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INTRODUCTION

There are several types of library such as academic library, corporate library, government
library, private library, school library, special library and public library. A public library is
a library that is open to the public and generally funded by taxes of the municipal, state or
federal level (New World Encyclopedia, 2015). The New World Encyclopedia also
addressed that public library typically is lending library, allowing users to borrow books
and other materials. It also has a non-circulating reference collection, and usually focuses
on popular material such as fiction and movies, as well as educational and nonfiction
materials of interest to the general public.

Standing as a public library, Perbadanan Perpustakaan Awam Kedah or Kedah Public
Library (PPAK) is a part of the largest network of community organizations that are
committed to improving the life outcomes for communities. PPAK received the mandate
from the state government to serve the general information for public needs, as well as the
mandate to serve a specific user such as school, higher education institution, researchers,
and State Assembly. Therefore, PPAK reflects the socio-economic and educational status
of the country and the society it is located (Perbadanan Perpustakaan Awam Kedah
(PPAK), 2017). Thus, the significant attributes of PPAK is their ability to support a broad
mission that can appeal to communities. Public libraries are in the perfect place to support
connected learning because they are built on a solid foundation of choice—in libraries,
communities have been able to choose what they want to read, explore, or participate in. A
contemporary library must support four goals: experience, empowerment, involvement,
and innovation (State Library Victoria, 2017).
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Meanwhile, according to Brandon Schauer (cited by Steven Bell (2007), an experienced
designed director for Adaptive Path, the Wow Factor “is a means to achieve long-term
customers’ loyalty through systematically impressing your customers again and again.
Going a step beyond just measuring loyalty, the long way is an experience-centric
approach to fostering and creating it. In addition, the advent of technology opens a new
challenging dimension for PPAK to provide efficient and effective information delivery
systems in order to support and fulfill the user needs. Therefore, Mr. Shahizan, an acting
Director of PPAK believed any feedback and comments from all users are will be the key
ingredients and encourage PPAK to work for the betterment and excellence of PPAK in
the future.

Kedah State Library Background

Kedah, the northernmost state of Malaysia is located immediately south of Thailand, has
an area of 9,426 sq. km. Popularly known as the ‘Rice Bowl of Malaysia’, Kedah is
Malaysia‘s biggest producer of paddy. The most common sight in the state is vast tracts of
paddy fields backed by undulating mountains. Perbadanan Perpustakaan Awam Kedah
(PPAK) or Kedah Public Library located at the center of Kedah. According to Rashid
(2011), the history of the State Library dates back 45 years ago when a committee was
formed to establish a public library. But it was only in 1960 that the state government
approved RM$45,000 for the establishment of a state library. On 30th September 1961,
H.R.H. The Sultan of Kedah officially opened the Alor Setar Public Library. The rapid
growth of the State Library began on 25 April 1972 when the State Legislative Assembly
passed Enactment 7, 1972 which provided for a Kedah State Library Corporation to be
formed. This Enactment came into effect on 1 January 1974 through a Government Gazette
issued on 20 May 1976.

The Alor Setar Public Library was opened on 1 September 1974 when the Corporation
took over the library which was formerly run by the local town council. The total book
volume is 46,979 and the total number of registered members is 27,200. The library is
strategically located near a school, bus station and government offices. Currently, PPAK
has enough staff to manage the library. The PPAK gives service for local, as well
international users or researchers. But the most are local users or researchers. They are the
members of the regional public university and private university, individual and local
government agencies.

In general, the objectives of the PPAK are as follows:

a) Establish, manage and maintain the State Public Library and branch libraries
throughout the country.

b) Establishment and maintenance of mobile library and the library.

c) Take over any existing libraries in the country with the consent of the
administration of the library.

d) Develop and promote reading, especially in Bahasa Malaysia.
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PPAK provides seven fundamental services. The details are as the following and each
section has its own special services.

i)  Circulation

i) References

iii) Kedah Collections

iv) Multimedia/Media

v) Special Collection

vi) Lincoln Corner

vii) Kelab Sinar Pintar Bayan Budiman.

PPAK is headed by a Director. It has two main sectors: Administrative and Planning
Sector, and Library and Information Services Sector. To meet the goals of PPAK mission
and objectives, both professional (librarian) and supportive staff are ready in PPAK. The
structure of PPAK as attached (appendix 1).

Currently, the PPAK library collection is approximately 906,339 collections in the entire
library in Kedah and about 131,515 collections of materials are in PPAK. An average
17,908 people were visiting PPAK every month. PPAK allows users to borrow books or
other materials for certain numbers and a period of time. Since its establishment, the PPAK
has been well aligned with the vision of the Kedah State Government. PPAK has 116
service centers as depicted in table 1

Table 1: Numbers of Libraries

Type of Library Number of Library
State Library/Centre 1

District Libraries 13

Rural Libraries 40

Rural Libraries (National Library of Malaysia) 57

Mobile Libraries 5

Total 116

Issues and Challenges

Public libraries can play a significant role in improving the quality of life of rural
population (Islam & Ahmed, 2012). However, the issues and challenges continuously
occurred and debated. Ahmed and Shoeb (2009) stated that the quality of library services
has traditionally been measured by its collection size and various counts of its users, but it
has long been argued that users must be involved in the evaluation process in order to
obtain valid and acceptable results. Meanwhile according to Passonneau (2013), ISO
11620 standard listed four categories of quality in library: the first area — : Resources,
Access and Infrastructure” — measures the adequacy and availability of library resources
and services, Use” looks at the usage of resources and services, : Efficiency” examines the
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competence or cost of processes. : Potentials & Development” provides measures for
focusing on emerging service or resource areas.

In another perspective, although mostly understood, public libraries always play an
important role in the lives of communities, the discussions at the national, as well
international level about public library service consistently increase. However, there has
not many studies investigate public library quality service with the application of Kano
model. Furthermore, the public library like PPAK is no longer simply a quiet place to
connect to physical content. Oppositely, it is a physical and virtual place where users learn
how to connect and use resources for physical and electronic. In order to understand how
the users accept their services, PPAK has been conducting user satisfaction survey in 2015.
The data were collected using the questionnaire survey based on 5 Likert scales. The scale
indicates ‘Very Good’, 4 ‘Good’, 3 ‘Satisfactory’, 2 ‘Satisfactory’, and scale 1 is
‘Unsatisfactory’.

This study has set three objectives, namely: (i) measuring the level of customer satisfaction
with the services and facilities provided by the library, (ii) studying the relationship
between library service performance and consumer satisfaction, and (iii) suggestion how to
improve the library services. This study focuses only on three categories of services: the
collection of materials, services and library staff. In other words, PPAK measures the value
of the library services through the impact its services to the user satisfaction. According to
an analysis of the 2015 survey data, the results completed show that the performance of
PPAK services is at a satisfactory level. Respondents have also proposed some idea or
suggested some problems they are facing while visiting the PPAK.

On May 15, 2016, Mr. Shahizan Affandi Zakaria was appointed as Acting Director of
PPAK. He is committed to continuing his efforts to achieve the mission of the PPAK.
However, by using this common survey method, the findings can only be described
descriptively. But he has no idea how to conduct a study by using a tool that is really
accurate to answer all the questions that he plays in his mind. Therefore, to answer these
guestions, improvements to content based on the Kano Model is particularly appropriate.

At the same time, Mr. Shahizan also aware that PPAK is a dynamic organization which is
providing a dynamic service to their users. Therefore, once evaluating the quality of library
services, one must have clearly understood the issues relevant to service quality assessment
in the library and subsequently understand what are the relevance of library service
dimensions. Consequently, to align PPAK library quality of service assessment for
effective reporting of library value and performance to its users and stakeholders, this
paper focus on seven service categories: easy to access (DIM1), service is compatible
(DIM2), effectiveness of services (DIM3), efficiency of services (DIM4), the service
reliable (DIM5), provide the right services (DIM6), and the competency of staff (DIM7).
It is the right time to explore the future of PPAK services to communities and to reaffirm
the right services to all communities with the unique model, called Kano Model.
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Kano Model

The Kano model is a theory of product development and customer satisfaction developed
in the 1980s by Professor Noriaki Kano, a student of Kaoru Ishikawa (Coleman, 2015).
Kano’s model also known as the theory of attractive quality and presents five quality
attributes of dimensions on the basis of the relationship between the degree of sufficiency
of a given quality attribute horizontal axis and customer satisfaction with that quality
attribute in vertical axis to illustrate that product or service quality customer perceived and
customer satisfaction are multi-dimensions (Lai & Wu, 2011). For clear understanding the
Kano’s model is depicted in Figure 1 below.
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Figure 1: Kano’s model of customer satisfaction
Source : Lai and Wu (2011)

The Kano model is a tool for visualizing the relationship among product or service features
in a meaningful way (Schafield, 2016). According to Dominici and Palumbo (2015) Kano
model is used to find and estimate the quality perceived by customers/users of a
product/service and the consequent satisfaction/dissatisfaction resulting from the
discrepancy between perceived and expected quality. Originally, Kano model distinguish
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three types of product requirements which influence customer satisfaction (Lai & Wu,
2011, Matzler & Hinterhuber, 1998). Meanwhile, according to Afsar, Feizi and Afsar
(2010), achieving customer satisfaction effectively not only providing service which is
match exactly what customers want, but also need to know how much effort is needed to
meet customer expects from the service. Hence, understanding the product quality
requirement is beneficial to improve quality. Therefore Kano Model is the best tool to help
Mr Shahizan to understand PPAK quality service.

In another point of view, like so much in Lean philosophy, the Kano model is really a way
of thinking that can be applied to everyday situations (Coleman, 2015). But, the obvious
different is the traditional one-way quality model is focused on one particular quality
element, which is indicated the relationship between customer satisfaction and quality
elements is treated as linear (Zhu, Lin, Tsai & Wu, 2010). Therefore, using the traditional
way to improve customer satisfaction, it is possible that the customer will not be satisfied
with a certain quality element (Tan & Shen, 2000). As a conclusion, Kano’s model
provides an effective approach to categorizing the customer attributes into different types
such as must-be, one dimensional and attractive quality requirements.

Developing Kano question for PPAK service requirements.

According to Matzler and Hinterhuber (1998), the first step for construction the Kano
questionnaire is the product or service requirements determined. As introduced by
Wiersma and Jurs (1990) once it is decided that a test is appropriate, it is necessary to plan
the test so that it will provide the most useful information. Taking from this idea, this study
considered that proposal. Thus, for the purpose of this study, the test or measurement
instrument or Kano questionnaire is based on the Academic Library Users Satisfaction
(ALUS) model developed by Taib and Warokka (2011) for measuring higher education
library services in Malaysia. This close-ended questionnaire has two sections.. Section A
contains questions to articulate the respondent background, such as nationality, race,
gender, age, experience using the library, and the purpose of going to the library. Section B
was allocated for the scale type questions using a Likert scale. By choosing one of five
alternatives, PPAK users are requested to respond functional and dysfunctional scales
simultaneously to indicate their satisfied level. Scale 1 is denoted as very highly
dissatisfied, 2 is highly dissatisfied, 3 designates neutral, 4 is highly satisfied and 5 is very
highly satisfied. The measurement instrument mainly applied 50 statements of seven
dimensions in ALUS model referred to library service quality features (question items).
Refer to Table 3.

Constructing Kano questionnaire

The process of developing Kano questionnaire required procedures. The most and
important point is for each question or service feature or characteristic, a pair of questions
must be formulated. The first question concerns the functional form of the question. The
following question concerns the perception dysfunctional form of the question. For
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example the first question “If the Online Library Catalog (OPAC) is easy to access” is
functional or positive form of the question), and the second question “If the Online Library
Catalog (OPAC) is NOT easy to access* concerns a perception if the library does not
provide have that service feature (called dysfunctional/negative form of the question — see
Table 2). The idea how to formulate these questions is using Mazler and Hinterhuber
(1998) with minor modification. A few more sample question was described in Table 3.
Table 2: Kano Model Constructing
Functional If the Online Library Catalog = Very highly dissatisfied (1)
form of the (OPAC) is easy to access. = Highly dissatisfied (2)
guestion = Neutral (3)
= Highly satisfied (4)
= Very highly satisfied (5)
Dysfunctional If the Online Library Catalog = Very highly dissatisfied (1)
form of the (OPAC) is NOT easy to = Highly dissatisfied (2)
guestion access. = Neutral (3)
= Highly satisfied (4)
= Very highly satisfied (5)
Source: Matzler, K. and Hinterhuber, H. H. (1998)
Table 3: Sample Questionnaire
A. PERKHIDMATAN MUDAH DIAKSES (DIM1) Satisfaction Level
1 | Online Library Catalog (OPAC) is easy to access. 1 2 3 4 5
Online Library Catalog (OPAC) is NOT easy to access. 1 2 3 4 5
2 | Library website easy to reach. 1 2 3 4 5
Library website NOT easy to reach. 1 2 3 4 5
3 | Library staff easy to access and discussed. 1 2 3 4 5
Library staff NOT easy to access and discussed. 1 2 3 4 5
4 | Library's collections and services easy to access 1 2 3 4 5
Library's collections and services NOT easy to access 1 2 3 4 5
5 | Library facilities such as reading room, computer lab easy to 1 2 3 4 5
access.
Library facilities such as reading room, computer lab NOTeasy | 1 2 3 4 5
to access.
6 | Library information such as pamphlets, brochures, and 1 2 3 4 5
information is easy to access.
Library information such as pamphlets, brochures, and 1 2 3 4 5
information is NOT easy to access.
Evaluation Kano Model
By combining two answers (functional/positive form of the question and

dysfunctional/negative form of the question) in Kano questionnaire, the result will be
plotted in Kano evaluation table (see Table 4 ) From this table, the service features can be




Institute for Management and Business Research (IMBRe) | 8

2nd International Case Study Conference (ICSC) 2017

classified into five classical conditions- attractive, one dimensional, must be, indifferent
and reverse or questionable. For example, the combination of very highly satisfy and very
highly satisfied will be grouped in Questionable or reverse, the combination of very highly
satisfy and highly satisfied grouped in Attractive, the combination of very highly satisfied

and very highly dissatisfied will be grouped as one dimensional.

After the analyses with the classification technique (functional versus dysfunctional),
DIM1, DIM2, DIM3 and DIM7 categorized as Indifferent quality attributes, and DIM5 and
DIMG categorized as attractive. Table 5, 6, 7, 8 and table 11 represent Indifferent category.
Meanwhile Table 9 and 10 represent Attractive category.

Table 4: Kano evaluation table

PPAK Service Dysfunctional/negative form of the question
Requirements Very Highly Neutral Highly Very highly
(Satisfaction) highly satisfied 3) dissatisfied | dissatisfied
satisfied 4) 2 1)
(5)
- Very highly Q A A A @)
° satisfied (5)
= Highly R | | | M
‘s =  satisfied
22 (4)
S g Neutral R I I I M
L5
3 o 3)
S5 Highly R | | | M
S | dissatisfied (2)
S [ Veryhighly R R R R Q
dissatisfied (1)

Source: Matzler, K. and Hinterhuber, H. H. (1998)
A= Attractive

M= Must Be / Expected)

| = Indifferent

O= One-dimensional / Linear
Q/R = Questionable/Reverse

Table 5: Evaluation Kano Model (DIM 1)

Functi
onal/p

PPAK Service Dysfunctional/negative form of the question
Requirements Very highly Highly Neutral Highly Very highly
(Satisfaction) satisfied (5) | satisfied 3 dissatisfied | dissatisfied
(4) ) 1)
Veryhighy | Q | JI[A[ [I[LA]l JI[A] J[[Oo] |

satisfied (5)
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Table 6: Evaluation Kano Model (DIM 2)

Highlysatisfied [ R T [[[ 1 [ J[[ 1 I v [ JI[M] ]
(4)
Neural [ R [ L+ ] JiILv[ J[v] J[M] |
@
CHighly P R[] JLr [ L] fifmM] ]
dissatisfied (2)
Veryhighty |[ R | [I[R] J[/[R[ JI[R[ J|[[Q] |
dissatisfied (1)
I= Indifferent

Table 7: Evaluation Kano Model (DIM 3)

PPAK Service Dysfunctional/negative form of the question
Requirements Very highly Highly Neutral Highly Very highly
(Satisfaction) satisfied (5) | satisfied 3 dissatisfied | dissatisfied
_ (4) 2) (1)
o | Vewhighly 1 Q| [IfA] [I[A] JI[A] J|[o] |
o satisfied (5)
£
o
g5 ested (R T ([T [T W71 J[[W [ ]
gs| Newral [ R[ J[tv[ JiLv] JiLt][ Jifim] |
-
s= Highy IR | JILr] JiLr] flfvr] [I[M][ |
I dissatisfied (2)
@ | Veyhighy [ R [ JI[R[ J[[R] J[[R] J[[Q] |
dissatisfied (1)
I= Indifferent

PPAK Service Dysfunctional/negative form of the question
Requirements Very highly Highly Neutral Highly Very highly
(Satisfaction) satisfied (5) | satisfied 3 dissatisfied | dissatisfied
(4) ) 1)
| oveyhigly [ Q | JI[A] JI[A] JIlA] J[LOo] |
L5 satisfied (5)
& 2| Highlysatisfied [T R [ /[ 1 [ /[ ' WEM|[ T J[[M] |
ER= (4)
S| Newal V[ R[ [V JIL0e ] [iIL1r [ J{[mM] |
S E G)
Tl Mgy JfR [ JILv ] L[ L] Jf[M ] ]
dissatisfied (2)
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Veryhighy || R | [ R ] [I[R] J{[R] JIlQ] |
dissatisfied (1)
I= Indifferent
Table 8: Evaluation Kano Model (DIM 4)
PPAK Service Dysfunctional/negative form of the question
Requirements Very highly Highly Neutral Highly Very highly
(Satisfaction) satisfied (5) | satisfied 3) dissatisfied | dissatisfied
_ (4) (2) (1)
o | Vehighly 1o | [IfA] [I[LA] JI[A] J|[o] |
g satisfied (5)
S
g | Highlysatisfied [T R [ [[[ 1 [ J|[+ WM|[[ 1 [ JI[TM[ ]
= 4)
gz Newal ([ R[ [l JiLel JLrl Jiim] |
e (3)
s= Highy IR | JILr] JiLor] fILr] [I[M[ |
I dissatisfied (2)
@ | Veyhighly [ R [ JI[R[ [[[R] JI[R[ [I[Q] |
dissatisfied (1)
I= Indifferent
Table 9: Evaluation Kano Model (DIM 5)
PPAK Service Dysfunctional/negative form of the question
Requirements Very highly Highly Neutral Highly Very highly
(Satisfaction) satisfied (5) | satisfied 3 dissatisfied | dissatisfied
_ (4) 2) (1)
= | Vewhighly [TQ [ J[A] JI[AMM[[AT Ji[o[ ]
G @ satisfied (5)
L
€ g| Highlysatisfied || R [ /[ 1 [ J{[t [ Jf[r] [I[m] |
== (4)
Se Newal J[R | JI[1] L[ JLr] Jj{m[ |
(©)
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CHighly PR [ L] L] L] fifmM ]
dissatisfied (2)
Veryhighty |[ R | JI[R] J[[R] JI[R] [I[Q[ |
dissatisfied (1)
A= Attractive
Table 10: Evaluation Kano Model (DIM 6)
PPAK Service Dysfunctional/negative form of the question
Requirements Very highly Highly Neutral Highly Very highly
(Satisfaction) satisfied (5) | satisfied 3) dissatisfied | dissatisfied
_ (4) (2) (1)
. | Veyhighy [TQT[ JI[A] [[[AMM[TAT J[[o[ |
o satisfied (5)
£
e —
g 5[ Fionysaisted TR T JILT T JILTT J|CT T J/TW ]
gs| Newral [ R[ J[tv[ JiLv] JiLt][ Jifim] |
i —)
= Highy R [ JILr] L] vl J[M] ]
I dlSS&tISf!ed (2)
® | Veyhighy [ R [ JI[R[ [[[R] JI[R[ [I[Q] |
dissatisfied (1)
A= Attractive
Table 11: Evaluation Kano Model (DIM 7)
PPAK Service Dysfunctional/negative form of the question
Requirements Very highly Highly Neutral Highly Very highly
(Satisfaction) satisfied (5) | satisfied 3 dissatisfied | dissatisfied
_ (4) () (1)
og| Veyhighy 1 Q| [I[Aa] [I[A] JI[lA] [j[[o] |
Téé satisfied (5)
S w
= .2
S 2 [ Highly satisfied ([ R | J[[ T [ _J|[ | M| '] J[M] ]
Tel @




Institute for Management and Business Research (IMBRe) | 12

2nd International Case Study Conference (ICSC) 2017

Neural [ R [ Lt ] JiILv [ J[v] J[M] |
@

“Highly [[R [ J|[ 0 J|[0 [ JJ[1[ J[M[

dissatisfied (2)

veryhighy || R | JI[R] JI[R] JI[R] JILQ] |

dissatisfied (1)

I= Indifferent
Conclusion

As an Acting Director at PPAK, Mr Shahizan has a great responsibility to ensure that the
services provided in the PPAK meet the needs and requirements of the users and satisfy
them. Previously, user satisfaction survey applied one-dimensional method. However, with
the use of the Kano Model in assessing the level of user satisfaction at PPAK, it is helped
Mr. Shahizan to properly plan the improvement strategies more effectively and
systematically. However, he has little difficulty understanding and conclusions based on
the findings and tables produced using the Kano Model. Therefore, he and the staff of
PPAK will be trained how to manage the Kano Model. By doing so, PPAK staff will learn,
understand and analyze the results of the study correctly before making a better conclusion.
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