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Toward Global Standards : Implementation of LibQUAL+",
a Library Service Assessment Tool at St. Luke’s International University
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(Abstract)

Purpose/Methods : St. Luke’s International University Library conducted a user-satisfaction survey
using the LibQUAL+" library service evaluation tool in 2015 to highlight gaps between user expecta-
tions and perceived service provision.

Results : Questionnaires were sent to all 2,634 students, faculty members and staff at the university,
and a total of 377 responses (valid : 348 : 13.2%) were received. Answers to 22 questions evaluated on
a scale of 1 to 9 indicated that perceived service was between the minimum level and the desired level.

Discussion : The results indicated high expectations of the library facilities, circumstances, and of its
collections and materials. Although the current situation was below these expectations, relative satisfac-
tion with user services was observed. A cross-national comparison was reported between the results of
the university and universities overseas. Ongoing analysis of data and users’ comments is planned to
facilitate more specific identification of issues and practical resolution toward related improvement.
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(2 5]

HAEY - 5 EEINER S REA L, 20154E10H ~11H1220) T, LibQUAL+" Z 38 A L C AR
REREZERLZ. COFEOHMIL, F4, BREN DD, KEHE AT LHIRE
DF vy TeHENIT LI ETHo72,

MR ERE - BURB2634 N T X RICRERIRIEA — V2 EA L, RERSTTHE, 20 9 AN
BB CHMMEZ132%) 3k E o700 T — AT 5225 H IOV CRIEE D9 BB CRE

AN EB R S22 G e~ 7 — [XEEAE - St. Luke's International University, Center for Academic Resources,
Library

BN ERR RS G MY v ¥ —8 a0 3 2. =5 1 4 - St. Luke's International University, Center for
Academic Resources, Support Office for Learning Community

TR INEIS RS2 s e v & — KEA iR %L - k=S - St. Luke's International University, Center for Academic
Resources, Archives

B RN EIS KAt ~ 4 — 5 - St. Luke’s International University, Director of Center for Academic
Resources

Zff 2016F10H28H 23 2016%F11HF29H



feilifls - AR EER B8 LT« BEEINERSRIC B 2 EEY — € A3 — )V LibQUAL+ O Fhaf R 153

i L7zAs5, =20 [EEOLV] L, [RIEBEoOL~NV] & [ZE LWLV ] O OFFA

ZETE > Tz,

FE YL L TONERE LEE - BHETOMREL L E L, FEEOF vy THH ) EE Lo
TWwizo —75, FIHEY — E A TIRILBRGE R E O S W EIAIA AR S 7z EREIIZE R L Twb Y —v
ThbI b, WNOEBHEG & ORRILE LT o720 SHREMGABO I X Y MpraiT, BARRZ

HUEH ) 2 4 — U A SO £ .

(X —7—X) MHEZHRAE, - AHE, &S

FREAERE, HE A

BEL WBEOWLE, MEHEYT— A, LibQUAL+",

I. 3U&IC

20154712, BEERINEISRS: (DUT, A% @54 - 8
BB A MR E L CHE L 72N — CAMEERED
KR LT OME WG T 5o REREFEH T, 7774
T T == Y TS HFE NG 5T 5 720 0 HES <
DELT, 2013FICEER NG E LT [ -
AAE] #fTw, A v a—RE L MBICHRE L/
HIZ X 2 ERRAE, SHRELHS ML ZOHR
FICH B E, DR — U 2 % 30 Legss§ 5 fkfey
YA T NVEBET 5 ENNY 215572012, Sl E
BRI <RI S Qv 5 [EERET Y — )V LibQUALA+"
(FATHMW)? ZHNT T 72,

1. LIbQUAL+" & I

FEYT—CADOHELZNET L HEIN 2L H D5,
19804, H—E AT HHED [HFE] &, ¥ —
CZADOFEEIIH TS A LoFyy FI2XhllET
5T SERVQUAL A X7z, Tk AR —
E2ISHALEDY 557007 b8, 7F A A&M
KEOWEE, HMEFE S A09EF— 2, KEE
MZfEH 2 (Association of Research Libraries, LT,
ARL) 12X o T1990FE R D, MEFHY— L ADH
il - G % 72 DAY — v LibQUAL+ 2355
STz 20004F O BHAG LI, 15229 77 1,300 L) o>
Kt - BB, AARENTIE 7 L LRS- eI L -
THHEIN TS, LKRTHESINZY =V TH L7720
JESCIE R AHS, 20084F H AR TR LibQUAL+" % 3
AL7BERRRFEA T+ 75— L ARL O
T, HAFERDMER S 1172,

LibQUAL+"TIZ, REAETF—EAZKE 2, FIHE
=V AT S [— ¥ 2D%EH (Affect of Service,
AS)], EE - BEHCE TS [EHoEE (Information
Control, IC)]), fHigk - ixIcBI+ 2 [H& L ToXELE
(Library as Place, LP)] @ 3 >ofil & L T2 TWw
bo TNENIIHHE, 8IHHH, S5HHZL L AEF221H
HARZOWEOEE > TEBY, FHEHEIZOWT 3 FEH

DLV ([WEBOL V] TEF L L)V [FEEO
Lv]) & 9B THEEPREBILL, v =7 LTl
LT AR TH S,

2B LM, AV T F VR & L CHRA SRR R
EICHHATHAZBMT 52 ETRETH H, TNHFA
HEOMIZ, MEFEOFEZR BT 53 L, BHGE
AT &5 T 5,

I. B B

KA Bk, LibQUAL+IZ X 2L D), 2
K, BIRE DO OREEY — E AT 5 =— X L HIR
EDOFXF Yy THEHLPIIT LI L TH D,

MEAERFE, AT % 12 U oMo B O Raril
DO—BE L THEMIATbNSL Z 0% L, FHlifRE s
LT, A7y b (EEH BATE, ABRY), 7Y
N7y N CREEER, B V7L AL
), 87 5 =< v AFREL EBH VSN T & /2, IESE
NHITMmz, FAFEICLZ5HMFEE ST, R
IZBWTHFIHEBETH 554, BMEIPREHEL LD X
IZEHH L, fZRKDTHLDOPE V) BENEETH
HEEZTWh, ZD2, —UC AT 2HfFLE
OB O W THHEEGPHET 5, FIHEERNO
Y =)V TH D LIbQUAL+H DE A % #IR L 72,

LibQUAL+" %2R L 720 9 —D2DHH &L LT, EFY
WIS FIHENTWDEHIIY —VTH LI EDHIF5N
%o A G104 DL LFE LIEEDVES L QW TEBEME
Wb l, 61, EFENZHE TR & o s
TELLVIHI RNy I BB b, Tz, EBHLEISD
VIGTW A, Sy =ML E N Y — v & LTH)
AT, HEiHERL K- F2YEHITO ARL 76 %4 &
NCTL 5720, B TEMEKRAZ R LE/T L20L
WA 7% ) BT Tz,

I. AEHE

20154E10H 6 H~11H30H, ARFZEoe24 HE (K



154 BEEMEERARLE Vol3 2017.3.

R 5 — ER RSP —)LE ALV

HEEY—EX

e R E

10/6 (Tue)~ 11/30 (Mon)

Y

REOEIELENLHIC,

o

10/6 (X) BfEA—IL, FT2ld IwebBRTULT) BESHSE 2]
WOUSHED, DT T ETIIr—NCBE< RS,

TR — 20 3 NET

e iy AP
1 B/RRZE—

Wb RS FER Lz, 107 6 HIZ, K& -
WWHEDFKZ A=) Y 7Y A M ERMFHL, fEEHEEBICHL
TH% URL # BT A — )VClAI L7z BENZH7z5T
PG IR ) <~ A4 FA =V RED, K - NI
RAY—%RL (B1). 72, FHAA Y T4y b
"Web 2 TLZ” IZBHSEZ\/EL, FNEDAD
BTEBHMAL Lo D2 TBBIIT 72 ALIHN
R B MR LT, DN RO B2, B
%2 A PTICERE L, MIEEETHEIZEZIEEL 72,

FE~NOHIIERT LS, a—b—TavyTh—F%
10054 HE L, g TRz 2R L L7z, 5%
F\ITTIEL R T RIS A — VTl L, MEfH 7 v
¥ =TT ELEITo 720

V. SHEEHER
1. @E%E
1) E&EE

BT A — VA CTHRAETIKEE % 245 L 75 h o2k,
BB L2634 N ThH o 700 MBI, Z0H)BE
RAVER D348 TH Y, HRAEFRIZIZ2% & % o7
(FR1)o MBEEOMNFIE, 254 (368%) b %
<, WWTHE (342%), KB4 (170%), #E
(63%), REFRMEMBEREES (4.0%), KEFHR
B (17%) Tholzo BBERZZFOREDHEITEE TH
0, L ORENMELNTZ. LML, @B D AT
ARIMIEFEIZ61%ICE EF D, EREONERTIE, K¥
AT OG-t % LR 2 4R & o7,

2) EEEDEE

KL 2 S IOV TIEE 1 [ELLE2%66.7 %,

FHERE Y 2 T RIS OBETEFRNDT 7 & A

=1 EEH
e T A
FERE 373 128 34.3%
KFERE 155 59 38.1%
e T 62 14 22.6%
B 100 22 22.0%
B B 1935 119 6.1%
HEEREE 9 6 66.7%
£ 15 2634 348 13.2%

FEE 1 EPLEDB576% TH -7 (B2),

2. % —E XM

1) ¥—EX£tF

LibQUAL+" OB TH 5 22IHH 12D W T, [HEEO L
NV TEF LWLV [EEO LNV O (F
B ZRC) 2L —F—F ¥ — b TRT (M3), 2215
HAS, [r—E20%3] [AS1~9], [BHoEH] [1C-1
~8], [M& L Co#EfE] [LP-1~5] o 3MIHIZ5 A
TWhe 2HHOFHIEENZN, [RIEKRO L~V -
592] [EEF LWL~ 1 765] [EEDOL N 664 T
Holre TOEHAT [EBEOL V] 25, [HRERL X
V] oE TZF LWLV OfICEEMNT SN, FEHE
FICILE - Tz,

MEFEST — AT 5 [EFE LWLV oFE)s
BWIEIE, L6 FEFTERT (R2)o OFVDILE
B WA O 2 22m [LP-2] (800) THo7ze LAL
1frE 6 D 7#1Z020L EETHY, ZoMIc e L
ToOMEE] [LP] &, [HHoEE] [IC] #3HET
DEFIFNTVE, 2O Ens, XEMHEOBRM - B
&, EE - BEE ST A HIENE W DA S,

[EEOLN)V B TEFLVLAV] 26 bEENT
WD, HE - WIRELSETRE~NOT 7€ X [1C-1]
OHHETLIRZOF v v TH Y, IRWT, FI—TFH,
HRPZED 72D D XA _— A [LP-5] TIEIDOF v v 7
Holee ZLT, [FEOLNIV] DS [HRKRL V] 12
RKBED - 72005, FH - WIRICLERER (K) oF
Fz [IC-3] THhotlze FlLRVDOF Yy v FI2L - T,
INSOEHDPHFICHESL L CEPTENR-TELEW
25

AREFOFERIZDOWT, [F L2015 1 2FifE % it L 721k
Ko ARLINER 9 K> o P L otz ro72 (H4),
ARL M K% 022 H OF#41%, [HEKEO LN -
635 TEF LWL L 1 776] TEBFEOL )V 17211 T
HY, WVFNLEFELDENL NV THo 72, 4 DIH
HIZOWTADLE, RETIE, FAHZEZRFIZLTVS
[AS-2] &, 28 - WigElc B skt () oFcdE [1C-3]



feilifts - AR EEER I8 LT @ BEINERSEI BT 2 EHEY — € A5 — )V LibQUAL+ O FEiEfR 155

HEFE~DREHE

HELEITIR—UMS
BFERNOTILREE

of&A

m;E 1A

~ A1

&34 AIC1E]

@ FALTLERLY

0 10 20 30
X 2

| —Erozs

<o LP-2 HBELTOD
X _TCI LP-1 B EAE

M3 EEMEFERKFEL-F-—Fv— b

D [EF LWLV 2MIEE L YA EOTH S
H75, ARL IR ORER: & o T/,

2) 3-o0flE

2IHH% 3O0MEZ L 1cAh b L, BKATHEOFIEIL,
[— ¥ 2AD%EH] RIERDO L N)L580, €LF L LN
V751, EBEOL~NL6T8), [EHROEH] (REEO L
ANV600, LFELWLANNTTS, EEOLNLV650), [H
ELTORERE] (RKROLNLE597, B L L)L
775, EBEOLN)V657) Eeorz (K5). 2o 3HIH
DHPT [EF LWLV PR EPo720I [HE
L COREE] Tholze [EBEDOLNV] Tk [H—1
A DEE] ~OFEAS, MOMTE & R CE ] AT A
5N7ze

REQFFERTE, [ZFLwLNV] & [EEOLA
WV ZEARTEETLOIOF v v THdh o720 —7Fi T, ARL
R 9 KREFEDFHTIZOS5DF v v T o Tz, B
B EHERL ) — BRI HBIZTE VDS, SR AT,
RETIE [EBEOLNV] I, [ZEFLWLAV] LD
B EAH Y, [HRIEEL V] OFIC L) T ER A
Hotz,

3) FUTFILERM

LibQUAL+ DL & 72 5 2250 B LSS, Al E 123k
J72 5 DORMIZOVTOREEZRT (H6). FHAD
N—DES) [RIEBE~ZF L] LNVEEL, UM
WEDPEBOY —E AL XLV THb, ZOFTIE, HEE

40

50 60 70 80 90 100 (%)

MEEY —EXDOFIREE

F2 [ZEFLWLANL] (ER6HET)
[EE] &% ] LA
VENTEE -FRTZE0D0D, BHrEE
(LP-2] | e s 2 8.00
HDFEE - HEDEDICHELARDHES
C31| () masrhioTus 7.97
[LP-3] | BT, £-17& =< 6B LIBBFHTHS | 7.86
(o] | BEFLEMREN S 7— S N—ZIPBF | o0
I —FINBEDBFEMMIT VLA TES |
HMERIIFE  MERENEHLE/AETOND
WP Y5 wigrrce s 3 7.81
lio.g] | PORRICLELEED, FIRIRE 238 | o0
Foo—FILELTRETNR TS :

B TEBEOL V| B8 [RIER LNV ] 2 FH-TH
D, MEBEIZE> TEREINTVWERELRBRED—DT
HbHZ ENbhoTz,

V. B

1. 3fEOEAFH 4 RE

EEHEREZFHEZE 7NV —THNIA TN L, B o
HMASIAZ Ho SEITHZNEINIZDONT, FHE T IV —
FTTEDREOE, FIhOFEMY L b REY
ARG
1) [—EzDE]

Bt & FBICOWTIX, 3MED =0T [FEBED L X
VI B TEFLWLAV] ICRHEL, INHD7 )V —
TOZ— X TR LT, RIS T I D RIRGICT —
EAPRMEE N TR HEADS AL NS, TOMD 7 )L —
TN T % — EADLEIN DN TIN5 DO & 1)
DITRETDHHEMDD 5
2) [1BmDERE]

COREINZAT S TEZE LWLV b Eh o7z
DIFBET V=T TH-72 (812), T2, MBI/ NV—T
TlE, [EFLwLNV] 37211tk o0 0n, 2
- WiRICRELER () oFE [1C-3] <, [FEED
L] 8 THRAKBRL V] 2 FE- 720 —F, HE -
MFEL LB TEFE~NOT 71 X [IC-1] 122\ T,



156 REEMEFRARLE Vol3 2017.3.

mm

4 ARLAIEEOAHL —4—Fv— b

ZFELLLAL

| sEmLn |

e | |
H—EX &R BELT 7
5| oxz NEE  ORELRE

4 ! L [ | o e
X5 MERION—Fv— b

FIEE TNV —T T [EBEOL V] Y THREBR L~V
ERIFEEETH - 720

SR ATREORMA D 5%, Frickhed:, BEIC
VELER=—AOFREL, FHEDYE—-IT 7 LA
IZOWTHRHENA 2 TE 72,

3) [BBeLToHERE]

BRI V=TT, CoMEDH B 2HHET, [FEEO
LAV B TR L~V 2 TFREIZHRERY, K&
BAHEE LG SN TV A T Eb o 7o, [EBO L
NV DB EHM S N B A7 v — 7, dhqH
Woen 7z 0 A ~— 2 [LP5] (544), kR\WT, —AT
FH WY DO, R [LP-2] (643) &7
D, CO2EET [HRIERL V] 2 FEY <A F G
flicadh o7z,

o 7 v —7Tid, 22HEIZBWTY A F ARHIE S
Nho7zns, VT IV ORI 2HE T,
SR, B, BBV — 7TV A F AFHEA R ST,
GhETIREE LTIZ, BT LTwEw,

2. & LTOREE

S OREEBET L &, 3Oo0MEDH B, K2 [
& LTCoOREE] [EHROER] o 2 fWiHmzonT, X
fEICT5=2—ATHs [EF L] &, HiRo
[EEOL V] IZHEDRD Y, SFENL N E05bho

- HEREICIE, WOTHFIATZIERBPAESIA TV
HEENAVI LT3 LXRHAAAZ R EFRISEoTWVS
- IEREONERRER I, RICAoTLD

- MEEOEOSEIIBE CE 3

- HEERILRETRUTERHAMTHD

9.0
8.5
8.0
7.5
7.0
6.5
6.0
55
5.0

B + X & =

A2 = & 3

ST 5

~

6 FUIFILEEDRER

720 BAEIZ X % FFAM TULE AR 22 BRE RSB O I £
TEHRZIZC WD, BEEFTH OB LEIAN P EA DT 21T
IBEL R D, BMICKDEHMICINZ T, I AV FOFE
Mz AT % 5121075 2 & ¢, BRI EEER ML, &%
EOHIEE B L T L BEDSH L,

LibQUAL+"Z, EBEIICIL CEASNTW LAY —
VTHY, REOEEBHRPMENE ALIZODOEE L L CH
Bl a ik 720 RF &t HARREPN O LibQUAL+" 5
FEERICIE, koFEF & i L <, T2F LWL N
MREFRINR N &) IR H 5 LT R, 7F
filcxr 3 242 R Sk A BV D ) — BRI IE
FABVD, RFEIIBWT, MEET—-UEANLESIN
FUEPEDS LAY Z NS N CTWITiE, 41k, KEE
= A A EDS S S 12 BT T SITREME D
EZ N5,

MEE — CANOLEKN: [EE LWLV OF
¥, FEBETOL, BeET95, BAT83TH o /zDIZN
T, BBV — 7 TUITE IR D TH o 720 F 72,
WEOEHRERIME» o722 L5, 5, BEHDS
D=—ADL A HHFREE LTSz,

I 3 ME O BRI 2FRE CATELIHIL, 7
V=TI Lo TEH S o T b, TN —T T L DY
Y HETEAMOBRW I X b2 LT, i
BMOWPMELE, CEEROME 2 5RIT) FETH D, €



feilifts - A EER HIE LT« EEINERSRIC B 5 EFEY — © A5 Y — )V LbQUAL+ O FE iR 157

LT, SOXHIZERL 72— A5 25 2 470,
Y LTV T O EFA 7V E LTS 5 2 & T,
ESICAHBEROY — EADPFEHIN TV EEZ D,

E i

FAAETR T 4 — KNy 7 OB, LbQUAL+ % &8 ¥ %
ARL &0, [RFoFHA, BEE, HEIZOWTE, A
BRI L 2T —3 L 22 BRI & 72 o T, il
A RZ2WEENR—=T 27 M EDaxy MhEBH o572,
F7, HHEAMIZIZZ S ORBIZEG A v -V %W
AYAERVA- S IRV A AV I A k=2 P Ao i e
HL FF72v,

51 F3Z#k

1) EEFEED. FESRYT — E A B X U225 12
B HBURE R - BEINAE RSB 5B 503%
Y- AAE. BEEINERC AL E. 20150 1 0 88—
92.

2) Association of Research Libraries. LibQUAL+",
[2016-10-25]. http://www libqual.org/home.

3) Parasuraman, A. et al. Servqual : a multiple-item
scale for measuring customer perceptions of service
quality. Marketing Science Institute ; 1986.

4) BESRBKFEATA T2y —FHRET—F 7
7 )v—"7. [2016-10-25].
http://project.lib.keio.acjp/assess-wg/.

* 4B, BEZBRKFTOERIIOVTIE, Fidll#Hk
E0H 5

HEAE  EAEY — Y AR : LibQUAL+". Medianet.
2009 ; 2009 : 3-23.

5) LibQUAL+" Publications. ARL & Group Notebooks.
[2016-10-25]. https://www.libqual.org/documents/
LibQual/publications/ARL_Notebook_2015.pdf.

6) EHHALTF. LibQUAL+"OHARIZBIT 2 EiE ZD
B, FAZKFIAFAE x4 Ht. 20105133174 -91.



