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Abstract

This thesis is based on a study measuring the quality of electronic services of
public and private Jordanian universities. The study was grounded on users' perspectives
of quality of electronic services of academic libraries in Jordanian universities. The
participants of the study assessed the quality based on the following dimensions:

performance, reliability, serviceability, usability, aesthetics, currency, and empathy..

Reviewing the large body of quality services and measurements literature, the
researcher of the study developed a questionnaire to measure the quality of electronic
services of academic libraries in Jordan. Although 1268 questionnaires were distributed
for the study purposes, only 1065 were answered and returned (83.9%). The data was fed
into the computer and then was analyzed by using SPSS. The statistical treatments
applied in this research include: Descriptive analysis (e.g. Mean and Standard

deviations), t-test analysis.



One of the main findings of the study, no difference in the views of user's (lectures,
student's) to assess the quality of the electronic services provided by libraries of the
Jordanian public and private universities, the Jordanian public and private in terms of
dimensions of quality performance, reliability, serviceability, usability, aesthetics,
currency, and empathy), but the difference has emerged between the beneficiaries under
the category of libraries, the public universities alone did not appear under the category
of libraries of private universities, as the study found that there are differences in the
quality of electronic services in terms of dimensions between the libraries of public and
private universities by the beneficiaries and appeared differences in favor of libraries of

public universities

The findings of this research can indicate new paths and directions for further
future research in this area. In addition, some recommendations can be addressed here:
increasing reconcilability of library electronic services in Jordanian universities by
marketing its services and organizing training sessions for lecturer’s and new university
students to introduce them to the electronic services provided by the university library.
This training might improve their abilities of using these services and getting benefits

from the academic sources.
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