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E-Service Quality of Academic Libraries

Warapan Apisuphachok*

Siriporn Lerdpaisalwong**

Abstract

Service plays a vital role in academic libraries because its purpose is
to facilitate reading, searching for information and doing research by users.
Service includes basic services and specialized services. The form of service
has, however, changed due to the impact of information technology so that
electronic service is now employed in order to help users access information
resources as conveniently and quickly as possible and to meet the needs of
today’s library users. The quality of academic libraries’ electronic services is
an important factor in creating product differentiation and uniqueness. The
quality of the service requires that good and efficient services be maintained.
In order to do so, libraries must provide services which meet the expectations
of users and criteria of quality such as trustworthiness, responsiveness,
accessibility, flexibility, user-friendliness of navigation systems, effectiveness,

confidence and credibility, security and privacy, and the attractiveness of their
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websites. The quality of the service will create a good relationship between
users and academic libraries. Also, it will motivate users to come back and
continue to use the libraries’ services as well as create a good long-term

relationship and build loyalty to the services of academic libraries.

Keywords: Service Quality; Electronic Service; Academic Libraries
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