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HEEEERHETNR T B EEZE WﬁBEE?%EEE i
NZE - B SCIRBEIGR - BHEBAE - TIFER > KH 2915
1 - AUt7esERE MydER « R MAREEEFEEH E%ﬁﬁi?ﬁ%’%ﬁ
TIETE By 80.51 > REUEEIWE + REEIFEE S EANEIRE (£
RRIEEREN 4.18) - HAMRBHEREERE (3.69)
BE B EEFH N TEERBAERWE (3.96) - BSZIREG R
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B EEEEHR - 85 A LIEREE B R AR K
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Internal service quality(ISQ) refers to the internal service of
the organization to make employees feel satisfied with the work,
and has the ability to provide better services to customers, thereby
improving customer satisfaction. The main task of libraries is to meet
the needs of users. Providing good internal service for librarians will
help improve librarian’s job satisfaction and provide excellent user
service. This article mainly explores the internal service quality of
university libraries and the job satisfaction of librarians. The main
research purposes are: (1) to explore the factors of internal service
quality of university libraries, (2) to construct the evaluation model of
internal service quality of university libraries, and (3) to discuss the
satisfaction of internal service quality of university librarians, librarian
job satisfaction, user satisfaction and the correlation between the three.
In this study, 122 librarians from two prestigious university libraries in
Taiwan were selected as research objects, and 98 valid questionnaires
were collected. The researchers conducted a factor analysis on the
questionnaire data and obtained three factors of the internal service
quality of the library and 29 indicators, consisting of support and

training, management and treatment, work responsibility. The study
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obtained the following conclusions: the mean score of job satisfaction
from university librarians was 80.51, and the university librarians paid
attention to the internal services (Likert five-point scale measurement
4.18), but the internal service quality satisfaction was lower (3.69);
librarians are most satisfied with the library's job responsibility (3.96),
and most dissatisfied with support and training (3.49). The internal
service quality satisfaction of the university library is related to the
job satisfaction of librarians and the user satisfaction. The librarian's
job satisfaction is related to the users’ satisfaction; the internal service
quality satisfaction of the university library is different because of
the librarian's marital status, job category, different libraries, work

location and job rank.
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AR E MR - BB RAVIRE - EEAERREE (BHN
2009 : Parasuraman et al., 1988 ) -

[ 25 B 1% R IR %5 o B FE FH (R R 22 B EaE 9T - BB TR EHEE
= (Association of Research Libraries, ARL) Ei Texas A&M University
Library & {F » 2% SERVQUAL fig % i B s¥ & 7% » %5 /2 LibQUAL+
EERFLENE TR - BENWEREFHEHNEZSEREDEE
% HEM IR R FEAR % - LibQUAL+ 5 [E Far 22 i - &l Bk
Ko B = RS DA B 22 THES AR - BRSETA 1,200 R K2 EEHaE 2
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Bk HE 16 (16.3%)
Gnds 9 (9.2%)
HE 33 (33.7%)
SHAE 39 (39.7%)
TAEHhEs e 74 (75.5%)
HEEE S 24 (24.5%)
FH 5 RN 31 (31.6%)
6-10 £ 19 (19.4% )
11-15 4 11 (11.2%)
16-20 4F 12 (12.2%)
21 FEL | 25 (25.5%)
s E R 45 (45.9%)
Rtk s 34 (34.6%)
e 13 (13.2%)
LB AR 6 (6.1%)
Z - ERED

AWTFEE G E R KMO BB E MR E (Kaiser-Meyer-Olkin )
B Bartlete BRIZARE - KMO {EAJY 0.5 HAPRET 1 BP IR E 2 E B E
M (<0.05) » FRBEERZRED - tebasd RS immmiEie KMO H R
0.914 > Kt 0.9 LR BAF > FoRRZ HKFENZRFAE > Bardere EP
FERIBIETE R 0.000 - ZETE - (REESETREINT - AWIFEHRE
AT NS > Ry TERNRA T EE RS - PREUE CE A
TR A BRI T A > INFREEAVEERE > DN R Z R EE
RI> 1AERHURRIERAE » SR RINZ T -

AW G FES B PAT oA - RE SRR EE = - AT
Fell 0.4 BIRNR AW EMEE  F—ROMER > ZHEFEES AR
1> HfERE 59.5000 HIHE R E - WINR s RV S NZR B IHNA
ZRWERSERTHE@HITE - 29 FHIERT b3 B b4 RN
BEEEY > REAMEALES —HE_NEPEHEE 04 LI E T
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ta (2017) FEHHEARAS X & ] EES1E A [F R 2 ] B 2 B A3
A 2E A E RN EE » R AR 22 8 L W ] TE A A % B2
[EfEITEERZRE 2 -

E—RNZEEEIEEE a4, cl1, c12, cl13, d16, el7, 18, €19, £20, 21,
28, g30 » sty T SREAIGR , (T A RN - FERE
BFEFEIE By a5, b6, b7, b8, b9, b10, d5, £22, g23, g24, g25, g26, g27, g29 »
iida by T EHBGE , (TCUAB RIEEAR) - E=REEREIVHE
ks al, a2, a3 > ety " TAEEF ), (TSUHBLD C BFERIANE) -
B NENE d14 fEEERERFRAGREM L (FEME=0.375) » F
T 29 EfEERZEST2REE 5 > FEraViEiERE A B SR - &
BIRE 3 (ENZE » [NZE 1 FEUE R 13.638 » A[fifE 47.028% (YR E |
PRI 2 5 ME B 2.634 > TTAERTE 9.084% MR & 5 K2 3 B a5
1.215 » F]fERE 4.188% HYSEE & - BN ZVRIEES AN 1 Wolkg
FE 60.3% HYAEE R & - 3 4 FI|H K2 EE NG D E RN R T4
gt WHRF R RN R o IR B e Rl 71 2 3 -

x4
REEBEERNERFRERRDMHET (N=98)
HriaEE | ek 1| K2 | kI3

A3 cl2 | eSS EEHZEREE | 0803 0.147 | -0.009
Ad cl3 | [EFENERAS B ERZE | 0801 -0.002 | 0.130

IR EE
A2 cll | [EFERHEERTERZEMR | 0796 ] -0.030 | 0.096
W

Al0 21 | EERNESEFRESES | 0728 0351 0.113
AR lIR

A5 di6 | EFEFCRMEEFERLEZH | 0707 0302 0.285
[3ESIEs CONR (S

A7 el8 | EHEBURNIEFRERARETIZ | 0.645| 0320 0.330
EREEE

A6 el7 | EIEEERENEFICENE » HWeE | 0.642| 0374 0.402
B TIEE RIS RE

A9 £20 | FrEETHISR 0.637 | 0.374| 0.076
All g28 | ElEEA s =R 0.627 | 0.295| 0.405
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A8 el9 | WAESHEEEARIES 0.611| 0.199 | 0.391
Al ad | TRV T/EERER RAF 0.593 | 0.370 | 0.290
Al2 g30 | TeAVEFIAIHAE PIRIERAE | 0.591 | 0.402 | 0.350
B17 b9 | TAEAYSEERELEAZHI 0.572 | 0.476| 0.161
B16 b8 | TIFBIEE 0.551| 0.471| 0.190
B21 g23 | ETATE  WEIENFEENL | 0166 | 0.904| 0.100
B23 g25 |HMTEGHEHETEMFILL T | 0.043 | 0893 | 0.154
AN
B22 g24 %ﬁ?ﬁ%é@ﬁ%ﬂ@ﬁﬁ%u%ﬂzi 0.144 | 0.772| 0.205
B24 g26 | R FEIVEHBLIRAE S) 0.220 | 0.760 | 0.157
B19 di5 | FRELFERHEE 0.271| 0.753| 0.242
B25 g27 srER AR TEE 0.147 | 0.655| 0.396
B14 bo | TV ER S TIENE 0.354 | 0.556 | 0.297
B13 a5 | N TIEREE 0.442 | 0.506 | 0.175
B18 b10 | FERIFAEZ R EESATRE ] 0.331| 0.504 | 0.440
B20 f22 | AL ISEEE%E 0.359 | 0.496| 0.175
B21 g29 | FAVEFTHEHVERR & 1F 0.308 | 0.475| 0.341
B15 b7 | EEWLIEER (FlaprikfR) | 0311 0.423| 0.240
C28 2 |RNTFEEEHEZE 0.143 | 0.159 | 0.808
C27 al | PRSI TEEE 0.324 | 0.230| 0.615
C29 a3 | WELE LIEHEF 0.098 | 0.378 | 0.612
e 13.638 | 2.634| 1215
fprEaRg 47.028 | 9.084 | 4.188
ZRERE 47.028 | 56.112 | 603

KRR R S IR NES FAEITE 34T > #Hl Cronbach's a {H -
BESEEE 09601 5 " RISk | ([ 0.943 ; T EHEBSAS | (5
FE#E 0937 T TAEESR ) BEE 0795 2RE S5 - LB AN 0.7
SEHH G B — S R (S -

111



EZEEFHEEIHSE 14 1 (December 2019 )

&5
RNERFBEEEED T (N=98)

e fatay Cronbach's « fii
SR L4k 12 0.943
BB 14 0.937
TiFE# 3 0.795
BRER 29 0.961

= » XEEIREEARBaE D

A o R B2 5 B S % B g T A DA A5 B 0 A 2 IR 3
P 4.14 > BIEFESHY 3.78 E 4.29 Z [ ARSI B 3.49
BIAFEIRS TR 3.22 2 3.81 Zfi] : J& 722 P49 Ky -0.65 > BTSRRI ML -0.98
£-03 Z[H - BERKIN 0 BUREERMEE NS > REmE » 27%K6 -

BRSS9 4 oDl L Fon 2 E A ELEE I R ET R
B o £ 12 IRIEFETA 10 (EfEFEEER] 4 7y DL E © 2 AR E R i
BRI 4 RRZAEHIIEERZERE - B 12 HEEEE
&R 4 - ARS8 (3.49) WHEIEA FUE > 12 THISER
R B B MR R R 22 /N 0 0 FToRFBERIGA Wom e > WHERAR
BonE REER -

SR BT ISR R ARV EE M (4.14) BUREVE (3.49) B R =1
(& > JE2E (-0.65) A - BATE PN E RS RIS - A
REfEIE A8. T WHSEURRHIHE | - REOHMEERMERE (3.78)
R (3.22) AYFEEE - AWSEBUREE B RRFH C AR ER
HEERE S > (B HOWEE R RBUREE SHYA M - 8B B A TR BUR
USRI - ARt 2 BRI E - IhIEER LB = FEARAHRE - Ac. T E
FEEPCRANAR FPO B - $EE B TEERAIEE, - AS. T EZHEBOR
SR B RS GRS TR, - DU A7, T B E BRI
RFRRARNZSRGHEE ) LR E G SR E S
SIHE - BUREE B RSUBRE TR AR REEING - HEEER
RBRZRE B R HIEEI - A 55— M E S R ALL T
AT SNWmMEEE , COREE3.34) - 88 B E S e H
AT REAR E YA A TSy > (ERE BA PR A - BB E
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e A S T (Pl s S > AR 22 RER e - (o BE AR 2 S 5
A2 AV ER AL > NEFEERT TAF -

*6
ZIZEFREERNIIRFBRE DT (N=98)

HEM  WERIRESE

fefm Pt
o Ty s T S
Al B TAFIERE B4 4.11 0.702 3.81 0.854 -0.3

A2. B BB AR R 2 ERS 420 0.657 349  0.888 -0.71
HEE

A3, e B3| B Sy E s =R E 416  0.653 3.64 0.722 -0.52

Ad BEEVENLYS B ER 2= 418 0709 350  0.828 -0.68
HEE

As. B EEBEERESEANEEHE 429 0703 352 0966 -0.77
IR TAEERR

AG. EEMEFCRITE PO - HEEE 428 0743 330 0997 -0.98
AR

A7. BEEBCRAIEFERAE I ZE 427 0618 347 0747 -08
fRpseE

A8. WA S HEE AR E 378  0.868 3.22  0.903 -0.56
A9. i S T3l 4H 4.15  0.679 3.55 0814 -0.6

A0 BERIEFA R ESEH 414 0773 346 0814 -0.68
I E

All. [EFEEA SEEN R HE 390 0711 334 0.907 -0.56
AL2. BRAVES PRI A IR A 419  0.637 356  0.850 -0.63
SEE 4.14 3.49 -0.63

M0 - EIREFEEENEIRFBmE DT

BB A T BT P DI TS SO T » S
VIR 421 BIEISHN 3.86 5 429 2T HEHEEAOHRELE
F3.8 0 BIET 302 F 411 B 5 WEAEAE TR 041 - SIEE
SIEEA 0.62 F 018 2B SRR 0 - BUTER S RIS
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fEEANE RS EARME - Aie - HICREER - 27%K7 -

15 IHFEE A 14 ISR MEIH S 20 BT AR B 2 E] 4 53 2
£ BA 11 RIS RE R 4 - R 2R A e e A
WEPIRES an'E - 2 e B R R R A T S B P B R s e B RS 22
B/NR 0 ForfKigatome - WEIRB B BARE HER -

‘e T LA A48 e T LS 1R | SRS T A S AR (DL BRECAFEARAR L
EEEBTHEAEN > EEREZ AR EEE K BUREEFETE
FIERIEA - 85 B BT E R EEREARE | MC T B A
5 > PR A B IR I RF R > (B PRFr R SRV EE R e TP ey
EEE W - Bl4. T WREVHFETT A IAT LIFNE ) HAHAR B
= R EE TIAERE - A B KRIE B S E Rk
EIMEE AT RE 2 2 B SN B BT B A 4s T AR LU G
AVEREZ - RG220 O T PRI T -

x®7
EEEFEBERIRBRE DT (N=98)

HEME O WA %%

kR - 5
B13. I T AEIEE 429 0574 411 0572 -0.18
Bl4. IF EFRF & HRA TIERNE 413 0782 351 0.863 -0.62

B15. IkEAN TAEER] (FIAMEEIK 426 0663 374 0.828 -0.52
&)

B16. TRV EBIEE 386 0.773 322 0.856 -0.64
B17. TAFHEHBRELZ L HIE 407 0736 353 0789 -0.54
B18. PRI AE 2 B YR8 A 405 0737 3.65 0644 -0.4

B19. LT 438  0.601 3.82 0.679 -0.56
B20. oA TERE SR AL ST E 418  0.694 370 0749 -0.48

B2l. WA EE » #EFHTEEEN 434 0641 401 0725 -0.33
B22. /A T BEESREDISERE T/E 428 0.622  4.00 0.658 -0.28

B23. WY FEGEE NBAEI4T 427 0602 395 0751 -0.32
8

B24. Fofy T B EEEBL AR 431 0599 396 0.798 -0.35
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B25. R MR » RAEF|FEE 430 0.646 4.06 0.810 -0.24
B26. FAVELF TR B S 430 0578 392 0.821 -0.38
SEHE 421 3.80 -0.41

5~ TFEsEERRFEmE D

AR LFEERENE RSB ST - BEFEEEE  EEHN
TARBREBELAERRE - LHEHHE IR 422 ZIEENN 4.14
£ 4.38 2 ZEHIEERERE SR 3.96 > 2R 3.82 &
4115 fEEZ PR 026 BIEIERDEENTY -0.37 £ -0.18 [ » &
RARFY 0 WERBmERZEE > HRh=METERENEE - &
HE8-

A S Ay IR R R PR 4 oy DAE - RN
I B LIRS I - 2005 S IELAR ] =Y o B R TR E A S FE e N
4 HINEHPET 4 > His it 4 o ERERE C29. T WERR L
Ty o - ARV RBGI S BN E IR an B R E ZE B/ NR 00 TR
FRILAWORE - B WEERER C27. T RCEBAV LIFRIE, -

*8
TERREERNIPRFBEEDHT (N=98)

A WARIRES M V2

T By FRMEZE RYy RRMERE Ry

C27. HECEETRHI TIFEE 415 0679 382 0632 -0.37
C28. BN TMFEERHE 414 0.689 396 0591 -0.18
C29. WEF TIEMLF 438 0.666 411 0554 -0.27
SEME 4.22 3.96 -0.26

N BEEERANSRBaEREETEFmISEDH

ZHEHEZEAE RS EAER R - AT E K
BITIEWEE  2RF%£9 - EEMETVHER 418 T2 HEHAE R
BHEESR  mEEPE 5 3.60 > MNEEFIREZME  ME%ET
¥Ry -0.49 - ZHIEH A TR S R 8 80.51 73 (misr
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100) -~ FoREEEE B WEEEE TERENE » BRI E a ik -
SAER A TEERRER  HSIRATIRE A RE © EERANT
SRR -

&9
BN IRFFmEHEES TFmEEHET (N=98)

AT HEME  MEIRE S E W BB TR
R EY % 4.14 3.49 -0.63 80.51
et 421 3.80 -0.41
TIFES 4.22 3.96 -0.26
EEE 4.18 3.69 -0.49

t  BEEEEREEDN

AREEHEZEREREEL > A = hEEFE R E 5
FHSERE - =R e B IR IME LR L - WE = EmE T
F53.55  BURHER BEEHESFERERE > & VGWENEEEE
AYZEfETa - HIOREEN ~ BB R - 2RF& 10 -

F&10
ZEHEEFEEMERE (N=98)
ST T U
1. R B HE SR A 2R 3.52 0.601
2 B BB HE SRR A S e 3.47 0.265
3. Bl e B E A BRI SR 3.65 0.253
5 355

N~ REEEEATRFEaEmSERS

52 I S 5 B P B AR s e B R R S Ry 3.69 > (RN ER AR
EREREEH - 2R& 11 29 f5fEh A 18 e RIS - BUREE
SRS EE B RS i E AR
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e
AEEBERTRFmEREERE (N=98)
fRER IR
B13. {HY LIFREE 4.11
C29. FE AR LIEMHF 4.11
B25. RamtEnl » ABREIAFHEF 4.06
B21. EHARYE - IEFIRNEEEIT 4.01
B22. A7 73 HRE LA LA e A 4.00
B24. A ERVEEEANRAE 3.96
C28. TP ERAEE 3.96
B23. ey FE GBI N BITR 4G T 8h 3.95
B26. FAVEIF TRV EIX & 1F 3.92
B19. F B T EHY A 3.82
C27. SyBcéa R LIF R AT 3.82
Al T TIFEREE BT 3.81
B15. FRZAH N TAEEF] 3.74
B20. AL I SRELE ARG 3.70
B18. eI AT RE 2 FFE R0 3.65
A3 WG E| R E SR EE 3.64
AL2. FRATER PRI EAM P B R & 1 3.56
A9. it B T/l 4R 3.55
B17. TARHISSEBIE S 3.53
A5, [EE EEERME 5 AR G A A HRAY LA F A 3.52
B14. FeHYHr &R &RV LIENE 3.51
Ad. EIEEITE N RS BRI sl 3.50
A2, BB E R R Z SR 3.49
A7. EEEBCRAE P A R 2SR EE 3.47
AT0. FEE AR A P LS S B 5 3114k 3.46
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Al [EEEEA 70 E 0w f 3.34
AG. [EE EEEURARE P - $eE & TARE RIS E 3.30
A8. A 2 BE FEE RS 3.22
B16. FHYH B S 3.22
FHE 3.69

7~ BREiERE

PHEAB TR H R LA R R T BRag i A T

(=)

*®12

B Z 4 SRR e H AR B AR S E A AR
H1 : [EZEE AR5 E I 8 TR AR

AHHZE LLRT B AR AR o T B s L RS - T AR i
HERAMERBITIEE 1 - RIBHEMERGSE > ££ 0.70-0.99 [ Fye FEAHRE -
1E 0.40-0.69 55 T EEAERE 5 7F 0.10-0.39 5 (KSR - B &
PN S AR %5 i B AR B TR S Fy 0.761 » 1F 0.01 BY/KHE N B
EARRE - BUREEE N IR EREE g EE S TEmEE -
BT TAE B S AN SIS E R E R B T e WS B A
e > ST ER BN GR DL R S PR A TR T B e TEAHRE c 2 RE
12

BEEAERFEEE (1SQ) HEETIFm=EME (N=98)

sy R T BREPEE SREGIME TR AREAEE

WEE  MRsmE ISQ ISQ 1SQ
EEETIFmMERE 1 0.761%%  0.705%*  0.499***  (.703***
R IL L0 761 1 0.925%*  0.664**  0.924**
B I1SQ
TEREISISQ 07057 0.925%** 1 0.539%*  (.719%
TAEEZHISQ 0499 0.664***  0.539*** 1 0.584***
ETHELEE ISQ 0703 0.924%* 0719 0.584*** 1
#3#%kp<0.001
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(=) BEH NSRS T HE R SEEZ aH

H2 : [EE A N AR o R o i = P AH

AT LA R B AR AR 2 A B A B [ 5 B Y S AR A o FE L
TR FEARRAME - ARSI B B RS B - =0 - SR EIRS
WY o PO AR IS B R P = TR R FEAE 0.01 AYREE
KAETEEEEN  HESAPEEMAR - ARG S ERE L
RS AR By 0.685 » BEITE AR 0 NE IR RS
B 2 B R A R 0.673 ~ B 22 RS (A i A B 5 0.586
AR B IR A% R By 0.652 » FoREEENEIIRES W E S g
HEEEWERE > SRR 13-

*13
BEEENIMRFmEREBEEMSEMEE (N=98)

S Rl NIERIRES R AR AR AR
WRE  WE LR ax s B as

R 1 0.685"*  0.947"**  0.923***  0.917**
N B R e E 0.685%** 1 0.673°*  0.586*™*  0.652***
B B 0.947%*  0.673** 1 0.826**  0.816*
R R 0.923**  0.586***  0.826™** 1 0741
EEEERENE 0.917**  0.652"**  0.816™*  0.741*** 1
*x%p<0.001

() B TEHE R R EH TR AR

H3 © 88 B TAEmE R Bl 2 m S A

AW FE LU PR A 22 e he e 2 A S 5 e
R > AWTFELIEE B B e - =M~ S RRBIRE
TR - G52R8 /RS B R s AE 0.01 FYBTE/KAE T
ERHBEN > ERTILMHEE - R TIEwE L EEE AR
JESPHIHR Ry 0.532 - 85 8 T/ s S B & BE ey AH 8 0.500
EALEE B RS e MR 0.522 > BaE A 7= Miae M AHRE 0.462 > &
MEERTEmEEGPEREREE > 2K 4-
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x14
EETIEFmEENEEm=EMERE (N=98)

sy FEETIE GHE Hepay =] ?E%%ﬁaﬁ A B R
W WEE IR SR WE
EEETIEmERE 1 0.532*  0.522"*  0.462**  0.500*
EE R 0.532%* 1 0.917*  0.923*F  0.947**
EHEE AR 0.522%%  0.917** 1 0.741**  0.816**
B A = 0.462** 0.923** 0.741** 1 0.826**
EHEEEREURE 0.500%  0.947**  0.816"*  0.826** 1
#4p<0.01

(w) REBEENFRFREDERFE

H4 © g R e RGP EEE N A RS E e e

ARKREESFENE RS EZENR - A A2 iE
HRGPEESENNERGSE - (EHP8E e -
DIA[R 7y 4H S R B RS N B 55 i B R R T P B B e
BECEERAL - AHTFELUBIEA e B A F EEE ~ Ml -
IEIRRE ~ BEREK ~ ALK ~ TIEHURE T 8IS 2= Bt
TE 0 SRS o 1 95% (EREEHE T - HEFETEIL AR
TERVEER - EEWS IR E ER MBS R AEE -
ERIRREAFIRVEE 8 - SRR WERLAREER (=277,
P=0.007) - E4EEEE (P =3.82) WNEREmEEEES

ARG (CF9%8=3.52) » n2 5 .079 -

*&15
BEREANTDRFEEMSEFERR -- BUEA tBER (N=98)

gﬁé SHL N W BEE AW o PR 4
AgE 53 3.75 0.56792 96 1.35  0.18 n.s.
et
B &E 45 3.58 0.49086
19 3.67 0.64614 96 -0.27 0.79 n.s.
1R

79 3.68 0.51390
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CAE 53 3.82 048544 94 277 0.007°* 0.079
i RIE 43 352 057903
we ANEBERE 35 374 055820 96 0.79 043 ns.
BE Bpemr 63 364 052841
By ABAR 59 371 051661 96 106 029  ns.
T @ A8 39 361 057132
T R 74 363 055310 96 -1.85 0.067  ns.

HBE  wmgE sl 24 386 0.44876
ns. FEAFE **%p<0.001

AHFE LA R E T ANOVA I iE Rl ~ 5 ~ B IEE - Bk
BN RS MR ENNER - SfTEEERE P EE KR
2 0.05 - HHETT ANOVA I E  FEIR @ E T A A BB I E E AN
MRS EMEEABEER > 27K 16 » Ll Scheffe ZH&ME > 1T
BUE R A B 3 P BT AR o B e R A B MR B R IR s RO B
AR ERFIEE A -

16
BEADRFEEREEFERR --ANOVA IER (N=98)

ke @R FGM B AME FE PE Post-hoc

Sl AR BFifI (Scheffe)
S O4HRD 1717 0429 4 1486 0213  REAZ
SHN 26866 0.289 93
4a=t  28.584 97
4R 3245 0811 4 298  0.023 REE
A 25338 0272 93
HEET 28584 97
M WM 3799 1266 3 4.803  0.004** FEEIRIE < 1T
B T 24784 0264 94 BOEHE
4axt 28.584 97 ok < 7

BUEH
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Wkak  &HRT 1178 0.393 3 1.347 0264  REEE
4HPY 27405 0292 94
st 28.584 97

**p<0.05 ***p<0.001

AWTFEHE 7 BIBSCIRBEIGR - EHBAE - TEER =MEAIN
MR E R By R TR RO B REERS
R 17 FEMHEN ANOVA fgE RS2 R 18 - AFEEFHEHEES
S T B o T P EP RS e B R EAE 95 %6 (5 L /KRR BIL IR «
feE NMEEE AR (1=2.47, P=0.015) - A EEH & ¥ 5% S5 SR Y
NE IR B B LS = Y B & - A E T /ERELAYaE B B SR il
ISRAVRIEEAE 95% (3 L/KEBILEA chaE NABEAR (t=-
2.387, P=0.019) - FE4REE.ZHPNIFAVEE 5 B LR A HY P B AR o Bk
EEREE SRR S -

HEAR A [FI R RR Y BE B 3 SR B R N B R S i B S T ~ B
P BImEE ~ TIEEERAE 95%E WK EILAEA g NME#
EAFE - EEEEH = MEAREE SRS REER - B
12 BT R A R R R R R B 0.073 - HEERYRAIRGRE - 1T BUE BLELAF
HREETREREEE 0.07 > A PERBEE - W TEERNERE N
E RS HTREREEE 0.053 > A P ERFRE -

* 17
RERF AN EEFERRB RN tIEE (N=98)
gg RO AU N MM BMS: AlE oE P
AERI TEREE] AfE 53 3.6623  0.62507 96 247 0.015%  0.06
GBI par 45 33114 063245
T4
TAfE T 448E 74 3.4074  0.67160 96 -2.387 0.019*  0.056
MR §§a§ LMEE 24 37902 0.48148

B TIEEZH CO4 53 4.0818 0.48879 94 2.867 0.005% 0.053
;:IT;E'\E:F EHZ@ 43

3.7984  0.47219
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EEEE DS 53 3.9030  0.46420 2095 0.04*  0.07
43 3.6568 0.64720

A

BB O45 53 3.6578  0.58825 2714 0.008** 0.073

IR e

43 3.3097  0.69058
4

*p<0.05 ** p<0.01

A FEIRS S TEE RS RENE RS BB 95%/5.07K
#E[ Brown-Forsythe i g A BEHYA[E (P=0.008) - HEB A
BB AN EEAAR - SHABRREA - AEDY
T T 8 S S B o o 9 P B 38 B R AE 952613 L /K ZEHY
Brown-Forsythe fg2 € NABIEHIAE (P=0.00) - {TEEHAVEE RE It
EERRE R E S I RS AR IR B AVEE A -

18
ATEFEARSEFERR - FIOHEEETE (N=98)
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Introduction

Internal service quality (ISQ) refers to the internal services of the
organization for making employees feel satisfied with the work and thus be
able to provide better services to customers, thereby improving customer
satisfaction. It is a priority for university libraries to meet the needs of users.
Providing good internal services for librarians will help improve librarians’
job satisfaction and thus they are more likely to provide excellent user
services. Libraries have been evaluating users ’satisfaction with library
services, but this is an external service quality evaluation, which cannot
reflect librarians’ satisfaction with internal services. Therefore, an internal
library service evaluation model is needed for investigating librarians’
internal service quality and whether they are satisfied enough to provide
proper services to their users. The purpose of this study is to investigate the
internal service quality of university libraries and librarians’ job satisfaction.
It is expected to find the relationships between factors of internal service
quality and librarians’ job satisfaction.
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Research Methods

This study mainly explored the internal service quality of university
libraries and the job satisfaction of librarians. The major research goals
included (1) identifying the factors of internal service quality of university
libraries, (2) constructing an evaluation model of internal service quality
of university libraries, and (3) investigating relationships among university
librarians’ satisfaction of internal service quality, librarians’ job satisfaction,
and user satisfaction.

In this study, a questionnaire survey method was used with a reference
to the relevant previous literature, and a pre-test approach was adopted
to design a questionnaire. 122 librarians from two prestigious university
libraries in Taiwan were recruited as research subjects, and 98 valid
questionnaires were collected. The questionnaire was composed of four
parts including (1) basic information on library, gender, job type, work
location, age, seniority, employment status, job ranking, marital status, and
education level, (2) librarians' opinions on the importance and satisfaction
of internal service quality of the library, which were measured with the five-
level Likert scale, (3) library user’s satisfaction, and (4) librarians’ overall
job satisfaction (a score between 0 and100).

According to the research goals mentioned above, the following
hypotheses were proposed.

H1: The quality of internal library services is related to librarians’ job

satisfaction.

H2: The quality of library services is related to user satisfaction.

H3: Librarians’ job satisfaction is related to user satisfaction.

H4: Librarian’s background will affect their satisfaction of internal

library service quality.

Results

98 valid questionnaires were collected in this study. Among the
respondents, women were more than men. 64.3% had a degree above the
college level. 54% were married. The largest percentage of age level fell
between 31 and 50 years old. 25.5% had an administrational position,
such as chief executives or directors. 74.5% were full-time librarians or

129



Journal of Libray and Information Science Research 14 : 1 (December 2019 )

contracted librarians. The researchers of this study conducted a factor
analysis on the questionnaire data and identified 29 indicators in three
dimensions of internal library service quality, including (1) support and
training, (2) management and treatment, and (3) work responsibility.

The analysis of the overall internal library service quality and
librarians’ job satisfaction revealed respondents’ opinions on the importance
and satisfaction of the internal library service quality, and the gap between
the two, as well as librarians’ job satisfaction (please see Table 9). The
average score of the importance was 4.18, which indicated that the
respondents regarded internal services as greatly important. The average
score of satisfaction was 3.69, which was between normal and satisfactory
levels. The average difference between the two was -0.49. The average score
of the respondents’ overall job satisfaction was 80.51 (out of 100), indicating
that the librarians of the two libraries were satisfied with libraries, but it did
not achieve a high level of satisfaction. The respondents considered that the
dimension of work significance was the most important, and were the least
satisfied with the support and training dimension. The largest gap between
importance and satisfaction also fell in the support and training dimension.

Table 9
Overall internal service quality and librarians’ job satisfaction N=98

Dimension importance  ISQ gap librarian job

satisfaction
support and training 4.14 3.49 -0.63 80.51
management and treatment 4.21 3.80 -0.41
work responsibility 422 3.96 -0.26
average 4.18 3.69 -0.49

The analysis of the internal service quality of the library support and
training dimension revealed the average score of respondents’ expectation
was 4.14, the average score of satisfaction was 3.49, and the average
difference was -0.65, indicating that librarians were not satisfied with
library support and training. As to the internal service quality of the library
management and pay dimension, the analysis revealed the average score of
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respondents’ expectation was 4.21 and the average score of satisfaction was
3.8. The difference between the two was -0.41, indicating that the librarians
were not satisfied with the internal service quality of the management and
pay dimension and the quality was not good. The analysis of the internal
service quality of the work significance dimension revealed the average
score of respondents’ expectation was 4.22, and the average score of
satisfaction was 3.96. The average difference between the two was -0.26.
The internal service quality was not good, but it was the more satisfactory
among the three dimensions.

The hypotheses of this study were verified, and the results suggested
that the satisfaction of internal library service quality and librarians’ job
satisfaction were related; the internal library service quality and user
satisfaction were related; librarians’ job satisfaction was related to user
satisfaction. Several background factors of librarians influenced the
internal library service quality, such as marital status, job type, library,
work location, job ranking, etc. The researchers originally assumed that
the employment status and education background would affect the quality
of internal services, but the results of the study showed that there was no
difference in the views of official librarians and contracted librarians. There
was also no difference in the views between librarians with undergraduate
and graduate degrees.

Table 19
Research Hypothesis Verification Results

Verification Results

H1 Quality of internal library services is related to the valid
job satisfaction of librarians.

H2 Quality of library services is related to user valid
satisfaction.

H3 Librarians’ job satisfaction is related to user valid
satisfaction

H4 Librarian’s background will affect the satisfaction partial valid for factors
of internal library service quality. such as marital status,
job type, library, work

location, job ranking,
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Conclusions and Suggestions

In this study we proposed an internal service quality model of
university libraries, and it was proved to be feasible through empirical
studies conducted in two university libraries. In this study we defined
"Library Internal Service Quality" as "The degree to which librarians are
satisfied with library internal services affects librarians’ job satisfaction
and user satisfaction." We identified 29 indicators in the following three
dimensions--support and training dimension (12 indicators), management
and treatment dimension (14 indicators), and work responsibility dimension
(3 indicators). The internal library service quality model in this study can
provide a reference for library management in terms of evaluations of
internal library service quality and librarians’ job satisfaction.

The following conclusions were generated from the study results. The
mean score of librarians’ job satisfaction in the two university libraries was
80.51, and the university librarians paid attention to the internal services
(Likert five-point scale measurement 4.18), but the satisfaction degree of
internal service quality was lower (3.69). Librarians were most satisfied
with the library's job significance (3.96), and least satisfied with support and
training (3.49). The satisfaction degree of internal library service quality was
related to the librarians’ job satisfaction and library user satisfaction. The
librarians’ job satisfaction was related to user satisfaction The satisfaction
degree of internal library service quality varied with librarians' marital
status, job type, different libraries, work location and job ranking.
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