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NLDC issued two special publications to
commomerate the 10th anniversary.

1 National Library and Documentation Centre
10th anniversary
2. Library News special volume,

~Under the National Library Lecuture se-
ries the lectures conducted during April - Jung 2000
are given below

Lecturer Lecture

Prof, Granville

Dharmavardhana (<p53206253)
25.04.2000 ©O0C| 239 QKB ¢?
Mr. Dhammika G0I08 Chp@ B%
Kalagu%e ©0030251
31.05.2000

Prof. JK.P. Ariyaratne  00253€0
28.06.2000 (33008

Conservation and Preservation division of the
NLDC conducted aworkshop on conservation and
ﬁ_reservatlon oflibrary materials for librarians from

gher education and research institutes on 06th June
2h 0. Twenty participants participated at this work-
shop.

. TheNLDSB conducted the foIIovvinE,train-
Eggsprogrammes for the benefit of Public Librar-

*Training Programme on library automation for
gubllc librarians in Southern province was held in
NYLDOE' 2000, 07. 06 2000 and 24. 06. 2000 at the

* Training programme for public librarians in
Southern_“province was held at the Rural Devel-
opment Training Centre, Dikwella from 24 - 27

June 2000.

Following persons have been elected as
new office bearers of the Sri Lanka Library Asso-
ciation for the Year 2000. President - Ms Daya
RatnaYaka, General Secretar% - Ms_Swarna
Jayatillaka, Vice Presicent - Ms Deepali Talagala,
Ms Amara Nanayakkara, Treasurer - Mr. Anton
Nallathamby, Education Officer - Ms Pradeepa
Wijetunga, Publication Officer - Ms A P. .
Gamage, Asst Education officer - Mr. G. &,
Padmasiri, Asst. Secretary - Ms Shiwanthi
Weerasinghe

The Library and Information Centre of the
Central Bank of Si Lanka is in the process of re-
building its collection with printed and electronic
sources. Mr. H, B. Dissanayaka, Ex - Govemer,
handed over a book donation to the Library on
10th May 2000. Mr, A, S, Jayawardhana Govemer,
Central Bank, Mrs Nalini de Silva Wijenayaka, the
Chief Librarian and Mr. P. Amerasinghe, Deputy
(Govemer were also at the ceromony.
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Developing Service Quality in Libraries

Chaminda Chiran Jayasundara
Assistant Librarian
University of Colombo

There is a very considerable mass of evi-
dence of the efforts in the past to analyze and
improve the service quality ofindustrial operations
and processes. Usually an industry is based on prof-
its and loss. Industries which do not operate on a
profitable quality ofa given product or service and
its competitors. Although the nature of the library
operations and service may notdirectly analogous
to those o findustry, certain industrial consideration
appear to be worthy o f trial.

It is not my purpose in this briefarticle to
get deeply into a discussion of all aspects of ser-
vice quality, the nature o f criteria that can be used
to evaluate the service quality and so on.

Some people think libraries do not need to
adopt service quality techniques to survive. Librar-
ies in conventional way act asrepositories ofaccu-
mulated knowledge. But it is the modem perspec-
tive, every type of library such as academic, re-
search, public, special and etc. should provide a
quality service to prosper.

Service isvery important feature of librar-
ies. In my analysis, | suggest that service play the
most important role in both establishing and
sustaining the relationship between the library staff
and the users. What is the service Quality ? In simple
term, it is responding with appropriate speed and
accuracy to the user needs. But this is not a formal
definition covering the all aspects ofservice qual-
ity. Although the concept ofquality service is diffi-
cult to define, a step toward this goal was taken by
R.P. Fisk, S.W. Brown and M.J. Bitner “One com -
mon method ofdefining a service is to distinguish
between the ‘core’ and ‘peripheral’ elements o f that
service. The ‘Core’ service offering the necessary

output of an organization which are intended to

provide the tangible benefits customers are looking
for. “Peripheral service' are those which are either
on dispensable for the execution of the core ser-
vice or available only to improve the overall qual-
ity o fthe service bundle.”

According to Lewis and Booms2 service
guality is measure of how well the service level
delivered matches customer expectations. Deliver-
ing quality service means conforming to customer’s
expectations on a consistent basis.

A well known marketing researcher named
Gronoos3 points out that service quality can be

broken into two main dimensions.

1. Teachnical Quality

2. Functional Quality

Both dimensions are important to the cus-
tomers. Technical quality means the quantifiable
things o f the service. That is What is being done.
Functional quality refers to how the technical qual-
ity is being delivered to the customers. For an in-
stant the books in the library is technical quality
and then the user might look at the books being
used to offer, this is the functional quality in a
library.

This paper examines the service quality
through the customer perception basis and intro-
duce auseful practical guide for librarians that can
be used to develop the service quality in their li-
braries. Service quality through the customer valu-
ation basis isatimely important approach compar-
ing the advantages ofother approaches because the

users/ customers play the key role in every library
system.

Building on the Services Marketing System

in a library, | used the Lovelock’s4 framework, in
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which service business are conceptualized as com-
prising three overalapping systems such as the ser-
vice operation system, the service delivery system
and the service marketing system.

This model symbolizes how these functional
areas - marketing operations and human resources
of the service busines - are related together. The
figure: 1 identifies the various components of the
Services Marketing System as related to library ser-
vice. .
The Service Operation System comprises
backstage activities such as ordering and replace-
ment library books, magazines, staff training etc.
and frontage aspects of the operation experienced
directly by the customers.

The Services Marketing System encom-
passes not only the service delivery system but also

SERVICE MARKETING SYSTEM

the customer contact activities. Taking into consid-
eration the overall Services Marketing System, is
the most important system that the library adminis-
trators should draw their attention to promote the
service quality in their libraries and it draws the
management attention to the importance of man-
aging users involvement in the service experience.
It is notable that the Backstage Activities should
not be omitted as unprioritable operations because
they are taking place out of sight of the customers.
But they are extremely necessary to provide a bet-
ter service through the Service Marketing System.
On the other hand the overall system is based on
the effectiveness of these activities. But in cus-
tomer focus basis at the first, service Marketing
System should be developed efficiently to provide
a quality Service to the user before embarking the

CUSTOMER
SERVICE DELIVERY SYSTEM -ﬁ CONTACTS
«<— SERVICE OPERATION SYSTEM—> Other Customer Advertisement
- . . R 1
Backstage Interior and Eg ?g_u ars Word of mouth
Activities Exterior facilities Visitors Promotional
Temp. Users Materials

Eg: Eg. Car parking

Waiting Area
Ordering Decor
Replacement Library Specialist
Book stock Equipment
Computer Eg: Magazines Library magazines
System Books

CD ROM o
Cleaning Networks PR. Activities
Staff Audio
meetings Video Other Customer
Library &
CONTACT Personal Eg: Books exhibition
Accounts Eg:
Fellow

Ref. Librarian Customers Telephom? .

Section Librarian Unknown Communication

Attendants Prior to appointment

Fig. I: A Library as a Services Marketing System
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Improvementin Back Stage Activities.

Inmy oPrnron customer is hehrghl valu-
able componen In a service Organization, There-
fore customers are the mos t suitable party tojucge
the service quality of a library that they receive,
Ope of the most rnfluentral tldies which
attempted to unders and the, drmensrons of service
quality from the customers’ perspective was car-
ried dut by three American researches, named
Perasuramen, Zeithmal and Berry (PZB)bin 1991
They fave pointed ot t ha the”customers of an
organization use those criteria tojudge the service
qualrty that they receive. Those detenninants are
& follows,

1 Reliability - This relates to the ability ofde end-
ability of'service provider to perform the prom
Ised service dependably and accurately

2. Access - Is the service accessible and delivered
with ittle waiting. For an example, do the Ii-
brary users have o wait one month 10 have a
reserved book?

38ecur|n£ Service free from danger risk and

or an exam le, how safe toes the user
feel usrn%t el rarysau tomated system spe
cially Optical Mark Reader OMR) Magnetic
Ink Character Reader (MICR) etc.?

4, Credibility - How trustworthy and honest does
the Service provicler appear t be ?

5. Understanding the customer How mugh effort
does the library make to get to know Its users
and understand t herrneeds

6. Responsrveness Promptness and helpfulness.

E.g. Is the Reference Librarian available to talk

OVer aspecific problem whenever the user rings
up’

1. Competence - Possessrngl required qualifications
and knowled%e of the Staff o provrde the ser-
VICE, Lrbrarra Inthe universit Yem forex
ample shou have an under?ra Uale degree with

? sand g r%faduate ualtfications inthe f J e\d
ormation Science to attenalt
professrona Service.

8. Courtesy - Staff politeness and considerate to
users. Are the librarians and their subordinates
polite and helpful to each user who use the li-

brary?

9. Tangible - Apperance o fthe physical facilities,

equipment, personal.

10. Communication - How good is the institute at

communicating effectively?

Further, PZB point out that all o f these de-
terminants are not independent o feach other. That
means there are some overlaps between the catego-
ries. So after a futher research into the measure-
ment ofservice quality, they advocated that the ten
dimensions could be collapsed into five dimensions

ofquality. They are

1. Tangible - including the physical components of

the service

2. Reliability - ability to perform the promised ser-

vice dependably and accurately.
3. Responsiveness - Promptness and helpfulness

4. Assurance - Knowledge and courtesyofemploy-
ees and their ability to inspire trust and confi-

dence

5. Empathy - Caring individualized attention the

firm gives its customers

In latest researchers adopt these five deter-
minants for their researches to measure and assess
service quality.

In addition aresearch carried outby Garvin7
has identified eight determinants which character-
ize aquality product or service for the customer. In

his research he advocated those determinants are as
follows.

1. Performance - For a library they would include
availability of books in shelves, accessto OPAC,

somewhere to sit and read. etc.

2. Features - | hese are the second operatory at-
tribute which add to a product or service in

customer’s eye but are not essential to it

3. Reliability - For libraries amajor issue is usually
availabil ity ofadvertised services. For example,
isaworking photocopier available or are the ‘out
reader’ notices in use again.?
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4. Conformance - This is whether the service meets
the agreed standard. It is notable that the stan-
dards for libraries are still in progress.

. Durability - I libraries, the users will center on
the question of the rate of ohsolescence of in-
formation and hence on how up to date the in-
formation provided is.

6. Se_rvmeablllt%/-When thlng_? 00 wr_ongi, how easy
will it be put them right? How quickly can they
be prepared?

1. Aesthetics - This may be prime importance to
the customer. Is the Service area clear and well
designed? Is it welcoming? Does it appear user
{Hquly Or aS Some put the alternative, ‘user le-

al”

8. Perceived Quality - This is the most interesting
attribute because it recognizes that the all cus-
tomers make theirjudgmients on incomplete in-
formation

Thus the use of PZB model and Garvins
model give the service provider, in this case the
library, a reasonable idea or potential client reac-
tion t0 various asPects_ofdemgn c_han%es. In addi-
tion it allows the librarians to rethink their existing
procedures to be promoted towards high quality.

ltis mterestln% that the Garvin’s approach
has been adapted to the question of “Information
Quality” bY Marchand§ who sees in the approach
amettiodology for assessing the quality of infor-
mation products as well as information. _

INPZB’s delivery quality service balancmg
customers perceptions and expectations they foun
that the customers judge the (1uallty of theservice
by comparing the sérvice actually they receive along
the determinants with what thiey epected to re-
celve. Ifperceived quality exceeds expectations then
tsfg?\;;ggtomers are satisfied, even delighted with the

Ice.

In an article titled on “ a multiple - ltem
scale for measure customer perceﬁnons of service
ﬂ#ah_t g Publlshed In 1991 'PZB have presented a

ultiple ftem scale, nemed SERQUAL. This be-
came amajor research instrument in service or_%a-
nlzatlonii IS has enormous scope for applica-
tions In the library and Information services sector.
“To ask what reliability, assurance, tangible, empa-
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thy and responsiveness would mean to the service
oftered to the library user would be to invite arather
different view oftfie library from that given in most
annual reportsD)’ Interestingly the”SERQUAL
methodology hag been used recently in the infor-
mation sector within the European” Commission
funded EQUP Project. European Quality in Infor-
mation program ( (RUP) Is'a European commis-
sion funded study of data base quality. The qualit
ofthis pr%gram 1S assessed by using the SERQUA
developed'by PZB.

The service quality inan organization isex-
tremely essential in the achievement of organiza-
tional quality and its goals and objectives. This seeks
to develop & * Common quality'service culture’, a
manner of dealing with users and the staff and of
making potential judgments which is the real way
of a library. Havm(I; examined the service quality
thought let us now Try to see how it an be applied
to the library system. Now the libraries are operat-
ing efficieritly” and the staff are eager to provide
quality service to their clientele. So, gou must ready
0 turn attention to your users. As Drucker!l sug-
gests the focus of the new management model IS
not on how much we are makingout on how well
We are meeting customer requirments. So it sym-
holizes the neiv management model Is customer
driven. Under these circumstances it is necessary
that the service quality in libraries should be up-
lifted on the user/ clstomer expectation basis.
Therefore you can use the following steps to pro-
mote the sérvice quality in your library.

1 {_dentify the market segments and user expecta
jons

First the librarians must identify their mar-
ket segementation. A market segment means a
?roup of customers with similar of related charac-
eristics who have common needs and wants.Every
I|brar3/ should have aclear vision on its market s_eg-
ments because It 1S aprime importance to provide
better service to thewillentele. . .

For an example, an University Academic

|.ibrarv serves every one inthe university that their



needs and wants are common rather than in public
libraries or research libraries. In Public libraries, they
cater to a series of market segments such as chil-
dren, young adults, elderly people, professionals, 4
researchers, employees, students, and etc.

To identify the market segments, several
methodologies could be used in the process of tar-
get groups and get to know about their needs. For
instance in an university academic library, you can
make a grid assuming its products and market seg-
ments as a crude grid indicated below. Then do a
research to identify their needs and wants. Ulti-
mately, in accordance with the definition of market
segmentation (A Market segment means a group
of customers with similar or related characteristics
who have common needs and wants) it is easier to
identify the proper segments.

Market Segments

M1 M2 M3
Product
P! X X X
P2 X X X
P? X X X
P | X X
P? X X X
MI - Faculty P1 - Unlimited borrowing

X - How many users?
M2 - All Students
M3 - Graduate Students P2 - Leisure reading
P3 -Bibliographic Instruc
tion
P4 - Preparation of
Bibliographies
PS5 - Computer databases

privileges

Figure II - A crude Gride for Market segmentation
in University libraries

So, as a library Administrator you can make a
grid using strategies as illustrated the above diagram.
This grid allows a flexibihy in decision making to the
librarians such as identifying their market, new mod-
erations and etc. that the user indicated. This element
is the most important factor determining whether or

not the establishment and operation of a library will
be successful.

2. Asses the current service quality in your library us-
ing the PZB’s SERQUAL model or a well designed
questionnaire using the criteria identified by the
PZB or Garvin. It is important that, if SERQUAL
model isn’t tally with your requirements you may
use a questionnaire using the determinants showed
by PZB or Garvin to assess and evaluate the exist-
ing service quality in your library on customer ap-
preciation basis.

3. Translate the current service quality identified by
the users into major design parameters to develop
the quality that meets the customers’ requirements.
This is the key function of the value chain. In this
stage, the library administrators should also cover
the questions as “what would a user find most un-
settling about doing buisness with me?

4. Complement the key function with planning

This concentration on the setting of priorities
which are identified by the users must be done within
the context of a well thought out and routin which in-
novative planing can be created.

To achieve towords the high quality service
the librarians may use operational research methods
such as queuing theory, Inventory Models Simulations,
etc. approach to the optimal solutions. It is also im-
portant to be concentrated on the following factors
when you are planning the service towards high qual-
ity service. i.e.

1. Cost

2. Time

3. Convenience

4. Tangible Resources

5.Human Resources Intermediaries

6. Technoligy

5. Provide necessary training to all staff members to
promote the service quality.

6. According to the plan, provide necessary tangible
facilities to the library

7. Alerting the entire users of the library to the new
service

8. Pursure optimal solutions examine the efficiency of

the process and make permanent changes to improve
the quality.
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NATIONAL LIBRARY OF SRILANKA

Services: /

Reference, Document Delivery; Inter Library Lending Bibliographical, Union Catalogue, Referrel,
Reprographic etc. Institutional membership facilities are available.

Collections:

* Reference Materials - Encyclopedias, Dictionaries, Year Books, Maps and a collection of
Rare books

* Newspaper Collection (from 1976) - Sinhalese, Tamil, English and International Newspapers
Periodicals

* National & International News Magazines

* Science and Technology Collection

* Library Science Collection

* UNESCO Collection

* Collection of Ola Leaves

* Alarge collection of Books on Economics, political Science, Social Science, Religion,

Linguistics, Geography, History, Att, Music, Sports etc.

* (CD-ROM) facilities for ¢ Science Citation Index’ Library & Information Science Abstracts
(LISAPLUS) “HORTCD” and Current Contents on Diskette

The Reader Services Division of the National Library is open from
Tuesday to Saturday from 9.00 a.m. to 5.00 p.m.

for further details, Please contact: Head
Reader services Division
National Library of Sri Lanka,
14, Independence Avenue
Colombo 07.
Tele: 685199, 698847 Fax: 685201
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