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(ABSTRACT]

This atudy vrezentz the results of an expleratory study on customer
perceptions of service quality in public libraries, using data collected from 661
respondents. Four Factors that explain serviee quality are identified, then the
relationship with personal characteristics and degree of invelverment examined.

Tn order of importance, these factors are communication, convenience,
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empathy, and tangible. The results have practical implieations and an agenda

for Muture research on quality management haz been suggested.
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