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Abstract:

This study aims to assess the quality of services provided by the Central Library at Larbi
Ben M'hidi University — Oum El Bouaghi, using the SERVQUAL scale, which compares users’
expectations with their actual perceptions of service quality. A questionnaire was
administered to a sample of library users, covering five main dimensions: reliability,
responsiveness, assurance, empathy, and tangibles. The study results revealed positive gaps
in most dimensions, indicating that the level of services generally meets users’
expectations—especially in terms of equipment upgrades and a strong focus on user
satisfaction through effective communication strategies and continuous staff training. The
responsiveness and assurance dimensions recorded the highest scores, while the tangibles
dimension received the lowest. The study recommended the need to enhance the tangible
aspects of the service.

Keywords:
Measurement, Quality, Library services, University libraries, SERVQUAL scale, Larbi Ben

M'hidi University — Oum El Bouaghi.
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