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INTRODUCTION

There are four (4) research universities in Malaysia namely, Universiti Sains Malaysia (USM),
Universiti Putra Malaysia (UPM), Universiti Malaya (UM) and Universiti Kebangsaan Malaysia
(UKM). As part of the entity of a Research University the academic library should play an utmost
role to achieve the goals in providing and sharing the up-to-date knowledge to the community of the
Research University. An academic library should play the greatest role and performs its task as the
centre of knowledge and parallel its performance with the research university status. With that it can
encourage the researchers in the world wide to come and get the services from the academic
libraries at the RUs.

The performance of an academic library can be measured based on several elements i.e. the
number of books on the shelf, the treatment given by their staff, the library collection is up-to-date,
accurate information that can be shared by their staff, accessibility to internet access, or access to
an online database. Previous researches exposed that the performance and worth of an academic
library in meeting the user’s needs were conventionally measured using several instruments like the
size of collection, budget, expenditure and staff (Nitecki & Franklin, 1999). According to Kasmarini
Baharuddin (2015), the basic idea for the academic library is it should have an organised collection
of books and other materials used to study, journal collections to help in doing a research and a
recreation place in a building that houses such a collection. The main purpose of having a library is
to provide information to its users (Rowley, 1996). Besides that, satisfying users’ needs in academic
libraries has been the primary objective of the libraries and librarians (Norliya, 2009).

PURPOSE/AIM & BACKGROUND

This study is conducted to examine the service quality performance of the academic library at the
four (4) research universities using five (5) dimensions of SERVQUAL such as the library as a place,
its collection, its access to information, reliability and empathy. The purpose of this study is to
examine the relationship between the SERVQUAL dimensions and the performance of academic
library at RUs in Malaysia.

METHODOLOGY

This research was conducted in four (4) Research Universities (UM, UKM, USM & UPM) and using
stratified random sampling, 385 library users of the academic library at the four (4) research
universities in Malaysia were involved in this study. Out of 385 respondents chosen, only 246
completed and returned the questionnaires. The data used in this study are primary data where the
participants answered a series of questions regarding the data needed to describe research libraries
in today’s environment. The SERVQUAL instrument is the questionnaire that was distributed to the
four RUs in Malaysia. It consists of 48 of statements. In addition, a set of demographic questions are
included. Statistical analysis such as descriptive analysis, cross-tabulation and correlation are
applied in the analysis in order to test the hypotheses developed for the research.



FINDINGS/RESULTS

The five SERVQUAL dimensions (as the library as a place, its collection, its access to information,
reliability and empathy) used in this study showed the significant positive relationship with the
performance of academic library and these results are in line with the previous research done by
Collen & Fred (2001), Junaida, Aishah, Mahadir, & Sharunizam (2009), Tammasat (2000) & Asok
Kumar (2007).

CONCLUSION

It is hoped that by highlighting these five (5) dimensions the academic libraries in Malaysia are able
to maintain their performance and retain the users to come and visit the academic library anytime
and every day without any doubt. Besides that, the academic libraries at the RUs also are able to
maintain their performance in giving the best service as the centre of knowledge for the community
of Research Universities. The utmost thing that all academic libraries in Malaysia can learn from this
study is the academic libraries should be encouraged to adapt the five dimensions of SERVQUAL in
their daily services to enhance their performance, to gain loyalty of users and thus increase the
satisfactions of their users.
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