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SERVQUAL



Librariesarefor use. Measurement and management of customer satisfaction
with library services have been issues of concern for librarians and academicsin the
field for some time. Historically, the quality of an academic library has been
described in terms of its collection and counts of its use. This traditiona
orientation no longer offers attainable goals for addressing successfully the campus
community’s demands for information. Identifying new approach to demonstrate
accountability, to conceive of quality, and to monitor its attainment are current

challenges for academic libraries.

The purpose of this study is to explore the applicability of the SERVQUAL
instrument to academic libraries— a topic widely discussed in the marketing
literature, to introduce the Gaps approach to service quality, and to identify
approaches to closing the gaps in terms of organizational communication. The

user gap will be explained and measured in terms of perception and expectation,



and the other gaps within the libraries will also be described and their causes and
cures will be addressed. Finally, this study will also suggest implications of the
study’s findings on the improvement of service quality and management of

organi zational communication.

Keywords Service Quality, Organizational Communication, Service Performance,
Academic Libraries
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