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e A service iIs the non-material equivalent of a good. A service
provision is an economic activity that does not result in
ownership, and this is what differentiates it from providing
physical goods. It is claimed to be a process that creates
benefits by facilitating either a change in customers, a change
In their physical possessions, or a change in their intangible
assets. [From Wikipedia, the free encyclopedia]
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(B IEAE I T 5Gap)

Gap2: BEEDHAFICH T HFEZMDER vs AR TD
H—EXRHEOBMYRS (F—ERXRTHAUIZEITHGap)

Gap3: HY—EXRRHEDEYRD vs H—E RIZEDER
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Gap4: H—ERZHDER vs BEE~D@EH, EN, Ein
(A2 =HF—2avIZBIT5H5Gap)
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IZX 9 HREEEDRLM (F—EXMEGap)

(Parasuraman, Zeithaml, & Berry, 1985)
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— (Zeithaml, Berry, & Parasuraman, 1993)
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ARLMD“New Measures Initiative”®—Ix (
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_[FIZEH 8 14 23 45
W21 ~2[a] 12 1 88 109 210
AlZ1~2[q| 13 6 104 83 206
| Z# (] 6 7 25 27 65
(FEAEFIALGLY 1 2 6 4 13
FIAALZLY 3 3
Total 40 16 240 246 542
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< Mission

aE (B SV RET - )
L B4

Goals < Performance
Measurement

Lﬂﬁl’ld)?éljiiﬁﬁ,!; T B {KBYEE
< Objectives > > < Activities >

Measuring Quality: International Guidelines for Performance
Measurement in Academic Libraries. IFLA Publications 76,
31 1996
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Dorsch, Yasin & Czuchry, “Application of root cause
analysis in a service delivery operation management,”
International Journal of Service Industry Management.
Vol. 8, 1997, pp. 268-289.
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The 2003 OCLC Environmental Scan: Pattern Recognition.
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Connect to site from A B C D E
Origin Hits Percent Hits Percent Hits Percent Hits Percent Hits Percent
Direct address / Bookmarks 20958  11.10% 8,110[  12.10% 160 5.10% 7,402 12% 1,462 7.80%
Links from an Internet Search Engine 94655  50.50% 47,348 1% 2 0% 37528 61.10% 10897  58.30%
Google| 823839 17,316 1 32,952 9977
Yahoo.com 6,660 21510 2,629 68
Others 5,156 2,522 1 1,947 852
Links from an external page 71595  38.20% 11,091 16.60% 2954  9450% 16312  26.50% 6,281  33.60%
Unknown Origin 101 0% 69 0% 8 0.20% 88 0.10% 39 0.20%
Connect to site from F G H I
Origin Hits | Percent | Hits | Percent | Hits | Percent | Hits | Percent
Direct address / Bookmarks 10459  11.30% 207 12.20% 4070  10.90% 9,396 7.40%
Links from an Internet Search Engine 54957|  59.10% 66 3.90%  17887|  4790% 102,179]  80.70%
Google| 47,851 40 10,378 96313
Yahoo.com 2,041 23 6,237 933
Others 4665 3 1,272 5,333
Links from an external page 21157 29.40% 1414]  8380% 15312 A% 149771 11.80%
Unknown Origin 81 0% 0 0% 4 0.10% 23 0%
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ed., Westport, Conneticut, 2004, p. xv.
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