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Research on Service Quality Evaluation of Academic Library
Makerspace Based on SERVQUAL Model

Zeng Yueliang Lu Xinyi

Abstract: Quantitative evaluation of academic library makerspace’s service quality helps to objectively
reveal the weakness of the service, which can provide references for the improvement of service content and
mode, and the construction of service quality evaluation system. The SERVQUAL model is introduced,
with the scale revised according to the characteristics of academic library makerspace service, from five e-
valuation dimensions, namely tangibility, reliability, assurance, responsiveness and empathy. The ques-
tionnaire survey and interview were conducted to academic library makerspace users. There are expectation
perception gaps in all dimensions of services: tangibility and reliability are the most prominent, followed by
assurance, empathy and responsiveness. Combining statistical results and interview content, the paper ana-
lyzes the causes and proposes strategies: balancing multi-source funding and spatial positioning to optimize
resource allocation and spatial layout; innovating interactive forms to highlight spatial value and build in-
ternal and external collaborative service teams; ensuring librarians’ professional ability and training;
strengthening user demand and feedback surveys to improve service insight.

Keywords: Academic Library; Makerspace; Service Quality Evaluation; SERVQUAL Model;
Digital Literacy
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