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The Reality of Service Quality in University Libraries Using the LibQual+ Model: A
Case Study of Al-Quds University Library

BY: Nibal Mousa Saed Abu Hilal
Supervisor: Dr. Salwa Barghouthi

Abstract

The current study aimed to explore the reality of service quality in university
libraries using the LibQual+ model at Al-Quds University Library. The study
consisted of five dimensions as independent variables, representing the components of the
LibQual+ model (Information Control, Collection and Access, Service Affect, Library as
Place, and Electronic Resources), and one dependent variable: the quality of services
provided.

To achieve the study’s objectives, the researcher employed a mixed-method approach,
combining both quantitative and qualitative methodologies. The researcher used both the
descriptive and the quantitative methods in conducting the study. Data were collected
using both a questionnaire and interviews.

The study was applied using a non-probability random sample, where the questionnaire
was randomly distributed via social media platforms related to Al-Quds University
students and service beneficiaries. Participation was voluntary, resulting in 352
respondents from among the users and beneficiaries of Al-Quds University Library,
including students, staff, and faculty members (graduate students).

For the interviews, a purposive sample was used. The researcher conducted interviews
with five individuals from Al-Quds University Library staff: the Library Director, the
Deputy Library Director, and the heads of three internal departments.

SPSS software was used to conduct the necessary tests to analyze the questionnaire
results, and the researcher supported the findings through interview data.

After data collection and statistical analysis, the results showed that the overall mean
score for all items under the LibQual+ model dimensions was 4.31, and the mean score for
the quality of services provided was 4.38, indicating general agreement with the domain
items.

Regression analysis revealed that the LibQual+ dimensions of Information Control and
Library as Place had a significant impact on the quality of services provided at Al-Quds
University Library. However, the regression results for the other LibQual+ elements—
Collection and Access, Service Affect, and Electronic Resources—showed no
statistically significant effect on service quality at a 5% confidence level.

These findings indicate that students’ perceptions of the current quality of information
services are generally positive. The study also found a high level of satisfaction among



students regarding the information services provided by the main library, especially in
terms of support for education, research, and teaching needs.

Through the interviews conducted at Al-Quds University, the researcher also observed
notable interest from university administration, library management, and staff in the

LibQual+ model dimensions.

Keywords: Libraries, Service Quality Reality, LibQual+ Model
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