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Service Quality Evaluation on Information Commons of Academic library
— A Case Study of Zhejiang University

Wang Sufang Bai Jinming Huang Chen

Abstract: This study built up a service quality assessment system for information commons of academic
library, which included three levels of “IC as place”, “information control” and “service effect” and 21 in-
dexes. Based on the system, it evaluated and analyzed usage patterns and satisfaction degree of information
commons of Zhejiang University library through questionnaire survey and interview. It then found that the
main user group was the first year and second year undergradutes with quiet study, computer and Internet
access, and collaborative study as major purposes. Information commons were welcomed by university
students, yet the general satisfaction level needed to be improved. IC as physical place were most valued
followed by the information control, while the service effectiveness level was perceived as the worst. Lack
of resources and service delivery seemed to severely constrain further development of information commons.
Noise control and effectively separation of quiet zones from collaboration zone, as well as awareness of col-
laboration and innovation function of information commons were still needed. Moreover, enriching digital
resources and improving services contents and delivery, and upgraded professional skills of staff were more
important. Library needed to explore mechanism to make student fully participated in, build on embedded
evaluation culture, and encourage institutional innovation.

Keywords: Academic Library; Information Commons; Service Quality Evaluation

e e o e e S o e e S S o

HmBAMN: LERBRFEEERE BIE

FENRPEZRRBHFTHERER —AHEANBER AR ANZE TR, S EAN BT S THE
MBS HAEL, DT ERET R E A E Eﬁ(ﬁ?ﬁb&’?ﬁit}jmﬁk FREEE-—ARENFEEZ

EHETATHARGREE., 20011 F6 A.FHELEMHER L ELERREMWHE N E XH Z UM, @‘F?ﬂ
FRCGEANGH . CAGHEELER UKL ENREE GEH fn ﬂﬁ%éﬁ%ﬁ EH %2R Y%
BRBKNFE,LEREE A

FHEEHE T 2014 512 A 28 B R, X REHEMEHEHFHEF L7 Chttp://www.
tdleelib. info/) # K ¥ 2 41 & . ;ﬁ‘@%%/é%ﬁﬁ R 6500 FH KX . 2 AT —E.HEHE, HT—EN
WET A MONEL TUFFELEFALSVEANE TSRS, HE-—EM_ENHBLIRXEHET . EUKX
ZEBYZEHERT , 2 A B BRER B RTEINER, —CEMZERANMNIEE, R AR
HEEANT T MER A 300 FAREELS AN BE, NEHNFTHELEESNE FHEIEREZK
HHARM(E) RRTHE LA ENLE XD HHE R 8 T R,

FHEEABEFAMER LA TEFEEA S E AEE EHE AR ERZAEENN " ElEES "N
EARAZHEREMNFERAMBEZEHNERAFR R PO A EERE ¥ ?Aa%ﬂ%*’t%#ﬂ J&
AXZEFWHEHETEMMAEGHRDEFRAN T RN, ZREESERIVETFTHRERE S LEXE
ARERHEREZWNE O R, BHIHLLSAIRTR . CEHLBERN LEBERBRFHO XA S K E .

38



