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Abstract
Background and Objectives: Nowadays, public libraries by providing cultural, educational and

scientific services to all groups of society, at urban and rural levels are considered as a main criteria
for evaluating social welfare of nations. In analyzing social welfare criteria, the existence and extent
of development of public libraries are in the range of housing, education, employment and health
are considered as one of the indicators of the countries' development. Reaching more users and
readers and increasing their willingness to re-visit the library lead to increases the efficiency of
public resources. Every library needs to provide good, efficient and effective services, given the
growing competition between information systems and the diverse needs of libraries, libraries need
to place special emphasis on quality of service to attract more users. And improve productivity.
However, the productivity of libraries is influenced by users' perceptions and experiences of
evaluating the library environment, available facilities, collection size, staff attitudes, and reading
activities in the library. Parasuraman (1988) proposed a comprehensive model to evaluate service
quality that recognized as an important tools, to identification the difference in perceptions of
service provided and expectations of the public libraries. A review of past studies in this area
indicates that researchers have also used the SERVQUAL model to provide a framework for library
service quality assessment. Given that quality of service is examined through several indicators and
sub-indicators, it is very appropriate to apply multi-criteria decision-making techniques to evaluate
service quality through SERVQUAL model. Among the multi-criteria decision-making techniques,
the DEMATEL method successfully illustrates the internal relationships between variables. This
study aimed to identify the indicators of service quality assessment among public and university

libraries in Ahvaz based on the SERVQUAL model and then examine the internal relationships
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between indicators and sub-indicators.

Methodology: This research is applied in terms of purpose and in terms data collection it's considered
as a descriptive-exploratory. The statistical population of this study consisted of all supervisors and
senior managers of public and university libraries in Ahwaz city with at least 10 years of experience
and sufficient research experience. Using purposive sampling method, 45 people were selected and
31 of them were returned to correctly questionnaires, So that 13 people were from public libraries
and 18 people were from libraries in universities. In this study, a questionnaire was used to measure
the quality of librarian services. The questionnaire consists of 5 main indicators of the SERVQUAL
model including tangibility, reliability, responsiveness, Assurance and empathy. Multi-criteria
decision making techniques were used to analyze the data. All calculations for the DEMATEL

method are performed using Microsoft Excel software features

Findings: The results showed that the indicators of empathy, tangibility and reliability are among the
influential indicators, and the indicators of Assurance and Responsiveness are among the effectual
indicators. All of the research indicators have impact on the responsiveness criteria, which
indicates the importance of this criteria. Likewise, for each cluster all the calculations of the Casual
and effectiveness of the components have been examined and the importance of each component
has been calculated. In the indicator group, tangible sub-criteria (a4) " Materials associated with the
services (such as pamphlets or statements) are visually ", In the Reliability subgroup (b3), "Library
Suitable Services" and in the responsiveness index sub-criteria (c4) "Librarians are never too busy to

respond to your requests" are considered the most influential indicators.

Discussion: Based on the results, the following research suggestions are offered to senior managers of
public and university libraries in Ahvaz. Given the importance of the Assurance criteria, it is
suggested that readers be provided with a sense of security when conducting exchanges with
librarians so that librarians' behavior will improve a sense of trust in users and readers. Also, when
librarians have sufficient knowledge to respond to readers and users, it improves the effectiveness
of the Assurance components and ensures that readers will ultimately have a better assessment of
the quality of service provided by the library. Responsiveness criteria is also very important. It is
recommended that librarians provide services at a higher rate, giving users a sense that librarians
are always looking to help them. Likewise, when responding to librarians without delay, it impacts
and reinforces other components of responsiveness to ultimately give users and readers a better

assessment of the quality of libraries.
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Table 2: Service Quality Assessment Components Based on SERVQUAL Model (Chen, 2016)

Wy Wi [CPR s ) Slo b el slos
Cronbach Alpha Sub-Criteria Symbol Criteria Symbol
ol (oo Ol g 61yl albmslS” al
Library has modern-looking equipment
Cl Ol (6 s Blodd 51 aliulS” S50 DU 5
5 . AT . . a
Library’s physical facilities are visually appealing Jogt gele
0.78 Lyl ahy 5w (5 al OIS’ 3 ;aigbles A
Librarians are neat appearing il
3,15 ol (6 s Blod 51 5l by s o Joo) Slods L o o 5l e
Materials associated with the services (such as pamphlets or statements) ad
are visually
.Jf‘sad.oc))bob)‘)svuao;f&_ha.mjgﬁ&{hf b1
When the library promises to do something by a certain time, it does so
3ls S b 5 Jo r (or g b SST O ol S 55 50
When a user has a problem, the library shows a sincere interest in solving b2 n! b8
0.84 it et it B
Reliability
Ao planil sl (81 1 (st Sl alsulsS” b3
The library performs services right the first time il
S L 5l ol O3 Gl g Sl B 3l rw 6wl ba
The library insists on error-free records
RS o pllan o ool Sk 311555 01, OIS o
Librarians tell you exactly when services will be performed
:risarb.u'lksab_)'g;cﬂL.Ql)\,tfl:fks).«)'lojb);)b.\s 2
0.81 Librarians give prompt services Sl C
’ S ST OB sl 5 01 )8 b iz e e OIS 5 Responsiveness
c
Librarians are always willing to help you
S b Jlars 50 01008 ol el )3 4 g Sy (5 OIS o
Librarians are never too busy to respond to your requests
355 2 Ol 55 e 4y slazel e W o go OIS L8, di
The behavior of librarians’ unit instills confidence in users
LS o il bt ST L dhalns 18 058 &0
0.88 You feel safe in your transactions with the library o 9 ciles D
Lyl gl 6bs 4o 55, Qljf)\f PERPe Lasls ()!)M{kf a3 Assurance
Librarians are consistently courteous to you .
Ljlas g BT S 505l 4 g Sl 8l OIS a4
Librarians have the knowledge to answer your questions
Lyl sleds 659 a5 355 O, 4 b aliuls el
The library gives you individual attention
ol omlin Ol 53 Ol IS (61 abmlS™ (6,187 el o
075 The library’s operating hours are convenient for you JERTYS E
: 515 o &5 5 531y 355 018 BMe 5 b w5 o g S5l " Empathy
The library has your best interests at heart
LS a8 sy 35 018 el sla sl O luuls el

Librarians understand your specific needs
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Table 3: Criteria Direct Relationship Matrix

A B C D 18
A 0.00 1.75 2.30 2.24 1.93
B 1.65 0.00 2.10 2.54 2.32
C 1.75 2.20 0.00 2.32 2.15
D 1.85 2.35 2.28 0.00 2.10
1§ 1.68 2.54 2.65 212 0.00

ba et lis gy s Lalsy oy jile F s
Table 4: Sub-Criteria Direct Relationship Matrix

009 (woado Obuwob! Cubs®
Tangibles al a2 a3 a4 Reliability bl b2 b3 b4
al 0.00 3.12 1.52 2.21 bl 0.00 3.12 3.02 291
a2 3.21 0.00 2.21 2.74 b2 3.10 0.00 2.85 2.51
a3 1.25 2.12 0.00 1.45 b3 3.51 2.78 0.00 3.21
a4 2.50 3.19 1.19 0.00 b4 3.21 2.21 3.15 0.00
o cl 2 3 o4 o 9 Siles di a2 a3 d4
Responsiveness Assurance
cl 0.00 3.42 2.15 1.90 dl1 0.00 3.52 2.15 2.84
c2 2.42 0.00 3.10 3.01 d2 3.54 0.00 2.80 2.57
c3 2.20 3.20 0.00 2.85 d3 2.25 3.10 0.00 2.74
c4 2.21 2.35 3.41 0.00 d4 3.55 3.25 2.45 0.00
Foed
Syt 7 el e2 e3 e4

el 0.00 3.12 3.54 2.95

e2 3.42 0.00 3.34 3.28

e3 3.21 3.01 0.00 2.54

e4 2.85 3.12 3.35 0.00
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R-C
2.37
0.06
-7.43
-2.53
7.53
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Table 5: Sum of Cause and Effect of each Criteria

R+C C R

2.37 0.00 2.37
9.75 4.85 4.90
12.23 9.83 2.40
12.18 7.36 4.82
7.53 0.00 7.53
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Table 6: Sum of Cause and Effect of each Sub-Criteria

R-C R+C C R

-1.25 4.04 2.63 1.39 al
-0.13 8.01 4.07 3.94 a2
0.00 0.00 0.00 0.00 a3
1.38 3.94 1.28 2.66 a4
-5.50 10.60 8.05 2.55 bl
2.59 2.59 0.00 2.59 b2
2.86 7.96 2.55 5.41 b3
0.05 521 2.58 2.63 b4
243 243 0.00 243 cl
-2.46 12.47 7.47 5.00 c2
-2.51 7.67 5.09 2.58 c3
2.51 7.37 2.41 4.96 c4
-2.15 6.37 4.26 2.11 d1
-4.23 8.42 6.32 2.10 d2
2.00 2.00 0.00 2.00 d3
4.37 4.37 0.00 4.37 d4
0.24 9.40 4.58 4.82 el
2.36 6.99 2.31 4.68 €2
-7.34 7.34 7.34 0.00 e3
4.74 4.74 0.00 4.74 e4
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Chart 1: Causes and Effect relationships of main research Criteria
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Chart 1: Causes and Effect relationships of main research Sub-Criteria
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