—-Journal of Knowledge Retrieval and Semantic Systems--- ATU
Vol. 8, No. 26, Spring 2021, PP. 103-128. b PRESS

jks.atu.ac.ir
DOI: 10.22054/JKS.2021.57312.1396

Users Perceptions of Public Library Service Quality
Using Gap Analysis Model(LIBQUAL)

Assistant Professor, Knowledge and Information

. . Science Dept, Faculty of Education and
Leila Khalili Psychology,  Azarbaijan  Shahid  Madani
University, Tabriz, Iran.

. . Master of Information Science and Knowledge,
Vahideh Dalili Public Libraries Foundation, Tabriz. Iran.

Assistant Professor, Knowledge & Information
Science Dept, Faculty of Education and
Psychology,  Azarbaijan  Shahid  Madani
University, Tabriz, Iran.

Aziz Hedayati Khoshemehr

Abstract

The aim of this research is to study the quality of services in the public libraries of
Tabriz. This applied research was conducted with a quantitative approach and a survey
method. The statistical population of the study was 37931 members of the Public
Libraries of Tabriz and the sample size was 380 cases that were selected by stratified
random sampling. The data collection tool was the standard LIBQUAL questionnaire
and its reliability in the present study based on Cronbach's alpha was 0.93. In order to
answer the questions and hypotheses, descriptive and inferential statistics were used
using SPSS 24 statistical software. In general, in the three dimensions of LIBQUAL,
the average level of minimum expectations of respondents was 4.39, the average level
of received services was 5.70 and the average level of maximum expectations was
6.68. The difference between users' expectations and the level of received services in
each dimension of the LIBQUAL was not higher than of the maximum expectations.
The results of paired t-test confirmed the existence of a significant difference between
the maximum expectations and the level of received services by users and also the
existence of a significant difference between the minimum expectations and the level
of received services by users in all dimensions of the LIBQUAL. It can be concluded
that although the libraries have been able to meet the minimum expectations of the
users in all cases partly, but the maximum expectations of the users have not been met
yet.
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