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INTRODUCTION 

1. Rationale 

In the activities of the university libraries, the provision of library and 

information services is an indispensable peculiar activity of any library. 

Therefore, it is necessary for each library to provide services accurately, 

quickly and effectively. To do so, libraries should have to pay attention to 

the quality of their information and library services and employ the most 

advanced assessment methods to improve the quality of their services. 

In the current Vietnam university library system, the research and 

assessment of quality of information and library services does not have a 

common standard. Each type of library is based on different indicators and 

criteria, most of which are traditional ones. Acommon evaluation standard 

on the quality of service activities for libraries is very necessary as it will 

create an equal comparison in the organization of services between 

libraries. Therefore, a systematic evaluation model of library service quality 

of service quality, which is more multidimensional, is necessary. 

In addition, the publication of a document in print or electronic form is 

now easier and more convenient than ever. The sources of information are 

varied, rich and easily accessible. The information providers are more and 

more involved in the process of giving information / materials to readers. In 

order for the library to always be the choice of students when searching for 

information, the libraries must always pay attention to the quality of library 

service, which will help improve the service activities of the libraries. 

Evaluating the quality of information and library services also shows 

the investment and proper care of the organization, especially the library 

manager. This will help the libraries to speed up the process of improving 

the quality of services. Through the results of this evaluation process, the 

libraries can capture the strengths and weaknesses of each type of 

information and library services and plan to improve services to satisfy 

information users’ needs. 

It can be seen that the research and evaluation of the quality of 

information and library services in the universities in Vietnam is an 

important and challenging issue. In the future, it is necessary to continue 

making efforts to better understand this activity as well as the method for 

evaluation and improvement. Because of the above reasons, the researcher 
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chose the topic of “Researching and evaluating the quality of 

information and library services in university libraries in Vietnam” to be 

the research topic. 

2. Literature review 

Researching and evaluating the quality of information and library 

services has been addressed by many studies. Some typical studies on this 

issue are implemented in the following directions: 

- Research on the concept of quality of information and library 

services 

- Research on approaches to evaluate the quality of information and 

library services 

- Research on evaluation model of the quality of information and 

library services 

Stemming from the above situation, this study will continue to further 

study some of the following issues: 

- Inherit the results from previous studies and the system and complete 

the theoretical issues of evaluation of quality of information and library 

services. 

-The current situation of the evaluation of quality of information and 

library services in the world and in university libraries in Vietnam. 

- Propose methods and models to evaluate the quality of information 

and library services suitable to the university libraries in Vietnam. 

-Test methods and models to evaluate the quality of information and 

library services in reality. 

3. Research questions and hypotheses 

3.1. Research questions 

(1) What is the current situation of method and models to evaluate the 

quality of to evaluate the quality of information and library services in 

university libraries in Vietnam? What are the strengths and weaknesses? 

The cause and solution? 

(2) Which method and models to evaluate the quality of to evaluate the 

quality of information and library services in university libraries in Vietnam 

should be used? 

3.2. Research theory 

The evaluation of the quality of information and library services in 

university libraries in Vietnam has been concerned but has not been 
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developed and applied evenly. The cause of this problem is due to the 

factors of awareness of managers; facilities and financial conditions of the 

libraries, human resources, service users and mechanisms and policies of 

each university, etc. 

A method and a model suitable to university libraries in Vietnam will 

create a common evaluation standard, helping university libraries to be 

evaluated evenly in the same system. The determination of method to evaluate 

quality also helps to identify shortcomings in the process of deploying the 

services, thereby taking measures to improve the quality of services, better 

meet the information needs of users at university libraries in Vietnam. 

4. Research objectives and tasks 

4.1. Research objectives 

Study the methods to evaluate information and library services, 

propose methods and models to evaluate the quality of information and 

library services in university libraries in Vietnam. 

4.2. Research tasks 

- Systematize the theoretical basis for evaluating the quality of 

information and library services 

- Survey the current situation of evaluation of quality of information 

and library services in university libraries in Vietnam. 

- Propose methods and models to evaluation the quality of information 

and library services suitable to the environment of information and library 

services in Vietnam. 

5. Subject and scope of research 

5.1. Subject of research 

Methods and models to evaluate the quality of information and library 

services in university libraries in Vietnam  

5.2. Scope of research 

- Space: The thesis studies methods to evaluate the quality of 

information and library services in university libraries in Vietnam. 

- Time: from 2014-2018 (thesis implementation time) 

6. The theoretical and practical significance of the thesis 

- Theoretical aspect: The thesis contributes to improving the theoretical 

system of evaluation of the quality of information and library services, 

contributing to elucidating the strengths and weaknesses of the methods and 

models being used to evaluate the quality of information and library services, 
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clarifying the of the current situation of evaluation of the quality of 

information and library services in university libraries in Vietnam.  

- Practical aspect: The results of the thesis can be used as a method to 

evaluate the quality of information and library services in university 

libraries in Vietnam. This is the basis to help related parties such as state 

management agencies and school leaders and information and library 

agencies to make policy in the application of method to evaluate and 

building a model to evaluate information and library services in university 

libraries in Vietnam.  

7. Methodology 

- To conduct research on the research tasks set out, the thesis applies 

Systematic, practical, qualitative and quantitative approaches. 

- The specific research methods of the thesis: Methods of document 

analysis, expert method, in-depth interview methods, sociological survey 

methods. 

8. Structure of the thesis 

In addition to the introduction, conclusion, references and appendices, 

the thesis is arranged into 03 chapters: 

Chapter 1: Theoretical basis for evaluating the quality of information 

and library services 

Chapter 2: The current situation of evaluation quality of information 

and library services in universities in Vietnam 

Chapter 3: Proposing methods and testing models for evaluating the 

quality of information and library services in universities in Vietnam 

Chapter 1 

THEORETICAL BASIS FOR EVALUATING THE QUALITY OF 

INFORMATION AND LIBRARY SERVICES 

1.1. Information and library services 

1.1.1. The concept of service 

Service is an intentional activity to conduct interactions between two 

entities as service providers and service users, in order to meet and satisfy 

the needs of service users. 

1.1.2. The concept of information and library service 

Information and library services are professional activities provided by 

information and library agencies on the basis of interaction between 



5 
 
libraries and users through material facilities, to meet the information needs 

of users. 

1.1.3. Information and library services in university libraries 

 Type of Information and library services in university libraries 

- The group of borrowing / returning and document extension services 

- The group of search and exploitation of information and materials 

services 

- The group of user consulting, support and training services 

-  The group of multimedia communication services  

-  The group of dissemination of information for research, learning and 

training 

 Characteristics of information and library services at university 

libraries 

-  Characteristics of goals and tasks: always associated with the 

mission of education, training and scientific research of the university. 

- Characteristics of form and content: Diversified, rich, information in 

the provided services has high levels of knowledge and scientific 

information. 

- The services are capable of linking and sharing and tending to be 

built and developed in the university libraries. 

- The smart and modern information and library services are being 

developed. 

1.2. The quality of information and library services at the 

university libraries 

1.2.1. The concept of quality 

Quality is a collection of features on objects that are appropriate and 

satisfy the requirements of users. 

1.2.2. The concept of service quality  

Quality of service is a user's assessment of the service’s characteristics 

that are appropriate and satisfy the needs of service users. 

1.2.3. Characteristics of quality of information and library services 

- The quality of information and library services in university libraries 

is the evaluation of users on the attributes of the services provided by 

university libraries. These attributes are suitable and meet the information 

needs of users and are consistent with the objectives of education and 

training.  
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- The quality of information and library services has a positive 

relationship with the quality of information and library products. 

-  The quality of information and library services has a positive 

relationship with the satisfaction of service users. 

1.3. Method to evaluate the quality of information and library 

services at the university libraries 

1.3.1 Method to evaluate the quality of information and library 

services 

- Evaluation of information and library services is a process of 

collecting and processing information from service users about the service 

quality attributes of the university libraries in meeting the information 

needs of users. Evaluation result is the important input for improving the 

quality of service.  

- Method to evaluate the quality of information and library services is 

different ways and measures used to collect and process information about 

users' satisfaction on quality characteristics of information and library 

services to propose solutions for quality improvement.  

1.3.2 Model to evaluate information and library services 

- The model to evaluate information and library services is the image 

that simulates the quality evaluation process of information and library 

services. The model aims to evaluate the quality of deployed services of 

university libraries. 

1.3.3. Criteria for evaluating the quality of information and library 

services at university libraries  

- The group of factors of human resources (librarians, especially those 

who directly do creative work and provide information and library services 

to users) 

- The group of factors of information resources (books, newspapers, 

databases)  

- The group of factors of library environment (location, the space of 

the university libraries) 

- The group of factors of service control including factors to evaluate 

the process of implementing information and library services  

1.3.4. Methods to evaluate the quality of information and library 

services in the world 

- Evaluation method by the statistics of inputs  
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+ Definition: This method uses measures to evaluate the input factors to 

evaluate service quality. The characteristics of this evaluation method are: The 

awareness of service providers, Emphasis on description of phenomena; in 

addition, this evaluation method focuses on collection statistics. 

+ Evaluation technique: Normally, using this method, libraries often 

emphasize the following main issues:  

1. Information resources of a library 

2. Evaluation of electronic sources 

3. Evaluation of service personnel 

+ Typical studies: The approach to library evaluation in this way is 

outstanding with the work of Clap, VW and Jordan, RT (1965); Orr, RH 

(1973); Lancaster & Mary Jane Jancich (1977) ; Lancaster & Sharon Baker 

(1991), ... 

+ Evaluation model of statistical method: 

 

Figure 1.1: Systems Model 

The evaluation method by the processes and results 

+ Definition: This evaluation method considers the continuity and 

interaction of both inputs and outputs of processes. The process approach 

looks at measuring performance, related to how the input is converted into 

output. 

+ Evaluation technique: Process evaluation often uses techniques of 

closed evaluation, Surveying service users, Analyzing audio and video 

tapes, Service statistics 

+ Typical studies: Closed evaluation technique in the field of 

information and library developed by Terence Crowley (1968), Thomas 

Childers, etc. In addition, the process evaluation also uses TQM toolkit 

(Total Quality Management) by Brockman, JR (1992); Pritchard, SM 

(1996); Jyotirmoy Dash (2008);  

+ Evaluation model by processes and results: 

 

Figure 1.2: Result model (Source: F. Lancaster) 

 

Input Processes  Outputs  Outcomes 

Inputs Processes Outputs 
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- Evaluation method by standard 

+ Definition: The standard method is conducted by creating technical 

parameters that reflect the characteristics of the types of service centers. 

+ Evaluation technique: Quality of service will be measured by its 

suitability with the parameters or standards previously specified. 

+ Typical studies: A number of standards for measuring the quality of 

information and library services have been developed and implemented in 

practice: ISO 17933: 2000 (Information and materials - Registration for 

services for ISO 116920 (Information and library materials-performance 

indicators) ISO 2789 (Information and documents, TV international 

statistics), ISO 20,983 (Indicators of information and performance 

documents for e-library services), ISO 16439: 2014 (Information and 

materials) - Methods and procedures for evaluating library impact, etc. 

-The evaluation method by targets 

+ Definition: This is the method that an organization applies to evaluate 

how much service activity achieved compared to the targets set out. Libraries 

determine the target for information and library services then measure the 

performance and outputs of service activities against targets set out. 

+ Evaluation technique: The process of setting targets is the process 

where service activities define the necessary techniques and strategies to 

achieve the target. Those involved must supervise the operation and 

development of the service. 

+ Typical studies: The author in the research works using this method 

include Du Mont, Zweizig, Rodger, Kantor, Van House, Weil, & McClure; 

-The evaluation method by satisfaction of service users 

+ Definition: The evaluation method by satisfaction of service is the 

method used to consider customer satisfaction based on the theory 

“Expectations - Confirmation”.  

+ Evaluation technique: The satisfaction of the customer is confirmed 

if the effectiveness of the service completely coincides with the expectation 

of the customer, they will be disappointed if the service performance is not 

compatible with the customers' expectations / expectations, they will be 

satisfied if what they have felt and experienced after using exceeds what 

they expect before buying services.  

+ Typical studies: Works of the authors of Oldman, Mary, and Wills, 

1977; Chweh, 1981; Taylor & Voigt, 1986; Hernon & McClure, 1986,1990; 

Whitehall, 1992; Nitecki, 1996, etc. 
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+ Model of quality evaluation by the satisfaction of users: 

• ServQual model (Parasuraman et al., 1985) 

Model characteristics: ServQual model was first published in 1985 by 

A.Parasuraman, Valarie A.Zeithaml and Leonard L.Berry. The authors of 

this model have defined: “service quality is the the difference between 

expected quality and perceived quality. 

 

 

 

Figure 1.3: ServQual model (Parasuraman et al., 1988) 

In 1990, Parasuraman, Zeithaml and colleagues developed a model of 

service quality gap, whereby consumer awareness of service quality was 

based on five gaps: 

+ Gap 1: The gap between customer expectations and what managers 

perceive. 

+ Gap 2: The gap between the quality of pursuit and the technical 

characteristics of service quality. 

+ Gap 3: The gap between service quality parameters and actual 

service quality. 

+ Gap 4: The gap between providing services and external 

communication for customers about providing services.  

+ Gap 5: The gap between expected service quality and perceived 

service. 

- Studies applying ServQual model 

Studies of authors such as Edwards and Browne (1995), Nitecki 

(1995,1996), Seay and colleagues (1996); Surithong (1997); Coleman, 

Xiao, Blair, and Chollett, (1997) ; applied the deployment of ServQual 

model to the environment of university libraries and public libraries which 

have obtained positive results. Later there were the authors of Cook and 

Thompson (2000), Hernon and Nitecki (1998, 2001) Jamali, R. and Hossein 

Sayyadi, (2009); Kaur, (2010); Zahid Hossain, (2011) etc. 

Reliability 

Responsiveness 

Assurance 

Sympathy 

Tangibles 

Expected services 

Service quality 

Perceived services 
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• Servperf model (Cronin and Taylor, 1992) 

- Model characteristics: ServicePerf Model is determined byronin & 

taylor “quality of service by only actual perceived service.” 

 

 

 

 

 

Figure 1.4: ServPerf model (Crolin & Taylor, 1992) 

- Studies applying ServPerf model: This model is called Perception 

Model. This model is used for research in the works of Cornin and Taylor 

(1992), McAlexander, Kaldenberg, Koenig, (1994); Hernon & Altman 

(1998), Quinn (1997), Cook and Thompson (2000), etc. 

• LibQual model (ARL, 2010) 

- Model characteristics: LibQual is a service quality measurement tool 

based on the service quality aspects of ServQual model to apply in the 

service environment of information and library. LibQual defined: “service 

quality is the difference between customer perception and expectations”. 

 

 

 

 

 

 

 

 

Figure 1.5: LibQual model (ARL & Texas A&M University, 1997) 
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- Studies applying LibQual model: LibQual was developed to evaluate 

service quality in library environments presented in a series of studies: 

Cook and Heath (2001), Thompson (2001, 2002, 2003), Heath, Cook, 

Kyrillidou and Thompson (2002); Kyrillidou and Cook (2008), etc. 

1.4. Factors affecting the evaluation of the quality of information 

and library services in university libraries 

1.4.1. Mechanism, policy and finance 

In order to implement a new evaluation method, there are a lot of 

procedures suitable to the mechanism of each university unit. Barriers from 

management mechanisms, difficulties in unevenness in financial issues will 

make it difficult to implement the evaluation. 

1.4.2 Information products of the libraries 

Normally, when each information and library product is created, it is 

associated with a corresponding service. The analysis and evaluation of 

information and library products will help the process of implementing 

evaluation process more effectively. 

1.4.3. Library human resources 

Qualified TV staff, well-trained in library profession, equipped with 

skills in work, professional service style, will help information and library 

agencies easily implement evaluation method of quality service. 

1.4.4. Information qualification / capacity of evaluators 

Qualifications and perceptions of evaluators of the quality of 

information and library services determine the accuracy of the evaluation 

results obtained. 

1.4.5. Development level of different types of services 

The uneven level of development and the heterogeneity in the types of 

information and library services requires the evaluation methods to have the 

flexibility to adjust the criteria and attributes of evaluation. 

1.4.6. Facilities and progress in science and technology  

Modern facilities and equipment will effectively support the 

implementation of evaluation method of the quality of information and 

library services. The harmonization of technological factors and facilities in 

the same system of university libraries will help the evaluation method of the 

quality of information and library services takes place more conveniently. 
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Chapter 2 

THE CURRENT SITUATION OF EVALUATION QUALITY OF 

INFORMATION AND LIBRARY SERVICES IN UNIVERSITIES IN 

VIETNAM 

 

2.1. General characteristics of university libraries in Vietnam 

2.1.1. Characteristics of structure, organization and the role of 

university libraries 

Introduce the characteristics of organizational structure, management 

and the roles of e university libraries for credit-based training programs, 

innovate learning methods and promote scientific research activities in the 

undergraduate education system.  

2.1.2. Characteristics of information library services in university 

libraries in Vietnam 

- Characteristics of service objectives: Associated with the education 

and training objectives of the university. 

- Characteristics of the nature of the service: In addition to the general 

characteristics of the service, information library services in university 

libraries in Vietnam their own characteristics such as: Towards meeting the 

information needs of users; associated with the information library 

products, focusing on developing value-added services, developing modern 

and convenient services, etc. 

- Characteristics of service users: Including 3 groups: Group of 

students, learners, researchers, group of researching and teaching staff, 

managers). These are the users with high level of information and demand. 

Information and library services should provide valuable information 

services with high content of knowledge and science. 

- Characteristics of the structure and organization of the services: 

Usually the unit under the management, directly under the department of 

the school. A few libraries are independent and autonomous units. 

-Characteristics of organizational structure and content of the service: 

Basically, there are more than 12 types of service used popularly, can be 

divided by functions to meet the information needs of service users: 

information providing service group, information disseminating and sharing 

service group, consulting, support and training users service group. 
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2.2. Method for evaluating the quality of information and library 

services in library  

2.2.1. The current situation of factors affecting the evaluation of 

service quality 

- Mechanism, policies and financial investment: uneven, the interest 

from the managing units is not the same. Financial investment for 

evaluation of information and library services is also much different 

between university libraries. This makes it difficult to build and implement 

evaluation method of quality of information and library services in the 

whole system of university libraries. 

-Library human resources: Lack and uneven, not specialized in the 

evaluation of service quality. 

-The information qualification and capacity of evaluators: The current 

status of the user groups of service providers in the local community is 

quite concentrated, distributed at the age of 18 to 60, most of them have a 

qualification to receive information in a scientific way and requires 

information with high intellectual content. 

-The level of development of information resources and information 

and library products and services: At the university libraries in Vietnam, 

the diversity and magnitude of the information sources create the diversity 

for information and library products and this is also the basis for the 

university libraries to organize many types of information and library 

services. However, this development is uneven in the whole system of 

university libraries, in which those belonging to the National University and 

regional universities often have strong, diverse and richer development. The 

provincial universities, the higher education institutions in the big cities also 

have a different degree than the local universities in small localities. This is 

a problem for applying a unified evaluation method for all the system of 

university libraries in Vietnam. 

-Facilities and technological advances: Having been equipped with 

modern facilities in many university libraries. The level of investment is 

still uneven. 

2.2.2. Types of evaluation methods that are being used 

The types of evaluation methods of quality of information and library 

are quite rich and diverse. According to survey data: statistical methods 

(accounting for 83.3%), followed by evaluation method by satisfaction with 
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(70%), evaluation method by performance measuring and evaluation 

method by  targets are rarely used in evaluating the quality of service. 

-The evaluation method by evaluating the input factors of the 

libraries is often considered as the method of the statistics as it mainly 

focuses on factors such as: library visits, circulation of documents; material 

exploitation, Activities organized by libraries, Meeting the needs of library 

users, new skills, etc. The libraries that have statistics of visits and 

participation activities such as: information and library Center, Nguyen Tat 

Thanh University, Library of University of Nha Trang, Saigon Technology 

University information and library Center, library of the National 

University of Ho Chi Minh City, etc. The result of using this method shows 

the detailed report data on library resources, circulation of documents, 

number of turns of users using services, etc. Evaluation method by inputs 

shows the simplicity of the evaluation process but this measure does not 

reflect the improvements in the information and library services. 

-The evaluation method by standards has been applied in many 

university libraries in Vietnam in recent years, especially when there are 

directives of the State on this issue in the field of media promotion. Starting 

from the documents related to the quality of education of universities, a 

number of issues of quality of information and library services of university 

libraries are also mentioned in many documents. University libraries 

provide an overview of the current status of the performance of university 

libraries in Vietnam. At the same time, it also addresses issues related to the 

measurement of the performance of the university libraries and the proposal 

of method for evaluation of quality of university libraries in Vietnam. 

-The evaluation method by targets: This method is applied in some 

university libraries such as: information and library center of University of 

Law - Ho Chi Minh City, information and library center of Saigon 

Technology University, information and library center of University of Nha 

Trang, etc. For the evaluation method by targets, each university library in 

its first year plan will set out the aspects and criteria to be achieved for each 

type of service. The quality of service will be determined by compare the 

figures in the year-earlier plan and the final report of the school year. The 

way to implement the evaluation method is quite simple and flexible, 

suitable to the conditions of each different unit. Therefore, the method is 

implemented at many small and medium-sized libraries. However, this 
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method still has many subjective views from the managers, without the link 

with users and fails to create a harmonization on quality in the entire 

system. 

- The evaluation method by the satisfaction of users is often held 

annually by university libraries in Vietnam to get quality report. The 

method is popular at: the library of University of Hanoi; the library of 

University of Nha Trang; the library of Hanoi University of Industry, etc. 

Conducting quality evaluation by this method, each university library is 

based on the function, task and nature, characteristics of the library and the 

service activity of itself to build service quality survey or obtain a pre-

existing quality evaluation model such as Servqual; Libqual; etc. These 

quality evaluation papers will be transferred to library users by handout or 

electronic to collect evaluation information. Based on the results of library 

evaluation processing, there will be answers about the service quality of the 

library. In combination with the internal and external library evaluation 

factors, the evaluation method by satisfaction of users shall generate an 

objective evaluation of the service quality of the library. Assessment of 

service quality according to this method is conducted in a convenient and 

simple manner, so it is quite satisfactory in evaluating results. However, the 

actual implementation shows that each university library has built and 

evaluated the quality of service on different criteria and at different levels 

of assessment. This issue excludes the uniformity of service quality in the 

entire library system; it is difficult to determine the level of peer quality 

among the libraries. 

In addition to the method for evaluating the quality of information and 

library services that is commonly used by many university libraries, there 

are some other methods that are researched and implemented such as: fuzzy 

set at information and library center, University of Transport and 

Communications, and internal evaluation of inspiring library Ton Duc 

Thang University. It can be seen that in university libraries, the research of 

evaluation method has not yet had a common standard to be determined. 

Each type of library is based on different indicators and evaluation criteria 

are, some of them are traditional statistical indicators, self-developed 

questionnaires. Currently, many university libraries have also implemented 

method for evaluating the quality of their services on the basis of self-

assessment and there is no uniformity in evaluation method. 
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2.2.3. Frequency of evaluation of information and library services  

According to the survey, the use of evaluation methods of university 

libraries is not uniform in the frequency of using services in user groups. 

The implementation of evaluation of quality of information and library 

services weekly, monthly and quarterly is rare (3-4%). Most of the libraries 

conducted yearly quality evaluation activities (67%). Some libraries 

conduct evaluation every semester such as information and library center of 

Saigon Natural Resources and Environment University, etc. The libraries 

that have little interest in quality of service conduct evaluation after several 

years. This number also accounts for a large proportion (23%), mainly some 

provincial, small-scale libraries and with simple service activities such as 

library of Thanh Hoa Culture and Art University; library of Pacific 

University, library of Information Officers School, etc. Frequency of 

evaluation shows that the evaluation of quality of service has not been paid 

appropriate attention. They are not aware of the importance of regularly 

conduct of evaluation method to contribute to improving the quality of 

information and library services. 

2.2.4. Evaluation results of information and library services 

Each applied evaluation method has its own advantages and 

disadvantages, so the evaluation results of the quality of service vary.  

-For statistical evaluation by inputs, its advantages include the fact that 

the statistics take place quickly and easily, helping the university libraries 

realize the disadvantages in the process of implementing the information 

and library services, thereby, proposing solutions and plans to improve 

services. Through the statistics of inputs, the evaluation of quality of service 

has shown a decrease or decrease of the use of services, the increase of 

facilities, equipment or the improvement of the library environment. These 

figures are reflected in the annual summary reports, helping the university 

libraries see the progress in service activities.  

- Evaluation method by targets has achieved quite satisfactory results 

when determining whether the ongoing services of libraries are suitable and 

meet the goals set out from the beginning of the libraries? However, as the 

targets are built by each university based on the current state of 

development and training, so the use of evaluation method by targets is only 

local, does not create a peer comparison in quality of service quality in the 

entire system of university libraries. 
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- Evaluation method by standards has started to be concerned and 

applied. Based on the documents issued by the TCVN on the issue of 

evaluation of information and library services, many university libraries 

have used the evaluation method on impact of service activities by 

calculating the index of each type of service in the preset standards. This 

method is used by 36.7% of university libraries, accounting for a significant 

number in the use of service quality evaluation. However, the standards of 

this evaluation method do not cover all the contents and requirements of the 

reality of library services. Many common criteria lack specific quantitative 

and quantitative characteristics, causing difficulties for the management 

when applying, affecting the evaluation efficiency in the university 

libraries. Some related regulations and standards for evaluation become 

obsolete service centers due to promoting the application of IT and 

techniques to service activities.  

- Evaluation method by satisfaction of users has created an interactive 

and dynamic environment that has created conditions to improve the quality 

of information and library services of public universities. The research 

results show that this method well explains the service evaluation functions 

and at the same time finds evidence to prove that the higher the satisfaction 

of the users, the better the quality of service of libraries. With 83.3% 

universities library using this method, we clearly cannot deny the 

outstanding advantages and positive effects of this method. However, the 

evaluation method by the satisfaction of the user only focuses on general 

evaluation of all types of services and has not gone deep into each form of 

service implemented in the system of information and library services of 

public universities, questionnaires are not comprehensive and unified for 

the entire system of libraries, the evaluation criteria have not been selected 

and the agreement on the attributes is not high. Therefore, this limitation 

will be the basis for the study expanding the issue of quality evaluation of 

service in the entire system of university libraries in Vietnam. 

- According to the survey, most of the university libraries evaluate 

effectiveness of using the method of evaluating information and library 

services positively. However, the evaluation methods stop at the narrow 

level and scope and the individual of the university libraries. The above 

situation poses to the researchers in the field of information and library 

services, a problem that needs to be solved is to find the most effective 
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solution to evaluate the quality of information and library services in 

university libraries in Vietnam. 

Chapter 3 

PROSING METHODS AND TESTING MODELS FOR 

EVALUATING THE QUALITY OF INFORMATION AND 

LIBRARY SERVICES IN UNIVERSITY LIBRARIES IN VIETNAM 

 

3.1. The bases and requirements for selecting methods and models 

for evaluating the quality of information and library services  

3.1.1. Analyze the appropriateness of evaluation method with the 

theory of development trend of information and library services in the 

world 

It can be seen that the development trend of information and library 

services in the world and the theory of evaluation of information and library 

services are all oriented at the perception of service users and especially the 

construction and improvement of services meeting needs of users. In other 

words, it is oriented at the satisfaction of users. The application of the 

method for evaluating the quality in this direction is entirely consistent with 

the development trend and the theory of evaluation of information and 

library services in the world.  

3.1.2. Analyze the advantages and disadvantages of the method for 

evaluating the quality of information and library services in the current 

situations of university libraries in Vietnam 

- The evaluation method by system resources are most used by 

university libraries in Vietnam, it is simple, easy, and not time-consuming. 

However, this can be considered a traditional, unresponsive method to 

improve the quality of service and there are many subjective factors in the 

evaluation process. This evaluation method does not have the participation 

of users, has not clarified and deeply analyzed the implementation method. 

With the development trend of service quality evaluation, this method is 

only considered as a supplementary measure for the evaluation process. 

- The evaluation method by targets is flexible in each library 

environment, each library can build its own target system for evaluation. 

This method, however, excludes the consistency and evenness in the whole 

system of university libraries, the method has not been clearly defined, and 

there is no agreement on the target criteria. The method also has no 
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participation of users in the evaluation process, it is difficult to implement a 

common target for the whole library system. Therefore, the evaluation 

method by targets í rarely used to evaluate the quality of information and 

library services in the current period in our country. 

- The evaluation method by process has an outstanding advantage of 

emphasizing the improvement of the service, reducing costs, reducing 

errors during the process. This method requires great effort from the staff 

However, this method is more ò organization and management than 

evaluation of service quality, so it will be used as a supplementary measure 

for the evaluation process. 

- The evaluation method by standards is a basis for libraries to select 

standards that are appropriate for their services. However, this method still 

faces many difficulties because standards are not based on the actual 

development of each library. Standards also rigid, difficult to change, not 

flexible in the evaluation process, do not reflect the relationship with users 

of library services. This method is also being applied in evaluating the 

information and library service system, but the evaluation process is still 

difficult. 

- The evaluation method by the satisfaction of users is an objective 

method, reflecting the improvement of the aspects of information and 

library services, with clear and specific evaluation technique. The difficulty 

of this method is to measure many times on the same aspect of service 

quality, which makes it easy for users to confuse about expectations and 

perception. However, if only measuring the satisfaction level, then results 

will achieve higher accuracy. This is a measure that is consistent with the 

deterministic theory of research on the quality evaluation that the topic 

determines. 

 The above analysis is the basis for the thesis to propose method for 

evaluating the quality of information and library services in university 

libraries in Vietnam. 

3.2. Propose evaluation methods and models 

3.2.1. Propose evaluation methods 

The thesis proposes to choose the evaluation method by the 

satisfaction of the users of information and library services in evaluating 

the quality of information and library services in university libraries in 

Vietnam. 
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3.2.2. Propose evaluation models 

- Analyze models for evaluation of service quality by users' 

satisfaction: 

There are 03 models of applied researches applied in the field of 

information and library services as follows: 1. ServQual model; 2. Servperf 

model; 3. LibQual model. By analyzing the advantages and disadvantages 

of service quality evaluation models in the world, the study selected a 

model of LibQual in assess in evaluating the quality of information and 

library services in university libraries in Vietnam. 

- Propose the customization of Libqual model to library environment 

in Vietnam 

To make the evaluation criteria suitable to the culture and customs of 

language and information use in Vietnam, and based on the understanding 

of the characteristics of analyzing the status and characteristics of 

organization in the environment of libraries in Vietnam, the study consulted 

the experts in the industry and surveyed the questionnaire to adjust the 

evaluation criteria and evaluation attributes. There are 4 criteria as follows: 

1. Library staff: Includes factors that evaluate the style, attitude, 

friendliness, empathy, professional qualifications and knowledge of library 

staff for readers. 

2. Information resources: Includes reviews of the richness, diversity, 

relevance, printout and electronic documents and the connection to the 

library's internal and external resources. . 

3. Service control: Includes evaluation factors about the friendliness, 

convenience and updating of service activities. 

4. Library environment: Includes evaluation factors of locations, 

spaces, facilities and equipment for users to study at the library.  

Based on the analysis above the proposed model of the thesis will have 

the following structure: 

 
Figure 3.1: Model diagram of method for evaluating Information and 

library services in university libraries in Vietnam 

Library staff 

Information resources 

Service control 

Library environment 

Satisfaction of 

users 

Library service 

quality 
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According to LibQual's original research model, the criteria and 

attributes of quality evaluation will be measured 3 times on 3 levels: 

Expectation; Minimum; Reality. This measurement is quite cumbersome 

and makes it difficult for respondents, moreover, because of the model 

employs the evaluation method by the satisfaction of users, instead of 

measuring 3 times as LibQual model, in this model, only one measurement 

of the perceived level of readers on the basis of practical experience of 

Information and library services is used. 

3.3. Testing the proposed quality evaluation model 

3.3.1 Purpose of testing 

In order to prove the appropriateness of the method and model for 

evaluating information and library services, it is necessary to run a model 

test, verify the reliability of the model and analyze the evaluation results. 

This will help method and model for evaluating have more practical bases 

to be able to develop when practically in the entire system of university 

libraries in Vietnam.  

3.3.2. Test method 

Evaluation testing was conducted by quantitative analysis of the 

survey results of the proposed model for the users of information and 

library services in 8 sample universities [Appendix 4]. Quantitative analysis 

is done through supporting software SPSS 20.0, qualitative analysis through 

comments received from the open dialog done with the help of Excel 

software.   

The process of implementing the research method goes through the 

following steps: 

-Step 1: Statistical analysis of sample description 

-Step 2: Verify the reliability of the model 

-Step 3: Analyze the exploring factor 

-Step 4: Regression analysis 

3.3.3. Model test results 

- Statistical analysis of sample description: 

Statistical analysis focused on: Scale sample survey among 

universities, Analysis of samples of personal information, Analysis of data 

on frequency and habits of using information and library services. This 

finding results in the relevance of sample selection, the difference between 

demographic factors in assessing quality and providing strengths and 

weaknesses in frequency, habits, information channels and purpose of use 

of information and library services for surveyed subjects. 
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-Testing the reliability of the model 

Testing the reliability of the model through the indicators of the EFA 

exploring factor to prove whether the proposed model of the thesis meets 

the necessary reliability in practice. The result is that, out of 33 variables 

measuring four components of service quality and satisfaction no variables 

were excluded. Therefore, 33 variables were required to continue the EFA 

factor analysis.  

- Analyze the exploring factor  

The independent variable groups, 04 groups of factors are satisfactory. 

Thus, the new service quality evaluation model consists of 04 new factors 

with 25 acceptable variables for further analysis. The emergence of new 

models with factors that do not coincide with the original elements of the 

model confirms the factors of service quality vary by environment and each 

type of service.  

-Correlation matrix analysis shows the correlation between the 

dependent variable of satisfaction and the independent variables: Library 

staff, Information resources, Service control, and Library environment. 

These factors are included in the next regression analysis to study the 

relevance of the model. 

ANOVA analysis shows that the Sig value of F parameter is very 

small (Sig = 0.000) and smaller than the 0.05 significance level. This proves 

that the construction regression model is consistent with the collected data 

set, and the included variables are statistically significant at the 5% 

significance level. Thus the independent variables in the model have a 

relationship to the dependent variable “Satisfaction”. 

-Correlation regression analysis 

The model does not violate multi-collinearity phenomenon because the 

magnification coefficient of variance of the independent variables (VIF) is 

less than 2. Regression analysis shows that: This model explains 92.2% of 

the change of the satisfied variable generated by the independent variables 

in the model, the remaining 7.8% of the variation is explained by variables 

other than the model. The model shows that the independent variables has a 

positive association with user satisfaction at high reliability. 

According to the regression equation, the important order of the 

components affecting satisfaction is listed as follows: TN - Information 

resources: 0.376; MT - Environment: 0.348; NV - Staff: 0.238; KS- Service 

control: 0.185 
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- Conclusion on the proposed evaluation model 

Thus, the study has presented the results of evaluation, analysis and 

completion of models to measure the factors affecting the satisfaction of 

users of information and library services when learning and training at 

university libraries. The findings show that the models achieve the 

necessary reliability, ensure the indicators to apply the model in evaluating 

the quality of service in practice. 

3.4. Propose measures to improve information and library services 

after model testing 

Based on the scores of users' satisfaction on the criteria and attributes 

of quality evaluation of information and library services, the thesis give a 

proposal to improve the quality of information and library services on the 

factors of Library staff; Library environment, Library resources, 

information and library service control. 

 

CONCLUSION 

1. Quality of information and library services in university libraries is 

the evaluation of users about the attributes of the services provided by the 

university libraries. These attributes are suitable and meet the information 

needs of users and in accordance with the education and training targets of 

the school. Evaluating the quality of information and library services is an 

indispensable activity in information and library agencies, especially for the 

university libraries system in Vietnam. On the theoretical basis of evaluation 

of information and library services, the thesis has determined that the quality 

of information and library services has a close relationship with information 

and library products and a positive relationship with the satisfaction of 

service users. The evaluation of quality of information and library services 

needs to take the users as the center, based on the satisfaction of users on 

information and library services under implementation.  

2. The evaluation of the quality of information and library services in 

university libraries in Vietnam has not been uniform on the evaluation method 

and model leading to the difficulty in determining the standard of service 

quality for the whole system. Based on the analysis of the current situation of 

methods and models of service quality evaluation in the world and Vietnam, 

and based on the pros and cons of each evaluation method and model as well as 

the development of trend of information and library services, the thesis has 

chosen the evaluation method by the satisfaction of users. In the evaluation 

model of the evaluation method by the satisfaction of users, the Libqual model 
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is selected and we customize the model to be suitable to library system in 

Vietnam with 4 main evaluation criteria of Library staff, Library resources, 

Service control, and Library environment. The thesis proceeds with the 

qualitative and quantitative research methods to adjust and supplement the 

model evaluating satisfaction of users on information and library services of 08 

surveyed university libraries. The results show that the official model with 04 

factors affecting the quality of information and library services: Library staff 

(08 observed variables), Information resources (06 observed variables), Service 

control (08 observed variables), and Library environment (5 observed 

variables). After removing 2 variables of NV8 and KS8, all remaining observed 

variables that measure service quality components and overall satisfaction 

achieved high values and reliability. The selected evaluation model was 

analyzing on a quantitative and qualitative basis and with high reliability, can 

be applied to evaluate the quality of the information and library services in 

university libraries in Vietnam. 

3. Thus, it can be affirmed that the evaluating the quality of information 

and library services is an important activity in the development of the 

information and library agencies in general and of the library system in 

particular. A suitable evaluation method and model is of great significance in 

promoting the development of the evaluation of quality of information and 

library services in university libraries in Vietnam. Applying the evaluation of 

quality of service will help the libraries discover the advantages and 

disadvantages and find solutions to improve service quality. This is also a 

direction that all libraries in the present and future are following to better 

meet increasing information need of information and library users. 

-Recommendations for the application and implementation of 

evaluation method and model of the thesis  

The implementation of the application of method and model for 

evaluating of quality of information and library services in university 

libraries requires a number of conditions related to: Legal basis, 

Organization and human resources, Training on evaluation method, 

material and technical facilities, and financial conditions requirements 

With the results of research on evaluation method and model in 

combination with recommendations on mechanisms, policies and solutions 

to implement method for evaluating the quality of quality of information 

and library services in university libraries in Vietnam, the thesis has created 

a new standard for information and library services that can be applied to 

the entire university libraries in Vietnam in the coming time. 
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