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“They see the customer as the starting point, listening post, and ultimate
arbiter for everything they do. They start with the customers need and
expectations — the attributes that are desired. Then they develop and evolve

products or services to satisfy them.”
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Customers do not buy goods or services, they buy the benefits goods and ser-
vices provide them with.* They buy offerings consisting of goods, services, infor-
mation, personal attention and other components.” Such offerings render services to
them, and it is this customer-perceived service of an offering that creates value for them.
In the final analysis firms always offer a service to customers, regardless of what
they produce,7 The value of goods and services to customers is not produced in
factories or in the offices of service firms, although the discussion of how value is
created in firms often implies this. Instead, value is created in customers’ value-
gengrating processes, when individual consumers or industrial uﬁers make use of
the solution or package they have purchased,

This discussion leads to the following conclusion: customers do not look for
goods or services per se; they look for solutions that serve their own value-
generating processes.
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1N Zeithaml, V.A. (2003). Services marketing. Boston : McGraw-Hill.
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Culture is a pattern of beliefs and expectations that is

shared by the organization's members and produces norms that
powerfully shape the behavior of individuals or groups in
organizations.

Culture is the traditions and beliefs of an organization that
distinguish it from other organizations and infuse a certain life
into the skeleton of structure.

Organizational culture is a system of shared orientations

that hold the unit togethgr and give a distinctive identity.

culture = socially transmitted values, attitudes and beliefs.
microculiure = a particular relationship pattern

macroculture = the overall configuration of various micro

patterns
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*  FaANNINSvIaiasdyaUIyE19% Redwood City 7155AKIN
TNDURTRINAAN

“The Library is driven by community needs” !
it uiiuamofioausjaiudauiniegld

« pnfignusadaeyauseangu Waterford
‘Quality customer service is our hallmark. We value courtesy,
helpful and friendly service, patience, and the display of inferest
and enthusiasm for all patrons’ need. We value our role as
information providers, helping patrons discern the quality and

accuracy of information®

ATRENIEY
- msUszausaniladungaeingeg Tugsom
- Imifdndarfiaxsasyuru
- Anweaiuauinagle

o AflengasiasEymNM INEIREATRARAUA®
1 = l--"> d J’ L ¥ 3
sryAflendIndk 8 Yszms Tu 8 ook wiudld 5 (Sav
dynngarmduiGa

AMNFURRGOUIQWIZIBILARZAR

1

- AMNBANEULATHIRNTIN
- n'ﬁﬁ'amiuum?ﬂ

- NTIVAWIYAAING

- accountability

- equity & integrity

1

(ﬁm Redwood City Public Library 1998 - 2001 Strategic plan, available at

www redwoodcity orgfiibrary/reference/strategic.himi.)

2 (ﬁm Waterford Public Library. Strategic plan Summer 2001 -~ June 2008, available at

www.waterfordpubliclibrary.org.contents.html.)

3 (ﬁm University of Queensland Library. Profile and operafional plan 2001 — 2004, availabie at

www. library.ug.edu.au/about))
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I. CUSTOMER FOCUS
We actively seek fo ."Eentify, meet, and exceed customer

wants and needs.

We welcome, guide, and support customers, both internal
and external, with attention and respect.
We create and sustain partnerships.

We provide access fo information in its most useful form.

Wy oo G

gufjunau

u

* wWhswirneldAndegnAndudunuusn @ndeindnu foreiwsion)

* lunssfe In Search of Excellence 784 Tom Peters WA 1585 ande
TgufuGiomanansoauasanasasnisuazanaunsawiasgndl lae

o “ oo v e e @ da 1o w so Y

sngmwnamsarwlaligufiBoamin lugaffiu faaiusiugnen

* NISAUSH '

p1sUGURIY
* nmaleldgnA? (customer care)
- mselaldgn szldlinamafinanisatig
8 d v o -] LY@ s
WnT dntwdseanisausn AU fuRmum
v o o = i e
NUIRIAEIN1THaENIN A
Lo 1 T d o
- SATURARUGNAT LHEIURMNAENSUSNTS
TR

! (‘?lm University of Arizona Library. Strategic long range planning team home page, available at
http://dizzy.library.Arizona.eduflibrary/teams /sirpfirameref.html.)
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210 Pluse, J. (1891). Customer focus: the salvation of service organizations. Public Library Journal 6(1) : 1-5.
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(ebooks ejournals)
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ondu Business Excellence Model iyanaw fialiifinianisiiuinisdin
\FrrasTAnd Ay Sasin wddn BEM DwIaszasnmaiwuinig

European Foundation for Quality Management (EFQM)

(www.efqm.org) saiiall 1988 "lrs'ﬂauaummﬁ‘lumiﬁ'mn'ﬁnﬁﬂ%’uﬂ;aq:um'w
Wc\llE]'ﬁ?EJTﬁﬂﬂFlQ‘iﬁ%ﬁNﬂNﬁﬂﬁﬁgu auzfi EFQM faanfn 800 aontiulu
Uszineglsy 38 Uszina

EFQM ldnanasedanispmnmlvmsufufonusiasin - Tunsasreduinens
fugifidmiientes  aeAnnsane 9 @wasolindszngam  Uszandua
wretnuazUszruAndnSaszezeila

HuwiARI1 the idea that improvement and world class service achievement

are not endpoints but a continuous process is driven by escalating customer

expectation. ’

BEM  fusslemilamawizaseidlhifuanuddgaeonadudin  uae

ANEIAYABIGNAT

BEM uwsnanelunmanauwuacldlunasgifissnts Sweadasfovsaiiu

B9ANIS Lﬁa'mmefaamaﬂ%’uﬂ’;aammwu%ms WaRnmaAHA M

wsnzdelhasdnsRTsamahelunn 4 fw

wuudnaee BEM szyinoiniansituwidn 9 Usenis

et 5 Usznsusn (50%) \ulladeduiafiau (enablers) Wieadaatuilade
aANTTasN1TUS RN

\neuT Bn 4 U32n13 (50%) Wunadns (results) Aendaeiunaswanasdmsin
ﬂ']EIE]"I‘E!ENNLﬂEI’JﬁEN W% gnAT WINIW FNTw Gakuayw
Snnu

L os d 1] | -1 QF o =
Uaduduiafiau (enablers) inlAlAauadns (results) 1dn uavwdwide gnen

winouwele guandnunmdiais

[l
o !

Tuanst “wdnnssauazniadand” Dundoduirfeuiidaaly enablers nan
or UHJ
HAANS(AATW
wuudraaeitlildanuAniidulne uiBenanudndifegifin dw Best Value,
Investors in People, Charter Mark, ISQ9000, NVQ,
L 7 = A‘Ju bl (-3
wizazasmTUssilinaniasniannuaa RADAR : Results, Approach,

Deployment, Assessment & Review
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! | | Key
Leadership  Policy & Strategy ~ Processes Customer Results Performance
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(The Model is a registered trademark of the EFQM)
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FananeANd BIANTAREIATINABINTITUATAINANAR Iz sgnA LaR
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* nsdldnun

- (Gateshead Libraries, Arts and Information Services

- Stockton Borough Libraries

21N Macnaught, B., and Fleming, M. (2002). Assuring Quality. In M. Melling and J. Little. Building a

successful customer — service culture.
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Usztnnaadnisiudameuinig
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1
2
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UINIT ¢ AIIHUATIYZAIUINIT W3 sSSHYAZaIuSnS

1.

AMHRNIBDDIUINIS

uSnsilwiSasidudan SnanepunetenuRs
UIn1TNAK

USn1sNUnauA

nrzeewiizeuing MUIBWHERRWAT + USNNS (hidden services)
IINUNATINAEY Gronroos (2000) anAwAMWetendlunsIRA9ARATN
A00USNNTAIUANAITIY 1960, 1970, 1980 Bonzuiuuimanililmemiiasein
uinsidundn "

Snean : uinialndeitenels wilinaussuwits : A service is something
which can be bought and sold but which you cannot drop on your feet.
Fmammaﬂrﬁzﬁaué’numzﬁupmaw’%ma - msauanwaeuld @e - )
ualianasodusaols (landuioin)

1980s i9laiftA S iARIINTRIERT 1990 FAdARRINRTFAIMANEATY

A service is a process consisting of a series of more or less intangible
activities that normally, but not necessarily always, take place in interactions
between the customer and service employees and/or physical resources or
goods andfor systems of the service provider, which are provided as solutions to
customer problems. i- _
uimsdminalgnainiugiiusiudlduinms  wiifuwsnmmaaifigndala
fufdaiud dw deadedh  Ufdeiudfwdesddann vegnéuaz
Aliusnsenedinlaie | |
uimslaldfomas  wiusmadunssuiwanmiefonssy  nasnssvin | uazdl
fnuneisusaelals

91N Gronroos, C. (2000). Service management and marketing. Chichester : Wiley.
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o AINGIAIINADY Guseman (2003)
A service can be defined as an activity or benefit that one party offers to
another that is essentially intangible and does not resuit in the ownership of
anything. Thus, services are distinguished from other products on two key
characteristics: they are intangible and they cannot be owned.

o snin Selufivslomifasantdiieaiudemdimeny  uimndlesssueni
#pouinis wisazldaanisusnasls

2. AnuarRugmacuims
o IssmnTINANEaNEazmacSnsBnnmne TaeUnAdnuTeudieuuinsiudus
e Gronroos (2000) 3anwmziiug1w 3 Usznis
1. Uimadunszuaunis dsznausiedenssasie 7 snnindudozas
- USnsUsesnausie series of activities msmnanﬁummumaa
limSwenslaaiawizamiafiufduiussugndr Wadhe
widgmilvgnAn  degndfldanlunszuiwnis  nssuawms
Tatlanzdmiigndrdduittonaedudiuniliaoonszumnns
Mudnns
- uinmsfefidnwnzing 8n waneandnwa "nszuINmS”
2. vimsfinisadauszusinaluanside i
- Fefidnwmzldannsauananniuls (inseparability) wazgnTios
AIvARAUA BN TRERTWAT ivmzladanansassyamnn
Lﬁaﬁwﬂuriau'lﬁ
- nﬁuummiuam'l.ummsnmu"[mm
ﬂx‘l'ﬂﬂﬁﬁimunﬂa it is the visible part of the service process
that matters in the customer's mind
gnASeiiuszaumsnifunadnduiniarinin uazazusziiin
Ranssufiawdnluspazifen
- Foin ANIATUANAMAIMANAR o 2201987 LAz o ‘i‘lﬂﬁﬁnﬂ‘i
nanuazuslnAuinng

N Gusewman, D. (2003). Service industry. Encyclopedia of Information Systems 4: 89 - 103.

25



L1 =

3. gni Adamlunszuawmisadauinis sdreioelusesunile
- gnmflmwAed3uuinig gnArddulunszuiunisuinis
(g 1w production resource) (8w
- shoingua uasdnwuzzasudnisinaningsn Seldasnen
AuuinsBiluadeadwieniudumls w1 services cannot
be kept in stock, one can try to keep customers in stock.

o I530un9nEI intangibilty \udnunzd Ay figazasuinis widm3u Gronroos
Wiwin intangibiity TlddnumsiivinldBudaseinuims  audandneniwls
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subjective n3an2eANanla

o agnalsfimny intangibility \Wuanwmrzesuinis wazlasunfignAtsuiuinisiu
dnwnied subjective B¢ intangibilty fssfugurils gnArBedszfinusnsle
81N
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1. VARUVULABASINSaLaUSZAY

Guseman (2003)

low contact services

USN1INIRLEY

Gronroos (2000)

high-touch services

discrete services

.
WaNITNHEIN

supplementary services

standard

mass customization

2. JALUY grid

Guseman (2003)

high contact services

= ci @ A o
S UINSRIN UL URIIW

high tech services

continuous services

core services

tailored services

personalized services
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- lasAedFuuinng
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o Fnvimu o Fnum

a a1 v oa
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o USNISEISEWLNA

= 4w w  od
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Anidlallel
¢ UINITATUNGNHNE
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Ufidunuduing ¢ asAdssnaudiAguasuims

e Service encounters 130 moment of truth Lﬁuﬂﬁm’maaaammwu‘%mmazmw
wowale UudmasfgnAuinnisivd

bl LW

e Service encounter #7913a1AgnAUATNRUSAuGINU3ns @eusznause series

u

of activities 271N Gronroos)

o gnAuRMAINUINISIA — ATmRMEls — nsldudnssely
(foyalty)

o yauimsinsumdgiwiee vruinsfiann dsssumsthleauignenlaiuu

& 1 a o

Wesssades fuasensdssifinlrenafdaay

o anuiianatanialgwiiialuwdiousn 9 zaeuinns (1w 10 witusn) drdnds
wsdwnaliiiarnulinalavinisluszdusa 9

1. ATMHAIAPAINTINBEBMEUTNIS (Service encounters)

. uanmnmﬁlmﬁcﬁﬁtﬁmgﬂuﬂwmn 7 ggun sy niiazdANINLAY
msuidinsatousnBedAginaizaine warsussivlonsusn” daseAnis
Tideauwnnsfndaneinsdn  n3ansfesisisess  gnAezdaiusie
AN "

o mmndyiuusazaedrAynTsgnAtazasuamAnecizatdniswaIy
nsedn drfiussaunisalidennn ssinmanunizasunings usidiiussaumsel
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1. ANMAUARAIITENINIAMATILTAS Uazaafionale
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AuWUIN1sTignAimus
winnaenalantendn  wszuananfiswslasioRmninusnisuds
fefnmumnzsswanina 911 Uadeaownsal wazdadaymas

o pufaneladunisussiiuianiArIauIn1TINASIAUATHABINT
nIDRMNAIANI (fulfillment)
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A1 RATNVIANE LW

- AnwmuzradAuALazuInIg

- 813NNIYBIgNAT

- ANHANSIMIIANNANINA989UINNT

- mssufleenuiananiAnIegfaTsy

. gnAdw sndnluasauria (laudinemn
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2. AUANMNUIMT gnﬁ"uﬂi:tﬁuaﬂs (HRINNITIAY)
o Zeithaml (2003) gnAUsziEwAmMATHUINIT IINNTIUFRUAN 3
A% Ao '

- guamnszummaidiuing nisudniug 1w gnanuee
Fadwmneannanmalnsdnindunnds  Anudiandile
ANlaNTe MU

- AMATWHAANS (technical outcome)

- ammwamwumé’auﬁﬁmamw

o fiARuAWUING 5 Usznns 9N widenes Parasuraman, Zeithaml

and Berry
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- Reliability. ability to perform the promised service dependably
and accurately.

- Responsiveness: willingness to help customers and provide
prompt service.

- Assurance. employees’' knowledge and courtesy and their

_ " ”a-biti_-ty td iﬁspi;e trdét and confidence.
- Empathy: caring, individualized attention given to customers.
- Tangibies: appearance of physical facilities, equipment,

personnel, and written materials.

*  Gronroos (2000) (#uaRARMATN 2 AENan
- technical or outcome quality (= what)
- functional or process quality (= how)

WWNRRN 3 - physical environment %38 serviscape quality

3. AuaWUSMIBannsafing (e-service quality)

L da

aw & 1 o Py ' - a
nanridedassuannaaingnan noffuasldfivszaunisal asusnfivgnniw
o -] -] o - :f
uinsdinnsafindenfifsatyn
Efficiency. the ease and speed of accessing and using the site.
Fulfilment. the extent to which the site’s promises about order delivery
and item availability are fuifilled.
Reliability: the correct tachnical fungtioning of the site.
Privacy. the degree to which the site is safe and protects customer

information.

waziflogldfitdynmdednnivundimueldsn 3 f6 Wousaiiu
AnAWUIMsElannsaRing
Responsiveness: handling of problems and returns through the site.
Compensation: the degree to which customers are compensated for
problems.
Contact: the degree to which help can be accessed by telephone or online

representatives.
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V. AMATRINYHNBITB9gNAT (customer value)
1. anudAgyvasAuAT

* There must be a reciprocal relationship between the values and
attitudes of those who provide services and the values and attitudes of
those who use the service. Without this, relationship will cease to be

reciprocally interactive, (Wilson, 2000)

]
=3

o dasAmatlanmAimngNsegsIgnAl sedn1sinszNUtINneTies
vindenmAy tiarinlignAwelefivln Aousl 1980s asAnsanlaiias
nwﬂ%’uﬂ?aqmmwﬁ"’oammwnﬁ:mumsua:ammwmauﬁmﬁa‘lﬁtﬁﬂ
Foffunsuteiu guamuszmaninliieme wiazdssfigaaniias
Tudeduld siuAansadouazizdssmuanfinilandiudgnd : uinns
ransinsilguAnilonitAndn Seezudaduls

o nsuinguAtlElEvIERNTRzNeENZ0RmAW  uReHESH 9
delHi L':'l;i':'i'l what to improve

* Many managérs believe that quality and customer value initiatives are
critical to achieving improved performance. Recent research is proving
them right.

*  ANHNANWRWEUIINGAININ

10 Wilson, M. (2000, Summar'y). Evolution or entropy? Changing referencef/user culture and the future

of refarenca librarians. Ref & User Service Quarterly 39, 4: 378.

35



line

Bottom-

\_performance:

Customer
value
delivary

Customer
satisfachion

Naw
customer
acquisition: /

Customsr
retention

mwﬁ 2.1 The customer responsiveness cycle. (Woodruff and Gardial, 2002)

e Customer Value (CV) Aaatls azilandalsinsnindenmAungna 2

cv dAgdmivasAmanussian  lddnesudaduriniauinis e

siliuasfinmamsimdsasanislandsils.. dmeusinnlagnaasey

talvasdmsoglazmun

1

4 - i w ! L = di = A‘Iu
o unasAmslidnlaignAAntauAazls iatlyninlainane

%
ar &

IowAnaiigndnedtgnA

ganmsuneanlaireningnATae MIBUNBIANTITYIA
AILUIRNIITUTINUGNSEIngnArad1alussuy n3g
HIAMIARIeniAmavdniignAt  inegrasAnaindeies
nauAtawEwsw (CV aasgnandaazlstne) Tnadnanads
wolezaegndn  wimnwfewsladwauazi3asduqaueandels

SHNTOUBNAMAIR NN HBnBsgRA e

971 Woodrutf, R., and Gardial, S, F. (2002). Understanding your customer — opportunities, needs, values &

satisfaction. New Delhi : Infinity Books.
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- Isnansausuwsuazldasmunagnaiatafussansnmsi
goAns 1w Tafiszuuansannafineuniuas1dtayagnan nia
fszvuusdayalalausuliviuade / szuulalilseandssan
ToYagNAIRINMAIE ] UWRY (1w nsaraAnafionals
A1Tadew dayaendufiRiom) 7 ssawndlafefiaginnig

fiRassnauladonagns wiadBeflifanedoyaluriiasls
1 saAnsanalalansegulddhedanisidasannagnan

L 4
2. ANMARAIBUALTEALTUUD ATKAT

cv Asezls Amwfigezmauitg waliede AuAifnateaamane
nAEyHNaILasNABRF AMATATINAINATEEIEY @RTnen Sainen-
foAN tATNgAERT mMIaem n1sdans) udazdiinaiuaninnie
uSnslauimanite ov ffiinaneananane nangaAnI AN CV
vin1aile value added, which Is the economic cost (price)ﬂ necessary to
build certain_attributes and features into a product or service of
customers.

usinauATdarsugianslidaan dndwiosiarnuuailvnielu
frdrfarnafildlufid v is the customers' perception of what they
want to have happen '-(i.e., the consequences) in a specific use
situation, with the help of a product or service offering, in order to

accomplish a desired purpose or_goal.

AITNMANEEAuABIAUTZNEY 3 d1n
1.« i maneeeinnsusing ; value in use use possession value

“ Y!E]‘Hﬁ Means - end Theory"

- Products are means of accomplishing the customers’
purposes...for customer, products are merely means to and
end. In fact, what managers need to understand first and
foremost is not the product per se, but what the customer

wants to accomplish ~ the ultimate purpose or goal that is

being served.
. o a d w =

- yauszaeA Al mangaaamsiduananiignAeennussgi
anangsnlumnduauazdszaunisel nsudlae Taemly
QAINNIBTALA 2 Ngw :
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AmANlWN1TlE  (value in  use) uazAwAIMRdwdIuns
(possession value)

- Value in use is a functional outcome, purpose, or objective
that is served directly through product consumption. (L‘du AN
nuniialdmnang)

] [V ) a = F=
- RuAfignAtdaenITazAnslumalssanzamanianiauing
. o o a
\dw 18 word processor iNanBanInZaINa®  UszENSaaw
FnlIaN

- 8wA1 7 USmT 1 agwenafinansAmA  Ew gnAn
wilalasin  grafinanegadszaed @ gnwanlaguing
' ) ° = o = va o i
Aldsnedn saftend wisnamslaisl msviAnnazaRla e

- AuAndndizes gnAvesiinamAtl dnandanuud
ar ar d W
dyanual AIBAMNINUNUTENTLARIB BNAIEAKLES
(products contain important symbalic, se!f-exp-'ressive, and
aesthetic qualities that accrue to the customer through
proximity and association.)

¥ b ] = - o a 2 . .
Lduﬁumﬂmﬂaﬂwn pANARefidlwdes (pride of ownership)
a o a af o Y o a o
ninzavisAgniinanagilanituwaseclsdniu... dulw
o o : o o oo .
u3ns aziinAegAlenituglduinng (pride of usership)

- AuAdaniaciliuenandu  Audundvindigmanie 2

Usens udw sadingd

2.  WandnaiuRmAIRIeN NG Aaw AuAnduaaeInn1sle
(trade off zINA + uaz - )
Consequences are outcomes that are experienced by the
customer as a result of product use...Some consequences of
product consumption are positive. These are the desired
outcomes, or benefits.

HAAWSAINANT LA ANIUINLAY AU
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L"r‘i%1ﬂ'ﬂﬂ L% USEARBALIAT WSHTW

objective
Han1auINn
benefits TdAutn dw anadnimaEase
desired outcomes subjective AN ﬁ'u‘lw
realizations ‘ Uszandnins

NARATN

NANNUINANAUARMNANLUSINEN DL EI2BHANRANT
Uins  (udn fuirdeudenindieliloneiunnlad) wie
graifimtnanwaznaigatdsznaunn (13% JuBauie)

HANTNAY Awlad® w51 (Liduen
sacrifices Iﬁé:umaq)
cost

I & L 9 L -}
undesirable outcomes ‘INL'H'H:ETW 12 ‘l‘a’El"Iﬂ YI"II‘HLF]‘EEJG]

AwAT 7 U3n19 wddazinanisuin uslzHianay §1gnAl
Winildldidwuszlaad
er-iﬁmﬁu result of the trade-off between the positive and

negative consequences of product use as perceived by the

customer. ﬂ%aﬂaﬁi'mi:ﬂ'i'm cost - benefit.
i

Perceived pOSitive — @Ehag_j"'q :‘ﬂ“ajn‘l“;j
consequences Positive = &8 W3
(benefits or [E:ot

W
desired outcomes) et
AIUFAN
Value .
Usnany
Perceived negative Negative = Fautiag
. consequences b RN
- A 4
(sacrifices or .
CrHl

cost)
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3. amn’ﬁuag}ﬁ'vﬁmumiﬂmﬂif qmﬁiﬁmﬂsmﬁau (dynamic)
n1sanAuauAnlAeulusuaniunisainsld
- Value is created when a product and a user come together
within a particular use situation. This perspective is important
because customers’ judgments about product value are based

- upon the requirements of their use situations.

nIAnavAMATSIRBIgaInANNdNRuTznIvguAmSadimaneres
gle wands 7 uINs wazaawnsEinaTly

User's

values, goals

Use

Product/

Situation

service

and

occasion

Value judgment
i

o ar '
AN 2.2 NRRTWAMAT
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gnAnemauANAIINan NN T gownsainTiEn
AEuuy w Holod - vwiivhuduaseua$h  euen
989EIN ~ A% ﬂmﬁiﬂﬁﬁﬁiﬂﬂiﬂg%ﬁuﬂnﬂuﬂﬂiiﬁ
s08us Nisson’s Maxima sanuuulaeiindesoiwnisaisieg 1
auazldan uw ussnens Walusmadnsshlseinedatlade
panuuuehnfiasonmAnfstu R
NEC finnalniddndannadoinislifevwasgneile
damn15alE1e 1 \ienin Versa notebook SeldmandnAnyse
dawdazneu (a, disk drive, e) wudiuld waldlalu
FONWMNTEIEN 7 idn A sendnaiAunne
fovin  an1wnnsainisliRedanEnanansEniuauALAzfiun
UszgnadnAnsai

Uszmausn swnsaussgnalaan ‘auA sasnanfniisus
s denldmsauazananiwnisainigld
Usznnsisas Walddusianansaded Tananasldddn g
urslanafiasrinldifianisdsvulasiouendn  wazvinlvifn
mnmﬂﬁwuﬂmmiﬁmﬁ%qmn’ﬂmum

Usznmsgatie nsldidadwludanamitmdedm
§OTWNNSEETY 9 21eiHAMAIARAY gNATREARTWAMATNG
su  unzdewlUldnandnidedn AuATaY B1aifaein
falANAAYDINANARLDIADE '

e Customer value hierarchy

The means/end theoty 1¥A188UNEdN  gnANasaudnly
anwuzilndauiu

a wu v ad a 1 o & s g as
nIadmalilawizaslunquiieroduteinnandndniudiu
gnA1agals (how products relate to customers) dousngln
3 JzHu
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Describes the goaly/'of the

Consequences

Dehcribes the user / product intergction

SON of organization

? : thsendavyan / - o+ T HE - \ WRune
L ' %
Attributes sinatldng

- [
wuuaw (39311 lale]

Describes the product / service uan

Aede AR IR

faate nInsanuuuAtTaliuinig

MW 2.3 SPUTHIDIAMAT

dnngnAtlvaduteieaiudnwusduin uinig Apaudils
Wudnwoz (Attributes) gasdnAmiousnis uu
Usznénsinii
WA 4 8
LIS

4 &

Attributes 1fuAmAfiAiudafign uazgnAnaiansouanlidmi
nandmuinisasls dnwazpasudnisnasdiudsznaveslsfinn
iwiflquAt wandauazuinisazssnaumednwnie e
ARIBEENN (30 : Aunazaeaingsing 9 , 2w, Ussndavinsin
uSns ¢ AMeEEnsazesdiaAtae  nnesud
(responsiver.gess) 2a9d18UINS
wAdeiwigni 1w WRudiednels ipaslstwmiteld
Audritvinazlslit Amouitldesfivuanasnisle consequences)
Consequences (uamriagnieluanntu gndidasRansan
nanrnmslinionniadwidrzacnandn uinig (Malw
NWUNUATNAY)
Desited end - states \TWsrsiudugega wnanefa  Aun
wndanang  uastmaneddyuaedly nvaduusetuanals
Augududrdyiigs
{Desired end siates = the user's core values, purposes, and goals.
They are the ultimate ends that are served by the product or service
means. The means/end theory defines this most abstract level as

including values that are deeply held, such as security, familial love,
and achisvernent. ... success, self esteem, profitability)
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3. quu.nnshaszw:haqmﬁmasmwﬁawa‘lwaagnﬁ'}

amziimsiaanuiwelaunsnansann gnATlasURUUFBUATHNA
sfa/nslivimadudmaninn  wiguAuazanafonaladuan
azidosin  usvodaaFasiifiendasiuufduiudeegnaniunands,
udnns nerandasdeiivslenisneddhins

Defining the distinction {(and lin'l'(age) between customer value and
customer satisfaction is also critical...customer value describes the
nature of the relationship between user and product, while customer
satisfaction is a representation of the customer's reaction to the value
received from a particular product offering...value and satisfaction
orientations yield very different kinds of information with different uses

for managers.

=2
aafanala

o wiglursedAnwiAmAiafisuAuAaRowals
. quuﬁm'mﬁdwa‘[ﬁmaagnﬂ"ﬁ {(customer satisfaction theory) #1310

Expectancy - disconfirmation model.

Perceived
Perfermance | X
Perceived > Satisfaction >l Satisfaction
Disconfirmation Feeling Outcomes
Comparison
Standard

d a
nf 2.4 ngeanafenels
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o $iAna1197 customer's perceptions are their realities N5z IuanE
winalanalavnaladwsasainisuszminlae The customer is
required to make a performance judgment...Satisfaction is strictly tied
o the customer's perception of product performance...Next, perceived
product performance is compared with a standard representing the
product performance that the customer expected...The comparison of
perceived performance with the comparison standard results in
disconfirmation, or the difference between what was expected and
what was received.

ol =t R A
¢ pszurwMTUsEULN EJU!.lﬁFI\'lTﬂG]\‘]ﬂ’IW

Performance
. cqusing :
Comparison ? .
confirmation
standard <
Patformance - ,Pa(fOrmanf:_a
cousing negative %C}Usln | posifive
disconfirmation isconfirmation

Worst Best
performance performance
experience experience
ausanlns Zone of iy
¥ . indifference ATHENR
ANHIFNAART

MwA 2.5 nrzuawmIiuis ($Uan Woodruff and Gardial, 2002)

. Zone of indifference \uNuTlnesauNtmIzIilElung
Wisuidieu  wsanAwuinrsiaiaudsitisud usds
Usufiulian “nseasannmanie”

. Negative disconfirmation — wauSa/U3NAININTAMA W36
h'hd]'mmammiﬁmﬁm‘%ﬂmﬁw ~ ddgaIn szasinlg
gnilaidadnd (ianawaunnsatan say

. Positive disconfrmation -~ WaR&RAUSINTWTaNIATZIMA
Wiruifiey Andriane wfigafiodnlal confim Sudesiifinan
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Satisfaction, then, is the evaluation or feeling that results from the
disconfirmation process. It is not the comparison itself (i.e., the
disconfirmation process), hut it is the customer's response to the
comparison...satisfaction has an emotional component.
rasAMHIddesieszniunisieudsudenlisudusna sy
wiaanuaAndevie ildiAnatsual wazersualvinliifsananale
viaanuldwala (aWada “answal’)

mawSeuifieu gnAldumsgmezlsiiesniwanafionelasisuanis
ATy Iwmaiianantng dwandarvaaniunisnatsieinld
Tumsgruisneiundols maridRoAmaddy wmgiamadinds
walezuagiusnasgmussuiiisufignAnldnngu HIPTFIW
Wisuifisufisneiuilwniasnguanuwelasteiulusase

anader wis ArmAmIEndr  Duaiasgiulszninite
Expectations represent how the customer believes the prodfict will perform
Tuszesusnnaquinnadoweleozasgnd  Suwirnadad  uinuide
soadiannsguiignAlflumslisudeuiuiinainnane  snedn
Tumusumawaainszuannsuslag

MRS IRUTBUTEUAY tdu ganntsal Auds nandRBudlngidAes An
SOREENELIRER!

g1 Nl (emotions) fndngrwidisiAndinisinaiadanalalalad
\WEaN19IRN1S3Ug @nAAnagrelsieatusandsdafiaudy
MR wilunsinnazasenseal  (anewan  dw Anda
AITHED UAZTIRY 11w m’mmmmcﬂ ANMNAANTY)

MU Luagnmuamﬂ wole" Aunandm/uinng wuazvion
foanmenislszsfinfidenioandivnarey  lulevasgndn A
anamonale’ onlndidedy asmaanaaanisiudige” Jadu
nadnaAenazuanisensacizaagnAn
TunsUszgnalfidunisdrsieanafiowalazasgnidnldaing “wela®
Tawale” IWmseminin wliasswuindosas 60 meuiwala usfingu
Tl duandn/udnisiuin

Favw  gammsfetasasnsamiiledn  dnuvela (attributes) 989
NaHAR/USINS Wioma (consequences) wasmsldidadlafivinlignd
\RaTTNaIOluNTIUINEaEN AL LasUsuiiandeanluuandn/uinig
YBIAWAE LWawIAR
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4. AnuduNusszwilAmALasANRIwe L
UsaiindrAgyiesslainlannadaiudssninamaiuasAnafmela

1. mwﬁawa?waagnﬁ'ﬂfluUjﬁ%mmnqmmﬁgnn’ﬂn’?’u
(Customer Sétisfaction is a Reaction to Value Received)
nAnaTn1lunansn
...Value (and value hierarchies} capture the relationship between the
product, the user, and his or her goals and purposes in a specific use situation. In
describing this three-way relationship, value identifies (1) which product dimensions are
central to the customer’s ability to attain desired end states, and (2) how these product

dimensions are related to each other and to the customer.

Value creation, then, is a process for continually aligning an
organization’s product offerings with the customer’s use situation, desired consequences,

and end state requirements.

Tunnenduiw Satisfaction measures a different relationship: the

relationship between the product’s actual perfermance and a performance standard.

In essence, it is a measure of how well an organization's value creation efforts are

aligned with its customers’ value requirements.

m’m‘nma : Customer satisfaction is a customer’'s positive or negative
feeling about the value that.was received as a result of using a particular organization’s
offering in specific use situations. This feeling can be a reaction to an immediate use
situation or an “overall” reaction to a series of use pituation experiences.

#ndiLne ; satisfaction and value are related but not synonymous. The
relationship between the two is a subtle but important one. In short, “value” tells an
organization what to do (i.e., gives it direction), while “satisfaction” tells the organization
how it is doing (i.e., gives it a report card)

Imﬂﬁ?ﬂ . satisfaction judgments (and satisfaction measures)
complement the information of a value hierarchy in a very important capacity: they

provide feedback on customers' reactions to value received.
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2. mMsduadR uazmsiiuauIAn
Satisfaction has traditionally been conceptualized as a judgment that
occurs during and/or after consumption. Because of this orientation ... satisfaction
measures tend toward a historical perspective ... satisfaction judgments are not typically
made until the customer's experienced performance can be compared against that

standard...

While value hierarchies may be influenced by historical relationships
between the product and customer, they are not tied to post consumption measures...
consequences and desired end states are customer needs and requirements that are

indicative of future expectations.

]
st 1

3. AwuANEsTYIANALaTATININE laBnysen1suideagidn
slsAndofingTulonasgndt uluawis wia nieg

Satisfaction is an evaluation related to a particular organization or

supplier ... to a particular product or service offering. By contrast, customer value is
“generic” in the sense that it represents product requirements and needs that are desired
across, or regardless of, particular products or suppliers ... customer value can be
measured before, during, or after consumption. In essence, while customer value may be
influenced by prior consumption, it exists independent of any particular consumption
experience. Secondly, this distinction suggests that customer value can —and should - be

measured independently of customer satisfaction.

. i

4. ArmuAnANIERIvANATUasATaRonals SefimndRysants
Vszgnsild

While knowing “how we did” is important for obvious reasons,
managers, are very often concerned with “ what we should do next” While traditional
satisfaction measures may be entirely adequate for the former, they are not as useful for

the latter.
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. nenudinsuacdnas : laviaan

peols

5. FBANRAVANITIAAIINAIND LS

=
o ar W oo 2 L3 s

nsiaAanenalanesgnAfinsdasiuazdadnnin

First, satisfaction measures generally are focused on the product or service.
... In contrast, it should be clear that a value orientation explores the interaction between

product or service, the user, and the use situation requirements.
. i
Second, while value bhierarchies consider all levels of the customer's

interaction with the product (including attributes, consequences, and end statés), most
traditional customer satisfaction measures are focused almost exclusively on the altribute
level of the value hierarchy. ... In contrast, exploring all levels of the user-product
interaction, especially the upper levels of the value hierarchy, assumes an orientation that
is much more stable over the long term, that provides opportunity for significant creativity

and radical change, and that can provide a future focus for the firm.
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wWisuifigudoyanlaninnsinamAuasnisinanainela

n15IARMAT

msiaarunenals

sovdnufdninddld / wandn - vin
A nsasnTAug waasguslng
RorsaUfENAUSELY - nandayn
32HU — dnuue (attributes) NAAWS
(consequences) LAZAMAT
nssainszaugeliussleailnzes
g1 uazduwin daldfilenialunis
s¥eassuazm s dswudafieiu -
LEREWIAR
Samswisuifisudaisaide fedas
Aforman
drelvifinnudoyanlilusediu dheay
waz ilugnsufoRle

1 v =3 6w :ll ﬂl 1 -]
youiuuandn — uiuishaeAnisld nie
widgyna
twnanwe (attributes)

msinluszRudnuuzldus:logssas
du Lifluenn nsuduaen nionns
Usulqenaudn / uInsesilGeuln
Saadn 1 - utuada
Uniluianisuliauiaudasdeie
AnAenusninatoyaluszAu

ar <,
‘Waawg’
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VI uuudtassdenamAn : AU asnwuins uazATniioweleasgly

Conceptual model : users’ value, service quality and satisfaction

mqmacmzi

-® 8B4 British Airway

* U049 Zeitham!

* Y&4J Gronroos
usInsneAIERTLaL
FTAMNAFIRRS

* %89 Cook &

Thompson
* 2849 Hernon,

Altman, Calvert

mﬂ:m.ﬁ:%ﬁmamﬁ&

* AOIAY

n.. e o
v S._,:_mSZS f AATIMN

UINTUDIUNAIDU

o A A
u3n1vauneaaniy

Expectation — Disconfirmation

technical / outcome quality

functional / process quality

serviscape / physical

environmental quality

AuATUINTIBRIgd LY

customer value

Ujanusuing

L3
1IN

perceived service

perceived quality

experienced quality

A4
-2
NIND

1a

Value received
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Vil m‘nﬁuqmﬁ’n qmﬁﬂtﬁu

o gnAsuiivamAatnals
it is important that you only offer product and services that you know will be useful to
them — that will add value.
wdndussdiusfuduazuinsifindulslenisagniiaadnpurligni d
ﬁazﬁ"uuﬁ'mnaaiwaz‘[auﬁmum )
it is only in the area where your offer overlaps with their needs that any real value wili

be perceived.

a7y
ROINTT

TAIZNAN

r ﬂt‘ A -
qmm l‘WEJ’ﬂﬂJE

o d = J o ™ J‘ _r o i 1 1
* nald : As wenenazenewundouldiinausieiBnsene 1w
e Ussndnlugnei
o Uszvdmnangnm (anniub)
v oo s o = a &
*  BAARITHYIAIN (udniasatu Suszindamaniw

¢ Be customized specifically to their needs (Temporal and Trott, 2001)

¢ nafNANAT ﬁt-:‘ls‘f'.i'lﬁ‘Jund‘s:l,ﬁvavifanﬂa“mﬁ"1 (strategic issue) MamITHUIANS
grsawnArsiasanUssgnaldluuinig anuzfiensusIANSneAaRsuaz
fsawnArans ldAssAnyn customer value uazmﬂﬁuﬁlmﬁ{w%ms IMWIEANWY
WA AIHABINTT AMHATANIILAZAINNINE 1S

. mmﬁuamﬁh - q:uﬁhs.ﬁu a00ASEAUAU ANANAzLE1AY value — added services
TUiignfiuiSas fee - based information provision LLsiLLmﬁﬂm'il.ﬁm-i"ld's:qnﬁ‘lﬂ’ﬁ'u
uinsansawmAlainit susidomaniesdunlsuisnisdnsiauazatuinns

91n Temporal, P., and Trott, M. (2001). Romancing the customer : Maximizing brand value through powerful
relationships management. Singapore : Wiley.
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Iuamuasugrnans auafifiafstu fanumuneamenaneds ‘wealth creation”
uiluuunang Avinanefednvasfifistuseninenszuanns Ja exchange value
#38 apparent value ﬁmﬁ’uni:mum‘m%auanﬁmqﬂﬁﬂaﬁ:ﬂﬁ’[ﬁ'%’u N30819NNBES
naussland (benefit) MAnduglidudunasinnislfuandnuinis

IMMIHIAE Value — added processes in information systems %83 Robert Taylor (1986)
gnszuaums 4 Usznns (FausnsTuTafays — nMIRLinen nswieugy -

oo -] a ! ) . w &
nsld) waslwmzagrefianssufinnmanluusazissuinnissod

l Action
Choosing DECISION
Bargaining PROCESSES
Compromising - e.g. formulating a
Resolving business plan
Planning
Productive : o
Knowledge ]U}?}EgngES.I;I'ETSAL
- A " Forecasting, e.g. preparing projections
Advising of industry trends
Concluding
Filtering
" Evaluating
Informing ANALYSING
Knowledge ; PROCESSES
A Interpreting e.g. producing a digest of
Validating market developments
i Comparing tbased on recent reports)
Summarising
Separating
Information , ORGANISING
4+ - | Relating PROCESSES
Formatting e.g. maintaining a
Compiling elassified collection of
Labelling market research reports
Displaying
Data

Taylor #37iuszuudsswnafiiiuanas (document based system) n1svinasedaay

= ar o 1 d o i At . i
uasATTEitzasinsaymluiiagasasunf s A lusEAuLSn — organizing Twanued

AudiATzRdayauasusnsiTeinauluszdu analysis uaz judgment

[ o

gatiolu Corrall, 8. (2000). Strategic management of information services : A planning handbook.

London : Aslib / IMI.



[
1 - 1 1

o guAidnaraliumeluiasawnaios wu arsswneafiiguadanisanduls
[

o 1 o &
niagraduamAtnenan niaaradui 2 Uszms

\ ]

] o w M ow o a & - r
o AuAg 1 luauATIRR Sudals tdu Aadunenfiand (descriptor) nialwamAnd
dunalalla 1w Annfinsmseansdaya
e LuuinaE9REd Taylor WnsauARAaTITIuU s loust
- deldguidRnuionsandenfisguaiusns lnglwinsnsaaduans
REINITANIZIILAATAKIADE9 ]S (Be tustomized specifically to their needs)
o o o 4 o W v q W
FathwmIasiesdnsfiuiugnéilimaaule
d L) = ] = o
- MdesnfulalunisAnatudnisuazimuasian

- delRsrswissauusnisidanunayszleniannednng

'
i ]

* Taylor laiawainurinisiianzasgly 6 Usznns wioafisnssufinanan 23 Ussnns

L]

ci ] [ o = v
(23 values) NarmsninluTRunsansawnala

FatIAMANNNEBIUINTSENTAWINA

USER INTERFACE SERVICE EXAMPLES
‘CRITERIA Values added Value-added processes
Ease of use Browsing Displays of new acquisitions
Open access stacks
Formatting Standardised caralogue entries
Tailored database print-outs
Mediation Reference interviews, online searches
Serviced (staff-operatedy photocopying
Origntation User induction and instruction
‘ System documentation
Ordering Alphabericalfclassified arrangement

Segregation of special collecrigns
Physical accessibility  Personal delivery of items to offices.
Facilities for wheelchair users

Woise uducﬁon' Item identification Descdpr‘:‘vrc cataloguing
Spine labels
Subject description Classification sthemes
Subject headings
Subject summary Abstracts
" Contents lists
Linkage Referral to other information centres
Guides to library/nerwork resaurces
Precision Analytical catalogue cntries
Ranked output from database searches.
Selectivity SDI profiles
Stock editing/weeding

Usunn Taylor, R, 8. (1986}. Value - added processes in information systems. Norwood, NJ: Ablex.
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USER

INTERFACE SERVICE EXAMPLES
CRITERIA Values added Value-added processes
Ease of usc Browsing Displays of new acquisitions
Open access stacks.
Formatiing Standardised caralogue entries
Tailored database print-outs
Mediation Reference interviews, orline searches
Serviced (staff-operated) photocopying
Orientation Userinduction and instracrion
System dogumentation
Ordering Alphabetical/classified arrangement
Segregation of special collections.
Physical accessibility ~ Personal delivery of items to offices:
Faciities for wheelchair users.
" Noise reduction  Tramt identification Drescriptive cataloguing
Spine Iabels
Subject description Classificaticn. schemés
Subject headings
Subject summary Abstracys
Conrents lists
Linkage Referral to other information centres |
Guides o library/network resources '
Precision Analytical catalogue entrics
Ranked output from database searches,
Selactivity SDL profiles

Stock editing/weeding
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UssLan

I. U3n19 ‘high touch’ ¥38 ‘high tech’
1. USNSaSdwnNA
1) unTEITawnAle 3 HHe
2) wWUUd1RIUINITENTAWNA
3) uinsmauA e wlUsualgiannsading
(e-mail reference services)
4) USMIRBUADINRING (digital reference services)
5) \A3ednguazMARINETINTIUSNITRaUAIINGTNA

2. UsziEwRasanAgInuuIniIsasawnA 24,7
I glduimssnwauzian wasgldiadion

. AUSnwnansauing (information consultant)
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U3n1S ‘high touch’ 3a ‘high tech’

1.

USMSAITIUINA

1) uSmsFsauwmAly 3 ae

classical period :
Az unumAanNsuindeunasfu iR inlymadfidimue
Fuinismauanan wlsune URTATIUIMATTINSIS NTATLERERNAR
Auugin azRasdlUmINa1AY MlARNNAREEST LaswIAnTay
dnin waglifidnfion  “madse uinisarsawnatseglugdidaiou
Soal

experimental period ;

Fanauneasse 1980 wAlwlafFudanedunad  vandu
information  explosion  LAZUINAUAINSUAATAULAZATINATANTIAD
JUATROmANTR IRndaiads  uSniassuiaadudwiigacnie
usnsrrsilaseeaduwla  lasmsfidmluuinismeudoyn  aed
Rosaymuninendudninginuiuasdinisuaslasaine Sefonseny
AelWiAnAnaduandedn  viosanadaduuimnaluladfotaadnin
Viugduvuuinisiiinudamanaeiilile  fnsimguiuasusanmg
Tna w‘daﬂ%’ufﬂsoﬂ%ﬁaaaﬁniﬁaaﬁqm dfeanadugidn a5
wyudiaasuinis  Soiuiludnanalivduauluwimin  enwden
wihandsneg  iligamuningudesuinisasawng  wazadhs
wsemalaliguAvReunaaaedsse  fesliudms  uwanenihwn
vimadald  QUATROwdasitanadidegansam  finines
e uazdiugaoudiiine uinislnsivnadeslssauanadde
wadnala

electric pericd :

20 Ul doiidunasinnsmaassuaznuna  unuinludeaxd
wrarawnaiaruin Wiminsduadauinassawnd Uinsew
TilaAeususuimang usnrsasawnAsuuAngnnaasE1iuuing
suuuuind feliaglulanansawnald

electric nuay choosing what appears to be the best from diverse
resources, systems, or styles.

L
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A8y
o Tassadrnisuinmisuvusiu WalmiAsfinew — nsadesss -
AMMUREwLY A
*  MSWRAIWINTNENNTAISHEWINA ownership vs access,
just-in-case vs just-in-time
«  msfaluaygaldgmiayalugund
e msdensastoanaanBlannseding
*  AEiayRAING
*  UTNISRAUAIDIHAING (24/7 realtime)
* tied reference service (firsusmsluwantniiziaaaviian)
- fidmifinsasdrandigldee waslWgu AdEewaiu
ADUAINININE
- research consultation model (Arizona University)
wndAnwdndadnumilfzuinisuazinduingldaula
ArTTAUgU JURW taumsusmaleinannnitnsy
Arananaly
o wWassmMadewInfuiuendumadeudisawas

web-based instruction
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2) wuudIRasuInTSA1IAUINA

nag-yane 1990s

na19 1980s /& 1995
pre-Web digital resources + web
' I ] ] !
% Insewnd e-mail digital reference network
v P digital, electronie, virtual
*  unTNeINT unns L reference service * collaborative
- R reference service
FVIRAULNGA * yimwaaudiony  * factual, ready and user focused
v im v - . ®  anonymous encounter , o v
AUfjuRnu Jiiem malnsemrings reference question ¢ agluszgzudu
. . < . Al
UREILREMTINE Falaariam ¢ mulsfilzuen

. [ ] . .
* AUFUWUEIEWID “night owl service

Al - fUfTR v e LEVGEEHE
w ¥ oot &
AUk JUuanuidn pIEEY ALY

gatekeeper

NSWENTENTANIN A

® face to face encounter

sfonuteenn

* live, online, interaction

* full range of service
- seamless service

- around the clock 24/7

AT o a
fldadns
e o
_ %&naﬁmﬂ_a:sﬁ: glERamauLe i
high touch high tech

customer — employee relationship

AT AU RIAIWIRIBETINUTNT

customer — service direct interaction
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3) uImsnaumaueulUsudldsidnnsadind e-mail reference services

14
]

\SNNAINAITTH 1980 (pre-web environment) Lﬁa‘lﬁ’;ﬁﬁﬁ’wﬁw%ms
Raeayaioan  Uimsiuninaneludassaainemandgaom  uaz
FenssnAnass asanglinguitdoansiudie e-mail xnaigly
YNFIANAIEAT LASHYWEANERT
Tuszezusn Wassyaunsaminendald e-mail teuimsligliAnsa
Aeend1s wazuinsmauAtotn dedoafioldnradnly mans
AUANWMSAEY e-mail
UszaunsmizaennIinendeduiiewn (81w Gray, 2000, WW1 366)
Avaymunnerani anninenaelalala (87 Powell
walz Bradigan, 2001)
AoeayAUsEgndn (815 Gamsey Uaz Powell, 2000)
1994 AMZATINAISNITIRNITUSNNTRAUAIDINTES  ALA  DBAUWD
UfjuRuinismauiatanie e-mail 5 Usn1s (8% Gray, 200,
W1 368 UATEAI8E199IN Power uae Bradigan, 2001)
Sloan, B. (1998). Electronic reference services: Some suggested
guidelines. Reference & User Services Quarterly 38, 1 : 77-78.
AsauAgUszinAe U | ArsuImamisianisuinsdidndn
YAaINI Tasoadredngn / Fedwisanwazain  sulszanm
msUsziiin
wuuNeSNAlH 2 models
Abels’ model A 3 pew : wuuWaduusnglads, apuanudils
ATzaasligly, qladuduionnnag
Sloan's Beuuudadnanyial msnevAawnBeiuszdninm uAgld
ldgau (Gray, 2000)

. o o 1 a w ¥ a
s AnrunangnluAasd nonverbal cues 1w SEAUN LRSS NF8N
vive sreen v Baeradunad linaguassadanisiadns
t 73 = W o qi oy
o JlidacAauazuszaiannnusanisuasnsanuuunasaniie
19075 -
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o UFTRemARANMEsgganzan sansadanasusioy
Tuanenfidergsrsnmsnaudilse dedfasmaunnAny

o dufinAanauazimeuiildadegndas auysal iwrzgld
Dugnsan sdaffiuioinda

o gwsaRawAIns Aeeu lneldfianans seennniseau
AaTanalnsAw

o FUssAndnmaninni QUiTROwaRNsaAuMIAIRBUTATE 7
39 Tuanieaiu wasdedmaulnedenatasnin

o adnilgmidmnaiuazanmd §ldaansadadslidnedila
nainu

4) uSAsReUAIMINAING digital reference services

digital referencé services ‘IZTI.L.‘YI% Internet-based, human-mediated
information services
www lwansadiimsnennssneg ldddle naala foinléiaa
AMNABINITUINIT 2477 uazunuinassduiuianlwgiusiinats
anae iwszgldamnsaieanldateuantfem sawinalaies
nann3angeasuinisnauAInINBawlanie
the user isn't remote; the librarian is...it’s the librarian 's job to meet
the users where they ére. to seek them out, to market in language
int:alligible and attractive to c>url target communities, and to customize
services based on the users’ needs preferences, and timetables.
Ready reference question 19U umlﬁ swaldsudld Qﬂuﬂml,'ﬂu
e-reference collection tﬁaiﬁm‘ff'ﬁmm
UsziandAyd wlnanuusdAy909uSnITRauA I NASHE  (Gray,
2000)

- Anweaedldlaemlulinhafunigsueassuinis

- lisisenisAimeuny e-mail vufl fUfURuwinaARAREY

M Faudaiodn
- mimaase WWBausnslwen sxdaelvglasuy
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- USmnwAanfilaSune e-mail a9uvuraiRaUS I BRI
ngm

- v links TUEIL3ASANeY Winde AnasavSanmnnsaas

- msfesifiBnmsaindmunzdmiusinAnwisiend

- dlFusmediBansaindenalalduinmsidndeifda

- dosaynmmAlngiansnensamziawateanauls faw
Sufiataudiazusnisgldnenande wasuiniaBidnnsaind
Falirinla

- wihuninendeimnniuintauiiazuinisunddwialddly
wan usanadimszaldainane dldadeszuudnaldane

- mansenveduudasiinsananysdafiusn Sveanluglassn
dmiugls

- msUssandszann help links uwidvledWasayaduuinig
Aana vinlwiAaudnislsnziaudmiugly uazdialiuinisnane
vindedanalugagaminmnzes

- mi'[ifziavlﬁu.':%ﬁ‘i’ﬂn'}'iﬁ‘i'mmﬂ'wﬁuqmﬂ'mu%nﬁ

- N19%1 voice technology + web technology ziuiuudiane
N1SUSANTIHAUIAR

fa9t19
- The Internet Public Library naaasld MOO tigusnisnaudias
' Tuanwue realtime (ww:N.sils.urnich.edul-ejshowlresearchz.html)
- TR54n19 Interactive Reference Service anningnaaunanasiiie
‘ﬁ irvine 1‘&1‘(\\‘-1:%‘[&% desktop videoconferencing N chat software
Wigldugdaiustudiwusnng 9 anBanisduginiaysuazldney
Ao {sun3.lib.uci.edu)
- UNAIH Janes, J., Carter, D., and Memmott, P. (1999, Winter).

Digitai reference services in academic libraries. Reference & User

Services Quarterly 39, 2: 145-150. Twneftivledviasayaumineds

o

150 \Turaeasm 46% IuSmaseudimasdna
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UNAIN Tenopir, C., and Ennis, L. (2002, Spring). A decade of

digital reference 1991-2001. Reference & User Services Quarterly

41,3:264-73.  d1maRasanaaandn ARL 4 Aiolutl 1991,
1985, 1997, 2000

UNAIIH Jackson, M. G. (2002). A rush to serve : Digital referencs
services and the commitment to 24/7. Advances in Librarianship

26 : 299 — 317. #HuUsziAwisy v 312
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5) WA3aT1PLATAAANNTINHBUINISABUAIINNATNE

suuuu
al
| ]
I - |
Informal cormnmitment formal
* cooperation * collaboration * resource sharing *  Parinership
- working together - joint working * deep - resource - explicit approach
- conscious and sharing - contractual agreement
shared approach
- no commitment
on resource
Hanns

INHHNBITBIEIAUTNS
* the home service provider is primarily responsible for providing
information need to its user base. 1AuAgldzasAnAa%
s collaboration bring mutual benefit NNSAIBIINOUAIBA NI N8N
ﬁ'mf.LLazqﬁﬁsiN ﬁmﬂﬁ'anadizf‘ﬂﬂﬁﬁ'au in nsdldiaceyn
* pragmatism and consensus are needed

¥ .
- common sense and shared values tJufiug1uzasANdNTa
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anssansleniiulules

+ nrsidnile - Wudwsiuusn leud madildvaeaye didedvdmaeany
A2AIN NINLINT WRLENTAWNA NMIIREN
o msiuATasEedIAUAINSNENT 1w
- virtual cross — catalog
- web-based library location guide
- virtual union list of serialé
- online guide
*  AI9BUTHKAZWAIMINININL
o femiuanwgliuinamaudranaddvia finareguuuy
- asynchronous interaction
e-mail
web-based enquiry forms
- synchronous interaction |
chat reference (fl software Human Click) ‘ﬁ?ﬂclﬁé'l%
UduiuiruddfiRanmumiteuluanmaia srelddugianu

¥ a o ¥ 4 aay
browser 83 1FvnzmBansAugIudeya uazBuasITAUM

HIRTFTU
Kasowitz, A., Bennett, B., and Lankes, R.D. (2000, Summer). Quality

standards for digital reference consortia. Reference & User Services

Quarterly 39, 2: 355-63.
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AIBE1d

*  Agricultural Network Information Center (AgNIC)
(www.agnic.org)
worldwide online reference service

* The Virtual Reference Desk Network (USA) 1ASatneauw1alvg)
fisamsaiunain] win e-mail ABvAyAANIBNATAININEIN
deazgndsludaiasaynins deludedidermgeaudions (i
fiiun USANS Ask A 1w Ask-a-Teacher) Tumiagemizua

«  Question Point A3ateauiangfiTinsafumitaaun vialae
QOCLC uwae Library of Congress \ANAS Collaborative Digital
Reference Service (CDRS)* 2849 ARL
(www.arl.org/newsltr/219/cdrs.htmi) aims to provide a network
of digital reference provision across public, academic and
national libraries.

. 24[7 Reference project** 284
Metropolitan Cooperative Library System (MCLS) in Cailifornia
{www.247ref.org/portal/access2.cfm?lib=Public)
is an association of 31 city and special public libraries.

* ELITE project #n1Inenat Liecester
(www.le.ac.uk/li/distance/eliteproject/elite.html) share expertise
in collaborating over digital reference provision, and...offer 24
hour support by collaborating with partners in different time

zones. "

*  UNAA Curtis, S., Mann, B. (2002, Summer). Cooperative

reference : Is there a consortium model? Reference & User

Service Quarterly 41; 4 ; 349. lunArWIN B § 24 1A309"8

*  Kresh, D. (2002). High touch or high tech : The collaborative digital reference services as a model for the future
of reference. Advances in Librarianship 26 : 149 - 173

Jackson, M. G. (2002). A rush to serve : Digitai reference services and the commitment to 24/7. Advances in

Librarianship 26 : 299 - 317
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2. UsELAURNAITUIREINUUSNITANTAUNA 24/7

o dofifoniguidRvmansawinarlsldguuuuniegsia Ask Jeeves

[t

WinAnatRENEIENIRANTIAUSAS 24,7 wiald Asiinngide
WBlANTIUETINGR/ ANWUZANABINISENSHMNATEIGLY kAeI

a

asayaliuInsamsaunafidaumiauninuans1sangsianialsl

+  vasayamIsuiniseanlan 24,72 Yniu raanian? widedAy
FirdwamglEntainianinin fiaudaensiazdaanldiba vis
ArsvwlUaousMEn L “night owl servies” n3alal.. Aasnsynuas
nawnszlansy 24/7

nluiazApsfiuwmal uilunislduinigs 24,7 du uSnshldans

-
o

snwaels : Aoamdonmaurdesionadnde SnrorasiniTinanan

¢ =S S:n

E

[~} 8w
WHa IWT12IUUSSHINANAR
o
HY

SHEE

L ]
o

38 EI?WNU{]UH\'!"IHHﬂN'ﬁﬂﬂB‘Llﬂ"lEﬂN']%El‘iﬂﬂLL'r‘iﬁé‘U‘H:
EI%WIH?L%IFIL‘(H%%ﬂ‘SEI Iwanaluadedusinng 24/7 uaﬂu‘lﬁu%ms

o I,

e W

paulast fufiBouindudasadindundandnennsildnaudnn
Wadwuinseawladdgldmasniaiwatiueien wazdndolilals
wananglglugaduiu Bevinlwgldaane

o Fajanin 24,7 dasiulaiiquauazaHgnRwReFoEne 7 9zl
anas aoeiinanauieaauniulngauatn Information Literacy ialst
Tfu1msgin d1ieausn1s 24,7 YasayassinwipmAnies “uan”
waz “Anusiada” Tadels

»  gasRsaEnIWMSHReasiTEndeslananauunuadals
Wassymaznare ulng gﬂgummﬂmnﬁnmmmm WAz
Uﬁruﬁn'umauan §a1utﬁﬂmmmafﬂﬂmsanucﬂi

o wanvnitfefiAmadniidaomauin w Gw qunm

o Usziauvan azUszanuseaIuusnig high touch waLU5AI5 high tech
Tiidriulaagels
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I gldvinmesnsania wavdlfiadiou

UNANZBE Wilson Iﬁ'mmmi'muﬁiwaaa;ﬂifu%n’s's'?'il.l,ﬂ'il.‘dﬁ'au
SumaiifialiudeuanA WaRd uazadszaedld aadadew
Famgrsntas anudsuasiinadenuAisasuSmanausniad
Aidin uidRewiandlaiamsssnandldfudewly wazusu
gﬂuuuu‘%mﬂﬁaaﬂﬁ'lﬁ'u%msﬁﬁamFi'tmmﬂuqﬂmﬁaumﬁ
Douglas's culture theory : nnawlunndsmudaniidindmiunwias

1 o

as & L T :
20 5 38 : Buagiuluadzan (fatalistic) , Wawngfw (hierachical) |,
o s s - g

WIWIRAwLaY (individualistic) , triAisnn (egalitarian) uas
communitarian (ﬂiz&qnﬁﬂﬁﬁuumﬁmﬁm self-reliance 11 LIbQUAL)

F0FInnTaTunasntaniAnNdAYABFULUUNGANTIH

usn1taN

uimsaana

ANHdNAUgsmInglduasgiduing
s JUftRemdiunumiaems u gatekeeper gl
arsnd glalufinmaden Lijunds  lidisdnde

¢ JiAunusSerouteglunsauuazaiaisoniiwe
s '
o da VR ) ) -~ wd
e uinshfiAnadiusaneasiiunaieivdldn
fAnazanguiy geusuandimmie
' o da a o t
wagmiugldngase fanudniamesdaes azls
- w A a4
rauuanAIuAfUAINANARE SNWLil

TRINGITH .
] o o i - -
*  lasfiszainauiefign dioeglunsaunnnudniug
a o 1 o de 8§ w
wuuidn Tasfiliwinudnsndmldazaan
d o . .
*  pufRanwe hierarchical
-’ = - Rrmd
*  Tmugssnuinis gldiunumidugiu
dufivRmfAunuimin (information) gatekseper
L wdw 1o . " H
avuwwgladianwe hierarchical as3dnligalaluann
- J 1] =
uInsidud iwsizaznesdtuinns
wnlusmearaliazain dunssunm
LnaguiuR

= . dTe o v v oo
vhnadniuflAzusnisanas Hesanalduinns
“Ask a Librarian”
e-reference collections
self-help online request

d wvdTw o v
fsswnaniagAnlAzuSnsagunlanna

LR -] I e ’ L
guitRemlalatengualaundedays unym
FINANITIUNAITITAMNARARY
dldiFrmsofioundesTawina

:j'[ﬁ'ﬁl.ﬂﬁemlﬂ : energic, dynamic and highly motivated

individual

- Awirinazlsdaedaias individualistic

- wazAufidsantanitanindlad
Uidamusniugliuinas - egalitarian

gldazanyjauiudannd

anonymity flriAnglinatsuuuunzifatu

- prfunguglflnaidlalfldndofnsaduioosymiu

Uszdn
- winldgeugujiRaw
- Tdesmidenitn usmoranalad Fane
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uimsaana SeiRgUATRUA approachability gedwnitnisfiasa
Fsaf unumeasfuFuiRemuAeuann information gatekeeper 1%
technological gatekeeper — uzdlA UG IUNaea1SaEUINA
l:ﬁ'z’fl.ﬂ Nawdg prefer anonymity to in-person, over-the-desk delivery of
reference service and feel free té captive nature inference sometimes
in the personal interview controlled by the librarian,
unumuazwirfinasufuRmluudunudnisin

- provider of assistance on accessing information
waluladvilingAnssagliildenly waRnssuduitiousandden
Ase AooiglednglaidawnuasldasmunAluannuindas
fldnnaaindiadels sazifinisitedasnnn u nsrevdiannd
gnth Amaviigldaenldifvdnevdndenoennniies wialdu

AmaufigujiRendedmaluanuvmusawizsa cwisenagsia

]
=

Bidnynsadfindddn 90% wesgnArsaulasizau human contact 1ilada
[ ¢ o & a ar a
Awinaeulan Anwazion9ads dAmsugldusnsansawnd
A8 fUsEENEuNIAR virtual user AuySn1sA Binfumalulsd
usn1slusnvazlannisdaliglen individualistic
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m. fUSnwa1sauina (Information consultant)

. ﬁﬂ‘%nmm‘sﬁ%mﬂﬂ::ﬁ'aumw%msmiﬂumﬂ‘luﬁnum:qsﬁmnam%miﬁLﬁu

ATSHINTALES
- BwUIN9UBEn in-depth service & information literacy skills
- LW extensive interaction with clients and active support of their
information needs.
o PUSNWIEITERINA
- Wndawndtozasiinemgld
- fudnwrdesadawdildmansasalasinsinddadulalaia saade
Sufingauluniswauwndzndw
- unumduioinsarsawmaddswly uinmadegn wilamals
Fudnun uazndmawiniianudiAtfiesdinaagin information loop
s ANWMZK
- RAUAIATIN Hauwn9ld Wawindwenns IWasawma uwiliulnsiun
819158 dren1sanse WA USnwanizaknanasduazunAnen
- fdwmsaluienssuzogotn Wuwnssunisiandsegy

210 Frank, D. G. (1999, Winter). The changing nature of reference and information services : Predictions and realities.

Reference and User Services Quarterly 39, 2 : 151 - 57
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l. m'i‘iﬁ'mﬁqﬂ%mmua:mﬁé’mﬁuammw : HOIUWINOVAN
1. mMsIveBalININ
2. nM3ieEBeRmuw

Il nsaunsHnwAgLE

. USum (contexts) fiLNEIBaY
1. uFunmasmsAnwigly
2. wuudraasn1sAnwIG LAl wuTungaasuINISEISHwNA

V. nsiRaaAl VS msTaanafionels
1. n153M customer value
1) MsTmBelIan VS nmsimdeamaIn
2) MWIENISTAAMABIHATTHWNAFERS
2. msiRANERmels
1) nsauamAHRawelaraeyld
2) Anwdanals : ARIARRINN
3) wuudrassmnfienala
4y AnudAEBIILUS Ao le”
5) #gd1imzes AnuNonala”
6) A1TIANIVATUALNITIANNDBN
3. Jenlesmnufioweladuaman
4. nﬁﬂ%'uﬂ?quuui'ﬂﬂ'nNﬁewah
5. wuuinAnuRowela
V. walAdw,
1. asdnnwalngaiiu (Focus group)
2. msdnmuaingedin
1) WARKANITONH laddering L&z grand tour
2) UszhumlldmiumanunsdoymBenmain
3. Critical Incident Technique

1) CIT AUMSINBAISERNARTRS
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I n1s3deBauTanauasn1TiTuIdiannn : aauuInenan

gldAa lifeblood of the organization and that they have a legitimate voice in its
future development n1sAnwNg 4z daaldanidiisvindesne IWaaardnany
o &
glandwilmananinty
nsAnwglaingaduau (wnddynn Iafide 9a4) wofAnssn uazuiun n1sAnw
F 1 as a o aa 1 o W -
AldSernaghiuuiun wasiinanedis AsauAquattelaguraiadeniautaias
v ow ar adg o v o o o oa
#1edin NsAnwgldRatdenans g I8 eAnwdernuni1sidenReIns
o =3 W A P & AAa L & 4 [ o
WatadsngufuRuasaunanas jiRewiuitdaluIuanwuandesd
wWasuulassas lsadeuussansnusidniuasarsaumnAransionasdou
TufinliiumAsuazuwiljuinesduididendan 1 lneunfdnazaiuideds
Unmuaziddadenmainly fefinainldmsidenumngiunisidats
Usmnasnninll Gufsdiouminaninsldisideldanalwnisanedld
1 o ° u ] o
agramnizannIald) imsemsfnuglddwinannlinalaiiwels fasean
d o o o a1 o Yo e
aangufiiin1sidy ua:lfidideAantneu fUjihewasazifivuas
Uszifingndougaudnaouniazigle
Y oo & at o = a
nmsussiiveanuidadndneuzawlsenisuitmadindn lneanwiziongn
anTawnd fuingliuaznsdauinisungld fufuRnuiesinRansuiuing
) aw | ar v e g v a an
wazszuusine g lnegrantsiteagailiundn davinduitdu juRnuineas
- | ot ol = ﬂlu 8 Ll d = : 1
fudulenszuuuazuinsidanusurinfngaus diRasaduibaziinii
o & dw o a o [V w ada v & Y 1
\AsaedafiguuRnwiasfiazsindennandileddident 2 uwr dilsidnleszly
2 d o e =1 i I;d. 1 5
wianfazisy niodudldnan1siduenedauls
o w - o &
n1sitaelsana mnnzanfazldlunsdsialui
st e d. é g = @
- Fasawdsiawlananansodnlwdeliawla
Ly o :i d‘ l“ = 2
- Yeswdshawlafiasniosesnyfigiwuacnagauls
- FasulsfiawlafianisasqUnaninnguaiadieludadszansla
Py o 5
m33deBeaunn wmanzaanaldida
d j A ot
- Geefidnwnlwsasdudan
[ o oot as ar
- WWSaaNRANWUSNNEIAN
1 A 2 r o
- liiReadasiusaan
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« Tasundnsidedenuanldlunsdnvuieiidlaudunneimmesss f
AumiauAt n1sAnwuiuniamssandwiinldsnarlals nismeanadnle
uunimuassadnantivnidesarailadgnituagrouiade

e SniTEaTawnAAanssaldi8naiden 2 wualt - AnvnszuuEsawing
g fudnwl jaunusnasaniussuy ndmdnienils §isednwninszuy
vawldagrefidu uasdnwinsfissuunalitiinyselond snisusunsemin
mAselaelfumlauwmititnasilvaaanmilefsnduaants
aaﬂLtwuazﬂ'w?ﬁnmu%msﬁﬁﬂ‘szﬁﬂ%mw

N1s3T8daRMAIN R ECL TG RV Toh
AITNABINTTTIRBLTY WORNTIH
RN
wndlaan
ANSIASIEALRNERN A1581919
AISHING

free flowing discussion

A 4.1 u.'uu-ﬁ'laamﬁmzs'f'umﬁa‘fmﬁa@mmwuazn'}'ﬁﬁ'ﬂlﬁoﬂ%u'lm

1. msiaeBedIaia
HNReNTALaw
n1939enl55i8sU3analeindaunalaine adradu s1aewnisdanalugy
2090183 Ansimuadayfigiwionadau dntsfundalusuanyfzin Tun9vinideds
USundesndudaeimuavsziautuniwasdiudsaneg Wdaan wazain1i05usIs
fayaiieriumulsimainindnumszaeinieg 1dw 81y Ban1siew ATNARAR AN
wala Antay 1aY
s o =3 [ ar ] & ar ar o
Faudsutvalssifudayasiazraamusnzluifenfaedudiudsdng
Snanang  adradu  nssummnsAuUTTeunINeanlad  fsudsiifendeeannnin
200 30¢ adnlsAmudfiseimuasiulsifesnis@nu lifaew  waziidnisiiu
w o a Loy o ] v o s = ar
Tunwdayafisann 4iseannsonepluuunmsdnslidunlumsinuiswtnisessu
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laldazfwSosanavnde anafiesss urznmsajudeyaiadudad s
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aw o o e ow o ar ] | d e

Tunsidudasidudon madmuanaudsilwSeternann uwiiiadmua

LA NSTUIRATITIUTINTByaLazNITIATIzRnesligeen nafiuuazmsimszvideya
& Y | aw 14 a . . o ™ -]

as9d7 (Liwusanfiunsideraiiiamsa longitudinal study) FayaiBeUSnmerafiuain

1t & d o [ | A o 1
maawin wivasasifiiAudayaninaaluniienw lasldipsacfiadinadszinnsieg
dunsifivdsganmealudaoiiuuidnisarsawmns
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Tumenduin  mvidediguamidudesilinaann M quame
waEmedensruInnIfinteane ww Ansdneulvszezaatuiu dnsdunnedrnindda
nIgin1INIsunagvazidva
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fof BINIIOESINGUANGANTINAITUENMILAZ NS TS aRINALR
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mesauaznietdygn
mssanuuumMAsas i winsueiay e iTemnlszim udlunsidy
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Il. u3un (contexts) Athaatas

1. vSunzsanisinwng e

nsanwglaialunanguiun

1)

2)

3)

4)

S)

Aluguediaans - wldvdwensmsswnaiadaansiu
Wewdamaw giuludian — ewideazagluanaininediny
wszn13daans
Aelugrusdusronarsawng — daunitenasnisiosns
- BNWANMNEBINISENIEWINA
- woRAnsIHaETEWMATHEBNSTUIMNIIM NN STy
(ANHEszEzEnI/azaraw 3N T5ens useiuanala
yrdnmw dedeswnim idw nsidanlddw)
- wosnssnasawmAluAuiala (du o1snel AnaYa)
i lusanuuuszuUATTEWNA
- unasiildarsawna guasse uastiadaiuiniaulunisldunds
AlduasyfaunusAuszuuarsawnd
szuuEsEwnAlARd 1A RATEn 109 T Twadesile
nanan wiassuuiildifianisunual msdafiunasnsiudn
gEunA 811 Aaeayn uIn1IENTEWINA NTETATzH
Mnsansugagd udoya IWdlenaisdinew vas
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AnnAianala
Alalugnegldansanina
- AnwAaseIn1s AnNUTsawirsegld useela AN
aanis gauseaedAaal i lagly
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2. wuudraesmsAnwglituviunrasuimsansauina

PRIOR e FEEDBACK
o  AHABING
4
Critical Incident
Technigue
“L . v
g e  AIHANANT—»|Disconfirmation| ——» | M173U3
Tugueld A
e Y (Quality measure)
“\\ A
EY
) o ot =
o AUAN————> MINUBRNNN — | pudonale
(customer value) (Depth interview,
Focus group) 1;
Ald msU3nwgle (Consultation)
lugmegiinims e m33uiedld (Fruw Adensdd awawe)

.
-

o MIARAINGNANTH

ANSIANEITW (Performance measure) ———»——

d o = a
A 4.3 wuudrassnsAnwdlaluuiuntasuinsansawnd
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IV. msinRmATVS MTIRATINRIND 19

1.

n59/ customer value
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2) SWINEMSIAANABRIUNEITTUNARIARS
o sasEUTTINSNEANRRSLATANSEWNARNERSATR customer
value fiviaesnn disfsudunuidenianuiomels

o H788790I%INY customer value
Jackson (1997} conducted a series of research studies to
measure the costs and value of interlibrary loan
transactions and in doing so identified numerous elements
contributing to the costs, followed by the perceived values
noted by users of the services ...

Values INUAa low cost, timeliness

Saracevic uaz Kantor (1997) lsi3uaanaaniusayuain
Council on Library Resources @R lusniraifiewmu
a taxonomy of value — in — use of library and information
services based on users assessments and to propose
methods and instruments for similar studies of library and
information services in general. The results are reported
in two parts.

The first part discussed underlying concepts related
to value that must be clarified in order to proceed with any
pragmatic study of value, and [the first part] established a
theory of use — oriented value of information and
information services.

The theory drives the models used for the pragmatic
part of the study resulting in a Derived Taxonomy of Value

in Using Library and Information Services

21n Jacksen, M.E. Measuring the performance of interlibrary loan and document delivery services. ARL: A
Bimonthly Newsletter of Research Library Issues and Actions 195.
(http:/fwww.arl .org/accessfilldd/filiddmeasperf37 12.shtml}
27N Saracevic, T., and Kantor, P.B. (1997). Studying the value of library and information services. Part |.
Establishing a theoretical framework. JASIS 48(8). 527-542.
Saracevic, T., and Kantor, P.B. (1897). Studying the value of library and information services. Part Il.
Methodolgy and taxonomy. JASIS 48(6): 543-563.
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3. Critical Incident Technique
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CIT = “A set of procedures for collecting direct cbservations of human
behavior ...to facilitate their potential usefulness in solving practical
problems and developing broad psychological principles.” (Flanagan,
1954 : 327)
An incident = “...any observable human activity that is sufficiently
complete in itself to permit inferences and predictions to be made
about the person performing the act ... The purpose or intent of the
act, as well as its effects, should be clear.” (Flanagan, 1954 : 327)
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a4 ad & o ar o o v o
inidnieAn nsausavinwemsiaans wadiegliuinisaiaiem
wr A d o adc v o i &P
touandsunarandy guitiRcnwaslafiAimeundnlulivane wuu
o o o o a o a -
wazfAmuwauwImInisaadulaifaldenAraufinunzaniuinnnisel
1 & o 4 d 1Y = o [ w &
nmaanuninisniefiazadraainlszsaunisainisfioansla A Y
guitRewnlasunistindusddfazanstinniuguuaniuduinisin
o PR T v &8 o _ o ] 'Y
dnuwaslufisodnle  uarnafiinfoniufianalenasgnivglde:
nl J s ' = o v oa
WNAY ANHATEALAsANNNAGUALsARAUEIAUIN159zanAe

e nisausudustleninateusznng
- ARAMNLATER
- msuius sula
- aheanudanels
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3. mMIsanuRRIEUIRS (Investors in People / 1iP)

e 1P Wawasusnlud 1991 Iudonge uasldlundn 10 Ussinavialan agd

AULWIAAZEY learning organization AzNAUANIIONINAHIFEULURSYEY

89ANTS

o funaspwAuamssAUEIR eUFudsmaueaavAn1slREUTuU eAn
franinuiiganin uinnsesinmnw

o P WWATLUIRAITNNGH

Snanadeianessngeen1Tuiulgeatesaiias (continuous improvement)

Towiingn 4 Uszns #dim 12 62

Evaluation

HEIMNMIAINY

2> dmau>fisaudgmdr >

Commitment
Yalurwaiung

Planning
o ar 4
finqumaee

AEnnTralan

WarHIAW

PP IR eI

e 7an 4 Uszns wemdwidin 12 #7 wian evidence

Commitment

= €

uSmstdazlifin dunAennseussfUATRwAiussANE A
nseuTHAfivsEAnEnmAldnasgna
HafuinstnafuingnAvgliviavinsiiiusuniugndvgly
defidnefimansousnaghadnanasiaiiias aldnuussawusiia
wazudnislax1aTzIw

UNWMILABUTH ‘customer care’ = HILE% R7URIAXIN

\olwdnds TamssTnrontazanednazdaaiuiiuinsfisun
gNAT LAZDUTHNRWIRINI

LU & LY

fuSnnssanansnIasaesIaL1e H1ade

al
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Planning
¢ fmuRAasaIN1T / 3aeflezausa
o T4i%n wish list
- individual training needs
winawusazanianslazinuefigasnsluszaula
firrnaunsassaule Aasmsaruuasinweasladiy
iWafudazauszldrinwluunuimmindisasanlad
Uszdndnn
- skill needs of the organization
anTanaTssiugne azlsAsanuiiniedmsuy
WHNIH
yinwsfinsAntsiaams Wsliianswmmn winnsau
uszAMNASAnezls
inwzwazauiNsaan1Tnein v - ussaninuly
ARIITY 21 \dn WUATHEIANIBIUSANS  duad
ATINABINITYNAT 98y
* dnndRauRY uazvinuuwld jURN15oUITH
qnawdns thazldagenuim - daswaslng wazmatimuURewuaouas
Wanmsezlsfiesnsenudeuims = wadlidmdninusuazanaieslsd
DIANSABINTT uazazausHIatasls
ni:U’mﬂ'ﬁi{L%Elﬂ’h skill foresight and the information skills organization
1% UK fivsiieanwia Information Services National Training Organization
vinlasen1seine 1w
- Skills foresight — sl 2007
- Skills Benchmarking
- Information Services Skills Passport
Skils needs  fidn9I9uAzd ATl ALBIANTITELTHUS M IESERNATTA LR
# 10 ngw 80 Yinwe
msmeumialiiulahiauifivneemainnatagniss waiiss uazwdoad
asfuTugiunibegedn lafifunveing
manawiamAndadlitn  saizfinisamuimwiawiosnn Wy 1% 1es
Swdaunanun
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Action

» NTRUTHIEEWANN wANTTausHRanaGaninneln Tanswenns
a1 ar 2 [ o 1
fislag Wiflnwilnenliidugousa fatd

« coaching tA® line managers Iianaduaywusiazanatig
Tndtn adiadiudquans

» counseling = aawiduitlyniuraziSos — lnewineiwanyls

* mentoring = FIEWNAWINIENI AR coaching e LHLEY
o a1 — laewineuangla AnHdasmasialunies
wialalunenis

* action leaming — {unguuszan nateszau nates
Hufnraulasamaanisszezaw IiRangvin 38na3eu]
ASwAUnILed
. . 1 a we d o v ' s

* job enrichment — tNWInA n3a T mauilndiAes Arugin
svldifisAnagnisLasusiduanals

Evaluation
e reactions to the training AnUszIHWUA usAITUIsIUNnARIN
BUTH 4-6 AUAN
» improvement in relevant skills & knowledge

* changes in attitudes & behaviors

4. uafzaIn1sia liP A lY luaaduuimsansaumne

Hartlepool Borough Libraries
... The impact on the service has been to improve employee
communication skills and communication methods, which in turn has
helped to improve the defivery of information

Stockton Borough Council
... services are more customer focused and customer friendly.
Employees are now more proactive in their dealings with customers ...
staff being more highly motivated, better informed ... more competent in
their jobs.

University of Portsmounth Library
... increased staff morale ... Uitimately it is the Library’s customer who
experienced this benefit, as staff who feel valued give a better service ...
managers are now confident that they have the systems ... within a
culture that recognizes the importance of developing staff and services to

better support customers.
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Ussin

. WNMFNITINAMATNUTNTS
1. AN
2. uwInnnssRnisALEewld
3. NUNANAINUIATG
1) NISWRIBILANA
- dIiuSmswmw AR mam
- glddmuainrinanin
- vagliuazglduinishmdudmuainmsd
2) NUANTIRAMATNUTANTETEWINA
- msUszgnsild SERVQUAL
- 98U wu0d Hernon LAY Altman
- LibQUAL
3) nuRiRaw

I AsiRRMATNUENNS
1. fwuagmjenanelidaam
2. ATTUINAISIAUEYANNIEAUEDTUNISHLATAINARINIS
3. msUsnfmuiuinisdewinnniinsiiazunms
4. \daniffiudayafinanzan

. WWWATIW ATUUWIAR : MTIARMUAN NTTARMH AUAUAZHAANE
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I INNANMTIAAMATHUIMS

1. A7IHEA

o nearsswnaianalasfudeyadaUiunn Aannssand
AMATNYT?
o -3 d. . L o ™ at o o )
o madaRunmiadisuly wiudld vikauanAsdiussInine
gordniugle
d . o v
« aInmTiviasayAUieugaLiuaIn
JUT LT3l p— L 1T GT2 R
MIAANTS —— nsUSuUIasesaLiias
w o & as ot ) o o
WasaynInAnAHdAyzasn gLy Tasdymsjmanaiiauing

\A%ATA
& [V I a o 1 P o daW 1a
o ausinmsiauimsiuuunvseaymaglndasrasnisdrsnn dendalad
s _ 1 o & a 4 Y wV idagd w dad
AIARAIIN AUATNUIATT eaasuin - delaif3BResinfidngn -

ﬂmanfia«d'mﬁ'ui'mﬁa%:'lﬁﬂ%’uﬂ'gqqmmwasham'atﬁm

2. wwImentssanisidasuly
e m3tszfivguamuimaiisnnanasEsiastuls nmstiulg
dzfianATH fenulasiazdasa1den19sants Sesneannisianas
Lﬁuﬁlag:ﬁmm'mﬁﬂL%a]ﬁmuaﬂ’m o

Uadeingt :  dmaminAnsnifl A Swauwnsans sulssano
VANNR S WIRAR
RAZIANANWHAENS KENHITREUAY SusUgIManEdnmAINge
o NATINTUINITIERMITANITANAIN HUKIAn TOM USLURINNTT
FRMIAUNINERT UnInae asAn1sTinaeuge Snf38nnvinewd
ATIUAZHIENANYOILANIE 1% hugna gUfuBemwidis Rnswmmwn
gUfURm Aneu nsdannslaegafiende 1ae
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3. InwmIiaamnInuIng

1) AISNRIUNAT

nauflazyinnisussiiiv asfaanmuanunUssiiwiow 350154

nanes
add d! v a or - %3 -]
1GNHBE - ;ﬂ'ﬁmn’ﬁwwmumqmmw “wsa
WABANRIWIHFARAUATN (quality
dimensions development technique)
ad :i ] L. [-) =
1ENdad - cﬂi’nﬁﬂummmﬂqmmw HIDLYIALRA
critical incident
Bhaw - meginnasglauimaliugimuainmd
587inile : A INUSNIINRINIAARMNNIN

«  fujufewdugladdanuuinisniniga an
Uszaunisalnavinew awandumanaanleinglald
uin1saenels mandeesls nagmanauIsINITHNY
Fandnazdhsliimuadieduregmunmuinisly
nd! ] 17 5'5 1 =

+  FBhuninatsluriooaymsious 1990s LRLWIAR
AMAINUIMTANANENaTN _

/91 . ; 175 I:”

o O Buginusna niesiuwh Idawwed
Quality should reflect how good the service is in
comparison to value, which shouid reflect how much
good it does.

. « Reeves and Bednar (1994) 9MMAAMNAMAINUINTS
a819%a8IN 4 3NN

¢ excellence naTWHTiaNIAIzIH (8193 lAEN
W52 attributes of excellence may change
rapidly. Excellence is often externally defined. -
#almudeain Hemon, Nitecki, 1999)

¢ value AmANIENOUAIBANWNENATE ] UTENTS
(multiple attributes)
- it's difficult to extract individual components

of value judgement
: N I ¥ ' y L] a

- wananih ‘AmAY uar ‘Aunw lalddn

LAEINW 120



- widedoeayaludaousn g 18 Uselamd
war ‘navsslend unu
‘AO4AT’
* conformance to specifications (\Ju#7a%
uHInaENgn)
- andadawas And Lﬁ'aﬂ%'w?mmmw
- Howladsardasnudadivive Suiada
qmmwu‘%msﬁﬁaoaq pReNld darfnua
Fedudammefiaslwudmsmadivene uaz
AalNIneUlanATIIN ussqilmang
fldnale
@Faduna glalag /7 ldawla intemnal
specification waafiodnnieluduil. s
WHIzEINIUIAUSNIT)
* meeting and/or exceeding expectations LWWN1S
Uszifinanasuaaonaag e
@alsiuds: wignataalaifmumanimoinn
wazanaduanTzndteuinisgnAiiuadanala
2899NA1)
(ﬁn”;ﬁ'ﬂmsmmmua:miﬁummﬁuﬁnmf%mqm'hﬂ
n3a GAP 5 gauuudinadasitenmaInuinig)
Aaunmuinsuazanfenele Sadlafanian un
ngHnRTIANNWUIIRRatewanafionala venga
Wiwivhseaaufeatasiu uazdiraudan
anibessialy Ltﬁﬁv'ﬂqmmwu‘%mi wazAENnalatn
Uaen1e (an end in themselves) 1UuN155U5U3NS
AMNINUINISRINAIIEAIHELY (Hernon &
Whitman, 2001)
- guamuimadunisUssdiuszezenilaesn unns
UsELARANWUILANIZEY 7 (specific attributes) (T®wn13
Fadwildwnailya (cognitive)
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Chb

L
Qs

. Anwfewe ledalawizuins nisTaAaRenalane
%78 1Un cumulative judgement Jwnnsinsae
m’mfﬁnuﬂzm‘mrﬁmnn’h (affective and emotional
reactions to experience) AnRunaladalluwaaidn
MdnnUseaunisalBadeudisuiulszaunisal
ATAYIY

: gldimumnaurinuaw
mmRdiA critical incident (dwnaBandrefmuainain
aunmuinisfgladoonis
critical incident LURA2I881IMAITHIRIBIANNTIN
yunpezaagnAn fmuatiagnAundniuasdnslaeld
usnNTI
wRnsainawi wazd1ansausnladgnANaeniin
azls uazaslsinlignArAsAmanuAwaBsIAnTs

- usswning Samadmbsaieaiuninennsle

a1

- masluuoaiiedy — Auwiwsin
ABnsafrunungMATRIINMENTNETATY

- dwnwal 5 - 10 An IdTTyFamuawiz focus

group interviews

foanuuu SERVQUAL fldi8#nt 10 1
Tl 1999 Aiaeaym ARL 12 uvis viilae Fred Heath,
Colleen Cook LLa% Bruce Thompson NYNINENdY
Texas A & M 1838n1sfashaunnd
5n§§ﬂﬁﬂﬁaza§ﬂiaH'ﬂm'mmsln'x'srﬁﬁ'lﬁ':u Ao Su
Aunein Auu dwnasssuanaisuasiiuled
a9t hudminansiidriaamnuanamuinslaled
AMInEe] sy snes 18
wiivagiusssngnAzasuinig : guamuinisees
Haoaymusazuvi Suagiugmsonanouaziuaiosss
Aavayain



T
'Jﬁ‘nﬂ"ﬂl !

“Since quality is fitness for purpose, the specific
definiion of quality for an individual library is
determined by its own purpose or mission. Therefore,
before committing itself to a standard of quality, each
library needs to define its own mission and goals (Poll

& Boekhorst, 1996)"

viag ¥ uaze lousn1ssanAudsuanu

o ad S 5 W g o _add
L9910 2 IGUINHIALITNAINNHIEN 3

o

FBusnidnmsimumnarinafisransalfivisudieu
HBIBABINOTUNHTI ) Ltuawﬂﬂﬁs?oiaﬁuagﬁli’ﬁaudw
\nrinaneitansawIauiisunniesayals - Hu
externally focused approch

Eidos Amumnamianyanaseasdliuinig anx
aandmadldudidniiviaadla udetadeeusuld
\#11V library’ service agenda Amnwu3n1sdun
snndnavinligldnale quamuinisasian
ANNANA RS IR A unndssndaniiruazgiuuinag
Folimsuasanyalagamitorini

“When library and customer measures of quality are
not congruent, the library may be meeting its internal
standards of performance but may not be performing

well in the eyes of its customet”

38n1s

- d 0 d -« - a
- ssydssiwuineeinald - sayindanaduda nisis
\inAmMAN (area of service) uinms lagszymnnmanis was
madszduaaunnelinsy

- syyUsmbinnagng (area of . e
uiInTn

d v  a
strategic) NALUITGWUEND

A da s o
- syUszauniniwennawents
Uil
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o

Fagasinna 2 dsesiandmuadniladenlssifin
- Ivisayminfiiiedla
- erdndwiuiieuSulgeuinislinsmiaiin
anAAnroeldadiels

\Hunsagadssndneynnasasdlaiuanuasise
goaRasanm TR LINIAHEBINS
28msilaiSnnaansuazdaalsulaenisdneraluan
D g7
Nitecki & Hernon (2002) lévisnenisdamann 70 Fa
91NANATNUEASA Hernon ¥il3 udminanlvginns
wazdliusnsdmduauiniaddaffiwiddy dnsu
ﬂmnwwu%nﬁﬁ vale anfaAuiild 50 Fausn valy
nagauinasandafies 35 da wdninluldguinng
ﬁ'mﬂagmwumw.ﬁaﬁué’ui“lL?Jmnm'ﬁu%msﬁtfﬂu
Uszlead Aa dirludszifinansmandoanglduas
Wu3an ﬁ'mau‘ﬂmminﬂ%’uﬂi‘ﬂm%mmmmﬁ
gaiheinde 40 dams Fnhandansaumalaseaiie
SERVQUAL uazlvfoiuldains 7 ssiu dnausu
anudAgtannaiasienuinmniwialuiasays
AANAR 38msnaswann using a preassumed list of
criteria to identify priorities for improvement.
wiirezdaladfiinarinmsussifivauninludoeayagala
qmnﬁo urnnsfifedtnpnaananuwifaiiieitas ;
@mnqwu§n1saﬁﬂoi'aan"unﬁmﬁamwmwﬁ /N9
san1adenagnd / nrsusnasivndafia / uaznimings
ADUF
snwasiannzzasuinnsonnanlu

reliability

responsiveness

tangible appearance

collection availability L6
Fudadmnide us TaldutudiRusnisdeiily

oo

o = o = ] 1w o
wseuney ﬂuqm AINTIHUINITA% "] WELWWHEAT
Y

&

snansnedurtpmanuINsuABeaye  aous i
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A197 Solamnesn nsidanldfifgaladenisinadng
5279
2) WEHNNITIRAMAINUINTTEITAUNA

«  msUszgnsild SERVQUAL
o ITIWUATINNNIMENAAT  1990s+ H1ASARAIN
ANINUINTHEIWA1IESI9  ensarsEwnAl
ananladnwanudniulalunisin  SERvQUAL
Eait | LAsEaNTUNTOURIINARANAINUSNS
* SERVQUAL #3 %310 Gap model of services — $am
22 #a MlATndnuwaizrasusnng (Service attributes) 5 N#

reliability 9wHUWSA

responsiveness

assurance

empathy

tangibles  auRUFAYNE
«  neAnlA1 SERVQUAL wmadeuludssays
- Nitecki (1997) USvirinwise 8 13a9 #ild
SERVQUAL #anm71 five dimensions...did not
apply in any of the library settings
- Edwards & Brown (1995) fei1Ad5idANN
dwle technological features of service I.ﬁ'ﬂgu
uazmITuEnnsieasuaznisiinisAnwagly
sanluifsamin
- Nitecki & Hernon (2000) wui1glazay
self sufficiency
self reliance — N1SAIWIANIEY ~ Foidin
ineunidnAny Betnlaiusingluusnisin
(Msfleawinnassifialn Cook & Heath
2001)
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*  AF9USTIUABY Hernon g Altman

* Hermon + Altman + Calvert lA8$19318n13ANANANTS
zasfldBunsouagailaduiniasne wu

WwIN141N151E online catalog
- vafidasmay
- nsfidefigldiaonns (availability) uaz
WOANTINGIAUSNS
- gunsal
- 21A13
- NSWENNSANTHMLYIFALAZENTN
e v 3 Wedunmdn  wisienisezananeus s
asaumganemAgld.. e1emanies asaymans
WHWIEERINHAN 18% ATHATANTD

msﬂawus‘smmnw

ﬁ'ﬂ'id-:nﬁiﬂ‘ﬁaumﬁ (information literacy)

dlfanatnmsyan

=
Alanditdyninmenin
- NENGlARLAY

-]

- Yineaysanaiantdinom @10 list)

d e = o G bl
wadudgauiniseasnn lneld38dmausu
AINATATY (w AU R ussyAINaATY

o i L]
AINFLNAAILAY nialdAURRYTsA ROUNTD
TRIUAUATINANAYATNNTIUT
- YasEymanudaniisnsuintsindauinisnie
o (-3 - J o 1
dssinSmwudseinduauinisniias
a - a v W
wirimusinufiiedssifingman diviasdase
HN1%5314U3N19 (service standards) 13
= = i l:!‘
Ussiingunnusnisladnelu
HaeayRNABINTTEFINUAYIHRUANATNATLS
EHmMENIfTMRANIATEIRLENISEENEY
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LibQUAL
fix Texas A & M ﬁdﬁﬁnﬁﬁ'ﬂﬂﬁn 3 Ak A8 Colleen Cook,

Fred M. Heath &8z Bruce Thompson

Jonuunljuaaaiaalunisiaguaimusnuazing
gaNsU - normative measures applicable across
institutions — [AeU$u SERVQUAL (flaauasrinagasnis
Haesyeide fldianSeufoulunguamamnssausnig
\Aasfiaatiuisn 1999 (LIBQUAL +) 41 $8R2H $aln
3 radant : ATMaAANTIUSNSEge ATINATANTIUSnTS
woUseaed  wazn1siuduannuinig v 41
Fannninlu 3 Af

- affect of service (empathy, assurance,

responsiveness)

- reliability #3a service efficiency

- tangibles
wastinEn 1 AR — resources
INN1INASOU Wudas1iR (wldAwianizann ARx
Timainmare  wazldRsaurgquunumuinisninum)
e 3 medwiR IR awsnsldemtnaBoniw)
gnadauidnit 2 maanuuIniindwananissuy
nfidedadoanssanafdlduasduivRewinnu uas

¢ o &

o v | L)

FumwdiiagindedlafgldifinindrAgdediniu

R wuimMsdwds

ul 2000 Cook & Heath (2001) Anwrinluaremndly

vasayn  Auamuinishaacls  leedunwalanansd

wnAnwy 60 A Iukaeaym 9 uvia

- ldmsdumuaiuuy unstructured Tgldseyde
Wossyafildniew udrdeaauainumAnAmnH
uinmasedmatle Apaudildinangdioy
solUauninlalsmimauazlsan

- 9 nmsANmwal 60 A 30 A faduluaaunu
AIAUANUIEIEWANG ] walRes (@1e 16 A wds
14 A% / ANEFSIR9E 9 A
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SA4ANERTIANSE 5 A% BUBAIERTI9NSE 5 AR
Tudindnw 6 an USans 6 Aw)

nsimeAdayaueny 3 diu
1. Who am | — the user? Nﬂﬁwu
- Aldudazseeu (819138 Udsdnuen dndnwiuTggn
#3) farmderrglinionis glimanioliiacana
Faudnsfiaanndasiussduanadeageadly
- flasnsanmawlauasmsRennwlas (seff  reliance)
gorinlwAangAnTss 2 wuy
n. giEufduindivussaning Waldilvnee
MIAENTEWNA REITINNWIIEARLES W11
gensdulumndaonuiiodndn
winea : laisaen1ssuniw ifwings / ladaenn
i 7 ussarinddraldldnan
1. wussandndfinsleldineezldfsnnranny
damfe uazaseduAndauussansndlvidun
sananefililaldifndremarsanne
- Self-reliance felauwinudmussnavassnman
u3n3 3o lunarasnmnimnuings FerasAnu
ma
2. What is the library?
Affect-of services Wui1 3 fiffidenAdasriy SERVQUAL
- empathy nsldATMAdILMGD nsRAElald
AUAUARZAL

empathy  axwWwsAuszAugly wnAnw g3

o

Faen1sdmauiiianmiranidrlenniige
empathy  SIANARSAY self — reliance — M 185 IZAY
anuaulage nisdansumsanitandila
i RzudnsanAnaAgas
- assurance #ANY lanT @seAnalineda uaz

anasulaunglela
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responsiveness N1TAUINTSIANzaN LANlademEe

anonfeduuReuusazan Amauash uawaniude
ngm3addidwusinning Anaudnay Ssaedne
vt 562 1u dlasEndnfiduneiuseninsussaning
waza1asd

Comprehensive collections

vasayadugudnarmeligyn anansdduinguay
vuAinAnwsan1InSwensiasysal

Ubiguily and ease of access

dlddasnisidnie madhilsmnyuuonasdlaily
WegsuArIRUUELaNIandunwatuRNw wsisands
vindsansswnaiiiasioontslaidnagilne uazluguuuw
Sofimanzan

glitonstaufeRniainnd usilesglugy
dldnnsading gldmantininennsssawnadaninu
Bin madnfegeiayanniaisszasan uaznisis
seninantiuiinauawositu idu dramdnatuRad
azldatu fax melu 1 #2lwg

nandaninns Wndnwidainslsensanls wind
AIRAIAGN

AgauINsAMsENsEIaattn Asladudreuly
1§ Dndefivaniuls watlymAoanalad
YszAndnmdidanagluszuunisia Aegldlaiin
wena1snaw Solmafilaiieadoeninate

Document delivery, books on demand alﬂﬁ'affuﬁ’llm
gl Duwianssuddldduan dasimzas DD Aonay
Wik W fax LHER

Reliability
= w I 2 o d
‘l%U'iUYI?J'rNﬂB\!ﬁG;IGI \Nengofu 3 Gae

Accurate records : NM3ARATUSURR AINGNADIRES
578N19 NANgIWTEN NsISenAw nSIEuEN (dw
wieds laflussruuingl sansdadulaifionds fu
wieoususlasulunie deluusulndasanansd
WnggIow [= lunszrinwosinssunaegdld] Jaym
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wikideme vadyalasninnisla )
guUnselinSasfialdnul Al
AYSEANINEINT - NNTIRTUIANI WA

3. What is it that | want from the library?
. Lo
AmauLTaeits 2 W

H”aaﬂymf!uﬂmuﬁ (Library as Place) ANA1YAY
Kaoawnaluguzanuil — 1an19398 nsdnes - 418
osiaen19vasaym wsznadnideais wnAnwiazlaian
¥ dinsSawnssenladeduldnn vawlfide

Y ] \ 2] o

P

A0WNANEN
= ot

- Disconfirmation  LAANBEISINILAINHAZAINYDY
w ° ] o o a ar
ABIRYRAINTINIATZIMIADW (2% WauTan nakn
PIoFIFMILANAE AN LHERBIANHADINTTA G

- 1 o o o & CIJ ! ﬂl

NY5ANEN Ld% udsnawies ashinasmeaune Auh
Weudeu  wazAnwUsemds  masaawliawinag
WodianiFensnsnisladne

o £ ar ar -

viavayalnaryanwainniygl

- wWisuvpeayamfsuluad Sdpsdumicda Taz
AUNE UENGTTNENA WiknemRANHZUazIeYlald

P o .

- WudnwnniFwAde Cathedral of Learning

- Juaowivieuaey #lfzndelng  uazdanseu
w ar :ld Ay o L
FaERnAnwINRAHFENAINY

* Cook & Heath (2001) LHWEUUUINABIAMATNUZANTATT

[ ¥:] L 1 J
ASEUAGNIA 6 AW Raluwk

[}

affect of service (empathy, responsiveness, &

assurance)

- ubiquity and ease of access (formats, timely
access to resources, and physical location

- self — reliance

- reliability

- comprehensive collections
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- library as place (utilitarian space and symbol of
the inteliect)
6 duitenaldifngmisesely

*  Cook lsiirinanmiasayalnaidnasmits uuudiase
AseTiraeiUEewll - fn self - reliance aan Waswdy
Personal Control (gUv1AH Lincoln, 2002)

* Lincoln laTiaszviwuudaasgmnmusnisaas Cook
dialwaluimidniandu Tned

Bourdieu's idea of habitus RaaBune Library
as place, access, self — reliance

Fiske's formulations of texture and density
AIATIEAIRIRETIN iBadune
access, physical and virtual épace

Foucault's idea of individuation LWaa5uns

self - reliance

rar o
3) LAEENINAU €)

«  masndvgmanuazAHdnIEa00eAnNT anziiunnam
ATHABINITARIgNATUELEIgNATlRaz]599na9AN1S nadn
ﬁaﬂﬁoqnmé‘l’uﬁuéizw.hﬁm'lummﬂﬁ'cﬁmgmmwua:nﬁ
Juuanw

o 9 LIS lalduszifiviiiaduseTa us LIS msznindemain
o [ o ar I o P -1 o [
mtﬂumzﬂwﬂqaaaﬂn'ﬁu.a:ﬁ'umwnmmmiaamwsuﬂqu
AN

ol o as
o LNMTEUT Avianeaz
- Malcolm Baldrige National Quality Award THa 3y
1 = ’ 1 qur o ci d
MHIBITUGINT NUIBIUTT UABIANTTAR ) Ndwas
ar w 'Y LY -7
ATIHATAYIIEBIGNAN 191510301 share best
. o 2 [V 5§ s

practices 1anszAuliniIBIudng Usudsnmaw
Malcolm LiugnAuasnszuwnns lneldinme 7
Usens :
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leadership

strategic planning

customer and market focus (RATa3iAEaRUgNAN
LATAATA AHTNNHEGNAT uazAnaRanala)
measurement, analysis, and knowledge
management

human resources

process management

business resuits

ISO 9000 (8000 — 9003) HIATFIHAMNINEING H 20

SasftasAn1smsufuaielvgnanauladnasdinig

wusnisuasnanfamnidnygn Wwaasgiuiin

gNAILAZNIEUIRNTTAN WM ASINY Malcolm uasdh

flnaumiAgatunInIAIEABINTTEIgNAT LATNTTIR

auAanalazasgnANAuNAMIwIBIBIANNT

American Satisfaction Index 133 1990 lpefinuniinends

a & s oad W v o 3 ar
Haunwk Lﬂ%ﬂﬁ%ﬂﬁ'ﬁ"lﬂﬂﬁmﬂaﬂsﬂﬂﬁ?u‘i?uﬂqﬂ'ﬂHQﬂﬂfl%ﬁs

LazuUSENNTIT 200 urs Taemsd@unualgnAmaneduwA

safitlainnmamuinns whaawizSamnudonals
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i ] & s i - - | ”
nsImluianssuiugweaonsUSulpANAIN 2zuandt “hiidsdla” You

can't improve a process unless you have hard evidence of how you're doing

Hernon Wwaz Altman (1998) 195 11 Ao

how much - how accurate - how reliable
how many - how responsive - how courteous
how economical - how well - how satisfied
how prompt ~  how valuable

nTiRldAITldwwILA e 38iE e iwszlia i sanauAnanTonna s

1 L4 @ d -] 1
AHINABABINITIA — NIIIVIINIDYAINBUTSLHY — %zmﬂﬂmmguuaaam
(7] ad [ &F 1at | - wr
nasdyR 8n135uTINTayatwagivitnisussiwlvd seleminy
nszuamnsUiul gomsegelng

AS2UINNISIA

1.

Anusngasenanelidnam

2. nazumwmaiutayamanzAua0IwATSHLAEANHABINTS

3. neUsslEBARAN IS ERIHINNIINTHIAZ LG

4.

-

o ed & W o
LANIGLAUADHAVNIANIZHN

& [] w o
vungAsjsnsne Iyt oy

nsussiin
- aadoumy i pegunmuinmsludasass
TWanaanadaeiuNIAsgIn 10w 1SO
- 18O URBHIAMTZIRITUUANAINGING TRAMATHUINNS
20 1309 Hasmymluanigawminilufen wsuninarelu
gengu
JAHInEIEEnaIelszNT
- dadilamsiufnaunimessgndn leeslausuly
wad wuinasialyl
- JueguszAndnagseacAnis
- UssnaRuATzesuin Tida
feddty adwarinsruiunsUssdinduissadasdedn
WWTNEN1TY3EAW offers other possibilities for learning,

clarifying priorities and building the case of change.
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2. n‘szummsnﬁui’ﬂgammzﬂaﬁ'uan'mn'rscﬁuazn'rmﬁ'aen'ﬁ

TufasussfiwRasidifaen Suannisusziiudie 9 tathw

c‘ L - ar - i s 1 L7
wianieg - fufvRenulinnanarewisefidudan idw RGLE
SwnguwURsLRalRUIn1siNTsEnIanniwinaslsh axlseas

ot v d ar w d ] &
USuuye - azmgainiiasusululd aandaclaisamii

o= a &
wnwNzUsELHwNITLUU

Bell & Zemke WWanN 2 Y32N13

Your measurement should measure customer quaiity...& your

measurements should measure what's important and not

just what’s handy.

. o Qs as o a

customer quality Liegn#asdunisindeusnisuaziigni

C‘ L &Tr
pfiglaidn Geazdialumsadoanuianalalvigls
g manenizesstAnig Uiudgeuinms uazdae
IRAWAY

o N . o [ a =
Az technical quality \iendasdunalnuaznszuanns
2 o s 1 a o a
paaduluadregniaaialvmulainuinisfivszdndnw
uazUszAndua n5m technical quality $913l internal

indicators of service performance

wuuTs SERVQUAL 1HRRIMsLANA19981iINg perceptions of

what a service should deliver AU how well that service meets

idealized expectations.

= ' -]

- & o o a
Juiaiaeflafianasousuldluwudunudnissne g uaszi
M luldludosayenatsurs wifidelaifdfoasudain

wmanzfingldiaguninuinislalaaige
uiadafiadl 22 fannu ava 2 AR IWgRaudnausy
ﬂ%‘sﬁuiﬂ how important each is for excellent
service (= expectation)

1+ rank extent to which the particular

»
e
=n
N

institution has each feature

(=perception)
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e wnideilduuuianlauden
- $uTwsaeinn expectation waz perception n3a
perception Uszn1aiieadnisnadurenmatwuinii
wusiFenls Tagladndudasindasine
o mendsdnisuiudyeuuda laelvgnaus w3 uSun/ 3
ROANY (Parasuraman, Zeithaml, and Berry 1994)
- minimum service expectation
- desire service expectation

- perception of service performance

Ineladamanuifiornn uazldmaunse 2 Anua1anS

zone of tolerance

minimum expectation desired expectation
1 2 3 4 5 6 7 8 9

zone of tolerance “represents the range of service performance

a customer would consider satisfactory”

o flgmiAs gRausnfiazsuwnANLRNASEAIY
minimum expectation L& desired expectation
uazgmauez1WAz U minimum expectation 6n71 UAZASWWI
desired expectation geninfausnuszifin seiudegnilawiy
nafiutayadaadasit drlvBarsuenaindu
.+ wnuzitdonnasaliine:1d sERvQUAL gala Snvaviniannis
s19 ffaARRAUINTT 6 ARflauasziamzgRaNNITH
uims dmandfussadesnmdainlulftuusniseney
anvvzsvaaniy
Fonuan 5 ARTIUTUMES 3 AR
- tangibles
- reliability
- responsiveness + assurance + empathy
o mauanauaznsusuanfifvinlvusloniseandafiofes
wluFsudisuingasinnssauinig anay
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* wuyin SERVPERF Waiw1lne Cronin & Taylor (1992) (Tu
Lﬂ‘%mﬂai'mqmmwu%mi I innssunanwiesswse)
T8¥nAau 22 48 inflewiu SERVQUAL a3asadilsl
uninaneluiasdya sinddedieuld SERvQUAL Faidin

generic instrument Uszgnsildluuinissneg 18

*  uUudh LibQUAL msinRanmu3nisanuwimiamitiegsening
nsAnwIzasnIdeuaz U URIRa1SAwNA

- Goust 1994+ ARL LN PER PR IRIGR
INLE R

- 1999 ARL §1929719: 838 mnamuazuinng
vinsaymatnals uaziiannufionaleanedlduss
aaawudnIndn 2 Tu 8 dw Afudrdrdrgans
fnsanddaauauws i ARL dauszyugiiussaunnsal
2 st vioezldidlenameilagt + best practices

- NAN9 1999  FoFuszywil Texas A & M uazifin
\A30efla LbQUAL+ Bedmutassnn SERVQVAL

- Oct 2000 ARL 1sidmIsz98 Symposium on
Measuring Service Quality Lanﬂﬁﬂizquﬁmmaﬂ‘lu
Library Trends v.49 U 2001
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3. asUsafiwtuiimadoudinnainisiiasuuy

o Uszladzanisussiinegnsanisnieung - unnwnisuiudge
wzaziindasaymitezls uasuimansmialanseiuany
AIANIS

o lamsluanumAzasAzULUAILAY WHRLARITUBNTA
us graanzasudnis wazdeinanaAuniTlunslfulye
usng

o Trednuas AunmuinmaminziesinfeisiBqmunin s

Perceptions are individual, subjective, and not
generalizable occurrences that reflect what
service quality is and thus cannot be
quantitatively counted.
} 9 o 1 ™ e o9 &,
o WANTIR 1w e guamuinsGedlanliussg JOw
ARATRANAT MM TIRIRAUANNEAGRaNTTUTUUS
e uAn1sTRAMNAAIBLAIAZLLUGS (du iRSasRanfunad

v

o oY U i = Jd L
HasnIn13d) AlAMNIBRHITUINNGTHA TﬂaLawﬂzmammw

o o 5 W e T a ar
A5uiEn drinlAA faymdnitaziiuimagalanisuivig

s 2w scores should be organized and shared but not detract
from the learning and understanding that should occur in an

assessment process.

4. sﬁanﬁﬁtﬁui’agaﬁmmsau
Sheila Kessler fafiuaziadninaasifiiudoya 14 33
“  Desired quality expectations — AN WERTRIUTEHIA
- aim to capture what customers consider as basic to the
service received wazazlsfiazvilwndusnlduinnsin
- szyuSudeAnun
- msdeAnHRanals
- IENRANTYINNIW
- m3dsIe agAudnns
¢ Excited quality - RMATWLAWATA
. aim to induce customer satisfaction lHldefiANANTs
waidudefivinlwdl#sas 16Te” wiavsznaala
- $87a$79 high-touch personal relationship
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- feedback 210 advisory groups — ﬂ‘éju@’lﬁ'@'ﬁmﬁad Plw
FrunztinBedn  FRemcldanuAndeniuniansy
U515 WIRNTIHATTAITH

*  Complaint systems

- Sudygnofaudiminidd i dulumaanaeiands

. Faarsreit SwawAuuiladu Tdasveuszaunanala
fewalafignaias dla7undt 4% wsilawaloanniie 25%

- szuvldinlwndesmiadu  desldine  wazdinnsialy
UiugeldiSafige + giiosaw + adnodeandn sxdaeld
FmNw"ewahua:nw%’ui’ammwgq%

¢ N5ENTIARNMENINETE — LIS ANWIHI %

- Winmuimsmuaengdld  guwnlin uaziyafiens
UTudge

- |.nmﬁqmmwu‘%mimmmmmaamﬂs:mu‘tuﬁ'm'm
Wantwarndonalatieadunindade  quitEem
HasWSUSNS RedwreAnazan LAsssflanisioas
ilanmesssawnailasy uazansfionalalaesan

L a ot L7 ] -}

- Fasim . diwmasnnisdrsisanatienalaly
Yiuugeuinag avarlaiinliRmamuinimiud
a &
LN

- vasaymlufininensnafiesildawynegne  azkums
drmeglimsaialildtonafidedaduiviniads
drAyAIUiuly  uasldfoyaiiieviununnsuiudye
fnannadaeiugly

- mMsdT o gaufuien enaldianadadie e
angavazlsifieiuuinis... Auilfasuaunzeslstie
8191 899mAY excited quality

- psdNmwdRwnsey  WenuniNANARAEIAY
gwian Anwfowals waslignandamsld wieldida
nagauANAAAgURIANIIHUSNTS
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