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Abstract

Electronic resources collections and services occupy an important position
in current university libraries, a large number of teachers and graduate students
use them widely. Although electronic resources are popular with users, they
also bring a lot of complex issues. Therefore, it is necessary to use point of
views of users to conduct service quality evaluation for electronic resources in
university libraries. It can help library managers to develop electronic resources
services more in line with user expectations in the future. This research has
four purposes: (1) to investigate the cognitive, the importance and current use
of library electronic resources services for teachers and graduate students ; (2)
to explore implications and availability of electronic resources service quality
evaluation; (3) to construct indicators and measurement tools of electronic
resources service quality evaluation; (4) to implement electronic resources
service quality evaluation to improve service quality, then providing the better
electronic resources services.

This paper had formed focus groups to construct electronic resources
service quality evaluation structure which is including three dimensions and 28
indicators. Interview results also use as a basis for the development of
questionnaires. In order to ensure the feasibility of indicators, questionnaires
have been collected from teachers and graduate students of National Chengchi
University, and obtained the following conclusions: (1) Internet usage will
influence the use frequency of library electronic resources; (2) the usage of
Chinese databases significantly higher than the Western languages databases;
(3) the main purpose of the library users to use databases are “academic
research” and “learning”; (4) “E-Resource Gateway” and “Discovery Services
System” are main channels of users to find the library electronic resources; (5)
“Basic Search” and “Advanced Search” are main retrieval methods of library
databases of users; (6) users prefer print out electronic journals or e-books to
read; (7) users affirm Library electronic resources are good for the value of
“complete proposal and thesis”, “finish homework and report”, and “enhance
effectiveness of academic research”; (8) users who did not participate in
promotional activities of library databases up to 60%; (9) users consider the
most important electronic resources services are full text and authority of
electronic resources; (10) users consider the most satisfying electronic resource
services is authority of electronic resources; (11) users consider the least
important electronic resources services are response speed of online consulting
services of librarians and grasping of user requirements of electronic resources
of librarians; (12 ) users consider provide full-text of electronic resources and
the usability to get the full-text in electronic resource websites are electronic
resources services that most need to improve; (13) overall satisfaction has yet
to improve, National Chengchi University Library should focus on providing
electronic resources collections.

According to the research results, this paper also proposed several
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suggestions: (1) the library should understand the needs of teachers and
graduate students, and enrich the quantity and quality of electronic resources
collections; (2) the library should place a clear icon or link in electronic
resource websites, to provide complete descriptions of databases; (3) the library
and database vendors should conduct user satisfaction surveys regularly; (4) the
library should provide teachers with related databases lists and databases
workshops messages, and offer basic search courses of electronic resources
during summer vacation for freshmen in master’s program.

Keywords: University Libraries, Electronic Resources Services, Service
Quality Evaluation
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“ﬁm*%?jm@u&ﬂhﬁﬂw%?ﬂﬁ%’é§¥*§ﬁ?ﬁ‘”
T2 ARG > 22 R R BEZRDTARS P FEFR - ()
JRI%:F: S5 (Affect of Service) : L & K pt A B = & \Fﬁizz»w%fr S A
AL RO R a4 G G Mo IR E MR S PR R (e
T~ 3R 5 2007)

g]d—@;p;zg»w%ﬁ‘;f_ —)ﬁ ] f/\g]d'é?, SFFEZ LR W5 7 5. 7% B
AR A N e TR ® 5 L AL g

17


https://www.google.com.tw/url?sa=t&rct=j&q=&esrc=s&source=web&cd=14&cad=rja&ved=0CEQQFjADOAo&url=http%3A%2F%2Fwww.scranton.edu%2Facademics%2Fwml%2Fabout%2Fassessment%2FLibQual12%2Findex.shtml&ei=bEyCUpD5Kc_slAXYz4CgDg&usg=AFQjCNHkoC0F9T6W9sDhd8UN6YKgK1PbCA&bvm=bv.56146854,d.dGI�
https://www.google.com.tw/url?sa=t&rct=j&q=&esrc=s&source=web&cd=14&cad=rja&ved=0CEQQFjADOAo&url=http%3A%2F%2Fwww.scranton.edu%2Facademics%2Fwml%2Fabout%2Fassessment%2FLibQual12%2Findex.shtml&ei=bEyCUpD5Kc_slAXYz4CgDg&usg=AFQjCNHkoC0F9T6W9sDhd8UN6YKgK1PbCA&bvm=bv.56146854,d.dGI�

o B E AT TR =R 2 P hALS 0 BETRIE IR 07
A LI BRI et o

# 2-3 LIbQUAL+R 2 4 PR ix & 7 £ 4
o BRI 4

B Z 47 @ (Library as Place)

lFEEZFEORBLAESH TR

2.473F P R 51 A IR B

SkcFERE L B R Y DR T B

ABWE Y Sy Dk

5&%§%~§”*Pim%@%%
7 2 41 (Information Control)

6.5 A 2 [T F I AR R LT R

TR KRG R LG R

R ?‘;‘)ﬁxﬁ‘é A i%’ T\

10']%]% %“ﬁ‘&"-ﬂbfz F%’*Ff g ;}-} Z RT3
LA 30 i B3 2 R TIE & hF
12,53 % %o d s X jp = BB v

13.2F FRT A FY Ay 35

PRI **K(Affect of Service)
144 F Rk WS il 1 (20
15.4: 8 “zﬁﬁ”f“ Rk sl
16,45 i 5% 4 2% 3f
174 R b ed2ld FIRRF Y BFEE
18450 47 3 % B u e iL
L& W ahaai e il f R AR
204 i RFE AR R APPRGR i R
2LAER B N fl
2240 0 R F hF R
7ok kR - “Scaling Users” Perceptions of Library Service Quality Using Item
Response Theory: A LibQUAL+™ Study, ” by Y. Wei, B. Thompson, and C. C.
Cook, 2005, Libraries and the Academy, 5(1), p. 93-104.

B3 AR AR BT

WL R (1906) 5 1 1 RS BN R 4 0 4 B W IR
B2 }QH.EPQIr’:tLéJ_ﬂg‘?\a}aﬂgxgﬁkg‘quiag‘guﬁa
Frowmic F BEAF 3R FEAF A FI 0
FoORBRLTIFTHEG M PZB = |“§—"th e e s KR
i ‘ﬁk_ﬁ-]w}\;;é‘rﬂ]w}\/g—_i\Ipwr}\*‘*i,]i‘ 1}3;‘ 25415 L 17

18


http://www.eric.ed.gov/ERICWebPortal/search/simpleSearch.jsp?_pageLabel=ERICSearchResult&_urlType=action&newSearch=true&ERICExtSearch_SearchType_0=au&ERICExtSearch_SearchValue_0=%22Wei+Youhua%22�
http://www.eric.ed.gov/ERICWebPortal/search/simpleSearch.jsp?_pageLabel=ERICSearchResult&_urlType=action&newSearch=true&ERICExtSearch_SearchType_0=au&ERICExtSearch_SearchValue_0=%22Thompson+Bruce%22�
http://www.eric.ed.gov/ERICWebPortal/search/simpleSearch.jsp?_pageLabel=ERICSearchResult&_urlType=action&newSearch=true&ERICExtSearch_SearchType_0=au&ERICExtSearch_SearchValue_0=%22Cook+C.+Colleen%22�

LEERY S IR LA S AL £ & aal  E R I R ) R
Fe gt hiEt s gk s i ’]/T"L AR A A |
39— 'I%FRZ%‘F“F‘?I—?J%?? 56 I?—;JLFI*/E;" ’ %‘ﬁbfﬁ‘é’wva EMRBEERNE oY
BEET O ERI AL AT ARBE TR THFLEA] T
FOEARI S TRERA T S TERATE TR B A F R T
ﬁqx@%ﬁ&ﬁﬁﬁﬂ*r%%$ﬁﬁy‘hméj‘ RS F RS T

B pRAE T E R e

4%%Qm®%§%?*@4%MAF”“W$Mf€tﬁ£{Mﬁ@
BT L AR R DEY TR RAITREFFRLANS
BB RFL WA iR RERMF R 124 ¢ gARRT Y
B D BEERERBOE R AR - B2 Kk SRR S LR
BRAEAFFEHITE TN AR T A2 i LR - RIFTA ~ )
RS SRR B JTARR R R ERE L%*%ﬁﬁﬁﬁ%
TEREBERIMAREEARE ) VxR 1l mPRG R R wi
HIRIF B P TeiE s RETHE 2T 2 \#&%i—éﬁ% ~p B E AR
% F Aok o AR TPRIFE R ~ @%%ﬁ B %%aop;ﬁ%@f,
A G 0 F 12 e AR RS 2 ’%%Nﬁﬁé’ﬁ”“ﬁ&ﬁ%
P EREFEA RS BRD > EFARE ?E”f’l?i%iﬁa& o BT AALA G 0

3

jﬁ"]%’ Pend ficd 50 EES ’é;‘x?" ’—?i:téﬁ'\ﬂ”ﬁm‘%@% 'ypé‘ 5]

TAHLIREE D hE R BT I2EE< 05 3 ﬂ;&?.« "BZ RELEPH

H% Fegﬁm}a;zjz-,@)iJ B2 IRI: > F CARGPRIZE P & F 5

Tia RS %FL%&;I‘}' PR E S SR IR D ek R T

B G 5”J’ﬁﬂ’”rﬁﬁ%ﬁﬁJﬁﬁ&iﬁﬁ’r%ﬁmWﬁ@

&J Xz %= z R E_ r%ﬁ g élr—f‘—"‘,va N Fé ﬂﬁxn /%,&mFRjZ'IEB
o

7‘% ZREKX —,ﬁ:fké\ I—;JLH-}% f“J’ ’J‘lbﬂ;r%‘;‘;%’Ja [ 61%“”‘:?’41
e T BHETREAT S 257 8*””%%?‘“*’““@”%’«%&
BRAZTHRE A rD BEMRAE, 565 82.78 »

R4z T 2155 3 & (2007) 4% * ?)Elclﬂ,b,z SRR AR R
FHEIECE O HFAREN “%‘j‘@ééﬁﬁ%mzi‘wﬁﬁhl‘% AL R S
SEmERTESRAENL A EREE WL AER

PI=Ho 2 A0 dpih > EA L 2P A E R S DB FHE A F P30 R
ﬁi’Fé&Eﬁ@Eﬁ*@5yﬁﬂghh@*%omﬁié%m%@
A= gm%%%ﬂ"?Pizi‘wﬁ?ﬁliiﬁﬁ%Qﬁﬁ@ » VR %‘_’Eg]d— E.ﬂ}»ﬁx'ﬁ:‘ﬁ

ﬁﬁfﬁmﬁ%?ﬁ%?r%ﬁinﬂﬁﬁmﬁW%J{wﬁuqu
r@é%%%ﬁﬁﬁi@ﬁﬁw* TR R R
SRS T B m%r?m— B TR TRV RS AL 3BT
M EAR T Je AR e s TR E T TR f s AR g R
ré?:ﬁy”% %"fﬁ‘%'lfﬁf’sgﬁ \réizi’??ﬂfﬂﬁpmb ST B 8

By ﬂfr'gjwmﬁfﬁ H”“’%ﬂ%ﬁ“ /}Ek‘iﬂ’]‘g‘—w R ETE 36

19



FREP < EEEERBET R

LA EFL 4200 EF B ERBETR YRS D AR
SERCORIER A o 00T R K H IR T R LR 0 BB B
wLm@ﬂw+ga#§§i&<wa4%%§fﬁzqumfk%ﬁmﬁ,

@ 22@%\15‘&%@*_{1‘5\‘ ZREXE~BFPFE - LT w
ﬁ5%8ﬁ¢ﬁ& ﬁ%ﬁ”*%’£W§iﬁ¢ I N e
oo e BR X TIEE L 6.73 ’F'"U_T‘F'&mﬁ'““}fg li”lﬁﬁxrﬁ(689)
7R 2 (6.89) :;e?ﬁwsq,Ljﬁﬁfwégcﬁw £2 4500 dis

HHRTEE) e FHMEIER S 13 29 ngi s R F (1.33)

=R R(029) Hx Ay F'&(128) INARRBEER(BPE TEE '?
HREXTHEE) G FWMEER S 117 2P uaaf SR s F(111)
iﬁiﬁﬂw)ﬂa{j@ﬂB)%ﬁﬁmﬁ FHENFR S ZE

R w2 FERX P he b3 F ’lﬁéﬁ&iﬁﬁﬂz(%&%%\‘ﬁ%l )
2009)

IHERE R —*—(2012),; 2P B R L ‘/m_%g‘a
FEER 2 RELFT 0 E%@Wﬁ HEERFERAKFREET P
51 %k;i"‘r*m“rm}_ﬂ B4 5 L% 8 %4 LIbQUAL+E 4 12 2
5“’%“@*'@?’#%@1@ A RER R IR RN Fnd g
IR R TR WS R WE T R T H R e i
&iZQﬁ%ﬂ*ﬂ”Wﬁ&Fﬁﬁiﬁmﬁ&ﬁvﬁpi%@ﬁLBS@
3

RS F LR ER e b TRF e TRE ) 0% T e
;m@?ﬁ P»ﬂ%@ﬁ@%ﬁmﬁ&@ﬁéa5u1;grﬁgﬁ%
LECRE L "RAFFTROEEE B | > BRI R IR
%?b§35”iiér@%%Wﬁqﬁm’%ﬁr?ﬂ%?%%ﬁﬁﬁ
TR R REROT A TR ERETNF  BARAIRE X IR
ﬁ&?ﬁé&SHJ:@rﬁéﬁﬁ*%?*ﬁ%Jﬁﬁ’%‘rﬁ*%
I g5 =ik ﬁé&#ﬁ%@"—r R HPRGR 0 35 oo A ;? §
ARRAGRBEFTIIBE A5 S T E L H R %FRjZ»J\ Y,
B} OLAFRE o

SFHL ST R LibQUAL+l§]4€EFR§Z~§-’r%‘rE‘ Lt A FEFE A
PRAR S BT T P AT B R R PE-Bi‘ELi”-‘ LiIbQUAL+E % 2 5
ﬁf*’ﬁﬁimﬂiﬂﬂgxﬂ [RREEL %Hﬂﬁfﬂ%—mff Fw g e~ H

g BRIE NS G TR e f\?{ - B ﬁwgrii;\;;:%,
E] fﬁ”b Bt R H i‘hw'a‘afumﬁﬁiﬁw’?#ﬂﬁiﬁ 2 W‘?”ﬁ P EMRPET
X PR IIBR?T S E,Oﬁxl”*«—jk—ilfi’ﬁxr'g TR PRS- 4
BAPBRIABRELIR?2FT S5 7 RER ALY dt & & IR E
ﬂaéiwﬁﬂi&ﬁJWﬂ”*%Qﬁﬁﬁﬁé4$%ﬁﬁﬁ¢ﬁgg
L5029 ey 4 s e npEE

20



T~ R FRIRAR ST EA MY

LibQUAL+RI % 4R s 58328 1 & E 4405 - § W 3 438
ST L AR N A T G A BT RER R 0 F L
R p R R LA e B AR AR S o AP ERRT 0 i A2
DigiQUAL #ic =l 2 453 o

¥ FE 745 A £ ¢ (National Science Foundation > gif~ NSF):4 +#
T o 2 R 7 Bl 455 ¢ (Association of Research Libraries > i # ARL)**
2003 £ = i B IRIFSFFE 0 T E AR RSP E KR E A
(National Science Digital Library > & # NSDL): DigiQUAL(Digital Library
Quality) - DigiQUAL 2 LIibQUAL 5 A # #F Ea Xk » H=Fi R AadF g
Py ¥k ? o DIgiQUAL i & 8525 B3 R IRINS T » T £ 85
& '%"‘i"fj‘ﬂil:PRj&mﬁP oA R "’z TR B LR PRIET S Uk
BoFR e g () Fah P aaﬁ”xl‘” R SISy g
P 5 (2re NSDLehp 7 B2 id * FR < BR W Y Eh1 L5 (Q)ae
B BEE7 bF B BIRGE (4) 587 R T FET R ER
B HE o AR HRB D RO E T (RFF 0 2006)

DigiQUAL #ic > B & 4BPRAx S =8 4 - g s it & i e
FEEPM S 5B G 180 BRI AL TN PRI IR R EDE
LR DO b s TRV ALROE AT RE RN LTS
CPRFH180 B G R FEB RO A DA P E D AN F LR
B~ 5 R AL A - B % K F AR 3E(ARL, 2013b) -

B

R GE S G ik PRER T TR K Mgy BB 3 42(Digital Library

for Earth System Education, DLESE) 2 2 8 ¥ &2+ xF ch 5 MK F
J7 (Multimedia Educational Resources for Learning and Online Teaching,
MERLOT):i¢ * & & gL 45 & NEc B AETRB OHY o 4ol 2-1 47
oo RIS Y PRI AERRS A BLE RIS > T TR
SR USSR NEE S LR B RS SIES L SRR
f,] *—‘ﬁ g o ﬁa&f;ﬂ |2 BB AR A BT H  ZAFET LITE

SFEE M- BALE PR R X PRFE A 2 fuenFd o T
JLJ@% B RBAE T RPN F(FR)EAAF(R T F)2 F e b
BIBTEE > I GAARPIR SR E S a;ﬁﬁ?ﬁo it * e
BTN FEAE G > F B I - k5 i,ﬁéﬁ‘%‘ |k £ IPF ig&km%&
B % \?i,lvjt\gfgffw;%;‘gﬁ]v}\%é]ﬁgjgé% APl B a4
EEARM o I RER Y ‘ﬁPRz)# 2 u#,a?l N i #B e
E RSB TR IR gmﬁ 5% B (Kyrillidou, Cook & Lincoln,
2009) -

21


http://www.google.com.tw/url?sa=t&rct=j&q=%E7%BE%8E%E5%9C%8B%E5%9C%8B%E5%AE%B6%E7%A7%91%E5%AD%B8%E5%9F%BA%E9%87%91%E6%9C%83+NSF&source=web&cd=3&cad=rja&ved=0CEAQFjAC&url=http%3A%2F%2Fterms.naer.edu.tw%2Fdetail%2F58392%2F&ei=zdhzUZneK86FkwXihICADA&usg=AFQjCNHTRHqBHHKkl8fUTgQ4PIVFzbBpfg&bvm=bv.45512109,d.dGI�
http://www.google.com.tw/url?sa=t&rct=j&q=%E7%BE%8E%E5%9C%8B%E7%A0%94%E7%A9%B6%E5%9C%96%E6%9B%B8%E9%A4%A8+ARL&source=web&cd=1&cad=rja&ved=0CDAQFjAA&url=http%3A%2F%2Fterms.naer.edu.tw%2Fdetail%2F1678824%2F&ei=DtpzUZmvM4eIkwXY3IHICA&usg=AFQjCNFjkjHRLABBJF1mUonFVKWs3gXQpg&bvm=bv.45512109,d.dGI�
https://www.google.com.tw/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&cad=rja&ved=0CC0QFjAA&url=http%3A%2F%2Fwww.dlese.org%2F&ei=559wUsblBI-HkgWAx4HQBg&usg=AFQjCNEpNaLULU_nnnysr-pL_fMnSiB-lw&sig2=7PNNlycbJ8wKZn3z6d_0Xw&bvm=bv.55617003,d.dGI�
https://www.google.com.tw/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&cad=rja&ved=0CC0QFjAA&url=http%3A%2F%2Fwww.dlese.org%2F&ei=559wUsblBI-HkgWAx4HQBg&usg=AFQjCNEpNaLULU_nnnysr-pL_fMnSiB-lw&sig2=7PNNlycbJ8wKZn3z6d_0Xw&bvm=bv.55617003,d.dGI�

HHi 8, AMEE -

WhhaR M By b A 25
: R4
E L 1 ﬁiﬁij% BEERBTH
A N .
T #5314
Wfs/ kb | azaz
REm&ER - Wz
FEEE < e e 2
B8 ik FHAM/ AR
4 8. J

Bl 2-1 #ci= B2 4% 8 55" B
7ok kR - “Digital library Service Quality: What Does It Look Like?”, by
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