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This paper reports the resulls of an exploratory siudy that identifies distinet elements

ol service qualily and deiermines which ol these elemenis are more important Lo dillerenl
segmend of customers on degree of service involvemenl, Service involvemenl hias been
defined as "the amount of parlicipation perceived by the euslomer to be required o engage
ina particular aclivily or serviee," Al services provided by publle libraries involve different
kinds of inleraction belween libraries and their users. and evoke varving degree of
involvement. o this stedy, user involvement with services in public library has been
categarized inte heee group according to resources encounlered, richness ol information
lnput, services used, and frequency of usage, The empirical sludy has shown thal degree
af service involvemenl are significantly relaled (o service quality. Then the markeling
strategies [it belween the user's value of service qualily and the degree of service invelvement
have been proposed.
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