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Abstract

It is analyzed in this paper the quality of archival services in universities using SERVQUAL Model
based on summarizing the problems in the utilization of college archives Utilization Services. The
methods to improve the quality of college archives utilization services are divided into 22 detailed
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indicators across 5 dimensions, which proposed methods to improve the quality of college archives
utilization services in the different aspects such as research, institutional design, implementation,
publicity and other aspects.

Keywords

Archives Service Quality, University Archives Utilization, SERVQUAL Model

Copyright © 2025 by author(s) and Hans Publishers Inc.
This work is licensed under the Creative Commons Attribution International License (CC BY 4.0).
http://creativecommons.org/licenses/by/4.0/

1. 5|8

BEE AL D, RESRIRIZD 2 E RS E R LR R BIRSS ) KR IRAE /2, RSS2
ey B MRSS F R R AL, BIERSN RMZ o, BP BN EA MRS TIERE s . s
T R BE R R IR R EEANR L —, MHETHEWENEARL, SRR =0 555
BRIV RARE E . HATCA R PR R IR . R A MR E AR TR
SR T o AL 508 F A IR 8 B 22 SERVQUAL MR SK 7 Mt AT 3 v KOS S8 R Y Al 55 o i RO 3R TR A

2. BRERFIRARSFERIERE(1]
2.1. MR RIFEHRRFRA, RSENBFHES

BEE A5 AR H A AL, RS BB R BT AR o (H 2 2 TR 5 DA B R AR A S A
REWRFFHIRTE, AR MREHEEOR . RGBT, X TR M &K
Bre MRS EESE. RS EHY. IRFEIREIE . IRSSERBE T mB M ERAE . WK LU, 1
SRR IR 55 (6 /14T 54 i o

2.2. HRRFENEMBRMEALIFH, AFRYAFHES

FERS SR 55 BOR QI B P AR SR BT 2 . Bt S e S T, (LA S it 8t A s 1 B B
JSEZEG IR, P ARES R m TT R BN . IR RS B, TP RS IE, QT IR SR AR O L
0P ARG B TIN5
23. EYIERAPEROHEE, RFLFEHFHES

A TR SR AR AL 2R P B OV B AT IR e, AR R R A SR 55 AR Se e, i TR SOR B 4
BHO AL AR, & A HE B ORI T SRRV . X R TR RIS P /R AFHE B 2x, &
REMLZFE. MEREMBERETRE, DR TRRMB LM T RERR . (ER IR XA
ZRENE, R T ARG R, PR T RS A S, LB R SRR SS, @ AT E R AR
FRM, SRTFIR 55 B2 Bk T BLSOA — ST T
3. BREERFARSRENITNTGE
3.1. SERVQUAL RET AR 5 BB #7555

H RO T MR %6 s PP A IR 28, Horh SERVQUAL 5L —Ffd F 32 i S5 44 4 23 BT HE R A5

DOI: 10.12677/ssem.2025.144057 480 IR 55 ol 2 RN B


https://doi.org/10.12677/ssem.2025.144057
http://creativecommons.org/licenses/by/4.0/

HARF, HEIL

B, ZEAGRATHAMC, £ i s, 7RSI R E, TR, BOvE TR
MR 55 PEAR (2]

1988 - Hi i 2. 48 28 I H (Berry)f&th 1 SERVQUAL #A![3], FEHTIHH P25
PR 55 2 Ja B MR SZ o L TR SRR w e i F P (I8, PN P B2 R 55 2 s BT iR A A R 457K
o defa DAR PO IR S5 BB S AN - BER R 2220, SRA IR P B IR S5 I ARG . JLAA S SERVQUAL
E = SEBRIERZ o E - B

SERVQUAL #ERUK G AR SS a5 7 A AN ERE, FG: Gt rIEEtE. msive . fRESEE . 15 Rd%
No MRIEATMIRE 2L, BN TIN50 4 TR, dwmllvPAN &, FRE VR A e A
AT, R P T IRSS R R AN AU e, THRE AN 851 SERVQUAL 738, R4
HATIREE, AHE RS ERIBE RS, MMNE 250 SERVQUAL 74,

SERVQUAL AP+ A K

SQ=2.(R-E) M

For SQ IR En IR 55 T i

Pi 5 i MRARTE B K215 57

Ei W& i MEVREM MBS0 =1. 2. 3------22, n Fx SERVQUAL HERILN 5 1) 22 NP FEHR)

R AKXPTLIRARN SQ Bfl, 2MBRAE 5 MR EEM MRS T, SN P BRIR S
. (R SERRAE T, T RS B AN R4 R ) SRR R AN [, FEASE Y U H R AN A Y
BUE RBCR R IR X PR o A 32 @ I AR e, T 15 B 5 A AR 7 S B B R W Y

SERVQUAL 4744
SQ=fﬁmiap4gﬁ=Lzam“mJ=Lz&¢ﬂ 2)
Wi A § AN B TERIRUE
$(2)30 sQ 2 Hohn s B ER LU EH m, whAS B1Z IR 55 7 -T2 1K) SERVQUAL 704k, BY
SERVQUAL = (iSQij /m 3)

SERVQUAL R —FpP 4 A 55 ot ) T RS, EEN 2. BIR. RIT. 85 BrEik
5T, BLR P IR RAN T DA FER R, e G DU IR 55 SR O HERR IO T 7 UM, RETT MR 55 R SRR Sk
BERAESE B MAAERRSE, EETHIRERRZ, BB H SRR SAFRRS
TR E R BAEAE 225, RIS AT ML IZ F b 7 AT BB B0, ANREER BN A BRI SR
55 R A BEREAT IE S BN AS I .

3.2. Fl SERVQUAL i @R RSB RE T4

izl SERVQUAL HEAID I HETH AR S 55 A, G 2R S m R R 55 AR & R
P AR RS RN BB ) B B0 GEit A e R b o BARDRE AR 35 BB VP Rl 0 A TR Bt . AT
FEVE NP PREETE. TR TANERE, RJa LA EARtE oy 22 D BARTEAR(ILE 1).

AL RS HISMERIL, 2% AR RS IR rh i 2 S P BN . R4S SR 55 v £
R RS A A e . BRI B . BRIRS N PR R A, AR RN e R, 2
IR S HRITE R, ICHZNE — IR MRS5S BN SIS ST IR 35 T R A E B

FIEENE, AR IRALE RS R S RREMEAT RS AR RIRE ). FERS R IR R, R

fets

DOI: 10.12677/ssem.2025.144057 481 ke 55 sk = An 4


https://doi.org/10.12677/ssem.2025.144057

AR, HEIL

REME Ty . MERAY e RS R . RIS WA PR R IR i K, R R THY

=
FM 55 B EE T

Table 1. Design of evaluation indicators for archive service quality based on SERVQUAL model [4]
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Figure 1. Process of the gap between service experience and expectations in utilization of university archives
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