.1127) | (1.0547) | (1.0061) |(1.0939)
4.6676 4.4966 42931 42592 | 4.1043

4.949| .001%x*
(1.7644) | (1.2757) | (1.3400) |(1.1416) |(1.2547)
44814 4.3844 42823 41327 | 4.1296

3.025| .017=*
(1.2777) | (1.1288) | (1.2062) |(1.1175) |(1.1097)
4.2932 3.9482 39414 | 3.8653 | 3.5708

9.606| .000%x
(1.3402) | (1.2806) | (1.1950) |(1.0245) |(1.1256)
45432 4.5483 43586 | 4.2408 | 4.1807

4.246| .002*
(1.1968) | (1.0596) | (1.1370) | (.9567) | (.0655)

* . p<0.05 *% 1 p<0.01
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[E 4-8] ol %ol %8 o] &4

Mean
(Std.)
Axe | adw i
w7 71
AA s
5.8490 5.6253 5.7560 57721
AVAE T d 1.322 | 266
(.9476) (.9827) (.7685) (.9053)
55850 5.3640 5.3763 55572
AHW TldeE 2.481 | .060
(1.0896) (.9937) (.9405) | (1.0177)
6.1392 59744 6.0871 6.1188
Aam 7z 645 H86
(.9337) (1.6572) (7733) | (1.0074)
5.8456 5.5280 5.7974 5.7246
A~ 7)) e 1.411 | .238
(.9812) (1.1838) | (1.3030) | (1.5045)
e Ll 5.1451 45104 4.6798 4.6839
7.165 | .000%x
s (1.1401) | (1.1674) (.9799) | (1.0804)
5.7686 5.3520 55831 56215
AWk g 2.437 | .063
(1.4680) | (1.0056) (.8277) | (1.4102)
5.0752 4.8187 4.8460 4.2204
A AEFE 18.897 | .000x*x
(1.1079) | (1.9876) | (1.0049) | (1.1569)
4.9248 4.2293 4.7050 4.2602
AHEW AT 15.833 | .000%x
(1.1165) | (1.1046) (.9653) | (1.1680)
4.9235 4.2683 4.6524 3.9194
Aad AYeE 22.465 | .000%*
(1.2151) | (1.2964) | (1.4682) | (1.2582)
4.8186 4.1440 44677 3.9851
A= AT+ 18.124 | .000x*x
(1.1811) | (1.1382) | (1.1324) | (1.1112)
R R et ] 4.4902 3.9280 4.0097 3.5319
19.804 | .000x*x
BETE (1.2616) | (1.1229) | (1.1457) | (1.1994)
49745 4.2480 4.6419 3.0731
ARk AdaE 32.370 | .000x=:
(1.0811) | (1.0309) | (1.0255) | (1.0964)
* 1 p<0.05 *% 1 p<0.01
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[£ 4-9] o $ 24 ol ¥

Mean
(Std.) FP
AadE | SEez | ARHAN | 7lE
5.8878 5.7036 5.8264 5.7027
Al T eE 2.270| .079
(.8611) (.8910) (7027 (9751)
5.7287 5.3552 5.6528 57072
a=g™ e 8.109 | .000*:x
(.9330) (1.0226) | (.7086) (9673)
6.2097 6.0524 5.9833 6.0270
ZAagm Vg eE 1.221| .301
(.9043) (1.1384) | (.7411) (.9229)
Arn] 2~ 5.8720 5.6670 5.7813 5.8649
1.311| .270
7] ) == (1.6128) (1.2410) | (1.1570) | (1.1435)
E3slAnl 2~ 4.8638 46168 49333 5.1568
5.228 |.001 *x
7] ) == (1.0525) (1.0945) | (.8498) | (1.0678)
5.7768 5.4952 6.0500 55622
AnkA 7 d 4= 3.948 | 008
(1.4914) (9707) | (2.6905) | (.9931)
46675 45654 47431 4.8964
AN A 1.003] .391
(1.1970) (1.3874) | (.8995) | (1.0810)
46755 43752 47083 46712
W AIdFEE 4.407 | 004
(1.2102) (1.0930) | (9039) | (1.0065)
4.2589 43166 45750 46378
Az AdFEE 1.064| .364
(1.4057) (1.3972) | (1.0439) | (1.0932)
PAgn] 43128 4.2283 4.0833 45946
1.475] .220
AT (1.2452) (1.1502) | (.8988) | (1.0596)
EslAnl 2~ 3.7836 3.8539 3.8500 4.3838
2563 .054
AT (1.2427) (12152) | (.8949) | (1.2661)
4.4300 4.2827 4.6083 46432
ARkd A4+ 2.270| .079
(1.1961) (1.1003) | (9573) | (1.0751)
% 1 p<0.05 w%  p<0.01
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[E 4-10] 1§ TS SA 28 o] &4

Mean
(Std.) F P
o = A =) Z A
5.8900 5.6597 5.8634 55971
ANHdE ez 5.398 |.001:x
(7128) (7170) (.7730) (1.2838)
55861 5.3417 5.5443 5.4500
oW s &FE 2.617 | .050%
(9357) (.9401) (.9128) (1.2278)
6.2498 6.0996 6.1458 5.8141
A5 7 SE 5.649 |.001*x
(.8115) (17109) (1.3410) | (1.3274)
SRS =] 5.8110 5.7144 5.8919 5.4779
3.228 | .022x
74+ (1.0144) (.9041) (1.9421) | (1.3494)
EglAu) 2~ 47502 44481 47490 5.0035
9.240 |.000x:x
714+ (1.0285) (.9277) (1.0518) | (1.2969)
5.6191 55163 5.7260 5.4882
ANk g5 1543 | 202
(.8060) (.7656) (1.7684) | (1.3510)
4.3533 4.4622 47561 49775
AAH AHFFE 9.119 |.000x*x
(1.1699) (.9864) (1.7398) | (1.2452)
46156 4.2406 4.3715 47500
HW AYFF 8.753 | .000x:x
(1.1350) (1.1010) (1.0152) | (1.1774)
40211 41833 4.3500 4.8659
Aaw AYr=F 13.579 | .000:
(1.3410) (1.1729) (1.6213) | (1.2399)
SRS Rl Eat ] 4.0933 4.1255 4.2201 47103
11.431 | .000%:
AE 5 (1.1312) (1.0626) (1.1720) | (1.2356)
S el ] 3.6823 3.6460 3.6750 45882
28.158 | .000x*x
AT (1.1746) (1.0094) (1.2270) | (1.2715)
4.1560 42159 4.2562 4.8659
ARk Ay 16.503 | .000:
(1.0956) (1.0395) (1.0928) | (1.1588)
% p<0.05 w1 p<0.01
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[F 4-11] A58 AABAEH
Aa Ab Ac Ad Ae Af Ba Bb Be Bd Be Bf
Aa 1
Ab 619 1
Ac D02 501**[ 1
Ad  [.398%%|.387*x%|.415%%| 1
Ae |.426%%|.482%%| 314%*| 408**| 1
Af  |.464%%|.496%% | 448%* | 398 | 473*%*| 1
Ba |.174#%|.133%%|.120%%|.130%%|.194%%|.164**| 1
Bb | 1865 |.183%%|. 1495 | 139%*| 233 | 184%*| 542+ | 1
Be  |.157#%|.100%%| 053 | .047 |.158+x| .087* [.507**|.602%*| 1
Bd [.169#x|.173%%|.144%%| 161 5%* | 250%*| . 150%* | 505%* | 583+ | 5&&**| 1
Be [.145%%|.105%*| .083* | .036 |.231%*| 080% |.448%*| 5]11%%|527**|.641**| 1
Bf |.135%%|.099%x| .073% | .073% [.165%*|.116%*|.55]1%*|.647%|.685%*|.690%*|.638**| 1
* 1 p<0.05  =x : p<0.01
<golgE>
Aa @ AW 7|43, Ab ¢ A8 W Jg4E, Ac : A2 ) UEE
Ad @ IAE 2 JHEE, Ae - EFA N2 S OFE, Af ¢ AN Jg5E
Ba : A1AW ¥4 Bb: 98 APFF
Bec : AW A§53 Bd : gAv 2w Ad5E
Be : EstAu =W AdA5E Bf @ Ay AgSFE
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