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A Study of the Relation Between Organization Service Orientation

and Service Quality in Library

Bao Ping Li Yan

Abstract: Library organization service orientation is a specific organizational climate formed through

the establishment of an enhanced service delivery plan and rewarded quality service from the perspective of

librarians’ excitation, which is an important factor affecting the service quality.

The study surveyed 245 librarians from 4 university libraries which used SPSS and AMOS to perform

factor analysis. As a result, four factors of organization service orientation improvement system, which is

service matching, leadership guidance, service support, service behavior assessment and reward. This study

also found that Librarian-perceived organizational service orientation will facilitate user-perceived service quality,
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and different dimension of organizational service orientation has different impact on service quality. In this point, the %

study further suggested new idea about construction of organizational service orientation.

Keywords: University Library; Organizational Service Orientation; Service Quality
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