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33. Rt RERIRF SR A IRy I 30 Rt A SR Bfefitafas 11 A 1G~3A
o SR A RS AR I R R SRR VRS 5 Z RN 3C
# e X e
34. ARG SRR R R 15, 244G T8 B A LIRS 1G~3A
SRR LR AR IIHE 3C

BEol\BEERMIREm

ik

AWFFEETTRIEIA - 16 2015 4 02 HEBXBEa AR B EHAE B - FHFE 78 47 - [|
Heol t3 - AR 52 4 - IR 78.21% -
BEAENR

52 fEAZHIRE BIRE - B3RO A (17.31%) 5 221 43 A (82.69%) » FEERIRTTIH] > B2 HU/EhH
5 30 A (57.67%) ; HIGEARELR R 20 A (3846%) 5 rmyrb gy 1A (1.92%) » FEBAATHIST
T ERZHTE A 12 A (23.08%) 5 HR - $RifmHAEE 11 A (21.15%) ; HERIEEAES 10
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A (19.23%); HEBEARES AR & 3 A (5.77% ) BRI ELEER & 4 A (7.69% )5 BiffifiE 5 A (9.62%) ;

&L 7 A (13.46%) - TAFFEETTH - IxZHIE 20 LA E - 14 A (26.92%) s HR - Z 6 &
10485 13 N (25%) 5 11 220 4F - 12 A (23.08%); 1 34> 10 A (1923%); 4 543
A (5.77%) - BEETRTIIH » iRZHVEEFENER 41 A (78.85% ) » HK > X84 A (7.69%) ;

FEMKELEEIRIER 3 A (5.77% ) 5 HAb Rt &R - (AR - BRRIE » i - BHREK4 -

x4 ZWHREAZE (N=52)

HH ANE
151 L'y 43 (82.69%)
B 9 (17.3%)
B it 30 (57.69%)
RE R HEL 20 (38.46%)
[l =AY 1 (1.92%)
it 1 (1.92%)
A7 Feim (ST 11 (21.15%)
L] 10 (19.23%)
HEREAR S 3 (5.76%)
BT HLER 4 (7.69%)
RHES 5 (9.61%)
SyBE 12 (23.07%)
TRzl 7 (13.46%)
TEFEE 1234 10 (19.23%)
4S5S4 3 (5.76%)
6 EFE 10 4F 13 (25%)
11 % 20 4F 12 (23.07%)
20 L 1 14 (26.92%)
ERER] & AN 41 (78.84%)
E 4 (7.69%)
NS R 2 3 (5.76%)
it &Rl 1 (1.92%)
HREER 1 (1.92%)
REIRIE 1 (1.92%)
i 1 (1.92%)
FSE~yaRiil

AR 52 RN - R R R AN S A e B RIS o AT - TR - 15T
FA KMO HigE#EE e (Kaiser-Meyer-Olkin ) Eil Bartlett ERfE#E ( Bartlett test of
sphericity ) » FIET 2 S 7558 & A TIAFR 0T - KMO B/ 0 B 1 2] - & KMO {HRUA
FOREIE L [ ILA AR S - s G EITAFR 0T - KMO fEAE 0.5 UM E & TR
G3AT (BB » 2005 ) - Bartlett BRI ARE T 22 A b SR RIHIAHBA (R BUS SR - S FIHT
FH E G HEITIRIZR AT At SR 25 M 1] < B4 8E KMO {E Ry =0.890 - Kt 0.9 TRt R
by RAASHIRZ ILFIKFRTAAE - Bartlett BRIPARERVEEE LRy 0.000 » 53 - AERERHH

]
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GHETTIZR T o AWFFEER A LR R ATk - TRy 1 EIKSR A R e - BRHY
AR PN B R S B SEE A T AT - IR BB 2 - DIRZIRI R < R E (eigenvalue )
KB T VR HRAIARE » 5% 5 SRR T TufElINSR - TRz R Ba Ty 71.99% -
R B EHGE N ZRH SO SGEUA R B i & (factor loading) AR 0.5 7257 Llan# > 28R
K50 FHZE 5 F KMO {HIRE » o RR AR B S A syt -

25 WA KRB T IR ESER  SrE KRB 17.32 TR R Ry 50.94% -
FIFEEE 3327529283026~ 31253234~ 2% 11 $545 ; K2 @M T DhASEIRAE |
SriEFe o KA 3.14 » AR I A Sy 9.24%  AUFEEE 235016748~ 5 8 $RIT S
[RIZE =@ T MRELA Y L o 3 0 FEEE 1.6 > n]fR R LR R 4.71% » HUHEEE 18422223 »
20~ 21~ 19~ 17 ~ 24 55 8 $5A% - [KIFRVY » Refdfd 1.6 » Al gk 3.72% » AF52E 12
16~ 15~ 9~ 11 55 5 4B o [KIZR T - ReffdfE 1.15 - mlfgRess S E Ty 3.38% » A0F528 13~ 10~
14 FE =454 - R ARIYEAR A - iE PRy T ReE L &K - DHE R
BER Ty 71.99% » BURIRES S24% ~ DHREEH - desREdS M ~ Rlftay B S PRI R n] DUs Ve
BO MR RAIRB B R R R 34 EEZERE - HEFRLUENRZRE G4 o HEHPE 2
fatE T R BRI DIRE FT LA BIEE B LAF ) - fERR T RR AR R 0473 » fEXIFE—
KSR Bt B 0.481 » FTUFEAE 2 IRDRAHBAMECRAIRIZE — » (KItL - fE1E T 3B B &1 B
EEE RIS B AR - 1 = (ER I SOR P R T -

{01 e U 7 3= 2NN DA iy ot AN rtan SR AL AT =R S Ly L ) (1= R T TN
F (8 B T hesRE A ) AT RIRIZR = (8 FEAR) 5 T RS EESCER o WA RIER— (10
FERE) s TORMEE ) R R KRB RIFR T (8 $BAR ) o ANHFSemERt s & =X s & A AR s
BRI Ry DIREBRERE ~ ARsR B I ~ ARBFEESER ~ SR B PRSI S 34 $EAE - 25K S -

25 ey S A RIRES S EL R R I E B 2 E (N=52)

W 3 W= L H#h

iz M5t DhRERIR] MRELSTI REME  RHME
RRERE  RRRORES  RIREOREN  ROHEIREL  RTRREREL
33. R rERERIRF IR (VA IR PSRRI 850 143 068 237 101
A BT -
27. R MR AE S RIRERFER A - BEFR LR 829 148 203 226 141
i~ RIIRFR RS S [ E -
29. SitfR e DAE 75 GE BLEE S S Rt - 93 024 331 216 128
28. R R PR R BCA R - HoanE R 761 136 -100 128 229
BLG KT G RIKIE
30. R st E B H A TR - MBS 39 094 377 299 027

ST DA ] 5 5 b 00 e [

92  Journal of Library and Information Science 43 (2) : 80 — 108 ( October, 2017 )



(% 5)

iz

S
b5 S 12

5 [
YIRerRl  BRSRELAY i

WE=

K
R

S
TR e

26. AR B ~ MRk EEN 732 209 334 239 .069
RS -

31 EEGEBRIRERY - BMSRRE R e 122 183 225 242 144
o Bl

25. AR PARE G B B LR iR 713 301 287 .188 127
FRHERERIRE - IR EA RS -

32. AP ELE RSB SE A  BARRES) 708 301 177 348 131
B isE e DA nl EFR AR -

34, AR P et SR RTE R OGS R 695 393 102 327 041
Ao -

2. RMEREEEIEREATIRE AT DU BIRE & T/ 481 A73 .002 -.056 291

3. RifHeHRHE E Thee T DU BhsE & T4 - 258 182 154 068 197

5. RifteHERgyTEThEE v DU BhEE & T - 181 745 395 172 115

1. R TIREEIRIEE ESREEI A - 226 34 228 121 308

6. iftefitny OPAC ThEER] LUnBheE & TE- 078 709 312 383 077

7. FAHEEEHEY OPAC THEER LI BIE R - .009 .678 455 335 166

4. AR EEOVHATIShEE AT DU BIEE & T - 333 :645 234 -.003 141

8. RIREBEERIFSER TR ETA TR - 201 619 453 223 116

18. A A i H EARE |7 - 401 227 .695 -.014 201

22. FRHRERAR B BLRAME IS SARERE - 218 426 .668 293 .055

23. R BEEEEE SR E M - 182 388 .659 202 153

20. R R RE R BN R SRR ~ FESCE 225 .330 641 064 287
F o BCARE BB EMEREANTK -

21. AR SE 3 H MR RER TR 179 417 641 430 -.113

19. A EEEEN - HESEHEREREAERN 392 265 584 151 370
# o WEE ~ SRR .

17. AR RS BEE R B SR 342 210 553 225 312

24, AR LA B BEE S Sl E AL AN 333 183 A89 436 113
ﬁ °

12, FAREL R ZERE BRI - 5 B H AR 257 064 150 769 .008
Pk

16. A cEe i n] o8 f B IETRAYDIREZERE K - 383 059 .087 709 318

15. R IRAERLAE Bl sR A R o8 - WS IRE 305 247 221 634 218
P ERENRIFEE (5 R 54T -

9. SR FERIFRE G B EEE H RTnv TR ki 356 299 215 605 A1
BOHET K2R -

11. AR THES R F B LGRS ThRE S 456 162 138 581 133
= -

13. RHCEIEREE B 5 - 135 259 361 102 753

10. M HBURMA S HHEE » HARMAER BIER 368 323 071 297 :633
#E Kol -

14, Rifte it R &R Z 2 3aT a2 224 346 310 297 623
R 17.32 3.14 1.6 1.6 1.15
i i E (%) 50.94 9.24 471 3.72 3.38
FRERE (%) 50.94 60.18 64.89 68.61 71.99

]
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EED

HR - 3 TEEE R - 5 B E e E T HARSREME AT AT SERE » SRAIAYERECEy Cronbach's o »
HRRBUTOR » FOR(E RS BT T3 B4 M7 » Cronbach's o fH £ D JEKJ? 0.5+ Cronbach's
o FREE 0.7 Bl Ry G B E o AT FCARIERTIE R R ARG R - S8 VORI K 34 IR
BT - 3R 6 BRI VYRS K 28 #8 Cronbach's o #RiEEE 0.7 - #£#8 Cronbach's o Fy
0.973 » [Klthfg—%& & B 85 A WIS B KR B N — 3 - ARESFHENTEE R
ATGE -

T

6 FESHT (N=52)

Wi Cronbach's o ff§ EisliEdi)
BV [FiAsiER R 0.947 8
RHaE 0.895 8
TR EL 0.92 8
ks B2 1% 0.958 10
HERE 0.973 34

EEEFEAESIBEEERR

HEAgE B R AR E A RREN - RIS AR AR M i 2 o Tisd
A 29 N (55.76%) 5 H2K - fgEHEH 11 A (21.15% ) ; WIFIBSRHATSREAERE 4 A (7.69%) 5
SR 3 A (5.76%) s BIEHAHERK 1A (1.92%) » 51.92%F8E S5 H 5 BB LR
IR » By 5-8 /N - mT R & B AR A LR B TARRIRITRE Y] -

x7 BHETIEREN BB (N=52)

B AN (%)
Pl ii} 29 (55.76%)
M E 11 (21.15%)
AT 4 (7.69%)
5] 4 (7.69%)
R 3 (5.76%)
AR 1 (1.92%)
ARt 52 (100%)

DRI E S E AR mE DT

HERREIDRE B R A IR B A B AT SEIE IR (B ) S0 ks 4.33
A2 (FEE) B 3.56 » RARARES aE G —E ) K —0.77 » BURSZHE
ok T DUREERASHE | IR EACEE R o ZUFHGRIIRE BB IS B - S E] 4
PR FORSGHIE EBRBOURE B - Bl MYIFIIE ¢ 5. SRR AV TLEThRE il A
BhEE & TAF 5 7. SRR ftHy OPAC ThRERT LA B IS o S2IE B ThRe B hE A o i e
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A EANREE R ¢ 2. SRR EREIDIRE W LU BIEE B TAE 4. SRR HEAIITIZhRE
AL IR B TAF - 2K 8 -

8 YRESLETRIRE mi RS W E T (N=52)

s B B JEK 32 1V I % agIN]
~ SER R RGBT B RBIWE
1. R ThECHIAE B REel S - 438 0.867 3.63 0.793 -0.75
2. AR UL EREATIRE T LU BIAE B T4F - 421 0.915 3.33 0.706  -0.8846
3. AR LRI E ThRE ] LA BhEE 8 TAF - 437 0.886 3.6 0.799  -0.7692
4. AR HEATEHTITRE T LA BIAE B TA4F - 425 0.926 3.46 0.727  -0.7885
5. AR LR TIRE AT A BhEE B TAE - 4.46 0.828 3.79 0.776  -0.6731
6. AT OPAC ThEER] i BIAE B T1E - 427 0.843 3.5 0.828  -0.7692
7. ARy OPAC ThEER] DU B EE I - 4.4 0.774 3.56 0.895  -0.8462
8. AARABIH IR B 5E Rk TAENGATE TVEHERT - 4.29 0.723 3.63 0.793  -0.6538
SEEE 433 3.56 -0.77

RifmERBERSmE D

BER A E AR W E AT SEHIE AR V0 ks 4.22 RS2 IRES  3.11
JRANEIIR B AL E Fe—1.11 » BURSHIERE Ry T R E ) I s B ARE B R - SOHIE R
BRI EE T - SER] 4 53 LLE > FORZHE EIRE SR - T I ¢ 9. Rk
i S [ S B DT RE T R ELFT DHRERS RIS ~ 13. Rl FRE Hul 58 » 14. Riffett RIF&Ean4
EEGT AL ERE - ZUEERRSE RIS - HioRE =R MRE A
9. SRt e BEDIRERS KRBT DHRETS RIETT ~ 11, R HETHR R B T DIRE S B
BIE 12, KBS RPN - Z B MRS ~ 16. Rt nl s &k BB
REZEHE - SZHIERE R Rttt E A T RIS A A B L DYIE - 9. SRl i B & R D RERR oK
ELETNRERR RKIEST ~ 12. R BB R ZEREEa T - BB AR S ~ 16, Rt (i n] il
DIERHITIREZEME » 11. SRR TR M EF RGeS AR - 2RE 9 -

K9 RGBS W ST (N=52)

. X521

s s JEK 32 1 M5 S R
9. i E EIEAETIRET SR EAF ThEEEE RIS A - 4.4 0.774 2.94 0.938 -1.4615
10. g BEEFARRA G HEE - RREFREEREIE - 413 0.929 3.15 0.697  -0.9808
11, AT R R A RS URE S EE - 404 0.885 2.9 0.774  -1.1346
12. RFEHZ IR B - BB H At R s 4.1 1.034 2.62 1.087  -1.4808
13. R E R E A5 - 437  0.886 3.6 0.955  -0.7692
14, Rt BTSN Z 2 e a2 s o 435 0837 3.58 0.957  -0.7692
15, A ERIEELESR AR 525 - SR B RHEE 421 0915 3.17 1.004  -1.0385
16. AFELAL R K SIS TR T RS2k 417 0923 2.92 1.045 -1.25

S 422 3.11 -1.11

]
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EREN ERENREmEE D

R BRARER L M A AR S A B AT » S S SE s P2 0 ks 4.19 0 ISR AS Fs 3.26
SRR A E Ry —0.92 » BURSZHIETE R T skl i ) ARES B R R - 2l E iR
T AR 4 2L ForsgillE SR i A H A EBRTVYHE : 21, R
TEfSEEETRMERERIIAE » 20. RAREAIRERIIRERR B FAEAY ~ FESCER) - oo i B Bl iR
R TR ~ 22 R BELRREBE S REGN » 23, RMHREE AR ER ©
TR AR TR BN N =8 1 24, RIRER L AR BB o dn e ALt A
FriH 21, RIS R ERRTRIIEE  20. SAMERNRRERYIAER BN FIRRAYRE L& > DR
i B BRE B R SRA R R AT K » AR B s i B i MBE R = < 21, Rt s
HAEVERIBEERIIRE - 20. AMEARERIIRERERRH N FISEAYEE SO B0k - DUIRD & 8E B B R
A R HEERTE K Bl 24. SRR AR B BEEE Al E AL - 2H& 10 -

10 KSR ELSy WS B W B 7 (N=52)

o JREZ I

I HRBS Jk3Z IR MRS S

SEgB AmHERE SEEW BEMEE SRl

17. AR S Z2 A EI M H B - B ERE 4.19 0.908 3.37 0.841 -0.8269
AREREVERERM -~ BERERIEERS -

iz

18. 20l Fl/ SR H BE R E [T - 4.04 0.907 3.27 0.660  -0.7692

19. R EEEEN: » HArmEEt HREREAE N 4.13 0.864 3.27 0.689  -0.8654
H o WHE ~ SR .

20. AIREAVRERITRE R AR [ AT ~ FESCCERL - 425 0.860 3.25 0.837 -1
DAFCE 6 B A AR R AR oK -

21. AR SEE H M AR R IRE 435 0.837 3.17 0.879  -1.1731

22, RIREC A B B RS T S ARESEEN - 425 0.905 3.40 0.823  -0.8462

23. RHREEEEE BN EREE - 425 0.926 3.35 0.814  -0.9038

24, IR ERALEE B B A AL A - 4.02 0.874 3.04 0.766  -0.9808

SEHME 4.19 3.26 -0.92

ARF5 T R B E AR mE D1
R BRIRAES B S PR T s AT - S SIS AR P2 70 B 4.16 » JRSZAIBRES Ty 2.98

AR S B R — 1.18 » BURSZIIETE R " IRESBSZHR | IRES B R . - 2 R
SRMNENRE RS - 392 4 p DL L ForsaflRE EmiRps B 3% - JUEH el =28 « 25. SRHf
WS T B A DR R B AR PRI P A R ~ 31, B BB - SRS I i
[RBIAETR ~ 26. AR RaTR It FEED ~ Rt o n(EHESCIRARES © SERE B s B SO SR A Tl e A~ Tt
B HAoRE = 0w N REA NI | 27 SRR E SRR P £ S R R 25 B (|1

28. FifiiaratE HEEEAIR - HaE  BRIELE KT S5 ~ 29. SRR DUE E AR B S At
Tl ~ 30. AR PaNSRE AR TR K - S ATia Tl S AE E il ke mIfE ~ 33. SRfide it
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B P SGRAEEIRE GRS R SR ~ 34, SR B B AR RN - S2Ea0 R ks il
SRR B i M RA VY © 33, SRHIRERHHE S GRS R B8 ~ 34. SRHiK
S B AR AR O ~ 27. SRR G RURFIR AR BTG ~ BIRFIRFSELIEIE ~ 30. SRR
TP B R oK - RS TG T B R T B e - 2R 1L -

211 RS B R R o 5 L 53 BT (N=52)

: BR3Z 11
- TSR RS JR3Z R B WA I

25. R A RE g B g v B B LR AR B E B T AR 4.29 0.936 3.15 0.849  -1.1346
BRI » AR LA ARES -

26. AR PR UL B © AR R R (SR 2 IR ARk 4.19 1.067 3.02 0.779  -1.1731
-

27. AR RAE SR ERGIR A > BERR T - HIng 4.17 1.061 2.98 0779  -1.1923
YRR S B[ FE o

28. IR TR BE IR - HALE ~ JER R K 4.15 1.017 2.98 0.874  -1.1731
FFEEHIRIE -

29. AR DB 2 e B RE BRI BB 4.00 1.066 2.87 0.841 -1.1346

30. SR AR A B B 2 T oK - B ST 4.1 1.071 29 0.799  -1.1923
DG T B 25 B S0 T ) e [ o

31 EREBRER AR SR IR A A i B 421 1.035 3.06 0.873  -1.1538
y% °

32. A BAE A B ZEAE, » FREERE ) B 4.19 0.951 3.08 0.813 -1.1154
B D EREIHE -

33. R A RE BN HE (5 F B SR AER BARE I 4.12 1.041 2.75 0.860  -1.3654
AR TR o

34, BRI R G S B IR R o S s e 4.17 1.004 2.96 0.791 -1.2115
[F7 -

SEIHE 4.16 2.98 -1.18

EERBmE D

ARG A E S AR R A E AT - SRR e B0y 4.23 - SRS
P8Ry 3.23 0 JRAZEARES B Ry — 1.00 » BUREE BRd R B G B RIS I EAREER -
o EHEIRDIANE - IAFF S ArOGERT - 272 12 - [EPIRE T - EE MR
o Ry R RE BRG] > IO e BRI » 2B IRESIAGENY T - sy
SRAREHRE SRR T f AT o I B S FRAM AT » VRS TR S IR i B Sl S 8 - RS
s B e 2 T S B ST R A I - ] B SR R R R 5 T R e 5 LR e SR i E e
AMER -

]
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12 pakkim SRR A LT BT (N=52)

REm WM JEK 32 1 IR % JER 32 1 IR % i L
BPJ[FiAsiER R 433 3.56 -0.77
RHaE 422 3.11 -1.11
TR EL 4.19 3.26 -0.92
PR B S 1 4.16 2.98 -1.18
S 423 3.23 -1.00

EalBSERMBNNREmENS

JERIRTE s vt AR BE FH B R s i B U RHE - IEBUR 8 AR RIS - B 80RE
AN REIRES o WS RRANRIIRES B NETAHEY - 2R3 13 SllB R IR i E
¥k —1.01 - IR EASEE R - ERTHE o (R PIER 15 RS - EEAME R
BRSBTS (IRAY — 1.15) - RFF R ¢+ 12, SRiRBEERIAUREAE: - S
RS ~ 9. SRl B A DIRER REDHTDIRER RIETE ~ 33. BfrsaneER IR e i a Iy
HSCRIFRTVIRE LA H BT ~ 16. SRHERE I AT S HEINTIREDAE ~ 34. Al &tk
(R e SRR RN ~ 27, SRR E SRR ERER A > REsefduE ~ RIRFIIRES
B[ ~ 30. SRR {1 ] 25 B o R oK - S R 5 0T LU 7 B o5 B 5 8 e (B
21, RfpefocdE H M ResRoIRe ~ 26. SAibdipaie it 8h » R pe rI (SR SRS
28. R FHEETIIRR - HanE ~ BB AT S SRIRIE © Rt T-TEIkE A -k
BRI IARE - e B S B E AR IR s SRR IR e E A R

213 RO A R B E PR (N=52)

it W2 BRZIMRE RIS S
12, A E AR - BHEARRE S 4.1 2.62 -1.4808
9. RAIE E E AR TRE T SR LT RE TR SR R e 4.4 2.94 -1.4615
33. ARG RERNRERE U F 0 SR ER BRI 4.12 2.75 -1.3654
HEH BT o
16. R EEAL I K S B L REELME 4.17 2.92 -1.25
34. AR s BRI R RS s R i e 4.17 2.96 -1.2115
[E7 -
27. RAERPAAE SR EREIR A - AESR TG - HIIRF 4.17 2.98 -1.1923
PR A B[ EE o
30. SRR R A A B AR < T oK - BB S T 4.1 2.9 -1.1923
DA 7 1 5 A 30 F By e [ E
21. ARk oe s H AR R EE 435 3.17 -1.1731
26. RARELREPATEHE Bl « FEAR K 0] (S HEIT LB IR 4.19 3.02 -1.1731
j’gg °
28. R RLEBE I B FREIE R 4.15 2.98 -1.1731

R ERIRIE -
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fas BB RRSZIMRE RIS
31, EBOEBITRERE SRR AT R e o - 421 3.06 -1.1538
11. AR TR R A BT R S TRE L i B - 4.04 2.9 -1.1346
25. AR R R e B g v B B LR AR B E B TR AR 4.29 3.15 -1.1346
BARTE » AR ARES -
29. AR DB 2 RE B RE BRI BB - 4.00 2.87 -1.1346
32. A B A B, » FRESRE ) B 4.19 3.08 -1.1154
Ferg Aol FEFRAIRTRE -
15, AR EERISR A R 503 - SR B RHEERIE A 421 3.17 -1.0385
20. AMEFRERTTRE R A A ~ FESCC &R 4.25 3.25 -1
DABC & fE B B SRR e AT K -
10. fE BRI R 8 - R E BIEREE K olfg - 4.13 3.15 -0.9808
24. AR HLEE B EEE S S A AL - 4.02 3.04 -0.9808
23. R BEEEE SN R E M - 425 3.35 -0.9038
2. REREEIEREATIRE AT DU BIEE & TAF - 421 3.33 -0.8846
19. R EEEEN » HAmBREHEREREEN 4.13 3.27 -0.8654
# o WEE ~ SRR .
7. FAHEERHEY OPAC THEER] LI BIE R - 4.4 3.56 -0.8462
22. AIRRERHRE BB AME S B ER & - 4.25 3.40 -0.8462
17. AMEIEE S EE R B SR - 8RR 4.19 3.37 -0.8269
PIREREERRM - BEREFIBIERS -
4. AR ELOIHATIShEE AT DU BIEE & TAF - 4.25 3.46 -0.7885
3. Rt tkiHE E Thee T DU BhgE & T4 - 437 3.6 -0.7692
6. AAEEHERT OPAC THAE W] {7 BhEE 8 T(F - 427 3.5 -0.7692
13. A EEREE Al 5E - 437 3.6 -0.7692
14, Atk RIFE L R ET RE L s - 435 3.58 -0.7692
18. AE AR A ARG 1] - 4.04 3.27 -0.7692
1. RIRTIREELRE B R T KeEHL S - 438 3.63 -0.75
5. RiftRHERgUTETIEE T DU BIEE & TAE - 4.46 3.79 -0.6731
8. AMAEEE KR 5e i TR A TR - 4.29 3.63 -0.6538
S 423 3.23 -1.00

EEREE —RIFEEDH

AW FEHES T RE R AL A5 ks B SR — R B 734 (Importance - Performance Analysis »
f&ff IPA) > J2 Martilla B James (1977) fgii - FIDUfr @b S0 S (RS ) @1 EHEE
PR BRI AL B — R - 7EEHE TPA IR - B B S M S E S B Z A
(R#5) - HREBEHE RSN (IRE) Arad Ity EEHERE (importance ) » UK BERE AR
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[ Abstract]

Integrated library systems (ILS) supporting librarian’s work and providing user’s information retrieval
efficiently are important. Especially, in the digital age, libraries face many changes, integrated library
systems evaluation will help to improve efficiency in the development of automation systems. The
service quality evaluation can reveal expectations, satisfaction, and perceived service quality on
integrated library systems from the perspective of the librarians. This article aims to investigate service
quality evaluation of integrated library systems at universities libraries, to explore ILS service quality
model, to survey librarians’ expectations, satisfaction, and perceived service quality. Research methods
used include literature review, service quality evaluation, and questionnaire survey. The ILS service
quality model is constructed using the literature review and experts interviewing, which consists of
four dimensions and 34 indicators: function and modules, access and interface, service support, and
system quality. Based on the model, questionnaires designed are sent to the librarians at the National
Chengchi University Library in 2015. This study shows that the librarians regard ILS as an important
system, with the overall average being 4.22 in the Likert scale, overall satisfaction average being 3.21,
and perceived service quality -1.01. This implies that the librarians agree that the ILS is very important,
but they are dissatisfied with the current ILS and its poor service quality. The system function and

modules dimension is the most important from the survey, followed by access and interface dimension.
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The function and modules dimension is most satisfactory, but service support dimension is the most
unsatisfactory. As a result, the study shows that the proposed service quality model of integrated
library systems is feasible; besides, the researchers point out ten most desirable ILS services and ten

poorest service quality of ILS services, which are valuable information for future library automation.

[Long Abstract]

Introduction

The integrated library systems (ILS) for the university libraries are important to support librarians'
work and provide users with information searching services, especially when university libraries facing
many challenges in the digital age. Based on librarians’ viewpoints, the library system evaluation can
help to improve library management and service. However, there was few research on integrated library
system evaluation in Taiwan. The service quality proposed by Parasuraman, Zeitham and Berry (1985) is
similar to the user's satisfaction with more precise concept. It is defined as: "The service provided by the
service providers to the customers and its delivery process can meet the needs of the customer, especially
whether the services meet the customer's expectations and satisfy the customers." In other words, the
discussion on service quality is from the user's expectations and their satisfaction of the service, with

emphasis on the analysis of the gap between the two aspects.

Service quality assessment for integrated library systems can reveal the librarian's expectations and
satisfaction with the system. From the gap between the two enables us to understand the advantages and
disadvantages of integrated library system. This article mainly explores the service quality of university
ILS service and evaluates the ILS with a service quality assessment approach. Firstly, literature reviews of
the library automation system evaluation are undertaken; then, the researchers construct the ILS service
quality model, design survey questionnaire, select the case library, and to collect the librarians’ opinions on

expectation and satisfaction of using an integrated library system for service quality evaluation.

Research Methods

The purposes of the article are as follows: (1) to explore the ILS service quality components and
indicators; (2) to apply the ILS service quality model for librarian evaluation; (3) to analyze the
expectations of librarians for the ILS; (4) to analyze satisfaction and service quality assessment view of
librarians on the ILS. The study adopts the interview method, service quality evaluation method, and the
questionnaire survey. Based on the ILS service quality evaluation form constructed by literature review

and expert interviews, the questionnaire was designed and sent to the librarians of the National Chengchi
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University to collect their opinions of expectation, satisfaction, and service quality of their ILS.

The draft service quality model of the ILS constructed by literature reviews is composed of three
components with 34 indicators, including function and module, search and system interface, and system
quality, service and support. This study defines the perceived service quality being the gap between
librarian’s perceived service (satisfaction) and the expected service (importance). The assessment of the
ILS service quality as good or bad is evaluated by the perceived service quality. The research framework

is shown in Figure 1.

Librarian System
population experience
Model ¢
® function and
module q Expected
@ system quality service
® scarch and
system interface .
® scrvice and > Perceived
support service quality
R Perceived
service

Figure I Research framework of the service quality assessment for integrated library systems

Results

The researchers sent questionnaires to 78 librarians of the National Chengchi University in February
2015. From which, 61 questionnaires were returned and 52 were valid, yielding a response rate of
78.21%. Through factor analysis and reliability analysis, the study adjusted the service quality model of
ILS into four components and 34 indicators, including functional and modular (8 indicators), search and

system interface (8 indicators), service and support (10 indicators), and system quality (8 indicators).

The survey results showed that the average expected service score given by the librarians for the ILS

was 4.23 in the Likert scale, the overall perceived service was 3.23, the perceived service quality thus

o]
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was —1.00. This indicated that the librarian regarded that the ILS is very important but they do not satisfy
with the quality of service, as shown in the Table 12. Librarians paid most attention to system function
and module component, followed by system quality component, search and system interface components.
Librarians were most satisfied with the system functions and module component, but most dissatisfied

with the service and support component.

Table 12 Four components and total service quality analysis (N=52)

component expected service perceived service perceived service quality
function and module 433 3.56 —-0.77
system quality 4.22 3.11 —-1.11
search and system interface 4.19 3.26 -0.92
service and support 4.16 2.98 -1.18
Average 4.23 3.23 -1.00

For the service quality of the function and module component, the average score of the expected
service was 4.33, the perceived service was 3.56, and the perceived service quality was therefore —0.77,
indicating that the "function and module" service quality was not good. Similar results were found for
the perceived service quality of the "system quality", the “search and system interface”, and the “service

and support”, indicating that all the four components fail the librarians’ perceived service quality.

Conclusion and Suggestions

Based on the above results, this article makes the following conclusions: (1) The study demonstrates
the feasibility of the service quality model for evaluating an integrated library system. (2) Respondent
librarians regarded the ILS as important but did not satisfy with the current system, because the
perceived service quality of their ILS is not good. (3) Librarians most expect 10 services of and ILS that

need to be improved. (5) There is some new demands for an ILS from librarians.

The article proposes some suggestions: (1) System vendors are recommended to review the functions
and modules of their ILS, system quality, search and interface, service and support, according to related
indicators to enhance the effectiveness of their library systems. (2) The library should review the most
dissatisfied 10 services to help improve their ILS to achieve excellent service quality. (3) The ILS vendors
should make improvement on systematic education training and localization of library system manuals,

which will help to improve service quality, construction, and maintenance of integrated library systems.

[Romanization of Chinese references is offered in the paper.]
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