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In this thesis, the researcher investigates (1) the expectations of
selected library personnel in public tertiary institutions regarding the quality
of library automation vendor services. Additionally, the researcher inquires
into (2) the levels of satisfaction evinced by these library personnel and the
quality of actual service received from library automation vendor services.
Finally, the researcher measures (3) levels of service quality of library
automation vendor services through applying the service quality
(SERVQUAL) instrument of measurement. The sample population consisted

of 106 personnel whose work concerned management and operations at 24
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public tertiary libraries. The instrument of research was a questionnaire
pertaining to service quality evaluation in five aspects: tangibility; reliability;
responsiveness; assurance; and empathy. Using techniques of descriptive
statistics, the researcher analyzed the data obtained in terms of percentage,
mean and standard deviation.

Findings are as follows:

The expectations of the library personnel in public tertiary institutions
under examination in respect to the quality of library automation vendor
services in an overall picture were at a high level. The aspect evinced at the
highest level of expectation was responsiveness. In respect to itemized
expectations, at the highest level was the provision of services or maintenance
of automated library systems by means of an on-line system.

The levels of satisfaction of the library personnel under study and the
quality of the services actually received from library automation vendors in an
overall picture was at a moderate level. The highest level of satisfaction was
exhibited in regard to the aspect of responsiveness. The item evincing the
highest level of satisfaction was the provision of services or maintenance of
automated library systems by means of an on-line system.

When measuring the quality of library automation vendor services
according to the SERVQUAL measurement instrument in each aspect, it was
found that the library personnel under study were not satisfied with the quality

of library automation vendor services in every aspect. For all items, it was

(7)
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found that the library personnel under study were dissatisfied with the quality

of library automation vendor services in every aspect.
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