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Abstract

Measuring the quality of the information services at the medical

libraries in Riyadh: an Applied Study

Nahla M ALSulaimi

The modern information management concerns of upgrading the level of
the provided services to the users, through developing a lot of strategies, comes
first the measuring the quality of the provided services; to ensure its
responsiveness to the needs of the users and their suitability to their wishes, to
achieving their satisfaction. This can be achieved by using scientific methods,
modern techniques and appropriate standards of measuring the quality of
services.

Hence, Appears the problem of the study, where the quality of information
services at the libraries, its meeting to the needs of target groups and its consent
to the adopted standards didn't have the required value of studying and research
by the researchers and specialties in this field. This appeared in lack of literature
published studies and researches, therefore, the view is not still clear in the
minds of those concerned with the quality and development of the information
services, which prompted the researcher to address this issue.

This study aims at identifying a real view of the information services in
the medical libraries in Riyadh, and evaluating the quality of these services; to
identify the strengths and shortcomings. Then making some proposals to develop
the used standards at the study and putting a mechanism for its implementation.

The importance of this study can be summarized in providing a clear view
of the quality level of the provided information services at the study community
libraries, that enabling the decision-makers, and principles of these libraries to
take advantage of the obtained data, conclusions and recommendations by this
study to develop future plans for developing and upgrading the quality of the
services.

The researcher applied the descriptive survey method to achieve the
intended objectives, also using the measurement of the quality "Libqual" for data
collection and analysis from the users, in addition to using the interview tool to
collect data from employees in the study community libraries. After data



collecting, statistically representing and analyzing, the study obtained a number
of outcomes including:

It was clear the non-application of any standard measurements, related to
services quality measurement. It also showed non-existing of planned and
clear plans for the application of the services quality at the libraries
environment of the study.

The results showed the most important obstacles that blocks the
achievement of quality standards or contradict the application the quality
of the services at the medical libraries at the study environment, where the
"ignorance of the used measurement methods at this field," comes at the
first place with rate (86.4%), followed by the two obstacles related to
"support of the higher administration or decision makers " with " lack of
employees " with rate (72.7%), then the obstacle related to" employees
rehabilitation " with rate (68.2%), and finally the obstacle related to " lack
of financial resources " with rate (66.7%).

The results of the efficiency gap average (the difference between the
actual limit of the provided services and the minimum accepted limit by
the users) in general poor of the quality of the provided services in King
Fahad medical city library and its decline with a negative gap rate (-0,006)
where it was at the lowest level of all the study community libraries. The
Library of the "college of dentistry" has achieved the biggest efficiency
gap with total average (2,945) where it comes at the highest level of all the
study community other libraries. Followed by the library of King Faisal
Specialist Hospital, with gap average (1,286), then the National Guard
Hospital library with gap average (0,990), followed by King Abdulaziz
Hospital library with gap average (0,830), and the College of Medicine
library at King Saud University, with gap average (0,122).

The superiority gap results showed (the difference between the actual
services provided limit and the expected service desired by the users) in
general excellence in the provided quality of services at the library of the
College of Dentistry with a positive gap reached (1,008), where it
achieved the highest level of all the study community libraries. Also,
showed a lack and decline in the provided quality of services at King
Abdulaziz Hospital library, with gap average reached (-1,206) where it
came at the lowest level of all the study community libraries, followed by
King Fahad medical City library with unremarkable gap average (-1,202),
then comes the College of Medicine library at King Saud University, with
gap average (-0,799), followed by the National Guard Hospital library,
with average gap (-0,189), and then the King Faisal Specialist Hospital
library with average gap (-0,110).



The study reached a number of recommendations including:

Issuing an Arabic version for the Libqual measurement adopted by
professional bodies such as libraries Association or libraries affairs
deaneries at the universities.

Cooperating between the specialized professional bodies in search for
other criteria for measuring the quality of the services can be adapted and
applied in the Arab libraries.

Identifying the total quality concept and measuring the provided quality
services to users within the study plans in the sections of libraries and
information studies at the universities.

Documenting and publishing the libraries experiences in the field of
quality of service measurement, whether succeeded or failed, to be useful
for other libraries.

Overcome the administrative obstacles such as bureaucracy to activate the
users' e-mail service as libraries at the advanced countries.
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