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(JuD'jl ĝ dcQ253G3 008253 253(5©
irjTfb ascoiainLl^scDajg) a5ln}JLgJ scaojSigjS'J
Inangeration of the book exliibition, NLDSB 
24. 04.2000

9  0°2533 £̂03323330 S3°eD0od 40 0£03 0CO3 £3CP3 
OldO0
^S'jmjsosD giirsoa 3=ikstS)06CJi 40 c^sug;
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9ê 25)25)30c33S£3!5)i5
d33)25) 9̂ 25)25)30 £03 
g©0f©25) ®o)Oê di325)&3
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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 - June 2000 
are given below
Lecturer

Prof. Granville 
Dharmavardhana
25.04.2000
Mr. Dhammika 
Kalapuge
31.05.2000
Prof. J.K.P. Ariyaratne
28.06.2000

Lecture

0<p532d®2530 
©0C| 253<g C0<;2§ q?

GSOIOSi ©3<gg@(;25}2S)3 6  
©0030251

00253©0
c33©03

Conservation and Preservation division of the 
NLDC conducted a workshop on conservation and 
preservation of library materials for librarians from 
higher education and research institutes on 06th June 
2000. Twenty participants participated at this work­
shop.

The NLDSB conducted the following train­
ing programmes for the benefit of Public Librar­
ians.
* Training Programme on library automation for 
public librarians in Southern province was held in
27. 05. 2000, 07. 06 2000 and 24. 06. 2000 at the 
NLDC.

* 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 Secretary - Ms Swarna 
Jayatillaka, Vice President - Ms Deepali Talagala, 
Ms Amara Nanayakkara, Treasurer - Mr. Anton 
Nallathamby, Education Officer - Ms Pradeepa 
Wijetunga, Publication Officer - Ms A. P. R. 

Gamage, Asst Education officer - Mr. G. R. 

Padmasiri, Asst. Secretary - Ms Shiwanthi 
Weerasinghe

The Library and Information Centre of the 
Central Bank of Sri 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.
/ft'--" 1
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gQp® ĉ l36i5(TT)2)̂ I2) sSlIl-IH 
®6rfl̂ JL0, @nSO®mi®6lfl65Tg)IL6, 
2®eue6 jf)l65)60UJihi®6ifl65rg)jtri 
6̂5in5nJ65)ioiun2 ura®6fllLjq €nng)i 
j5iTLLig.s6 Jg)65765)1 lb (BurT̂ loj6n6i] 
2_655T̂ UUL_ 6156065)60.
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c§iiî lnjĉ l66 grbuL-Qj 6U(iT)ib 
LQITT)lT)I7J®6n, ̂ LUJIT® <̂ Î I®rT|rU 
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U60(8su@l 6U65)®HJIT65I @J760®IfiI
®fi3)6mLJlO 2 ®  6060 Ĵl65)60OJITiI®
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mn@ii3. ĝ)g)6D)a)Uj 
(Lpujrb̂ ld6TO6DT ĉ iĝ rrihja 2_2>oi1 
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D ev e lo p in g  S erv ice  Q u a lity  in  L ib ra r ie s
Chaminda Chiran Jayasundara 

Assistant Librarian 
University of Colombo

T h ere  is a v e ry  cons iderab le  m ass o f  e v i­

dence o f  the e ffo r ts  in the past to ana lyze  and 

im p rove  the serv ice  qu a lity  o f  industrial operations 

and processes. U su a lly  an industry is based on p ro f­

its and loss. Industries w h ich  do not operate on  a 

p ro fitab le  qu a lity  o f  a g iv en  product or serv ice  and 

its com petitors . A lth o u gh  the nature o f  the lib rary 

operations and serv ice  m ay  not d irec tly  analogous 

to those o f  industry, certain industrial consideration 

appear to be w o rth y  o f  trial.

It is not m y  purpose in this b r ie f  a rtic le  to 

get d eep ly  into a d iscussion  o f  a ll aspects o f  ser­

v ic e  qu ality , the nature o f  cr iteria  that can be  used 

to eva luate the se rv ic e  qu a lity  and so on.

S om e p eo p le  th ink libraries do not need to 

adopt serv ice  qu a lity  techniques to survive. L ib rar­

ies in con ven tiona l w a y  act as repos itories  o f  accu­

m ulated  k n ow led ge . But it is the m o d em  perspec­

tive , e v e ry  type  o f  lib rary  such as academ ic, re ­

search, pub lic , spec ia l and etc. should p ro v id e  a 

qu a lity  serv ice  to prosper.

S e rv ic e  is v e ry  im portant feature o f  lib rar­

ies. In  m y  analysis, I suggest that serv ice  p la y  the 

m ost im portan t ro le  in  both  estab lish in g  and 

su s ta in in g  the relationship betw een  the library s ta ff 

and the users. W hat is the service Q uality ? In  sim ple 

term , it is respond in g  w ith  appropriate speed and 

accuracy to the user needs. But this is not a form al 

d e fin it ion  co v e r in g  the all aspects o f  serv ice  qual­

ity. A lth ou gh  the concept o f  quality  serv ice  is d i f f i ­

cu lt to d e fin e , a step tow ard  this goa l w as taken by  

R .P . F isk, S .W . B row n  and M .J. B itner “ O ne c o m ­

m on  m eth od  o f  d e fin in g  a serv ice  is to d istingu ish  

betw een  the ‘ c o re ’ and ‘periphera l’ elem ents o f  that 

serv ice . T h e  ‘ C o r e ’ serv ice  o ffe r in g  the necessary 

output o f  an o rgan iza tion  w h ich  are in tended to

p rov id e  the tang ib le  benefits  custom ers are lo ok in g  

for. “ Periphera l s e rv ic e ’ are those w h ich  are e ither 

on d ispensab le fo r  the execu tion  o f  the co re  ser­

v ic e  or a va ilab le  o n ly  to im p ro ve  the o v e ra ll qu a l­

ity  o f  the se rv ice  bu n d le .”

A c c o rd in g  to L e w is  and B o o m s 2 s e rv ice  

qu a lity  is m easure o f  h ow  w e ll  the s e rv ic e  le v e l 

d e liv ered  m atches custom er expectations. D e liv e r ­

ing quality service means con fo rm in g  to custom er’ s 

expectations on  a consistent basis.

A  w e ll know n  m arketing researcher nam ed 

G ron oos 3 po in ts out that s e rv ic e  q u a lity  can be  

b roken  into tw o  m a in  d im ensions.

1. Teach n ica l Q u a lity

2. Functional Q u a lity

B oth  d im ensions are im portan t to the cus­

tom ers. T ech n ica l qu a lity  m eans the qu an tifiab le  

th ings o f  the serv ice . That is W h a t is b e in g  done. 

Functional quality  refers to h ow  the techn ical qual­

ity  is b e in g  d e liv e red  to the custom ers. F o r  an in ­

stant the b ook s  in the lib rary  is tech n ica l qu a lity  

and then the user m igh t lo o k  at the b ook s  b e in g  

used to o ffe r , this is the fu n ction a l qu a lity  in  a 

library.

T h is  paper exam in es the s e rv ic e  qu a lity  

through the cu stom er percep tion  basis and in tro ­

duce a usefu l practical gu id e  fo r  librarians that can 

be used to d e v e lo p  the s e rv ic e  q u a lity  in  the ir l i ­

braries. S erv ic e  qu a lity  through the cu stom er va lu ­

ation basis is a t im e ly  im portant approach  com p ar­

ing the advantages o f  other approaches because the 

users/ custom ers p la y  the k ey  ro le  in  e v e ry  lib rary  
system.

B u ild in g on the Serv ices  M ark etin g  System  

in a library, I used the L o v e lo c k ’ s4 fram ew ork , in

2 4 getew o  gQastS 21/2 2000



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- 
3asses not only the service delivery system but also

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

S E R V IC E  M A R K E T IN G  S Y S T E M

S E R V IC E  D E L IV E R Y  S Y S T E M
C U S T O M E R
C O N T A C T S

S E R V IC E  O P E R A T IO N  S Y S T E M - O th er  C u sto m er Advertisement
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A ctiv ities
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Ordering 
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Computer
System
Cleaning
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Eg. Car parking 
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Library Specialist
E q u ip m en t
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Audio
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Fig. I: A Library as a Services Marketing System
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improvementin Back Stage Activities.

In my opinion, customer is the highly valu­
able component in a service Organization. There­
fore customers are the most suitable party to judge 
the service quality of a library that they receive.

One of the most influential studies which 
attempted to understand the dimensions of service 
quality from the customers’ perspective was car­
ried out by three American researches, named 
Perasuramen, Zeithmal and Berry (PZB)5 in 1991. 
They have pointed out that the customers of an 
organization use those criteria to judge the service 
quality that they receive. Those detenninants are 
as follows.
1. Reliability - This relates to the ability of depend­

ability of service provider to perform the prom­
ised service dependably and accurately

2. Access - Is the service accessible and delivered 
with little waiting. For an example, do the li­
brary users have to wait one month to have a 
reserved book?

3.Security - Service free from danger, risk and 
doubt. For an example, how safe does the user 
feel using the library’s automated system spe­
cially Optical Mark Reader (OMR), Magnetic 
Ink Character Reader (MICR) etc.?

4. Credibility - How trustworthy and honest does 
the service provider appear to be ?

5. Understanding the customer - How much effort 
does the library make to get to know its users 
and understand their needs?

6. Responsiveness - Promptness and helpfulness. 
E.g. Is the Reference Librarian available to talk 
over a specific problem whenever the user rings 
up?

7. Competence - Possessing required qualifications
and knowledge of the staff to provide the ser­
vice. Librarians in the university system, for ex­
ample, should have an undergraduate degree with 
a class and post graduate qualifications in the field 
of Library and Information Science to attend the 
professional service._____________________

8 . C ou rtesy  - S ta f f  po liteness and cons idera te  to 

users. A re  the librarians and the ir subordinates 

p o lite  and h e lp fu l to each user w h o  use the l i ­

brary?

9. T a n g ib le  - A p p eran ce  o f  the p h ys ica l fa c ilit ies , 

equ ipm ent, personal.

10. C om m u n ica tion  - H o w  g o o d  is the institute at 

com m un ica ting e ffe c t iv e ly ?

Further, P Z B  po in t out that a ll o f  these d e ­

term inants are not independent o f  each  other. That 

m eans there are som e overlap s  b e tw een  the ca tego ­

ries. So a fter a futher research  in to the m easure­

m ent o f  se rv ice  qu ality , th ey  ad voca ted  that the ten 

d im ensions cou ld  be co llapsed  into f iv e  d im ensions 

o f  quality . T h e y  are

1. T a n g ib le  - in c lu d in g  the p h ys ica l com pon en ts  o f  

the serv ice

2. R e lia b il ity  - a b ility  to  p e r fo rm  the p rom ised  ser­

v ic e  dependab ly  and accurately.

3. R espon s iven ess  - P rom ptness and h e lp fu ln ess

4. A ssurance - K n o w le d g e  and cou rtesy  o f  e m p lo y ­

ees and their a b ility  to in sp ire  trust and c o n f i­

dence

5. E m pathy - C a rin g  in d iv id u a liz ed  attention  the 

firm  g iv e s  its custom ers

In latest researchers adopt these f iv e  d eter­

m inants fo r  their researches to  m easure and assess 

service quality.

In  addition  a research carried out b y  G a rv in 7 

has id en tified  e igh t determ inants w h ich  character­

iz e  a qu a lity  product or s e rv ic e  fo r  the custom er. In  

his research he advocated  those determ inants are as 

fo llow s.

1. P er fo rm an ce  - F o r  a lib ra ry  they w o u ld  include 

ava ilab ility  o f  books in shelves, access to O P  A C , 

som ew h ere  to sit and read. etc.

2 . Features - I hese are the second  op era to ry  at­

tribute w h ich  add to a p rod u ct o r  s e rv ic e  in 

cu stom er’ s ey e  but are not essen tia l to  it

3. R e lia b ility  - F or libraries a m a jo r  issue is usually  

availabil ity o f  advertised services. F or exam ple, 

is a w o rk in g  ph otocop ier ava ilab le  o r are the ‘ out 

reader’ notices in use aga in .?
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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.

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

6. Serviceability - When things go wrong, how easy 
will it be put them right? How quickly can they 
be prepared?

7. Aesthetics - This may be prime importance to 
the customer. Is the service area clear and well 
designed? Is it welcoming? Does it appear user 
friendly or as some put the alternative, ‘user le­
thal’?

8. Perceived Quality - This is the most interesting 
attribute because it recognizes that the all cus­
tomers make their judgments 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 to various aspects of design changes. In addi­
tion it allows the librarians to rethink their existing 
procedures to be promoted towards high quality.

It is interesting that the Garvin’s approach 
has been adapted to the question of “Information 
Quality” by Marchand8, who sees in the approach 
a methodology for assessing the quality of infor­
mation products as well as information.

In PZB’s delivery quality service balancing 
customers perceptions and expectations they found 
that the customers judge the quality of the service 
by comparing the service actually they receive along 
the determinants with what they expected to re­
ceive. If perceived quality exceeds expectations then 
the customers are satisfied, even delighted with the 
service.

In an article titled on “ a multiple - Item 
scale for measure customer perceptions of service 
quality9” published in 1991, PZB have presented a 
multiple item scale, nemed SERQUAL. This be­
came a major research instrument in service orga­
nizations. This has enormous scope for applica­
tions in the library and information services sector. 
“To ask what reliability, assurance, tangible, empa-

thy and responsiveness would mean to the service 
offered to the library user would be to invite a rather 
different view of the library from that given in most 
annual reports10” Interestingly the SERQUAL 
methodology has been used recently in the infor­
mation sector within the European Commission 
funded EQUP Project. European Quality in Infor­
mation program (EQUP) is a European commis­
sion funded study of data base quality. The quality 
of this program is assessed by using the SERQUAL 
developed by PZB.

The service quality in an organization is ex­
tremely essential in the achievement of organiza­
tional quality and its goals and objectives. This seeks 
to develop a ‘ 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. Having examined the service quality 
thought let us now try to see how it can be applied 
to the library system. Now the libraries are operat­
ing efficiently and the staff are eager to provide 
quality service to their clientele. So, you must ready 
to turn attention to your users. As Drucker11 sug­
gests the focus of the new management model is 
not on how much we are making but on how well 
we are meeting customer requirments. So it sym­
bolizes the new management model is customer 
driven. Under these circumstances it is necessary 
that the service quality in libraries should be up­
lifted on the user/ customer expectation basis. 
Therefore you can use the following steps to pro­
mote the service quality in your library.
1. Identify the market segments and user expecta 

tions
First the librarians must identify their mar­

ket segementation. A market segment means a 
group of customers with similar or related charac­
teristics who have common needs and wants.Every 
library should have a clear vision on its market seg­
ments because it is a prime importance to provide 
better service to their clientele.

For an example, an University Academic 
I .ibrarv serves every one in the university that their
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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, ' 
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.

M a r k e t  S e g m e n t s

Ml M2 M3
P r o d u c t

X X X
x X X

X X X
X X X
X X X

Ml - Faculty PI - Unlimited borrowingx - How many users? privileges M2 - All Students
M3 - Graduate Students P2 - Leisure reading

P3 -Bibliographic Instruc tion
P4 - Preparation of 

Bibliographies P5 - Computer databases
F i g u r e  I I  -  A  c r u d e  G r id e  f o r  M a r k e t  s e g m e n ta t io n  
i n  U n iv e r s i t y  l ib r a r i e s

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 mod­erations 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 un­settling 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 to words 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 qual­ity service, i.e.
1. Cost2. Time
3. Convenience
4. Tangible Resources
5. Human Resources Intermediaries6. 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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Considering the findings showes in this brief 
paper, I can make following general conclusions and 
recommendations which the authorities in the librar­
ies must consider in their attempts to promote service 
quality.

In summary, I would like to recapitulate the 
principal conclusion of this paper, i. e. this can be used 
as an effective framework to asses, evaluate and re­
establish the service quality in libraries, I believe that 
the management should recognize the service quality 
as a very important contribution in the library and In­
formation Centers and align its operations accordingly.

It is anticipated that additional experimenta­
tion and comparisons with other libraries and infor­
mation centers will be necessary before some of the 
criteria and methods will be permanently accepted. 
Some of the concepts prepared such as most sophisti­
cated and highly expensive infrastructure facilities may 
not to easily established and require study and famil­
iarization before the proposals are fully implemented.
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