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ABSTRACT

A library is an organization that provides its services and facilities to the community to gain knowledge
and eases the users to get the information needed according to their needs. UiTM libraries, belonging
to the largest public university in Malaysia, have a tremendous challenge in ensuring that they serve
the right resources to their users at the right time and fulfil their users’ satisfaction that relies upon the
quality of services provided by them. Hence, the objective of this study is to assess the perceived service
quality of PTAR UiTM Puncak Perdana services and facilities on users’ satisfaction. A total of 397
students of UiTM Puncak Perdana Campus, who use the library services, were randomly selected to
participate in a survey using the SERVQUAL questionnaire which was distributed and collected
personally by the researchers. A correlational analysis between SER VQUAL dimensions and users’
satisfaction was conducted using the IBM-SPSS AMOS version 24.0. This study revealed that there is
a moderate positive relationship between all service quality dimensions and user satisfaction. It was
concluded that service quality had a significant and positive impact on students’ satisfaction. Research
has proven that student satisfaction is a good indicator of a university’s strengths and weaknesses, and
higher learning institutions place a high priority on students’ satisfaction. Therefore, it is pertinent for
the university to keep track of its library’s service quality from the users’ perspective regularly and
ensure a high-quality service and facilities are available to fulfil its users’ satisfaction. More elaborated
research on other related perspectives of users’ satisfaction With the library’s services and facilities
may be conducted in the future to ensure that the libraries stay in demand and relevant despite the fast-
revolving information technology.
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INTRODUCTION

Libraries are evolving beyond their basic function of reading or borrowing books to become user-
centered libraries through complex acts of cultural and recreational utilisation in public libraries such
as viewing exhibitions, watching movies and performances, attending cultural lectures, and having new
experiences (Noh, 2022). Academic libraries are in a unique position to provide scientific information
to the university community, as well as to be at the forefront of ensuring access to precise and relevant
information to assist library users (Dube & Jacobs, 2022). Their study also found that academic libraries'
services were expanded by librarians using more advanced technology tools, such as providing
additional website information, online LibGuide access, and even using Avrtificial Intelligence tools
such as bots to assist and cater to library users' needs. For example, some libraries use cutting-edge
technology as part of their library services for patron use, whereas others do not use any technology at
all due to budgetary constraints. This demonstrates that each library has its method of attracting patrons
or users to increase the number of patrons who come to the library and use it as a knowledge centre.

User satisfaction relies upon the quality of services provided by the libraries. According to Chen et al.
(2022), the quality of services provided to library users (primarily students and researchers) is another
important factor influencing library performance. Therefore, the quality of the development of
university libraries is intrinsically tied to the sustainable and steady development of higher education
as a whole. In a library, service quality is defined as providing users with accurate and reliable
information as soon as possible. Its assurance can be met by maintaining quality in all areas of library
activity such as acquisition, classification, cataloguing, issue, return, renewal, and so on (Sajna &
Mohamed Haneefa, 2018). It was also stated that the service quality of libraries is measured by
determining whether the information and services provided by the libraries meet the needs and
expectations of the users.

A library is one of the most common public facilities we encounter, and almost every educational
institution or school has one (Nugraha et al., 2020). For this study, the researchers focused on an
academic library, which is Perpustakaan Tun Abdul Razak (PTAR) in UiTM Puncak Perdana Campus.
Like any other academic library worldwide, PTAR library is faced with the challenge of ensuring that
quality services are provided to different user groups. In a bid to evaluate library services, the
researchers believed that effective evaluation of service quality is ensuring that the perspective of the
users is considered. According to Sajna and Mohamed Haneefa (2018), evaluation of the library's
performance based on the quality of the assessment helps to evaluate and enhance library performance.
The researchers strongly believe that the customer, as the most important factor in service, quality
should be advocated. Hence, the objective of this study is to assess the perceived service quality of
PTAR services and facilities to users’ satisfaction among UiTM Puncak Perdana students. The
perceived service quality was assessed based on the SERVQUAL Model (Parasuraman et al., 1988).
The study hoped to provide meaningful findings which could further improve the existing services more
systematically, thus providing better services and facilities that could in turn attract more patrons to
PTAR as well as other academic libraries, online and off-line.

LITERATURE REVIEW
SERVQUAL Model

Parasuraman et al. (1988), as shown in Figure 1, simplified the SERVQUAL model with only
five dimensions: tangibility, reliability, responsiveness, assurance, and empathy. Originally, the goal of
SERVQUAL was to measure the gap between what customers expected and what they got across 10
dimensions of service quality: reliability, responsiveness, competence, access, courtesy,
communication, credibility, security, knowing the customer, and tangibles. In another study proposed
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by Cristobal (2018), SERVQUAL is one measurement technique that has been created to gather,
monitor, comprehend, and act upon customer feedback on the calibre of services. Many researchers
agreed that the SERVQUAL model is one of the best ways to measure service quality because it has
many different parts (Shafiq et al., 2019 and Afthanorhan et al., 2019). There have been very few studies
on library quality, but in all of them, the SERVQUAL model has been used to measure user satisfaction
with the library (Farooq et al., 2019). As an outcome measure, the adapted SERVQUAL instrument for
libraries allows librarians to focus attention on service quality. According to Shafiq et al. (2019),
SERVQUAL dimensions are strongly related to customer satisfaction and have a significant impact on
it. The main goal of this model is to find and measure the service quality gaps between what users
expect and what they think about the services they get at different stages of the delivery process (Makoe
& Nsamba, 2019).

Measuring service quality: SERVQUAL

Model
{ Parasuraman, Zeitham! & Berry 1985, 1988)
Refiability
Responsivenoss | '—‘
V=" 1 Service
= - Quality
Empathy ;&
Tangiblos |

Figure 1. SERVQUAL Model (Parasuraman et al., 1988)

Responsiveness as a dimension of SERVQUAL

Responsiveness is defined as the willingness to assist customers and provide prompt service
(Makoe & Nsamba, 2019). With this research framework, responsiveness is an independent variable
that can help figure out how satisfied users are with how willing the librarian is to help them. According
to Guillén Perales et al. (2020), determinants of responsiveness include the desire to serve students and
the readiness to provide effective learning solutions. To give library users the best service possible, the
library's management should try to hire people who are willing to help and serve not only library users
but also library staff. Also, if they want to keep the academic library's dignity, they need to care about
their users' needs and help them. Guillén Perales et al. (2020) agreed that responsiveness is affected by
things like wanting to help students and being ready to give them the right answers about their learning
process. In addition, Farooq et al. (2019) agreed that the librarians' role has grown in helping students
and scholars find information from reliable journals, books, and other online sources.

Technology as a dimension of SERVQUAL

Information Technology (IT) is the process of getting, processing, storing, and sharing
information through computer systems and telecommunication devices. ICT is a longer version of IT
that focuses more on telecommunication, wireless, and audio-visual systems (Shastri & Chudasma,
2022). New immersive technologies are being used and adopted by libraries all over the world to
improve their users' experiences and learning (Roy et al., 2022). Besides, Roy et al. (2022), agreed that
these new technologies are already influencing every industry, including academia (libraries).
Technology is another independent variable that has undergone modification to accommodate the
requirements of the research that has been carried out. In today's world, most people would rather rely
on modern technology to fulfil their requirements. In the context of this study, technological
advancements have been made to support the researcher in identifying the most appropriate services for
the library to provide to fulfil the requirements of its patrons. According to Shastri and Chudasma
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(2022), the study of the use of OPAC, library automation SOUL software, and barcode technology
helped libraries change, and library workers realized that they needed to keep learning to do their jobs
well in the digital age. A case study on the adaption of ICT technologies and the use of the SERVQUAL
instrument to measure service quality has been conducted in nursing homes in Taiwan to gquantify
service quality in the context of information and communication technologies (Ko & Chou, 2020).

Tangibles as a dimension of SERVQUAL

The concept of tangibility refers to the presence of actual, physically present, and operationally
capable facilities and equipment (Farooq et al., 2019). The Tun Abdul Razak (PTAR) library's facilities,
equipment, and services such as learning centres, study spaces and reference desk services that are
currently provided have been investigated to determine the level of satisfaction that the library's patrons
feel they receive from them. According to Makoe and Nsamba (2019), education professionals believe
that adequate and high-quality support services are essential for students' academic success. The
physical facilities or services provided by the library include sufficient learning materials, a clean
computer lab, and printing facilities. The enhancement of services will bring lighter to library patronage,
which will have a beneficial effect on those who use the library (Farooq et al., 2019). In addition, the
library's environment and services have a positive impact on user satisfaction (Brown, 2017).

Empathy as a dimension of SERVQUAL

Another SERVQUAL dimension that has been modified is empathy, which measures the
librarian's ability to be approached by their users. Empathy is defined as the ability to communicate
with sympathy and provide individualized attention in order to make classes more engaging while
developing a receptive attitude that aids in adequate student comprehension and improved participation
(Guillén Perales et al., 2020). Most library users hope that librarians can assist them, particularly when
they can immediately answer users' questions via Live Chat, guide users in searching for reliable
information, and clear out users' late fee payments for their convocation day. According to Farooq et
al. (2019), empathy is a part of the services, and it includes things like building trust, recommending
books, sending targeted and personalized emails, and giving a free account for a personalized e-library.
Based on this independent variable, empathy measures how customers feel about being cared for when
their needs can be met (Farooq et al., 2019).

Reliability as a dimension of SERVQUAL

Reliability determinants indicate the actual capacity to fully meet expectations regarding certain
proposed and delivered services through the content organization, well-defined suggested criteria, and
class preparation (Guillén Perales et al., 2020). For hundreds of years, libraries have been the best places
to learn new skills and understand complicated things. As more resources become available, libraries
have become more important (Farooq et al., 2019). It was further added that the library has made a firm
commitment to meeting the needs of its customers in a timely manner while also demonstrating a
genuine interest in resolving customer issues. Some of these issues are helping users find reliable
information and using reference software for research. Brown (2017) agreed that library use improves
student achievement, and library research consultations improve student learning.

Assurance as a dimension of SERVQUAL

Assurance determinants show what the teachers know, how they act, and how well they can
make their students feel safe and trusting (Guillén Perales et al., 2020). In this study, librarians play an
important role in making their patrons feel at ease and ensuring the validity of the information that is
provided to them. According to Sajna and Mohamed Haneefa (2018), the knowledge and courtesy of
the service provider are evaluated to determine the level of assurance. The role of librarians in helping
students and scholars find information in reputable journals, books, and other online sources has grown
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(Farooq et al., 2019). In addition, Sajna and Mohamed Haneefa (2018) agreed that students are able to
continue their studies in a setting that is conducive to their health and safety thanks to the quality
assurance practices that are implemented in libraries.

User Satisfaction

One way to describe satisfaction is the feeling of enjoying yourself because of something you
have done in your life. According to Evelyn and Lydia (2019), satisfaction is a subjective term that
refers to the extent to which users are pleased with the library's services, the attitudes of the staff, and
the environment provided by the library in meeting their requirements and prerequisites. Users can be
satisfied with library services if they get the right information for their research, get quick answers to
their questions, and are directed to reliable sources. In academic institutions, librarians and library staff
work hard to accommodate patrons' requests (Mawia, 2021). Besides, Machendranath (2021) also
agreed that the users' level of satisfaction with the various information services provided by the library
and the types of information sources. On the other hand, Sharif et al. (2021) stated that user satisfaction
is a predictor of service quality.

Library Service Quality and User Satisfaction among University Students

University students rely heavily on library resources to help them succeed academically. To
create and maintain library services that meet the needs of their patrons in a dynamic information
landscape, it is crucial to conduct regular research into the degree to which patrons' experiences with
library services measure up to their expectations. Because of this, it is expected that a model for
evaluating the quality of academic library services needs to be created and validated (Alam & Mezbah-
ul-1slam, 2020). Twum et al. (2020) and Chandra et al., (2019) stated that all service quality dimensions
have a positive relationship with library user satisfaction. The library services that have been given
included both offline and online facilities, as well as library staff members who are directly involved in
meeting the requirements of library users. Farooq et al. (2019) agreed that service and technology
improvements will increase library usage and have a positive impact on users. Furthermore, staff
behavior has a significant impact on the quality of library services. According to Shahzad (2019), most
users are pleased with the library's resources and services. In addition, library quality assessment aids
in evaluating and improving library performance (Sajna & Mohamed Haneefa, 2018).

However, the authors employed only responsiveness, technology, tangibles, and empathy in
this study and excluded reliability and assurance for various reasons (Figure 2). In the context of this
study, some library patrons have the impression that the services offered by the library do not cater to
their individual requirements or interests. According to Nyakweba et al. (2022), for reliability
dimensions, users may assume that the library's services do not meet their specific needs or interests. If
they do not perceive the value or relevance of the offered services, they may not utilise them to their
full potential. Users' preferences and standards can be very different, and it can be hard for libraries to
meet all their needs. People who use the library may have different ideas about the services, tools, and
technologies they expect from it (Garnar & Tonyan, 2021). In addition, for assurance dimensions,
patrons of libraries usually fail to understand that the institution provides the services they use for free.
The researchers also agreed that library users may not fully value the expertise and courtesy of the
services provided by the library.

122



Muniratul Husna Mohamad Zaki, Hazlin Hasan, Sharifah Norhuda Syed Wahid, Mastura Mohamad
Jurnal Intelek Vol. 18, Issue 2 (Aug) 2023

Technology
Tangibles

Satisfaction

Figure 2: Theoretical Framework (Modified SERVQUAL Model)

METHODOLOGY

A total of 3,636 registered students in UiTM Puncak Perdana Campus (Faculty of Film, Theatre and
Animation (FiTA) = 1900 and Faculty of Information Management (FIM) = 1,736) who use the library
services and facilities in Perpustakaan Tun Abdul Razak (PTAR) was classified as the population of
this study. The researchers need at least 397 samples based on previous study recommendations (Krejcie
& Morgan, 1970).

The instrument used in this study was divided into six sections; Part A consisted of questions on
respondent background, Part B consisted of questions on responsiveness (five items), Part C consisted
of questions on technology (five items), Part D consisted of question on tangibles (five items), Part E
consisted of questions on empathy (five items) and Part F consisted of questions on users’ satisfaction
(five items). This instrument is structured using a five-point Likert scale ranging from 1 (strongly
disagree) to 5 (strongly agree). Items for parts B, C, D and E have been adopted and adapted from the
SERVQUAL questionnaire (Parasuraman et al., 1988). The data was collected personally through the
distribution of questionnaires to UiTM Puncak Perdana Campus students who use the library services
and facilities at PTAR.

A pilot study involving 30 randomly selected respondents was conducted to test the reliability of the
instrument. All items of responsiveness, technology, tangibles, empathy, and user satisfaction were
tested for internal reliability and consistency that should exceed the required level of at least 0.7
(Salkind, 2015). The reliability showed that it has excellent Cronbach’s Alpha values for all subscales
(responsiveness = 0.877, technology = 0.807, tangibles = 0.872, empathy = 0.890 and users’
satisfaction= 0.889), which indicates that all the variables of interest were found to have excellent
reliabilities, internal consistency, discriminatory and convergent validities.

The data was then analysed using IBM-SPSS AMOS version 24 software which included descriptive
analysis and correlational analysis to achieve the research objectives. The correlational analysis has
been used to show some indication of how two or more variables are connected, or more specifically,
what the variables share or have in common, as well as how effectively one or more pieces of
information may be able to anticipate a certain result (Posamentier & Salkind, 2012; Schober, Boer &
Schwarte, 2018).

FINDINGS AND DISCUSSIONS

The sample comprised 397 students aged between 18 to 26 years old from UiTM Puncak Perdana
Campus with 72.8% female respondents and 27.2% male respondents. 326 (82.1%) of the respondents
were from the Faculty of Information Management and the remaining 71 respondents (17.9%) were
from the Faculty of Film, Theatre and Animation. In addition, 304 (76.6%) of them were from
undergraduate degree programs, 55 (13.8%) from postgraduate programs and 38 (9.6%) from diploma
programs. Most of the respondents (43.3%) were second-year students, while 34.3% were third-year
students, 20.9% were from the first year and 1.5% were from others. This study found that the majority
of respondents (137, 34.5%) chose to study in groups as their purpose for using the library, followed by
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86 (21.7%) respondents who chose to use library materials, 67 (16.9%) respondents who chose to study
individually, 43 (10.8%) respondents chose to use computers, 40 (10.1%) respondents chose normal
learning, and 24 (6.0%) respondents chose other purposes.

The assumptions of parametric analysis have been met because all the variables of interest are at least
approximately normally distributed (-1 < skewness < 1) and there is no problem of multicollinearity (r<
0.85) as recommended by Awang (2018). The following Figure 3 shows the correlational analysis
between SERVQUAL dimensions, responsiveness, technology, tangibles and empathy towards the
library users’ satisfaction.

(

32

Figure 3: Correlational Analysis between SERVQUAL Dimensions and Users’ Satisfaction

This study revealed that there is a moderate positive relationship between responsiveness and
satisfaction (r = 0.48), a moderate positive relationship between technology and satisfaction (r = 0.42),
a moderate positive relationship between tangibles and satisfaction (r = 0.52), and a moderate positive
relationship between empathy and satisfaction (r = 0.37). Faroog et al. (2019) mentioned that
technology has a positive effect on determining library users’ satisfaction which is the same scenario
that occurred in this study. The result is also in line with Brown (2017) who found that tangibles have
a positive impact on user satisfaction. In addition, the researchers were also interested in investigating
the relationship between all dimensions of service quality with library user satisfaction as shown in
Figure 4. The result found that there is a strong positive relationship between the two variables (r =
0.63) which is consistent with the previous studies (Twum et al., 2020). The results were also congruent
with those reported by Chandra et al., (2019) and Afthanorhan et al. (2019), who discovered that service
quality had a positive impact on students’ satisfaction and higher learning institutions place a high
priority on students’ satisfaction. Besides, student satisfaction is a good indicator of a university's
strengths and weaknesses (Omar et al.,, 2021). Students often visit libraries with a variety of
informational needs and expectations, therefore, providing high-quality service to fulfil their
satisfaction is very important for the institution.

63

SERVQUAL Satisfaction

Figure 4: Correlational Analysis between SERVQUAL and Users’ Satisfaction
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In another study proposed by Sharif et al., (2021), it was reported that all the dimensions of service
quality based on the SERVQUAL model that consist of reliability, responsiveness, assurance, and
empathy have a significant and positive effect on students’ satisfaction. In the context of library
services, quality of service is viewed as managing user expectations of service, and satisfaction is
viewed as the customer's emotional response to their overall experience with the service provider
(Cristobal, 2018). Hence, according to the findings, the higher education institution has therefore
rendered the services in the best possible way, and students have reciprocated by expressing their degree
of satisfaction. As suggested, library administration should strengthen all the dimensions under the
SERVQUAL model to increase the level of user satisfaction.

CONCLUSION

In conclusion, the study revealed that for conventional library services and facilities to be continuously
relevant in this consistently evolving technological era that sees the adoption of the Internet of things
(loT), artificial intelligence (Al) as well as other similar advanced information-searching apps used by
students, it is suggested that PTAR’s management to keep on identifying its strengths and weaknesses
by conducting periodical surveys and customer service programmes and activities to get feedback and
recommendations directly from the users. The findings are expected to suggest priority areas which
have problems that PTAR needs to address and by identifying service quality gaps which may be arising
from staff assumptions of what users like as well as identifying services offered in a manner that does
not meet users’ needs.

With the growth in the number of students as well as academic programs through UiTM’s mission of
being a globally renowned university (GRU), PTAR will need to align itself to the quality expectations,
for both its services and facilities, and ensure that it provides services that meet the expectations of the
library users to stay relevant. As the study only focused on finding the correlation between SERVQUAL
dimensions and users’ satisfaction, further research could be conducted in the form of a qualitative
research approach whereby in-depth data can be collected using open-ended questionnaires or
interviews to gain a deeper understanding of users’ expectations which is related to their satisfaction in
using the services offered by the library.
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