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Abstract

The quality of interlibrary loan service provided by large Canadian academic libraries was investigated
from the perspective of both the libraries and their clients. Grounded in the gaps model or disconfirmation
theory, the study used a modified version of the SERVQUAL instrument developed in the private sector
over the last 10 years. The study unobtrusively investigated the characteristics of 54 interlibrary loan
transactions initiated by proxy clients in 15 academic libraries across Canada. Traditional institutional
measures of interlibrary loan service quality produced a fill rate of 82 per cent and a turnaround time of 13
calendar days. More recently devised measures of service quality from the perspective of the client showed
that initial expectations of quality were higher than the perceptions of the service that clients actually
experienced. Reliability, the dimension ranked most important by clients, was rated the lowest in actual
performance whereas tangibles, the dimension ranked least important by clients, scored the highest. The
study showed incongruence between traditional measures of service quality used in academic libraries, fill

rate and turnaround time, and more client-centred outcome measures of service quality.



Acknowledgments

This thesis is dedicated to Courtney, Sydney and Liam who allowed me precious time away and
never asked why.

To Courtney, your encouragement and unwavering support has meant a great deal to me.
Everyday of my life I think of how fortunate I am to have met you.

To Sydney and Liam, I hope in some small way I have shown you that you can always follow
your dreams no matter what the circumstance. You just have to want it and work hard!
There are others I would like to acknowledge:
My parents for encouraging me to attend university many years ago. I have never looked back.
Douglas and Barbara Shearer for your support and extra incentive to finish.

My advisor, Alvin Schrader, for allowing me the freedom to chose a topic that I am keenly
interested in and for your guidance throughout my school tenure.

Dianne Oberg for your encouragement and frank discussions.

Mike Jodoin at C.R.A.M.E., University of Alberta, for your help with the statistical analysis of
the data.

Thank you all!



Table of Contents

Chapter

I. Introduction

Measurement and Evaluation of Quality in Libraries

From Acquisition to Access

Statement of the Problem

Importance of the Study

Definition of Key Terms

Assumptions and Limitations of the Study

I1. Review of the Literature

The Search Strategy
The Literature

III. Methodology

Pilot Study

Approvals and Ethics Review Requirements
An Unobtrusive Approach

Participant Selection

The Research Instrument

Journal Variable

Selection of Test Libraries

Data Collection

Analysis of the Data

IV. Research Findings
Characteristics of Participants
Participant Expectations
Participant Experiences
Participant Perceptions
Summary of Findings

V. Discussion

Traditional Vs Client Measures of Performance
Incorporating a Client Based Service Philosophy
Suggestions for the Use of SERVQUAL in Practice

VI. Bibliography

iv

Page

00 O\ »=

12
14

16

16
17

41

41
42
42

47
48
49
51
52

53

53
55
62
71
88

92
95



Appendix A:

Appendix B:
Appendix C:
Appendix D:
Appendix E:

Appendices

Correspondence Sent to Intermediaries and Study
Participants

Study Data Collection Instruments

Study Data Structure

Summary of Data
Participant Experiences: Log Comments

Page

105
111
127
135
144



Figure 1.

Table 1.
Table 2.

Table 3.
Table 4.
Table 5.
Table 6.
Table 7.
Table 8.
Table 9.
Table 10.

Table 11.

Table 12.
Table 13.
Table 14.
Table 15.

List of Figures and Tables

Gaps Model of Service Quality

Previous Library Experience.

Relative Importance of Service Dimensions for
Participant Expectations

Participant SERVQUAL Expectation Ratings
Participant Library Visit Dispersion Patterns
Questions that Library Staff Asked Participants
Methods of Contact by Library Staff

Pick up of Requested Article

Library Turnaround Time in Calendar Days
Participant SERVQUAL Perception Ratings
Difference Scores for the SERVQUAL Expectation
and Perception Ratings

Difference Scores for the SERVQUAL Expectation
and Perception Statements Rank Ordered by Score
Comparison of Difference Scores Across Studies
Various Participant Measures of Quality

Various Participant Measures of Quality
Correlations Among the Various Measures of Quality

Page
36
SS

57
58
63

66
67
69
73

76

79
80
82
86
87



Chapter I

Introduction

Measurement and Evaluation of Quality in Libraries

The purpose of this study was to compare traditional library-based measures of interlibrary
loan performance (objective quality) with client-based outcome measures of interlibrary loan
performance service (perceived quality) to determine if the two sets of measures are congruent. At
the outset of this study, it is important to have an understanding of the traditional means used for
evaluating the quality of services within academic libraries. Knowledge of traditional measures will
help clarify how more recent models for measuring service quality can assist in defining and
applying more broad-based quality measures. It is also important to understand the external
factors affecting the provision of service within academic libraries in Canada because these factors
have an impact on the extent and quality programs and services.

The measurement of overall quality of an academic library is still largely based on the size of
the library’s collection and on numerous statistics surrounding its circulation (Hernon and
McClure 1990; Van House et al. 1990; Nitecki 1996). This is equally true of the measurement of
quality of interlibrary loan performance which focuses on criteria such as fill rate and turnaround
times (Waldhart 1985). Traditional measures of quality are based on the perspective of the library
management and focused on objective aspects of that service. These measures are tangible and
grounded in characteristics that are easily measured such as fill rates (objective quality). However,
to view the provision of services exclusively from an organizational perspective “merely as how
well a service or activity is done” (McClure and Lopata 1996, 6) is problematic as it provides only
one side of the picture.

What may be a positive trend within the library field is an increasing incorporation of new

measures of quality within library settings, measures that are outcome and benefit oriented (Van



House 1989; Hernon and McClure 1990; Nitecki 1996; D’Elia and Rodger 1996). One of the
primary focuses for these measures has been in the area of client satisfaction (Van House et al.
1990; Van House and Childers 1993; Hernon and Schwartz 1996; D’Elia and Rodger 1996). The
degree to which the library’s clients are satisfied is taken to be an indication of how well the library
serves its clients (Nitecki 1996; D’Elia and Rodger 1996).

Measures of satisfaction within the library and information studies field, however, have
focused largely on global measures of satisfaction by asking clients such questions as “how did we
do today” (Van House et al. 1990; D’Elia and Rodger 1996). The extent to which these types of
questions help improve the quality of individual services within the institution is now under review.
It has become increasingly clear that client satisfaction is a subjective concept. Satisfaction is
largely a point of view that is directly related to a client’s experience during their visit to a library
(De Prospo et al. 1980; D’Elia and Walsh 1994; D’Elia and Rodgers 1994; Hébert 1994; White
and Abels 1995; D’Elia and Rodgers 1996; Nitecki 1996). Capturing the “essence of satisfaction”
from the client’s perspective has been difficult for library and information studies researchers
(Dewdney and Ross 1994; Hernon and Schwartz 1996).

There are many who have argued against the use of subjective measures of service
performance “suggesting that clients are not competent to render a valid evaluation of the library”
(Bicknell 1994, 78; see also D’Elia and Walsh 1983). In fact, few studies have defined or
identified the various components of satisfaction with library service. Even more rare are studies
that attempt to define satisfaction with interlibrary loan service. The problem thus far has been
how to solicit feedback from clients and how to measure satisfaction from the perspective of the
client in ways that will also produce valid and reliable results.

There is, however, a larger body of literature outside of the library and information studies
field that has looked specifically at saﬁsfaction and the attributes that surround this construct (Fisk

et al. 1993). Over a period of many years, researchers in the service marketing field have



discovered a number of factors that are important to measuring client satisfaction. But perhaps the
greatest contribution has been in the introduction of a new concept that is related to but different
from satisfaction, the concept of service quality. The service marketing research discusses in great
detail the interactions between satisfaction and §ervice quality and provides a possible solution to
the dilemma presented in libraries as how best to measure the performance of a specific service
from the perspective of the client.

The marketing literature makes a distinction between satisfaction and service quality.

Although both are considered subjective concepts and are measured from the client’s perspective,
they are very different outcome measures. Satisfaction examines “a specific transaction, perceived
value and customer preference” (Elliot 1994, 33) whereas service quality is more of a global
judgment, an evaluation based on a number of normative standards and one based on specific long-
term attitudes towards service (Parasuraman et al. 1985). While the interactions between the two
constructs are not clearly understood, it is likely that service quality is an antecedent of client
satisfaction. In other words, higher levels of service quality result in an overall increased level of
client satisfaction (Elliot 1994).

The focus of the marketing literature now has been on the study of service quality as a way to
understand client satisfaction. That research suggests that the measurement of service quality from
the perspective of the client is likely the most important outcome measure upon which to evaluate
services (Parasuraman et al. 1985, 1988; Zeithaml et al. 1985; Zeithaml 1990; Berry et al. 1990;
Spreng et al. 1996). Service quality is conceptualized as a client’s judgment about an entity’s
overall excellence and superiority and is referred to in the literature as perceived quality. Perceived
quality is distinguished from objective quality which is conceptualized as the functional aspects of
a service, and it is characterized as being the result of the client’s comparison of expectations of

performance with the client’s perceptions of actual performance (Parasuraman et al. 1988).



Over the last five years, researchers have conceptualized a framework for service quality (the
Gaps Model of Service Quality) and developed a valid and reliable instrument to measure service
quality called SERVQUAL. The instrument is designed to measure service quality from the
perspective of the client by assessing what the client feels is important. It is based on a number of
dimensions of service that represent the evaluative criteria that clients use to assess service quality.
The primary measure of the instrument is a difference score, an accepted measure of subjective
experiences used consistently within the marketing field. SERVQUAL has been used in over 250
studies, mostly of service-based business but there have also been a few instances of its use within
the public sector including three in libraries (Hébert 1994; Edwards and Browne 1995; Nitecki
1996).

The expectations of clients and the role that these expectations play in the evaluation of
service quality and client satisfaction has become increasingly important in the search for new
outcome measures in libraries (Orr 1973; Van House 1989; Hernon and McClure 1990; Childers
and Van House 1993; Shaughnessy 1995). The literature shows a large number of reference
service studies on the measurement of client satisfaction (Crews 1988; Durrance 1989; D’Elia and
Rodgers 1996; Sandore 1996). There are also an increasing number of studies being reported that
have used outcome measures of performance such as client expectations to assess the quality of
and satisfaction with services provided by library institutions (Hébert 1994; Dewdney and Ross
1994; Edwards and Browne 1995; Perrault and Arseneau 1995; Nitecki 1996). In fact, three of
these studies used the SERVQUAL instrument to measure service quality from the perspective of
the clients using the service.

These recent library studies concur with those in the marketing literature and suggest that high
levels of client satisfaction are dependent upon client experiences at the library, that is, a good
experience results in higher levels of satisfaction (H&bert 1994; White and Abels 1995; Nitecki

1996; Quinn 1997). Clients of libraries also seem to measure their satisfaction by comparing their



expectations with their perceptions of the performance of that service (Quinn 1997; Nitecki 1996;
Hébert 1994; Arseneau and Perrault 1995; D’Elia and Rodgers 1996). In fact, high levels of
satisfaction with library service have been specifically linked with an expectations that a library’s
collection will fulfill the information needs of clients and that the provision of service that
facilitates that access to information will be excellent (D’Elia and Rodgers 1996, 1994).
Although the use of outcome measures in the evaluation of library services is not new, the
relationships between outcome measures and performance measures have not been explored to a
great extent within the library and information studies literature (Hernon and McClure 1990;
Hernon and Schwartz 1996). Quality assessments are not made entirely on the outcome of a
service, for example, receipt of the item or accurate answers to reference questions. Quality
evaluations also involve assessments of the process for service delivery, for example, staff
friendliness, inviting atmosphere and so on (Nitecki 1996; D’Elia and Rodgers 1996, 1994).
Fundamental questions about quality are continually being asked within the field. Such
questions as:
o whose perspectives can best judge the quality of a service,
e whether outcome measures used in the business environment can be adapted for use in public
organizations such as academic libraries, or
e whether the traditional measures used in libraries are sufficient to measure the quality of
performance (Quinn 1997).
The limitations of performance measures, as well as their relationship to outcome measures such as
perceived quality, must be clearly understood if outcome measures are to be truly beneficial to
improving the management of libraries (Hernon and Schwartz 1996).
In addition to the fact that appropriate quality measures are required in order to assess client

satisfaction with library service, there are also numerous economic, social and political factors



facing academic libraries that will have an impact on access and the provision of excellent service.
These external pressures make appropriate quality measures even more imperative as the Internet
and private information providers are increasing the expectations of library service and as budgets
for collections are being drastically reduced. The following section will discuss the implications of

these factors on modern library institutions.

From Acquisition to Access

The phrase *“from acquisition to access™ has been used increasingly in the late 1980’s and early
1990’s to illustrate the way in which librarians in all sectors have dealt with budget cuts and the
explosion of published materials (Jackson 1989, p vii). The increase in both the cost of
information and the amount available has made it impossible for any library collection to serve all
of the information needs of its clients. Over 600,000 books are published in the world every year,
108,000 print journals are available by subscription, and the electronic information base continues
to grow by leaps and bounds, doubling in some areas every 12-18 months (ARL 1994). The costs
of serial publications have reached an all time high, increasing by an average of 72 percent since
1986.

At the same time, acquisition budgets are also decreasing substantially. Recent statistics
published by the Association of Research Libraries (ARL) indicate a major decline in the purchase
of both monographs and serials since 1986 (ARL 1994). In fact, the greatest decrease was seen in
monograph purchases, which fell 23 percent below 1986 levels. The Association has attributed
this decrease directly to the budget cuts experienced by libraries (ARL 1994). All of this has
forced librarians to recognize that the concept of local self-sufficiency is an ideal that can no longer
be attained “by even the most well supported library” (Waldhart 1985, 210).

These opposing trends have had a dramatic impact on academic libraries, and continuing to

meet the information needs of their clients has become a major challenge. Libraries not only have



an obligation to provide materials to meet the needs of a client when local collections can not meet
those needs but it is apparent that they are also being evaluated on their ability to provide access to
the needed information. Academic libraries are looking for new strategies to provide information
access and services to their clients that are cost effective and that will maintain the levels of service
traditionally associated with academic libraries.

Applications of technology are making it possible to provide greater access to larger numbers
of collections, both physical and electronic. The use of full text electronic formats (electronic
serials) is a strategy that is becoming more prevalent as libraries struggle to meet the access
challenge. However, it is increasingly clear that electronic access is very expensive that the issues
of ownership and copyright become complex in the electronic environment. Recent studies in the
provision of electronic access to clients are showing that in fact full-text is not meeting the
information needs of the client (Gusack and Lynch 1995; Lynch 1995; Hunter 1996; see Mostert
1995 for a description of the TULIP project). Many libraries are not ready for digital collections
nor will they be in the near future. Clients will only move toward electronic publications when they
find the content they need available in sufficient quantity (Hunter 1996).

The building of consortiums that allow clients to borrow between local libraries and the use of
interlibrary loan and document delivery services is more and more prevalent in libraries. Nowhere
is the use of interlibrary loan service more apparent than in academic libraries (Gilmer 1994;
Hunter 1996; Jackson 1997). A recent study conducted by the Association of Research Library
showed an increasing demand for this service (Jackson 1997). Over the last decade for academic
libraries “lending grew by 61 per cent and borrowing increased by 116 per cent” (1).

The ARL data indicate that these numbers are sure to increase as the need for information
increases, as client expectations increase, and as on-site collections shrink (ARL 1994a; Jackson

1997). If the trend continues, interlibrary loan service will become a primary service offered by



academic libraries. The question that arises is how to appropriately measure the quality of this

service within institutions and across the field ensuring client expectations and needs are being met.

Statement of the Problem

The primary objective of this study was to investigate interlibrary loan service in large
academic libraries across Canada from the perspective of the client. The study sought to further
understand the relationships between performance and outcome measures within the context of
measuring a specific service in academic libraries, interlibrary loan service, from the perspective of
the client.

The overall research question was as follows: Are traditional performance measures of
interlibrary loan performance congruent with more recently devised outcome measures of the
performance of this service from the perspective of the client? More specifically, the study was
based on the premise that clients make service quality judgments -- consciously or unconsciously --
by assessing whether or not the actual service consistently meets their expectations over time. It
extended the application of SERVQUAL in the library sector and focused on the general problem
area of perceived quality in academic libraries using an approach that assumes that clients using
the service play a key role in the evaluation process.

Performance data were collected from academic libraries across Canada. Data gathered
included:

a) selected characteristics of participants using interlibrary loan service,

b) anecdotal information about participants’ interlibrary loan experience,

¢) fill rate and turnaround time,

d) participant expectations for interlibrary loan service,

e) participant perceptions of the performance of the interlibrary loan service, and

f) satisfaction with interlibrary loan service.



The questions that were investigated within each of these clusters were as follows:
a) Selected Characteristics
1. Gender of participants.
2. Age of participants
3. Previous experience with an academic library
4. Previous experience with interlibrary loan service at an academic library and at other
libraries.
b) Participant Experiences
1. What kinds of questions did library staff ask?
2. Who did the participants talk to/speak with during their visit to the library?
3. What was the atmosphere of the library?
4. How did the participants feel during their transaction?
5. Was the staff friendly, efficient and willing to help?
6. Was their experience satisfying or not?
7. What recommendations can they make for this service?
c) Traditional Library Measures of Interlibrary Loan Service Quality of Service
1. Was the request filled? (fill rate)
2. Was the right article provided?
3. What was the fill rate for this study and how does it compare to the national averages?
4. How long did it take for the participants to receive the article? (turnaround time)
5. Were the participants contacted immediately when the article came in?
6. What was the satisfaction rating (fill rate) for participants in this study and

how does that compare to other library studies for interlibrary loan service?



d) Participant Expectations
1. What did the participants expect from Interlibrary Loan service in academic libraries
as measured by the SERVQUAL instrument?
2. What are participant rankings of the five dimensions of service quality as measured
by the SERVQUAL instrument?
3. How do the expectations of the participants in this study compare to other studies in
the library field?
e) Participant Perceptions

1. What were the participants’ perceptions of the performance of Interlibrary Loan
service as measured by the SERVQUAL instrument?
2. What do these participants perceive to be important for this library service?
3. What were difference scores for Interlibrary Loan service in this study?
4. Are the difference scores (cutcome measures from the clients perspective) congruent
with fill rate and turnaround time (performance measures from the library’s
perspective) for Interlibrary Loan service excellence?
5. How do difference scores for this study compare to private sector studies on service
quality?
6. Is the SERVQUAL instrument suitable for use as a management diagnostic tool in
academic libraries?
7. Did the participants’ experience meet their expectations?
8. Were participants satisfied with their experience?
9. Were participants willing to recommend this service to others?
10. What were the participants’ overall attitudes towards the academic library in general?

In order to obtain reliable information about actual client experiences with interlibrary loan

service, an unobtrusive methodology using the SERVQUAL instrument as the major tool of data
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collection was employed, following similar approaches in other library based studies (see Hébert

1994; Nitecki 1996).

Importance of the Study

This study is important because it is one of the first to use an unobtrusive approach in
academic libraries to examine the quality of interlibrary loan service from the perspective of both
the library and the client. It is one of the first to use an unobtrusive approach with the
SERVQUAL instrument. It is also the first Canadian study to collect and compare this kind of
performance data across a large number of academic libraries in Canada.

Knowledge of whether client measures of service quality are congruent with library measures
of service quality is important for a number of reasons. A gap between client and library measures
may indicate that the library is performing to an internal, institutional standard that does not reflect
real-life experiences with service. The results may show that there are shortcomings with
traditional measures of interlibrary loan service, and thereby provide an alternative, standardized
measure for evaluating the performance of interlibrary loan services within an academic library
and for comparing performance with other academic libraries. The study may also assist in the
development of effective communications programs, in the reduction of operating costs through a
redirection of resources, and in the development of appropriate staff training programs.

The study is also important because it is a further test of the SERVQUAL instrument in the
public sector and specifically in the library field. SERVQUAL has been used successfully in
insurance companies, retail outlets, and banks as a benchmarking tool, as a tool to evaluate the
success of specific service quality initiatives such as Total Quality Management (TQM) and as a
management diagnostic tool (Parasuraman et al. 1985, 1988,1991). A major stumbling block to
implementing service quality initiatives such as TQM in libraries is the lack of a standard

instrument for measuring performance (White and Abels 1995). It has been suggested that
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SERVQUAL may provide this standardized instrument (Hébert 1994; White and Abel 1995;
Nitecki 1996). The modification and application of this instrument, therefore, may facilitate the
implementation of appropriate quality strategies from the private sector that will lead to better
service effectiveness within academic libraries. It is hoped that the results of this study will
encourage academic librarians to become more committed to client-oriented service philosophies

and client-oriented service evaluation strategies.

Definition of Key Terms

The following key terms are defined conceptually and operationalized as variables: client
expectations of service, difference score, dimensions of service quality, fill rate, interlibrary loan,
objective quality, outcome measures, perceived quality, performance measures, satisfaction,
service quality, SERVQUAL, and turnaround time.
Client expectations of service is what a client feels an excellent service organization should offer.
Expectations are normative in nature and are affected by and formed by such factors as past
experience, word-of-mouth communications and external communications (advertising, publicity).
Difference score is a number derived by subtracting the ratings for expectation from the ratings for
perception of service. It is sometimes called the gap or disconfirmation score.
Dimensions of service quality consist of a number of criteria which clients evaluate service quality.
The five dimensions are tangibles, reliability, responsiveness, assurance, and empathy. These
dimensions are the conceptual basis for the SERVQUAL instrument (see p. 37).

Fill rate is the degree to which the interlibrary loan request is filled by the library. While fill rates

vary greatly amongst academic libraries, when based on the final transaction, these rates usually
ranges from 75 to 90 percent (Jackson 1997). Fill rate is also referred to as the success rate or the

satisfaction rate.
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Interlibrary loan is the process by which a library requests materials from, or supplies materials to,
another library. Interlibrary loan includes the provision of reproductions as substitutes for loans of
the original materials (Canadian Library Association 1995, 4).

Obijective quality involves a tangible aspect of an item or thing.

Outcome measures are measures of performance usually service focused such as satisfaction and
service quality.

Perceived quality involves the subjective responses of people to objects and intangibles, such as
service. It is a phenomenon that differs between individuals.

Performance measures are measures of performance that are based on the perspective of the
organization. Usually based on standards set by an organization or more broadly by a profession.
Fill rate and turnaround time are both examples of performance measures.

Satisfaction is conceptualized in the service marketing literature as a psychological state resulting
when “the emotion surrounding disconfirmed expectations is coupled with the client’s prior feelings
about the consumption experience” (Oliver 1981, 27). It is generally accepted that satisfaction
relates to a specific transaction as opposed to perceived service quality, which is referred to as a
global judgment, or attitude, relating to the excellence of a service over time. Operationally,
satisfaction is the emotional reaction immediately following a service transaction (Oliver 1981).
Service quality is conceptualized in the service marketing literature as perceived quality which is
the client’s “judgment about an entity’s overall excellence or superiority ...related but not
equivalent to satisfaction” (Parasuraman et al. 1988, 15). Operationally, service quality results
from the comparison of client expectations with perceptions of actual performance. The closer the
performance of service to expectations, the higher the quality of service is assumed to be.
SERVQUAL is the measuring instrument of service quality that captures this comparison. It
measures service quality by rating client expectations and perceptions of services using 22

matching statements (Parasuraman et al. 1985). It can be used to assess an organization’s quality
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along each of the five dimensions by averaging the difference scores on items making up the service
dimension or it can provide an overall measure of service quality across all five dimensions.
Turnaround time is the time period beginning with the initiation of an interlibrary loan request by a
client and ending when a client receives notification that the item is available for pick-up.
Turnaround time usually involves the borrowing library processing time, request transit time,
lending library processing time; material transit time and borrowing library processing time. It is

based on calendar days.

Assumptions and Limitations of the Study
The study was based on a number of assumptions relating to a) service quality and b)
interlibrary loan service:

a) service quality assumptions

Clients play an integral role in assessing quality as only clients can judge quality; all other

judgments are irrelevant (Zeitham! 1990).

e Service quality is important to the libraries and librarians offering the service.

e The nature of service quality is similar in libraries to that in service-based businesses.

e SERVQUAL is a valid and reliable instrument for measuring service quality in service-based
organizations.

b) interlibrary loan service assumptions

e Interlibrary loan service is a core service.

e Libraries are the central information providers on university campuses.

e Client expectations will continue to increase as the need for information increases.

e Librarians have considerable influence and control over future interlibrary loan services.

14



The study also had a number of limitations:

Since only four transactions were conducted at each test library, claims of individual library
performance can not be made with any degree of accuracy. However, a trend toward poor
service quality ratings should be of concerﬂ to any library administration.

The research project was exploratory, and transactions may not be representative of academic
interlibrary loan service on a national scale. Caution should be exercised when results are used
as a benchmark for service in Canadian academic libraries.

Since the SERVQUAL instrument was used with proxy clients in an unobtrusive situation,
participant bias may be a concern. The fact that participants were aware that they were taking
part in a research project might have affected their responses. For example, they might have
been more assertive in requesting the article or they might have persevered longer in waiting

for the article.
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Chapter 11

Review of the Literature

The Search Strategy

The literature search was conducted in two parts. First, in order to gain an understanding of
the marketing literature, two important service marketing journal articles and two key monograph
publications were used to determine foundation articles for the thesis. Key words used in the
search for articles were also taken from these publications. Next, a search was conducted on ABI
Inform, a database indexing over 1,000 prominent business journals, using the Dialog on-line
database. To search all databases fully, a number of search statements were used. The search
terms used are as follows: a) service marketing, b) service marketing and (service quality or quality
service), and ¢) SERVQUAL. Limitations of publication year were not included in the search
strategy because the intent was to gather as much information as possible. The search produced
over 500 relevant hits.

Second, a search was conducted on Library and Information Science Abstracts (LISA) and
Library Literature (LL) using the Dialog on-line database. Similar search terms were used in the
library literature, although modifications were made because the phrase “service marketing” is not
as commonly used in the library field. The search terms used are as follows: a) service (w) quality,
b) quality (w) service and c) interlibrary (w) loan. Over 155 articles were retrieved with over haif
directly relevant to the thesis research.

The GATE, the University of Alberta catalog was used to determine the availability of the

materials identified in both the foundation papers and on the electronic databases.
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The Literature
Although the need to maintain and improve the quality of service offered by library institutions

is recognized, only a small segment of academic libraries are actively involved in formal quality

improvement programs (Siggins and Sullivan 1993). The extent of the commitment to quality
improvement programs such as Total Quality Management (TQM) or service excellence programs
such as Total Quality Service (TQS) is evident in the results of a 1993 survey conducted by the

Association of Research Libraries (ARL). Of the 91 libraries that responded to the survey, only 15

indicated an involvement in a quality improvement program. Of these 15, five were participating

in a specific service quality program. Assuming that this is a representative sample and given that
there are a large number of libraries in Canada and the United States, this is a very small number.

This lack of action toward or acceptance of quality programs in academic libraries is likely due
to a number of factors. These factors are listed below.

¢ The confusion surrounding the definition of quality, the concept of client satisfaction. and the
absence of an empirical basis or proven way of measuring quality within academic libraries
institutions (Cullen and Calvert 1995; Nitecki 1996; Pritchard 1996).

e The fact that few academic libraries “exist in a vacuum” and that there is always a larger
context for assessing library quality, for example, the achievement of the goals of the parent
organization (Pritchard 1996).

e The fact that current and past measures of library performance are unidimensional and have
become overly specific and *““focused on tasks that do not represent the total business of the
library very well” (Cullen and Calvert 1995, 439).

e The reluctance of library managers to accept a basic tenet of service evaluation -- that the
recipient of the service determines the effectiveness of the service (Seay et al. 1996; Holt 1996;

Nitecki 1996).
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All these factors are particularly relevant to academic libraries where a didactic model for
service provision has often been employed (Quinn 1997). Academic libraries are part of larger
learning organizations and librarians working in that environment view their role as teaching
information skills to clients. The question that has been debated in the literature for many years
still remains -- should librarians give students information or the skills to find the information?
Librarians make choices for clients, choices that client’s may not necessarily make for themselves.
These choices may also be contrary to the expectations of the client which, according to recent
studies, are based on convenient and easy access to information and the level of service provided in
facilitating that access (D’Elia and Rodgers 1996; Seay et al. 1996). The didactic model of service
seems to be in conflict with the newer philosophies surrounding the provision of quality service
(Quinn 1997).

To date, there are very few alternatives to understanding quality --specifically the satisfaction
with or the measurement of quality —-within the context of academic libraries. This chapter
describes the current definitions and measures of academic library quality performance and
provides an alternative conceptualization of satisfaction and service quality drawn from other
fields. Alternative models of service quality and the instruments used to measure this concept are
also discussed. The focus, however, is on the SERVQUAL instrument used extensively in service-

based businesses as a measure of the service quality construct.

Defining Quality in Academic Libraries

Since the early 1970’s, definitions of effectiveness, an early term for quality, ranged from
“technical efficiency measures to vague statements of goodness but most have focused on goal
achievement, efficiency, user satisfaction, personnel management and the ability of the organization
to survive” (Pritchard 1996, 574). One of the first researchers to begin the definition process was

Richard Orr (Nitecki 1996). In a landmark publication, Orr made a distinction between library
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quality and the value of library service. He suggested that library quality had to do with *“how
good the service was” and library value referred to “how much good it does™ (317). He further
identified four broad areas for library effectiveness -- resources, capability, utilization and
beneficial effects - upon which specific definitions could be based.

These areas are still valid today although the library community has struggled with the
concepts encompassed in his definition of library effectiveness. Defining quality has become one
of the greatest challenges facing academic libraries (Nitecki 1996). Despite the large amount of
published materials in the areas of both library effectiveness and quality performance
measurement, the profession still “lacks many essential models and forms of measurement”
(Pritchard 1996, 573). Library quality has been assessed in terms of library collections —their size,
diversity and comprehensiveness of subject coverage --largely because these are constant (Nitecki
1996). The definition of quality currently used within academic libraries does not reflect the
dynamics of change

Quality is constantly being re-defined by library stakeholders. For example, quality is defined
by:
¢ clients whose demands for service and materials shift with the changes in society,
o staff whose willingness to show leadership in evaluation, to shift with both internal and
external pressures on the organizational structure, and
e Dboards and administrators whose focus is on funding and policy-making that will maintain the
excellence of the institution (Holt 1996).
To this end, library quality can be seen as a moving target.

One definition of quality that has gained increasing credibility in the field of library and

information studies is that put forth by Childers and Van House in 1993. They define effectiveness

as multi-dimensional involving three key ideals: “goodness, achieving success, and the quality of
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performance” (Childers and Van House 1993, 5). Although this definition of effectiveness was
developed for public libraries, it incorporates broad concepts that are transferable to all types of
libraries. It is particularly relevant to academic libraries because it attempts to define, in broad and
simple terms, the important relationships between performance and outcome measures in relation to
the overall effectiveness or quality of academic libraries. It is also important because the definition
encompasses the dynamics of change.

Childers and Van House (1993) have suggested that goodness is an aspect of effectiveness that
is defined by the role of libraries in society. The dimensions associated with goodness are global
measures that are guided to a great extent by the mandate or mission of the educational institution
within the community as a whole. It is also what makes public organizations different from private
sector companies. Public organizations are supposed to be good — “libraries are supposed to be
good” (Childers and Van House 1993, S; see also Buckland 1988). Libraries are an integral
component of a democratic society and are required to uphold philosophical principles such as
intellectual freedom and the right of a country’s citizens to have equal access the printed word.
Service to society, therefore, is fundamental to the libraries and it is this service component that is
one basis for the definition of the effectiveness of library institutions (Childers and Van House
1993).

Achieving success is an aspect of effectiveness related specifically to the definition of internal
organizational processes (Van House and Childers 1993; Giappiconi 1995; Pritchard 1996;
Shaughnessy 1996). The focus here is on defining appropriate management structures, roles of
library personnel, size of collections, accesses to relevant information and so on. For example,
interlibrary loan service standards such as fill rate and turnaround time define the effectiveness of
that service. This has been the focus of evaluation for most academic libraries.

Academic library quality or effectiveness is also defined in terms of its contribution to or

impact on the delivery of educational and research services to the parent institution (Pritchard
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