
Performance Measurement and Metrics
A meta-analysis of service quality of Iranian university libraries based on the
LibQUAL model
Aboozar Ramezani, Seyed Javad Ghazimirsaeed, Fereydoon Azadeh, Mohammad Esmaeilpour
Bandboni, Mohammad Hossein YektaKooshali,

Article information:
To cite this document:
Aboozar Ramezani, Seyed Javad Ghazimirsaeed, Fereydoon Azadeh, Mohammad Esmaeilpour
Bandboni, Mohammad Hossein YektaKooshali, (2018) "A meta-analysis of service quality of Iranian
university libraries based on the LibQUAL model", Performance Measurement and Metrics, https://
doi.org/10.1108/PMM-05-2017-0014
Permanent link to this document:
https://doi.org/10.1108/PMM-05-2017-0014

Downloaded on: 26 September 2018, At: 01:03 (PT)
References: this document contains references to 59 other documents.
To copy this document: permissions@emeraldinsight.com
Access to this document was granted through an Emerald subscription provided by emerald-
srm:380143 []

For Authors
If you would like to write for this, or any other Emerald publication, then please use our Emerald
for Authors service information about how to choose which publication to write for and submission
guidelines are available for all. Please visit www.emeraldinsight.com/authors for more information.

About Emerald www.emeraldinsight.com
Emerald is a global publisher linking research and practice to the benefit of society. The company
manages a portfolio of more than 290 journals and over 2,350 books and book series volumes, as
well as providing an extensive range of online products and additional customer resources and
services.

Emerald is both COUNTER 4 and TRANSFER compliant. The organization is a partner of the
Committee on Publication Ethics (COPE) and also works with Portico and the LOCKSS initiative for
digital archive preservation.

*Related content and download information correct at time of download.

D
ow

nl
oa

de
d 

by
 U

ni
ve

rs
ity

 o
f 

Su
nd

er
la

nd
 A

t 0
1:

03
 2

6 
Se

pt
em

be
r 

20
18

 (
PT

)

https://doi.org/10.1108/PMM-05-2017-0014
https://doi.org/10.1108/PMM-05-2017-0014
https://doi.org/10.1108/PMM-05-2017-0014


A meta-analysis of service quality
of Iranian university libraries
based on the LibQUAL model

Aboozar Ramezani
Virtual School, Students’ Scientific Research Center,
Tehran University of Medical Sciences, Tehran, Iran

Seyed Javad Ghazimirsaeed and Fereydoon Azadeh
Department of Medical Informatics and Librarianship,

School of Paramedicine, Research Center for Health Information Management,
Tehran University of Medical Sciences, Tehran, Iran

Mohammad Esmaeilpour Bandboni
School of Nursing, Midwifery and Paramedicine, Guilan University of Medical

Sciences, Rasht, Iran, and
Mohammad Hossein YektaKooshali

Student Research Committee, School of Nursing, Midwifery and Paramedicine,
Guilan University of Medical Sciences, Rasht, Iran

Abstract
Purpose – The purpose of this paper is to assess the quality of Iranian university libraries.
Design/methodology/approach – This first systematic review and meta-analysis were based on the
PRISMA guidelines by searching in national and international databases from 2003 to January 2017 with
standard Persian and English keywords. Data searching, extracting and quality appraising were completed
by two researchers, independently. Any unexpected documents were assessed by a third expert researcher.
Data were extracted in accordance with the “Strength of the Reporting of Observational Studies in
Epidemiology” checklist after the final selection of appraised documents. Random effects size based on
Cochrane test and I2 were used for combining the obtained results from different studies together by
considering the heterogeneity of studies.
Findings – Based on the meta-analysis conducted in 25 (6.42 percent) included studies, the total sample size
was estimated. According to three dimensions of LibQUAL, findings of current information control, affect of
service and the library as a place were estimated as 5.37 [CI95%: 5.02, 5.73], 6.91 [CI95%: 5.56, 6.26], and
5.46 percent [CI95%: 5.2, 5.73], respectively. Also, mean of service adequacy and superiority gap are equal to
0.07 [CI95%: −0.22, 0.36] and −2.06 [CI95%: −2.89, −1.23], respectively. There was a significant correlation
between three dimensions of service quality and service superiority gap of LibQUAL and geographical
regions of Iran ( po0.01). Also, a significant correlation was found between the gaps of services and three
aspects of LibQUAL model and published years through a meta-regression test ( po0.01).
Practical implications – The results obtained from the present study showed that users are relatively
satisfied with the quality of services provided by Iranian university libraries. An improvement in the quality
of library services can promote the scientific level of universities.
Originality/value – The results of the present systematic review and meta-analysis study demonstrate a
vital connection between primary research studies and decision-making for policymakers in Iranian
university libraries to increase quality services.
Keywords Iran, Perception, Customer satisfaction, Quality assessment, LibQUAL, Library service quality
Paper type Literature review

Introduction
Measuring service quality is a necessity when it comes to planning in the respect of and
improving the quality of the organizational services. University libraries are especially
important since they are regarded as centers where a country’s specialized information is
provided. The universities of Iran are planning to improve the quality of their library services,
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by measuring the quality of services and being aware of the gap of users’ expectations.
Measuring service quality provides information necessary to identify the strengths and
weaknesses of library services. Thus, such assessment provides opportunity for strategic
planning and improving the quality of various domains of information-related services
(Esmaeilpour Bandboni et al., 2015). According to the studies of Association of Research
Libraries (ARL), LibQUAL is the most commonly used method for measuring the quality of
library services as far as issues such as identifying the expectations of library users and
reviewing and analyzing the gap between their expectations and their interpretation of the
received services (Cook et al., 2016). This model is specifically used for measuring the quality
of library services. This tool has been used widely in the libraries of 31 different countries all
around the 5 continents and it has been translated into 21 various languages (Town, 2016).
According to the results obtained from studies focused on this method, which have been
conducted over the past few years, has been an adequate model for measuring the quality of
library services (Isfandyari-Moghaddam et al., 2013; Neshat and Dehghani, 2013). This model
aims (Association of Research Libraries, 2017):

• to create an excellent culture and prepare a tool for assessing the quality of library services;

• to help libraries have a better understanding of their users’ expectations;

• to collect and interpret users’ feedbacks in a principal way at any point in time;

• to provide a substrate for similar libraries to prepare a mechanism and a protocol for
comparison and evaluation; and

• to specify the best measures to be taken regarding library services.

In addition to demographic specifications, the LibQUAL study survey includes 22 items
designed in three dimensions including five, nine and eight questions in the dimension of the
library as a place (LP), affect of service (AS) and information control (IC), respectively
(Miller, 2008). These 22 questions have been prepared for respondents to answer for
three purposes: to assess the minimum level of expectation from library services, to assess the
maximum level of expectation from library services and to determine the interpretation of
current library users regarding the quality of these services, respectively. The users under
investigation could select numbers 1 to 9 in order to answer. If number 9 was selected, it would
be indicative of the highest level of expectations. In this method, both the users’ expectations
and their interpretation of the quality of the services were measured to calculate the gap
between users’ expectations and the quality of services (Voorbij, 2012; Esmaeilpour Bandboni
et al., 2015). This gap has come to be known as both service adequacy gap (SAG) and service
superiority gap (SSG) (Cook et al., 2016).

Over the past two decades, the LibQUAL model has been used in the universities of Iran
for measuring the quality of library services. This tool can be used as a model for assessing
the quality of libraries services as well as for presenting information which can be used for
facilitating the improvement of targeted services in libraries of Iranian universities
(Isfandyari-Moghaddam et al., 2013; Neshat and Dehghani, 2013).

One of the most important objectives of meta-analyses is to properly combine the existing
studies to enlarge the sample size. Due to the increasing number of relevant studies, by creating
a meta-analysis, the differences between the existing parameters would be decreased and also,
there would be lower confident intervals. Because of all of the above-mentioned results,
ultimately, all of the problems of using the previous methods will be solved
(YektaKooshali et al., 2016; Mansouri et al., 2017; Zaker Jafari and YektaKooshali, 2018).

Due to the variety in reporting the mean of service quality of Iranian academic libraries
(Isfandyari-Moghaddam et al., 2013; Esmaeilpour Bandboni et al., 2015), this systematic
review of all documentation, and combining them by using meta-analysis method, was
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conducted to assess the overall quality of Iranian university libraries. Due to the high
importance quality of university libraries and lack of knowledge by the global community of
service expectations in Iran, it is important to report the final conclusions to policymakers
and properly manage planning at the country level.

Background in Iran
Iranian universities are operating under the supervision of two ministries, The Ministry of
Science, Research and Technology (include 137 public and 494 private universities), and the
Ministry of Health and Medical Education (include 51 universities). Over the past three
decades, the number of students taught and the number of graduates have increased. Higher
education institutions in Iran have enrolled more than 3m students. Also, Iranian universities
graduate almost 750,000 students annually (Karimi et al., 2010; Da Wan et al., 2016; Naderi,
2016). Each of the Ministries has specific criteria to establish and develop its library services
(Farajpahlou, 1994; Davarpanah, 2001, 2003). In addition, university library standards in
Iran have been developed since 1995 and used as a guideline to all universities. Given the
dispersion of the economic resources of Iranian universities and the allocation of different
budgets, the quality of service provisions in libraries is also affected, such that, different
geographical regions have various allocation of budgets (Ilali et al., 2010; Seifouri et al., 2018;
Janafzaei and Hossein Khorshidi, 2012; Davarpanah and Dadkhah, 2012; Ansari, 2008).

Methods
The present study is the first meta-analysis and systematic overview aimed to review the
studies which have investigated the quality of library services from the perspective of users
of Iranian university libraries that used LibQUAL[1] in the time interval of 2003 to the
January of 2017. The present meta-analysis study was conducted according to the PRISMA
guidelines (Moher et al., 2009).

Inclusion and exclusion criteria
The main criterion for entering the study was related to the subject of evaluation of a library
using the LibQUAL+™ tool. If the studies had the following criteria, they would be
eliminated from the current study: studies that evaluated general libraries or a target
population of a library outside of a university; reviews that had incomplete information and
not representing the standard deviation; studies that used the pre-2003 edition of LibQUAL;
studies with subjects that were not relevant to the subject; studies with a non-random
sample size; letters to editor; and repeated articles.

Search strategy and study selection
All of the results obtained came from documents published in international and national
databases such as the national databases: ISC, SID, Magiran, Irandoc, Noormags, Elmnet,
and Medlib and also, international databases and publishers such as Web of Sciences,
Scopus, Google Scholar, PubMed, Embase, ProQuest, Sage, ScienceDirect, CINAHLWILEY,
Taylor & Francis, Springer, Emerald, JSTORE, EBSCO and ERIC. In addition, specialized
databases, for example, Library and Information Science Abstract; Library Literature &
Information Science; Library, Information Science, and Technology Abstract; and Library &
Information Science Source were searched.

The Persian keywords and their English equivalents were used to search the subject,
including: “quality assessment,” “service quality assurance,” “LibQUAL model,”
“LibQUAL+™,” “gap analysis,” “library quality service,” “library users (faculty members
and students),” “customer satisfaction,” “Iran” and all of the probable combinations of words.
A combination of Boolean operators was used for databases which were in English. Additional
articles were found by searching the cited references of articles within the study (Figure 1).
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After that, the titles of collected articles were imported into EndNote™ software to find
duplicated papers. To prevent bias, all of the stages of conducting the research, including
searching, selecting studies, qualitative evaluation of studies and data extraction were done
by two independent researchers (“M.H.YK” and “A.R”). A third expert researcher (“F.A”)
decided the last decision in the case of any disagreement between the two researchers.

Quality assessment
In the next stage, researchers used The Strength of the Reporting of Observational Studies
in Epidemiology (STROBE) checklist (Von Elm et al., 2007) to determine the quality of each
of the papers. The STROBE checklist has 22 sections and evaluates the methodological
aspects of the selected articles, including research population and sampling method,
statistical analysis and study objectives. The articles that obtained a minimum score of
16, according to this checklist, were entered for the meta-analysis stage (ZakerJafari and
YektaKooshali, 2018; Amiri-Andy et al., 2018; Badfar et al., 2018).

Data extraction
At first, a checklist was designed based on aim of the study and reading other available and
gathered papers. The designed checklist had the following items: author’s name, published
year, location, sample size, targeted group, mean and standard deviation of the LibQUAL
model information extraction (IC, AS, LP, SAG and SSG). This information was extracted by
two researchers independently and blind in the name of the author, institution and journal.
The researchers asked the third expert researcher (“F.A”) to reach out to the relevant author
if more information and raw data were necessary (by contacting via e-mail, phone or fax to
the first author, corresponding author or the department of authors).
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Statistical analysis
The mean scores of each dimension and its gaps are analyzed using the LibQUAL tool.
Based on binomial distribution analysis, Cochran and I2 indices were used to evaluate the
heterogeneity of the studies. As the mean of three dimensions of LibQUAL is a quantitative
variable, normal distribution was used to estimate the standard error in each study. Due to the
high inconsistency of the studies, the random effects model was used with 95% confidence
interval. To examine the publication bias, funnel chart and the Egger and Begg’s test were used.

Data were analyzed using the meta-analysis specialized software comprehensive
meta-analysis. The significance level was considered less than 0.05. Standard errors were
estimated automatically using the formula: SE¼ (Standard deviation)/√(Sample size)
(Altman and Bland, 2005). There was 95.33 percent heterogeneity in this study which means
that there was high inhomogeneity.

Results
A brief explanation of entered studies
In the systematic review, 389 probable relevant articles were identified. After reviewing
the titles, 45 articles were eliminated because of duplication. In total, 344 probable relevant
articles were thoroughly reviewed. After assessing the criteria for entering/exiting the
study and measuring the quality of articles, 25 (6.42 percent) qualified studies conducted
in the time span from 2003 to January 2017 entered the meta-analysis (Table I, Figure 1).
The first meta-analysis and systematic review studied 7,484 people. Also based on three
dimensions of LibQUAL, findings of current IC, AS and LP were described in five
geographical regions of Iran.

A meta-analysis of three aspects of the LibQUAL model for Iranian university libraries

(1) The mean of IC (library as a set of sources) is equal to 5.37 [CI95%: 5.02, 5.73]. The
means of this factor in south and east were 5.99 [CI95%: 3.55, 8.42] and 5.06 [CI95%:
3.77, 6.34], respectively; which are the maximum andminimummeans. In a comparative
review of the regions, a significant relationship was reported ( p¼ 0.0001). The mean of
IC in the center region was equal to 5.36 [CI95%: 4.91, 5.82] which was closest to the all-
around reported value of this factor for Iran (Table II; see supplementary figures at:
www.researchgate.net/publication/327744250_A_meta-analysis_of_service_quality_
of_Iranian_university_libraries_based_on_the_LibQUAL_model).

(2) The mean of AS (library as a set of employees) is equal to 6.91 [CI95%: 5.56, 6.26]. The
means of this factor in north and south were 5.69 [CI95%: 3.93, 7.45] and 6.72 [CI95%:
4.3, 9.14], respectively; which are the minimum and maximum means. In a comparative
review of the regions, a significant relationship was reported ( p¼ 0.0001). The mean of
AS in the south was equal to 6.72 [CI95%: 4.3, 9.14] which was closest to the all-around
reported value of this factor for Iran (Table II; see supplementary figures at: www.
researchgate.net/publication/327744250_A_meta-analysis_of_service_quality_of_
Iranian_university_libraries_based_on_the_LibQUAL_model).

(3) The mean of the LP (library as a set of locations) is equal to 5.46 [CI95%: 5.2, 5.73]. The
means of this factor in the west and south were 5.21 [CI95%: 4.54, 5.89] and
6.67 [CI95%: 4.93, 8.41], respectively; which are the minimum andmaximummeans. In a
comparative review of the regions, a significant relationship was reported ( p¼ 0.0001).
The mean of LP in the north was equal to 5.39 [CI95%: 3.84, 6.93] which was closest to
the all-around reported value of this factor for Iran (Table II; see supplementary figures
at: www.researchgate.net/publication/327744250_A_meta-analysis_of_service_
quality_of_Iranian_university_libraries_based_on_the_LibQUAL_model).
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A meta-analysis of the gap of services based on LibQUAL model for Iranian university libraries

(1) The mean of SAG is equal to 0.07 [CI95%: −0.22, 0.36]. The means of this factor in
the north and center were −0.78 [CI95%: −2.93, 1.36] and 0.27 [CI95%: −0.152, 0.69],
respectively; which are the minimum and maximum means. In a comparative review
of the regions, no significant relationship was reported ( p¼ 0.873). The mean of
SAG in the east was equal to 0.06 [CI95%: −1.68, 1.81] which was closer
to the reported value of this factor all around Iran (Table III; see supplementary
figures at: www.researchgate.net/publication/327744250_A_meta-analysis_of_
service_quality_of_Iranian_university_libraries_based_on_the_LibQUAL_model).

(2) The mean of SSG is equal to −2.06 [CI95%: −2.89, −1.23]. The means of this factor in
center and south were −2.26 [CI95%: −3.49, −1.04] and −1.47 [CI95%: −2.34, −0.61],
respectively; which are the minimum and maximum means. In a comparative review
of the regions, a significant relationship was estimated ( p¼ 0.0001) (Table III;
see supplementary figures at: www.researchgate.net/publication/327744250_A_
meta-analysis_of_service_quality_of_Iranian_university_libraries_based_on_the_
LibQUAL_model).

Meta-regression
The meta-regression for the gaps in services and the three aspects of the LibQUAL model
for Iranian university libraries according to the years of the study was done and p-value was
estimated to be 0.0001. The slope is ascending in AS (B), SAG (D) and, SSG (F) and
descending in IC (A) and LP (C) (see supplementary figures at: www.researchgate.net/
publication/327744250_A_meta-analysis_of_service_quality_of_Iranian_university_
libraries_based_on_the_LibQUAL_model).

Mean [confidence interval 95%] I2(%) p-value Online supplementary

Information control
Region
North 5.30 [4.14, 6.45] 99 ( p¼ 0.0001)
South 5.99 [3.55, 8.42] 99
Center 5.36 [4.91, 5.82] 99
East 5.06 [3.77, 6.34] 99
West 5.54 [4.6, 6.48] 96
Total 5.37 [5.02, 5.73] 96 –

Affect of service
Region
North 5.69 [3.93, 7.45] 99 ( p¼ 0.0001) www.researchgate.net/publication/3277442

50_A_meta-analysis_of_service_quality_of_
Iranian_university_libraries_based_on_the_
LibQUAL_model

South 6.72 [4.3, 9.14] 99
Center 5.77 [5.26, 6.27] 99
East 6.13 [5.34, 6.92] 99
West 5.72 [5.21, 6.23] 86
Total 6.91 [5.56, 6.26] 99 –

Library as place
Region
North 5.39 [3.84, 6.93] 99 ( p¼ 0.0001)
South 6.67 [4.93, 8.41] 99
Center 5.27 [4.68, 5.85] 99
East 5.59 [5.26, 5.91] 99
West 5.21 [4.54, 5.89] 91
Total 5.46 [5.2, 5.73] 99 –

Table II.
A meta-analysis
of three aspects
of LibQUAL model
for Iranian
university libraries
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Publication bias
Publication bias was also examined by Begg and Egger’s tests and was determined as
p¼ 0.69 and p¼ 0.28, respectively. In this test, the probability of publication bias was not
statistically significant (Figure 2).

Discussion
The present study is the first document using the LibQUAL model through the meta-analysis
method in Iran. In these studies, the universities, fields of study in various levels, type of
sampling and the number of samples have been distributed among libraries of different
universities all over the country. Also, the mean of scores of the three dimensions of the
LibQUAL model is an indication of the difference in the quality of services in different
universities. The findings presented in Table II show the five regions of geographical
distribution of studies focused on quality of services provided by universities libraries in Iran.

Funnel Plot of Standard Error by Mean
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Figure 2.
The funnel plot of the

studies related to
quality of the services

provided by Iran’s
university libraries

based on the
LibQUAL model

Mean [confidence interval 95%] I2 p-value Online supplementary

Service adequacy gap
Region
North −0.78 [−2.93, 1.36] 99 ( p¼ 0.873) www.researchgate.net/publication/3277442

50_A_meta-analysis_of_service_quality_of_
Iranian_university_libraries_based_on_the_
LibQUAL_model

South −0.11 [−0.57, 0.36] 99
Center 0.27 [−0.152, 0.69] 99
East 0.06 [−1.68, 1.81] 99
West −0.11 [−0.57, 0.34] 99
Total 0.07 [−0.22, 0.36] 99

Service superiority gap
Region
North −1.91 [−2.23, −1.6] 99 ( p¼ 0.0001)
South −1.47 [−2.34, −0.61] 99
Center −2.26 [−3.49, −1.04] 99
East −1.91 [−2.38, −1.44] 99
West −1.91 [−2.52, −1.3] 99
Total −2.06 [−2.89, −1.23] 100

Table III.
A meta-analysis of

gap of services
based on LibQUAL
model for Iranian

university libraries

Meta-analysis
of service

quality
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In some of them, like universities located in the south of the country, the mean score of the
service quality has been higher (Farajpahlou and Shams Ejieh, 2009; Bairanvand et al., 2013;
Sotudeh and Mirlohi, 2015). According to the findings, it is possible that users’
expectations have been influenced by research and educational facilities in these areas
might have affected the level of users’ expectations (Town, 2016). According to Miller’s
opinion, users of large libraries have high expectations would be decrease the scores of
LibQUAL (Miller, 2008).

Mean score of the current level of quality of the services provided by libraries of different
universities in Iran in the three dimensions of LibQUAL is quite different from similar
studies, conducted in libraries outside of Iran by ARL in consecutive years (Cook
et al., 2016). The mean score of IC, AS and PL in ARL users’ expectations are an average of
7.15, 7.32 and 6.92 in past seven years, while in Iranian user expectations were 5.37, 6.91 and
5.46, respectively through this meta-analysis study(Association of Research Libraries, 2017).

In the review conducted by Isfandyari-Moghaddam et al. (2013), it was reported the 18
university libraries had used LibQUAL for evaluating the quality of services. To analyze
LibQUAL studies, three levels of quality were determined: less than a minimum, at least and
slightly above the minimum. Four libraries: the Central Library of Tabriz University,
Library of Medical Sciences of Yazd University, Libraries of Islamic Azad University of
Shahrekord and Library of Mashhad’s Ferdowsi University provided services under the
minimum level of expectation in AS dimensions. The level of services provided by the other
14 libraries was minimum or slightly higher. In dimensions of the IC factor, there were only
two libraries that had provided services with a higher quality than expected, which were
libraries of Imam Sadegh University and University of Medical Sciences of Kermanshah.
The service quality of the other 16 libraries was lower than expected or minimum. In terms
of the LP factor, only four (out of 18) university libraries provided services that had a quality
level higher than minimum, libraries of Imam Sadegh University, Ilam University,
University of Medical Sciences of Kermanshah and Central Library of Tabriz University
and the other libraries had provided services with minimum-level quality or lower
(Isfandyari-Moghaddam et al., 2013). The quantitative findings of this study are similar in
three dimensions especially “IC”.

According to the results obtained from the meta-analysis, the AS dimension was better
than the other two dimensions in the dimensions of quality. These findings show that
librarians of the aforementioned libraries have been able to provide services with a higher
level of quality than the level expected by library users. Therefore, it is better than other
dimensions of library services. The staff of the libraries can play an effective role when it
comes to AS. Librarians located in the south (Farajpahlou and Shams Ejieh, 2009;
Bairanvand et al., 2013; Sotudeh and Mirlohi, 2015) and east (Ali-Ramezany et al., 2008;
Yaghobifar et al., 2016; Pourahmad et al., 2016) of the country have been able to get the
highest mean in this dimension, respectively. An increase in the level of education caused by
the increase in the number of opportunities for studying librarianship at the graduate level
over the past few years and the improvement of professional skills of librarians in Iran are
the reason why the level of satisfaction of library users with library services have been
exponentially increased (Davarpanah, 2003). On the other hand, with the launch of
provincial branches of Iranian Library and Information Science Association (www.ilisa.ir/)
for librarians all over the country, numerous specialized educational workshops and
scientific assemblies are now held, which can help the effectiveness of the quality services
provided by libraries (Esmaeilpour Bandboni et al., 2015).

The IC dimension considers the collection library sources. The mean of users’
satisfaction of university libraries located in east (Ali-Ramezany et al., 2008; Yaghobifar
et al., 2016; Pourahmad et al., 2016) and north (Esmaeilpour Bandboni et al., 2015;
Nooshinfard and Tahmasebi, 2014) areas of Iran has been lower than other areas and this
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might depend on the level of research and scientific activities in universities and education
of librarians of these areas in comparison with other areas (Farajpahlou, 1994; Davarpanah,
2001; Davarpanah, 2003). Although the system of library has changed from traditional to
online software, which can make the library sources more visible and accessible for users
(Bruce et al., 2009; Hall et al., 2014). However, according to the findings of this study, it seems
that the quality of the electronic and published sources available in libraries of universities
in Iran does not meet the minimum level of expectations of users in comparison with other
LibQUAL dimensions.

Three years in a row (2014–2016), in studies conducted by ARL, the mean of expectations
from the dimension of the library as the place was lower than other LibQUAL dimensions
(Association of Research Libraries, 2017). The findings of the present study also indicated
that despite the renovation and development of the space of universities of the country, from
the perspective of users, the library is not considered as a proper environment for studying.
In addition, the mean score of users’ satisfaction has not increased in this time interval
and, therefore, the mean of minimum expectations of users is low. Nonetheless, the findings
showed that libraries located in the south (Farajpahlou and Shams Ejieh, 2009; Bairanvand
et al., 2013; Sotudeh and Mirlohi, 2015) and east (Ali-Ramezany et al., 2008; Yaghobifar et al.,
2016; Pourahmad et al., 2016) areas of the country have had the highest mean of satisfaction
with the LP.

Since the issue that is considered by the mean of adequacy gap is meeting the
expectations of users (Town, 2016), in the present study it has been attempted to discuss the
variations of adequacy gap in the findings section. The findings of the present study
showed that libraries of universities in Iran have met the minimum level of expectation of
their users when it comes to all of the services provided by libraries (with an adequacy gap
of 0.07). Since libraries of different universities located in central (Hariri and Afnani, 2008;
Hariri and Afnani, 2009; Hariri and Shahvar, 2010; Asemi et al., 2010; Omidifar and
Mousavizadeh, 2010; Neshat and dehghani, 2011; Hashemian et al., 2012; Mardani and Sharif
moghadam, 2012; Razmi Shendi et al., 2013; Ahmadimirgaed et al., 2015; Ashrafy Rizi and
Kazem Pour, 2014; Ashrafi Rizi et al., 2008; Bahari-Movafagh et al., 2015) and east
(Ali-Ramezany et al., 2008; Yaghobifar et al., 2016; Pourahmad et al., 2016) areas of Iran have
provided services with a higher quality than expected by users, these aforementioned
libraries have been relatively more successful when it comes to providing services. Also, the
users of these libraries have been satisfied with these services at a minimum level. After
reviewing the findings of similar studies conducted outside of Iran, it became clear that
services provided by libraries reviewed in this study have a relatively lower quality than
similar foreign libraries. Adequacy gap of services has been usually positive in foreign
studies and library services having a higher quality than the level that is acceptable to the
users (Cook et al., 2016; Town, 2016).

According to the ARL organization reports (Cook et al., 2014, 2016), in 2014 and 2016 in
Europe, IC were estimated 7.10± 1.27 and 7.7± 1.34, respectively; AS were estimated
6.85± 1.39 and 7.24± 1.41, respectively; LP were estimated 6.68± 1.61 and 6.74± 1.64,
respectively; SAG were estimated 0.55± 1.36 and 0.66± 1.44, respectively; and SSG were
estimated −0.85± 1.19 and −0.7± 1.24, respectively. The current status of Iranian libraries
in gaps and dimensions of LibQUAL (IC, LP, SSG and SAG) is very different in comparison
with ACR studies. Inappropriate infrastructure and non-compliance with international
standards, lack of suitable cultural and social platforms and aged libraries and their
resources which were caused by inappropriate budget allocations, have reduced reading per
capita and the overall average of the LibQUAL dimensions and gaps in Iran (Krashen et al.,
2012; Kibirige, 1977; Chiu et al., 2012).

Other findings showed that quality of services provided by libraries of Iranian
universities were lower than the most desirable level (maximum level) that is expected by
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users (with a SSG of −2.06) and libraries have not been able to improve the quality of their
services to the desired level that is expected by the users. The same result has been obtained
in all of the studies conducted in foreign universities and the findings have been indicative
of a negative gap between library services and the most desirable level of quality expected
by users (Shorb and Driscoll, 2004; Jankowska et al., 2006; Roszkowski et al., 2005).
According to the obtained results, the qualitative level of services is not desirable to users
and there is a gap between users’ perceptions and expectations. As it is clear, the observed
gap in libraries of the universities studied in this meta-analysis is larger than that of the
libraries of foreign universities (Association of Research Libraries, 2017). Given the gap
between current services and expectations of their users, these libraries can plan for
improving the quality of services more cautiously by accurately prioritizing their attempts.
In addition to the necessity of consideration of all of the aspects of services, given the
weakness of libraries in association with the dimensions of IC and LP, the libraries must
attempt to provide the necessary space, facilities and sources for the users to have access to
the information they are needed. In terms of location of the library, by taking into
consideration the opinions of users, it is essential to predict proper spatial and
environmental conditions for beginning the study, learning and researching in a library
(Hariri and Afnani, 2008).

In the present study, the degree of heterogeneity (I2) has been calculated to be equal to
95.33 percent which means that this study has high heterogeneity (an I2 index of lower than
25 percent is indicative of low heterogeneity, an I2 index of between 25 and 75 percent shows
middle heterogeneity and an I2 index of higher than 75 percent shows high heterogeneity).
It has been assumed that the observed differences have been resulting from using various
sampling methods and the difference in the measured parameter in various societies
(YektaKooshali et al., 2016; Mansouri et al., 2017; ZakerJafari and YektaKooshali, 2018).

Limitation

(1) Because of the variety of writing those research findings conducted by the
LibQUAL, data extraction is difficult.

(2) In most studies, average LibQUAL dimensions were reported without standard
deviation.

(3) The researchers had limited access to databases and full text of articles.

Conclusion
The results obtained from the present study show that users are relatively satisfied with the
quality of services provided by Iranian university libraries. However, in order to increase the
quality of library services, a better and more cohesive plan is needed. An improvement in
the quality of library services can promote the scientific level of universities.

Recommendations

(1) Since the reviewed libraries were not even close to the desired level of services that
are expected by the users, it is necessary to consider all of the aspects of library
services. Given the gap between the level of quality of current services and the level
of quality expected by the library staff in the findings of Iranian studies in
comparison with foreign studies, it is better for university administrators to plan
modern educational courses for library staff and employ responsible, qualified and
skilled employees with sufficient amount of knowledge so that they would
accurately guide users and meet their informational needs.
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(2) Moreover, in order to improve the quality of the services provided by the
aforementioned libraries and to reduce the gap between users’ expectations and
services, three suggestions have been presented including development of the
library space and allocation of a proper space for forming scientific groups and
further, creation and expansion of electronic library sources for the users to have
access to information sources at any time and place and ultimately, the assessment
of users’ expectations of online tools such as The “LibQUAL+® Lite and
TechQual+” be provided.

(3) By taking into account the results obtained from studies, it becomes clear that using
LibQUAL+ as a tool is of help when it comes to reviewing the quality of services and
its improvement, changing organizational culture and library service marketing.
The commercial version of this tool is used all around the world for evaluating all of the
university libraries that depend on the Ministry of Science, Research and Technology
and Ministry of Health and Medical Education as a cooperation/consortium so that
comprehensive data would be obtained as a consortium that would be shared for
education, procedures, results and interpretations.
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LP Library as place
SAG Service adequacy gap
SSG Service superiority gap

Note

1. To the point of completion of the stages of the survey of the year 2003, LIBQUAL is comprised of
four dimensions and 25 items. After the 2003 survey, with validity measurement analyses,
according to the findings of numerous surveys, two dimensions of information access and personal
control were combined and after that, the LIBQUAL tool, with 22 items or components, measures
library services in three dimensions.
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