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ABSTRACT

This article presents the results of evaluating the service quality of library in Dong Thap
University, which are based on the feedback of 232 students who are studying at the university and
are directly using the library services. By using the Exploratory Factor Analysis method (EFA) and
linear regression analysis methods, the study identifies four factors that affect the quality of library
service and their impact level, including (1) Facilities of library, (2) Capacity of librarian, (3)
Response of library, and (4) Reliability of library. In particular, the two factors that have a strong
influence on the quality of library services are the library facilities and the library’s responsibility.
In addition, the study also points out two observed variables corresponding to two contents of
service quality which are meant to explain well to each factor. These are the major factors that
greatly affect the quality of library services in Dong Thap University.
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1. Introduction

At universities, libraries always play a very important role and are considered
positive support places for teaching, learning and research activities of lecturers and
students. Therefore, improving the service quality of library is one of the important tasks,
contributing to enhancing the quality of training. A number of studies have shown a
correlation between the quality of library service and students’ learning. Specifically, the
higher the quality of the university's library service is, the higher the students’ learning
results are (Alharbi & Middleton, 2012; Onuoha et al., 2013). In the current period, library
in universities is not only merely to store books and reference materials but it also needs to
provide the best services to students. To fulfill the library’s functions, the library needs to
be equipped with modern facilities and has qualified staff to serve the users. In addition,

Cite this article as: Nguyen Van Canh (2020). Evaluating the quality of library service in Dong Thap
University. Ho Chi Minh City University of Education Journal of Science, 17(5), 900-912.

900


http://journal.hcmue.edu.vn/

HCMUE Journal of Science Nguyen Van Canh

the services of university libraries need to be evaluated by the users (Pedramnia et al.,
2012). Along with other universities, Dong Thap University always considers to invest in
library as one of the most important tasks and has made significant investments in the
library of the university. In order to have data for timely adjustment and improvement, the
evaluation of the service quality of library in Dong Thap University through student's
feedback is necessary and has an important meaning to contribute for improving the
training quality of the university.

2.  Literature review
2.1. Service quality and customer satisfaction
2.1.1. Service quality

Service quality is the level of difference between users’ expectations and their
perception about the outcome of service (Parasuraman et al., 1988). According to this
understanding, service quality is customer satisfaction measured by the difference between
the expected quality and the achieved quality, that is, if the achieved quality is equal or
higher than the expected quality then the service quality will be guaranteed. Therefore, the
measurement of service quality is usually based on the relationship between customers’
expectations and their actual perception about the service (Nguyen, 2005). In universities,
the library is considered a source of great knowledge for teachers and students.
Traditionally, the library quality is measured by the collection of books and newspapers,
the size or capacity of a library, and the statistics about the number of library users (Sahu,
2007). This view ignores the needs of information that library users usually desire. With
the trend of library modernization, the library quality is also reflected in the number of
digitized electronic documents that help free up storage space and close the geographical
distance between libraries and users. A research by Thomson et al. (2002) shows that the
service quality of library includes four factors: service capacity, library space, information
resources, and access to information. Thus, the quality of library service is to meet the
expectations of lecturers and students in the use of library services.

2.1.2. Customer satisfaction

Satisfaction is the degree of a person’s sense that derived from the comparison of the
results obtained from services to his or her expectations. Expectations are interpreted as
human expectations. It originates from personal needs, previous experience, and external
information such as advertisements, word of mouth information from friends and
surrounding people (Kotler & Armstrong, 2010). In addition, customer satisfaction is the
result of evaluation based on perception and emotion. At that time, customers feel satisfied
if the efficiency they feel is greater than their expectation, and feel dissatisfied if the
efficiency they feel is worse than their expectation or normal if the efficiency they feel is in
line with their expectation (Ojo, 2010). Thus, it can be understood that the student's
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satisfaction with the service quality of library is the psychological state of students when
they use library services that meet their expectations.

2.1.3. SERVPERF model of the service quality

SERVPERF model was introduced by Taylor and colleagues to measure service
quality (Cronin & Taylor, 1992). According to the SERVPERF model, service quality is
the level of customer perception. This conclusion has been concurred by some other
authors (Brady et al., 2001). The factors are used to measure the quality of service in the
SERVPERF model, which are shown in Figure 1.

Tangibles
Reliability \
Customer
Responsiveness p Satisfaction
Assurance /
Empathy

Figure 1. SERVPERF model of the service quality
Specific explanation:

(1) Tangibles expressed through appearance, staff attire, equipment and facilities for the
service.

(2) Reliability is expressed through ability to deliver the accordant services and on time
right the first time.

(3) Responsiveness is expressed through the desire and willingness of service staff to
provide timely service to customers.

(4) Assurance is expressed through professional level and how to serve warmly to
customers.

(5) Empathy is expressed through care and care to each individual customer.

In this paper, the SERVPERF model was applied to measure the service quality of library
in Dong Thap University.

3. Research results and discussion

3.1. Characteristics of the sample

This study was conducted with 300 students studying at Dong Thap University
answering an online survey. After removing the results from the students who anwered one
level of satisfaction for all survey contents, 232 student responses were retained. In

902



HCMUE Journal of Science Nguyen Van Canh

particular, 62 (26.7%) first year students; 57 second year students (24.6%); 50 third year
students (21.6%); 63 fourth year students (27.2%) joined the study. The research sample
has a relatively even proportion from the freshman to the seniors. This will help to evaluate
the quality of library service more accurately.

3.2. The scale of service quality of library in Dong Thap University

The scale of service quality of library in Dong Thap University includes 5 components
with 19 observed variables corresponding to 19 contents about the service quality of the
library. Each observed variable is designed in four levels from 1 to 4 corresponding to the
levels of agreement from disagree, partially agree, agree, and strongly agree. The content of
observed variables in the scale is shown in Table 1.

Table 1. The scale of the service quality of the library in Dong Thap University

Variables Content
V1 The number of books and reference materials in the borrowing room is sufficient.
V2 The number of books and reference materials in the reading room is sufficient.
V3 The library’s searching system is convenient and useful.
V4 The computer system at the library meets the students' expectations.
V5 Tables and chairs for readers at the library are modern and are arranged
scientifically.
V6 The space of the function rooms at the library is always comfortable.
V7 Books and reference materials are arranged systematically.
V8 The process of borrowing books from the library is simple and quick.
V9 The number of books borrowed each time meet the student's needs.
V10 Librarians have professional skills.
Vil Librarians are courteous.
V12 Librarians always support students with dedication and enthusiasm.
V13 Librarians care about students' need for support.
V14 Librarians care about students' benefits.
V15 Librarians are ready to help and support students.
V16 Librarians are always on time.
V17 Librarians do not make any error during serving students.
V18 Librarians always follow what they promised.
V19 Librarians always fully support the needs of students.

The service quality of the library in Dong Thap University is based on SERVPERF
scale including five components such as facilities, responsiveness, staff capacity,
sympathy, and the reliability of library. These are important factors that greatly affect the
quality of library service in the university.

3.3. The reliability of the scale

The reliability of the scale is assessed through two techniques including (1)
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calculating Cronbach’s Alpha reliability coefficient and (2) analyzing Exploratory Factor
(EFA). Firstly, Cronbach’s Alpha coefficients were used to eliminate inappropriate
variables. Specifically, variables with corrected item - total correlation coefficient are less
than 0.30 will be rejected, and the scale will be accepted when the value of Cronbach’s
Alpha reaches 0.60 or higher (Hoang, 2008).

The Crobach’s Alpha value of the scale is 0.943, which shows that the scale is very
reliable. In addition, the corrected item - total correlation coefficient of observed variables
from 0.479 to 0.795, which are all higher than 0.30 and the value of Cronbach's Alpha
when item deletes observed variables from 0.937 to 0.943 which are all less than
Cronbach’s Alpha value of the scale (0.943). Therefore, there is no need to remove any
observed variables from the scale.

The second, by the exploratory factor analysis method, the observed variables which
do not focus on any factor will be excluded. In addition, the scale is accepted when the
value of the explained total variance is equal to or greater than 50% (Isleem, 2003). The
result of KMO and Bartlett's test is shown in Table 2.

Table 2. KMO and Bartlett's test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.936
Approx. Chi-Square 3406.293
Bartlett's Test of Sphericity df 171
Sig. 0.000

The result of KMO and Bartlett's test have KMO = 0.936, which satisfies the
condition 0.5 < KMO < 1. Bartlett's test has Sig. = 0.000 < 0.05 shows that the observed
variables are correlated with the representative factors. In addition, the value of the total
variance explained is 69.3%, greater than 50%, which means that 69.3% of the variation of
factors is explained by the observed variables in each factor, and exploratory factor
analysis model is accepted.

The results of the EFA show that the observed variables converged to four factors
(Table 3).

Table 3. Rotated Component Matrix

Component
Variables
1 2 3 4
V15 0.857
V12 0.857
V14 0.852
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Component

Variables

V13 0.850

Cl1 0.833
V10 0.731
V19 0.820
V16 0.796
V18 0.788
V17 0.782

V2 0.789

V1 0.787

V3 0.713

V9 0.637

V5 0.812

V6 0.790

V7 0.618

V8 0.549

V4 0.537

Based on the content of observed variables converged on each factor, the names of
the factors were reset (Table 4).

Table 4. The new factors

Component Observed variables
X1 — Capacity of the librarian V10, V11, V12, V13, V14, V15
X2 — Facilities of the library V1,V2, V3, V5
X3 — The response of the library V4, V6, V7,V8, V9
X4 — The reliability of the library V16, V17, V18, V19

3.4. Evaluation model of the service quality of the library in Dong Thap University

Based on the representative factors formed from the results of the EFA, the
evaluation model of the service quality of the library in Dong Thap University is defined in
Figure 2.
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Figure 2. The evaluation model
of the service quality of the library in Dong Thap University
3.5. Linear regression analysis

To perform linear regression analysis, it is necessary to ensure that the dependent

variables and the independent variables are linearly correlated. The results of the linear
correlation analysis between dependent variable Y and independent variables X1, X2, X3
X4 are shown in Table 5.

Table 5. Correlations

Y X1 X2 X3 X4
Pearson Correlation 1 0.745" 0.773"7 0.833" 0.752"
Y  Sig. (2-tailed) 0.000 0.000 0.000 0.000
N 232 232 232 232 232
Pearson Correlation 0.745 1 0.435" 0.590" 0.845
X1  Sig. (2-tailed) 0.000 0.000 0.000 0.000
N 232 232 232 232 232
Pearson Correlation 0.773"7 0.435" 1 0.737" 0.435
X2 Sig. (2-tailed) 0.000 0.000 0.000 0.000
N 232 232 232 232 232
Pearson Correlation 0.833" 0.590" 0.737" 1 0.604"
X3 Sig. (2-tailed) 0.000 0.000 0.000 0.000
N 232 232 232 232 232
Pearson Correlation 0.752" 0.845" 0.435" 0.604" 1
X4 Sig. (2-tailed) 0.000 0.000 0.000 0.000
N 232 232 232 232 232

**_Correlation is significant at the 0.01 level (2-tailed).

The results of correlation analysis (at the first row in Table 5) show the Sig. values

are all equal to 0.000, less than 0.01. This means that the dependent variable Y and the
independent variables X1, X2, X3, and X4 are all statistically significant correlated with
99% confidence. Thus, the condition for conducting linear regression analysis was met.

Concordance of data to the regression model is shown through ANOVA variance analysis
results in Table 6.
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Table 6. ANOVA?

Model Sum of Squares df  Mean Square F Sig.

Regression 47.892 4 11.973 353.525 0.000°
1 Residual 7.688 227 0.034

Total 55.579 231

a. Dependent Variable: Y
b. Predictors: (Constant), X4, X2, X3, X1

Statistical results in Table 6 has Sig. = 0.000 less than 0.05 shows that the linear
regression model fits the data.

The explanation level of independent variables on the dependent variable is shown in
Table 7.

Table 7. Model Summary®
Model R R Square Adjusted R Square Std. Error of the Estimate

1 0.928° 0.862 0.859 0.18403
a. Predictors: (Constant), X4, X2, X3, X1
b. Dependent Variable: Y

The statistical results in Table 7 show that value of Adjusted R Square equal to
0.859. This means that 85.9% of the variation in Y- dependent variable is explained by
independent variables X1, X2, X3, and X4.

The result of regression coefficient test is shown in Table 8.

Table 8. Coefficients?

Model
1
(Constant) X1 X2 X3 X4

Unstandardized B 0.027 0.169 0.329 0.302 0.190

Coefficients Std. Error 0.083 0.037 0.034 0.041 0.039

Standardized Beta 0215 0353 0305  0.232
Coefficients

t 0.328 4578 9.662 7.344 4.859

Sig. 0.743 0.000 0.000 0.000 0.000

Collinearity ~ Tolerance 0.275 0.457 0.352 0.268

Statistics VIF 3.634 2.189 2.839 3.732

a. Dependent Variable: Y

The statistical results in Table 8 shows that independent variables X1, X2, X3, and
X4 are all significantly correlated with the dependent variable Y with 99% of confidence
because the Sig. values are all equal to 0.000 less than 0.01.

In addition, the VIF value of the independent variables are all less than 10, indicating
no multicollinearity phenomenon between independent variables. The linear regression
model is established as follows:
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Y =0,27+0,169X  +0,329X , +0,302X , +0,190X ,

The regression model shows that independent variables X1, X2, X3, and X4 are all
positively correlated with dependent variable because B values in the regression coefficient
test are positive. That is, if the student's satisfaction with each representative factor
increases, the student's satisfaction with the service quality of the library will also increase
and vice versa. In addition, the value of B in the test result also indicates the degree of
influence of each independent variable on the dependent variable. Specifically, B value of
the variable X1 (Capacity of Librarians) is 0.169 which means that when the student's
satisfaction with Librarians' capacity increases to 1%, student's satisfaction with the
library's service quality increase to 0.169%. Similarly, the variable X2 (Facilities of
Library) with B value is 0.332; X3 variable (Response of Library) with B value is 0.302;
X4 variable (Reliability of Library) with value B is 0.190. Thus, it can be seen that among
the four independent variables, two variables X2 (Facilities of Library) and X3 (The
Response of Library) have influence on the dependent variable stronger than the two
variables X1 (Capacity of Librarian) and variable X4 (The Reliability of Library). This
means that the library's service quality is greatly influenced by the library facilities and the
library's response to the needs of students.

To consider the influence of each observed variable in each factor, a stepwise
regression analysis for each factor was conducted (Table 9).

Table 9. Regression model for Capacity of Librarian factor

Model R R Square Adjusted R Square Std. Error of the Estimate
1 0.917° 0.841 0.840 0.25060
2 0.965" 0.932 0.931 0.16434
3 0.983° 0.967 0.966 0.11535
4 0.990° 0.980 0.980 0.08905
5 0.996° 0.992 0.992 0.05769
6 1.000f 1.000 1.000 0.00000

a. Predictors: (Constant), V12

b. Predictors: (Constant), V12, V14

c. Predictors: (Constant), V12, V14, V11

d. Predictors: (Constant), V12, V14, V11, V10

e. Predictors: (Constant), V12, V14, V11, V10, V15

f. Predictors: (Constant), V12, V14, V11, V10, V15, V13
g. Dependent Variable: X1
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In the regression models of the Librarian's capacity factor, two regression models
that have a good explanation for the representative factor are Model 1 which includes
V12 variable, explaining 84% of the representative factors (Adjusted R Square is 0.840)
and Model 2 which consists of two variables V12 and V14, explaining 93.1% of the
representative factors (Adjusted R Square is 0.931). The other variables of this factor all
contribute to the representative factor, but the contribution level is lower than the two
variables mentioned.

The result of stepwise regression analysis for Facilities of Library factor is shown in
Table 10.

Table 10. Regression model for Facilities of Library factor

Model R R Square Adjusted R Square Std. Error of the Estimate
1 0.836" 0.699 0.697 0.28950
2 0.926" 0.857 0.856 0.19953
3 0.975° 0.952 0.951 0.11655
4 1.000* 1.000 1.000 0.00000

a. Predictors: (Constant), V1

b. Predictors: (Constant), V1, V5

c. Predictors: (Constant), V1, V5, V3

d. Predictors: (Constant), V1, V5, V3, V2
e. Dependent Variable: X2

In the regression models of the Facilities of Library factor, two regression models
that have a good explanation for the representative factor are Model 1 which includes V1
variable, explaining 69.7% of the representative factors (Adjusted R Square is 0.697) and
Model 2 which consists of two variables V1 and V5, explaining 85.6% of the
representative factors (Adjusted R Square is 0.856). The other variables of this factor all
contribute to the representative factor, but the contribution level is lower than the two
variables mentioned.

The Result of stepwise regression analysis for Response of Library factor is shown in
Table 11.
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Table 11. Regression model for Response of Library factor

Model R R Square  Adjusted R Square Std. Error of the Estimate
1 0.813° 0.660 0.659 0.29010
2 0.901° 0.812 0.810 0.21652
3 0.951° 0.904 0.903 0.15484
4 0.983° 0.967 0.966 0.09099
5 1.000° 1.000 1.000 0.00000

a. Predictors: (Constant), V7

b. Predictors: (Constant), V7, V9

c. Predictors: (Constant), V7, V9, V4

d. Predictors: (Constant), V7, V9, V4, V8

e. Predictors: (Constant), V7, V9, V4, V8, V6

f. Dependent Variable: X3

In the regression models of Library's Response factor, two regression models that

have a good explanation for the representative factor are Model 1 which includes V7
variable explain 69.7% of the representative factors (Adjusted R Square is 0.697) and
Model 2 which consists of two variables V1 and C5, explaining 85.6% of the
representative factors (Adjusted R Square is 0.856). The other variables of this factor all
contribute to the representative factor, but the contribution level is lower than the two
variables mentioned.

The result of stepwise regression analysis for Reliability of Library factor is shown in
Table 12.

Table 12. Regression model for The Reliability of Library

Model R R Square Adjusted R Square Std. Error of the Estimate
1 0.920° 0.847 0.846 0.23444
2 0.971° 0.942 0.942 0.14414
3 0.989° 0.977 0.977 0.09088
4 1.000* 1.000 1.000 0.00000

a. Predictors: (Constant), V18

b. Predictors: (Constant), V18, V17

c. Predictors: (Constant), V18, V17, V16

d. Predictors: (Constant), V18, V17, V16, V19
e. Dependent Variable: X4

In the regression models of Library's Reliability factor, two regression models that
have a good explanation for the representative factor are Model 1 which includes V18
variable, explaining 84.6% of the representative factors (Adjusted R Square is 0.846) and
Model 2 which consists of two variables V18 and V17, explaining 94.2% of the
representative factors (Adjusted R Square is 0.942). The other variables of this factor all
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contribute to the representative factor, but the contribution level is lower than the two
variables mentioned.
4.  Conclusion

Using the Exploratory Factor Analysis method, the study has identified four factors
that affect the service quality of the library in Dong Thap University, including (1)
Facilities of Library, (2) Capacity of Librarians, (3) Response of Library, and (4)
Reliability of Library. In addition, by linear regression analysis method, the research shows
the influence of each factor on the quality of library service. In particular, two factors that
have a strong influence on the quality of the library services are the Library facilities and
the Library Responsibility. In addition, in each factor, the study also points out the two
observed variables that are meant to explain well to the representative factor. Those are the
variables V12 - Librarians always support students with dedication and enthusiasm and
V14 - Librarians care about students' benefits for Capacity of the librarians; variables V1 -
The number of books and reference materials in the borrowing room is sufficient, V5 -
Tables and chairs for readers at the library are modern, and arranged scientifically for
Facilities of Library factor; variables V7 - Books and reference materials are arranged
systematically, V9 - The number of books allows to be borrowed each time meets the
student's needs for Response of Library factor; variable V18 - Librarians always follow
what they promised, V17 - Librarians do not make any error during serving students for
Reliability of Library factor. These are the major factors that greatly affect the service
quality of the library. Therefore, in order to improve the quality of services, the library of
Dong Thap University needs to pay attention to these factors to bring the best quality of
service.
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TOM TAT

Bai viét trinh bay két qud ddanh gid chat lwong dich vu Ciia thu vién Triong Dai hoc Pong
Thap duwa trén phan hoi ciia 232 sinh vién dang hoc tap tai trrong Va tryc tiép sir dung dich vy cia
thue vién. Bang phwong phdp phdn tich nhén té kham phd EFA va cdc phwong phap phan tich hoi
quy tuyén tinh, nghién cizu da chi ra bon nhan to 6 anh huong dén chat lwong dich vu ciia thue vién
va mire dé anh hwong cua cac nhan té do, bao gom: (1) Co sé vt chat, (2) Néang luc cia ddi ngii
nhan vién, (3) Su ddp 1ng Cuia thi vién va (4) Sw tin cdy ciia thue vién. Trong dé, hai nhdn t6 c6 anh
hieong manh dén chat heong dich vu Cia thue vién la co so vt chat Va sw dap ing ciia thie vién. Bén
Canh d6, nghién ciru ciing da chi ra hai bién quan sat twong 1vmg véi hai néi dung vé char lwong
dich vu ¢é y nghia gidgi thich tét cho mai nhan té. Ddy la nhiing yéu to quan trong, cé danh hweng
I6n d@én chat lwong dich vu cia thue vién Triwong Dai hoc Bong Thap.

Tir khoa: Pai hoc Bong Thap; thu vién; chit luong; dich vu
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