
   

 

 

  

 

                                                                                                            

                                                                                    

  

  

  

  

  

  

  
  
 

 


	�� ���دة  ��
�م ا
�����ا

���� �� ���آـــــــ�ة ���  
  ���ك ��
�� وت�	#   

  

  

  

  

��$��%
   2012/2013: ا
�	� ا

��$��%
   2012/2013: ا
�	� ا

  

  ا

��.�تت-��, ج�دة خ(��ت 



��� :درا�� ����  �$��%
 ���.�ت ا

�آ/ ا

  :����إ
�اد ا��

��.� �0�	1 

 :إ��اف ا����ذ

�
�$
 �2�3 �.( ا

  ,�-
�م ا
����� : ا��  
�م ا�1��دی�، ا
�%�رة و: �(ان�  �������
�م ا��  
 �.$2
�م ا
�����: ا��  
 ����

�� و #	�ك                                                                                         : ا��

 

�
  وزارة ا
�$��ـــ, ا
$ـــــ�
� وا
.ــ89 ا
$ـــ�
  ا

�آـــ/ ا
%ـــــ��$� 

�ــــــ��

�م ا;�1��دی� وا
�%�ری� و���م �$
�$�( ا
�����
  ا

  2013............/: ا

�ج>  

  

  :��آ�ة #$	ـــــــــــــ�ان



     
      أ 

 

  

�����  

 ����� �� 	
� ��
�� �������� �� ����� ��� �����
� ��� � !"#�� ��$"%�&'��(�  )�� *+

 ,-"$�. !/0 �
1� �� ��&� )'��(� � !�� ��$"%� ����2 ���1 3&&4#����� �%�"# 5��  ��$"%�� ���

 ����+ �$�6
� ��1��� ��$7� ���'1 �8�
� 9���'"�� 9: �;<�=�� �.��2 > �
'?�� �<!'� ��

)��'
� @A��=
� ��&"2�: �B��$
� C��? �8�D
� ��� E&4F G1+ ���,3H�
1�"
 )servperf(  �� �=&� ���

 �$�. ,)'��(� � !�� ��� K�&$"�*� LM� N&�400 �� �':� ,O
�. L�1!"�� P �':�"399 �0�&$"��  CQ

�
"(�'� )R�S�T� U��0V
� W��X"��: spss.  

��&� )'��(� � !�� ��$"%� ����2 ���1 Z�";� [�\]� ��� G&�^"
� UR�"0 C\_   �
��4# 	
�

 ����` �&�%
� ���(� 9: �&R�S�� �
�� ��A  �6��"� �?a� ��1� 9$# ��  ,�$�6
� !/0 �
1� ��

�&
�"
� ����`� ���1 ��':+� ,�
1 �� �����
� Gb ��$"%�� �
��4# 	
� ��$"%��:  ������� O0��(�

�8���"�*� ,d.�'"
�� K��e� ,�:�f"�*� Z!2+ �
1 ��C\_ � ,  3&&4# > ���1��� g�!\
� K+ UR�"=
�

�&
�"
� ��hD"��
 �&R�S�� �
�� �%# i ����':+ �� �': G%
� G%  ��$"%�� ����2 ���( �$�6
�: 

�$"%�� ��&#�� ��!� ��� ,)����
� Z�";�� ,�SX"
�. 

��	
���� 

�����  

���`�j��e� k�&4� ,�&'��(� �$"%�� ,���(� , )Servperf( �����`� ���1 3&&4#.  
Abstract 

This study focuses on one of the important subjects related to administration  
University  libraries: to assess the quality of Mila University Centre 's  services from the  
point of view of students therein. And also to enable the library administration to know its 
position on the competition map between dealers who made the wishes and needs of the 
students as the basis for orientation. To this end, the researcher has chosen global model 
servperf, a sample of the University Centre where students questionnaire was submitted to 
400 students, After the follow-up 399 questionnaire were recovered using the spss 
statistical program.  

The results of the analysis revealed a low level of quality library services in the University 
Centre for their inclination from the perspective of students. It also shows a medium 
relationship with statistical function between the overall quality of library services 
provided by libraries under consideration, on the one hand, and the dimensions of the 
quality of the following services: tangibility, reliability, responsiveness, assurance, 
empathy on the other. The results revealed differences in students ' evaluation of the 
quality of library services as a whole and each of its dimensions were not statistical 
function for the following variables: Theme, education level, number of times to go to the 
library. 
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Service, quality, University Library, service performance, assess the quality of services. 
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� $(' T��=� G }&�� �/ 
6U {�R�)10( : 

 
 
 
 
 
 
 
 
  



� �����  - درا�� ����–����� ��دة ��
�ت ا������ت �
��
����ت ا��!آ� ا�  

 

 
54 

$(' T��*10:  ��< QL�h #N���
� 	�'
���� �� #��'��� #Y!� L�IO� 	
<
*p #!<
�k� 	
J���
�

5��
=� >UI
� 	
���� G # L
6��?�  
$(I��  Q'
����  ]���
�  D'
!�
� ��I¯?�  

5   G 
Y����� ��� L
6��?� yY��Q'
�� 
�*
�:� ��� _����  3.20  1.27  

6   I�9�Q'�L� 
n
��� �
j� #��J�� )U
2� )k #q�
< # �* 
Y�����  2.79  1.17  

7  QI� T�� �� #W!Wm 	
��� i�N� ��� 
Y����� �IZ  2.93  1.10  

8  
N��� B< $n��� ��� +!(���� KO� #��J�� #��P� i�N�< 
Y����� ;>���  3.63  1.05  

9  
n
���� 
n
 ��� �� #N!(L 	�^�< 
Y����� �"�Z  3.45  0.84  

10  #<��J
� QL

� ��� T�oW�� 
Y����� G �6��
� VW��� ;
9� G K[�  3.32  1.10  

 '�o
� : #��
J�� L���� �� /	
�
!��� ¨ I"�  

 	�'
���� �0. #!<
�k� 	
J���
� X� �:�� T��=� T�� �� �� )(� +�
U4 s
!N
� X-� 4

 »
�k� ]���
� X­O 45�
¢ �/ ;����
�D0�� 
!��� 
6!!N� ���  #�<'� �� )N  ��� T�  
� 4

 QL�* r���� ��� #��J�� r�� e���� �
�J�?�� ��<# L
6��?  G#�!
 5��
=� >UI
� 	
����.  y�  �0/�

�� #Wm#@�
@�� #!&I".  

�
����� �)S ��" �� �0N����: 5�  
� ��� #!&I"�� �0/ �Y�: " ��< QL�* r���
 #��J�� $!!N� #<
^��?�

e�� #�!
 5��
=� >UI
� 	
���� G" �� �U���� ¤ 5"� �� #Wm  ����� ;�����
< #!&I"�� �0/

4#!<
�k� 	
J���
�  $(' T��=� G }&�� �/ 
6U {�R�)11( :  

$(' T��*11:  ��< QL�h #N���
� 	�'
���� �� #��'��� #Y!� L�IO� 	
<
*p #!<
�k� 	
J���
�

5��
=� >UI
� 	
���� G #<
^��?�  
$(I��  �������  ]���
�  D'
!�
� ��I¯?�  

11   ���� ������������ ��� � !�"# � ���$% �&���'�  3.98  0.88  

12    �(�)� ���%�� !���� ���*� +�( �&���'� #,-#� .�/�  2.91  1.21  

13  ���%�� ��(�)� 01 ��2�� ��3� �&���'� #,-#� 4���  2.76  1.14  

14  ���%�� !�5�/� ���#,�� ���5�)6�� �&���'� #,-#� 789&�  2.69  1.11  

 '�o
� : #��
J�� L���� �� /	
�
!��� ¨ I"�  

 	�'
���� �0. #!<
�k� 	
J���
� X� �:�� T��=� T�� �� �� )(� +�
U4 s
!N
� X-� 4

 ��� T�  
� 4 
!��� 
6!!N� ���  #�<'� �� )N  D0�� »
�k� ]���
� X­O 45�
¢ �/ ;����
�

 QL�* r���� ��� #��J�� r�� e���� �
�J�?� ��< #<
^��?� G
 5��
=� >UI
� 	
����#�!  y�  �0/�

 #!&I"�� #Wm#�<�I��.  



� �����  - درا�� ����–����� ��دة ��
�ت ا������ت �
��
����ت ا��!آ� ا�  

 

 
55 

�
����� �)S ��" �� �\��,�: 5�  
� ��� #!&I"�� �0/ �Y�: " X
�-� ��< QL�* r���
 #��J�� $!!N�

e�� #�!
 5��
=� >UI
� 	
���� G" �� �U���� ¤  5"� �� #Wm  ����� ;�����
< #!&I"�� �0/

4#!<
�k� 	
J���
�  }&�� �/ 
6U {�R�$(' T��=� G)12( :  

$(' T��*12: #<
^��?� ��< QL�h #N���
� 	�'
���� �� #��'��� #Y!� L�IO� 	
<
*p #!<
�k� 	
J���
�

5��
=� >UI
� 	
���� G  
$(I��  Q'
����  ]���
�  D'
!�
� ��I¯?�  

15  #�!J�� $n
U��� T�� �� #��J�� s�"� G #N@�� 
Y����� �"S�� sIq   2.77  1.15  

16  
Y����� 5"S�� E� 5��
�� G X
�-
< I�f  3.12  1.17  

17  #(
��< 
6%�L 5�� 
Y����� 5"S�� )�
��   2.76  1.15  

18   #�
��� #OI�
� 
Y����� 5"S�� {���#<
*º� #��J�� 	�'
�"��� ���  2.61  1.11  

 '�o
� : #��
J�� L���� �� /	
�
!��� ¨ I"�  

  	�'
���� �0. #!<
�k� 	
J���
� X� �:�� T��=� T�� �� �� )(� +�
U4 s
!N
� X-� 4

 ��� T�  
� 4 
!��� 
6!!N� ���  #�<'� �� )N  D0�� »
�k� ]���
� X­O 45�
¢ �/ ;����
�

 QL�* r���� ��� #��J�� r�� e���� �
�J�?� ��<X
�-�  G!
 5��
=� >UI
� 	
����#�.  y�  �0/�

#!&I"�� #Wm #��
P�.  

�
.�\�� �
����� �)S ��" ��: 5�  
� ��� #!&I"�� �0/ �Y�: " ��< QL�* r���
 #��J�� $!!N�

bd
���� e�� #�!
 5��
=� >UI
� 	
���� G"  	
J���
� ����� ;�����
< #!&I"�� �0/ �� �U���� ¤

4#!<
�k�  $(' T��=� G }&�� �/ 
6U {�R�)13( :  

$(' T��*13:  bd
���� ��< QL�h #N���
� 	�'
���� �� #��'��� #Y!� L�IO� 	
<
*p #!<
�k� 	
J���
�

5��
=� >UI
� 	
���� G  
$(I��  Q'
����  ]���
�  D'
!�
� ��I¯?�  

19  
Y����� 5"S�� �� 
!o�f 
�
6�/� 
Y���d �N�   2.89  1.08  

20  K!(L )�2< #��J�� 	
*
k 
Y����� �"S�� $�"�   2.90  1.10  

21  #��J�� 5��'��� y�>�� T��=� 
Y����� )6� 	
�
� 5��I�  3.71  1.13  

22  #��J�� '
9��? #³I�� #6%�� �U
�� ��� 
Y����� IO���  3.31  1.30  

23  
Y����� G 	
��P� QL�* X� ;
� )�2< r'�  2.17  0.67  
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� : #��
J�� L���� �� /	
�
!��� ¨ I"�  
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 QL�* r���� ��� #��J�� r�� e���� �
�J�?� ��< bd
���� G#�!
 5��
=� >UI
� 	
����4  y�  �0/�

#!&I"�� #Wm #�L
���.  

�0N�\�� �
����� �)S ��" ��: 5�  
� ��� #!&I"�� �0/ �Y�:  " l< #!%
o:� #�?L 	�R #(�� �*�� ?

 )U� 4#�* �� #��'��� )� 5��
=� >UI
� 	
���� 	
��P #!���� QL�=� ��< �� L
�<� QL�* 	
��P�

#!�
���: ��6�
� _���=�
6��?� 4#bd
���� 4X
�-� 4#<
^��?� 4# L."  

K@�Y   #!&I"�� �0/ �� #�¢5/ #!�IO 	
!&IO: 

.1  #��'��� )� 5��
=� >UI
� 	
���� 	
��P #!���� QL�=� l< #!%
o:� #�?L 	�R #(�� �*�� ?

 ��<� 4#�* ����6�
� _���=�rI�� #�* �� #.  

;�����
< #!&I"�� �0/ '
���� ¤  ��<� E<
��� aq�
� )@A #!���� QL�=� X� V!: 5JP� '��¯?� )!�Z

��6�
� _���=�	
*I�
� ��� 
Y�oZ� 4)N��
� aq�
� # #!�
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                    $(' T��*)14(:5JP� '��¯?� )!�Z 	
*Ic  #!&I"��1 

 
Model Smart 

Model R R Square 

1 ,401a ,161 
a. Predictors: (Constant), tqs 

 
Model Summary 

Mode
l 

R R 
Square 

 

1 ,401a ,161 
a. Predictors: (Constant), tangible 

 
  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

'�o
�: 5%
o:p� ��
�g�� 	
*Icspss 

	
*I�
� l��  +�
U 5%
Y@�� �
��'?� )�
�� #6!( X� ����0.4014  ��� #(�� |
Y/ �
��
<�

��< l< #J���� 
/'
���� ��6�
� _���=�4#!���� QL�=�� #  � �W��� )�
�� ¨�< 
6U0.161 y�  
� 4

16.1%aq��� ��  �� L��  #!���� QL�=� G��< G aq��� ��6�
� _���=�# . #�?��� r���� X� V!:�

 �� )(� �/� �I"m D�
� 0.05  #� ���� #!&I"�� )�N�� #!&I"�� �0/ uOI� 
Y�­O 4�6��
� #�?��� r����

 L�*�< #�%
N����< l<  #!%
o:� #�?L 	�R #(�� ��6�
� _���=�#!���� QL�=�� # .  

ANOVAa 
Model Sum of 

Squares 
df Mean 

Square 
Sig. 

1 Regressio
n 

29,560 1 29,560 ,000b 

Residual 154,159 397 ,388   

Total 183,719 398    

a. Dependent Variable: tqs 
b. Predictors: (Constant), tangible 
 
Coefficientsa     

Model B 
Constant 1,003 
(1)tangibl  ,357 
a. Dependent Variable: tqs 
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2  
6UG '
 
�� �� a�-�#!���� QL�=�� #��6�
� _���=� ��< l< 5JP� '��¯p� #�L  #!���
� 	
�����

5�  
6U:  
Y = 1.003 + 0.357 tangible 

 )�
�
� #J���< #!���
� #����� #!���� QL�=� ��� #��6�
� _���=� ��< I[� #�L
�
� �0/ )@A)B ( B�6!(�

0.357.  

.2  #��'��� )� 5��
=� >UI
� 	
���� 	
��P #!���� QL�=� l< #!%
o:� #�?L 	�R #(�� �*�� ?

 ��<� 4#�* ��# L
6��?� rI�� #�* �� .  

;�����
< #!&I"�� �0/ '
���� ¤  ��<� E<
��� aq�
� )@A #!���� QL�=� X� V!: 5JP� '��¯?� )!�Z

� 4)N��
� aq�
� # L
6��?�#!�
��� 	
*I�
� ��� 
Y�oZ:  

                         $(' T��*)15(: #!&I"�� 5JP� '��¯?� )!�Z 	
*Ic 2 
Model Summary 

Mode
l 

R R 
Square 

1 ,551a ,303 

a. Predictors: (Constant), relia 
 

ANOVAa 
Model Sum of 

Squares 
df Mean 

Square 
Sig. 

1 Regressi
on 

55,750 1 55,750 ,000b 

Residual 127,970 397 ,322  

Total 183,719 398    

a. Dependent Variable: tqs 
b. Predictors: (Constant), relia 

 

CoefficientsaModel B 
ر
1

(Constant) ,334 
reliability ,571 

a. Dependent Variable: tqs 

'�o
�: 5%
o:p� ��
�g�� 	
*Icspss  

l��  	
*I�
� +�
U 5%
Y@�� �
��'?� )�
�� #6!( X� ����0.551 ��� #(�� |
Y/ �
��
<� 4

 ��< l< #J���� 
/'
���� # L
6��?� � �W��� )�
�� ¨�< 
6U 4#!���� QL�=��0.303 y�  
� 430.3% ��

aq���  aq��� �� L��  #!���� QL�=� G��< G # L
6��?� . )(� �/� �I"m D�
�  #�?��� r���� X� V!:�
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 ��0.05  	�R #(�� L�*�< #�%
N�� #� ���� #!&I"�� )�N�� #!&I"�� �0/ uOI� 
Y�­O 4�6��
� #�?��� r����

 ��< l<  #!%
o:� #�?L # L
6��?�#!���� QL�=��.  

 
6U G '
2 < 5JP� '��¯p� #�L
�� �� a�-� 
6U #!���
� 	
����� #!���� QL�=�� # L
6��?� ��< l

5� :  
Y = 0.334+ 0.571reliability 

��< I[� #�L
�
� �0/ )@A # L
6��?�  )�
�
� #J���< #!���
� #����� #!���� QL�=� ���)B (B�6!(�0.571.  

.3 	
���� 	
��P #!���� QL�=� l< #!%
o:� #�?L 	�R #(�� �*�� ?  #��'��� )� 5��
=� >UI
�

rI�� #�* �� #<
^��?� ��<� 4#�* ��.  

;�����
< #!&I"�� �0/ '
���� ¤  ��<� E<
��� aq�
� )@A #!���� QL�=� X� V!: 5JP� '��¯?� )!�Z

#!�
��� 	
*I�
� ��� 
Y�oZ� 4)N��
� aq�
� #<
^��?�: 

                                T��* $(')16(: #!&I"�� 5JP� '��¯?� )!�Z 	
*Ic3 
Model Summary 

Mode
l 

R R 
Square 

1 ,448a ,201 

a. Predictors: (Constant), repencess 

 
 

ANOVAa 
Model Sum of 

Squares 
df Mean 

Square 
Sig. 

1 Regressi
on 

36,950 1 36,950 ,000b 

Residual 146,770 397 ,370   

Total 183,719 398    

a. Dependent Variable: tqs 
b. Predictors: (Constant), repencess 

 

CoefficientsaMode
l B  
(Constant) ,977 
repencivness ,388  
a. Dependent Variable: tqs 
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�: 5%
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l��  	
*I�
� +�
U 5%
Y@�� �
��'?� )�
�� #6!( X� ����0.448 ��� #(�� |
Y/ �
��
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 � �W��� )�
�� ¨�< 
6U 4#!���� QL�=�� # L
6��?� ��< l< #J���� 
/'
����0.201 y�  
� 420.1% ��

aq��� #<
^��?� ��< G aq��� �� L��  #!���� QL�=� G .D�
�  #�?��� r���� X� V!:�  )(� �/� �I"m

 ��0.05#�%
N�� #� ���� #!&I"�� )�N�� #!&I"�� �0/ uOI� 
Y�­O 4�6��
� #�?��� r����  	�R #(�� L�*�<

 #!%
o:� #�?L#!���� QL�=�� #<
^��?� ��< l< .  

 
6UG '
2   ��< l< 5JP� '��¯p� #�L
�� �� a�-�<
^��?�#!���
� 	
����� #!���� QL�=�� #  
6U

5� :  
Y = 0.977+ 0.388repencivness 

 ��< I[� #�L
�
� �0/ )@A #<
^��?� )�
�
� #J���< #!���
� #����� #!���� QL�=� ���)B (B�6!(�0.388.  

.4 �� #��'��� )� 5��
=� >UI
� 	
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o:� #�?L 	�R #(�� �*�� ?

�� X
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                             $(' T��*)17(:  #!&I"�� 5JP� '��¯?� )!�Z 	
*Ic4 
Model Summary 

Mode
l 

R R 
Square 

1 ,477a ,227 

a. Predictors: (Constant), assurance 

 
 

ANOVAa 
Model Sum of 

Squares 
df Mean 

Square 
Sig. 

1 Regressi
on 

41,736 1 41,736 ,000b 

Residual 141,983 397 ,358   

Total 183,719 398    

a. Dependent Variable: tqs 
 b. Predictors: (Constant), assurance 
 

 

Coefficientsa 
Model B 
(Constant) 1,148 
assurance ,365 
a. Dependent Variable: tqs 

 

'�o
�: 5%
o:p� ��
�g�� 	
*Icspss 

l��  	
*I�
� +�
U 5%
Y@�� �
��'?� )�
�� #6!( X� ����0.447 ��� #(�� |
Y/ �
��
<� 4

 � �W��� )�
�� ¨�< 
6U 4#!���� QL�=�� # L
6��?� ��< l< #J���� 
/'
����0.227 y�  
� 422.7%  ��

aq���  ��< G aq��� �� L��  #!���� QL�=� GX
�-� . �� )(� �/� �I"m D�
�  #�?��� r���� X� V!:�

0.05 r����  4�6��
� #�?���#�%
N�� #� ���� #!&I"�� )�N�� #!&I"�� �0/ uOI� 
Y�­O  	�R #(�� L�*�<

 #!%
o:� #�?L� ��< l<X
�- #!���� QL�=�� .  

 
6U G '
2  �� a�-� X
�-� ��< l< 5JP� '��¯p� #�L
��5�  
6U #!���
� 	
����� #!���� QL�=��:  
Y = 1.148+ 0.365assurance 

 ��< I[� #�L
�
� �0/ )@A X
�-� )�
�
� #J���< #!���
� #����� #!���� QL�=� ���)B (B�6!(�0.365.  

5. �� #��'��� )� 5��
=� >UI
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��P #!���� QL�=� l< #!%
o:� #�?L 	�R #(�� �*�� ?

rI�� #�* �� bd
���� ��<� 4#�* .  
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*Ic 5 

Model Summary 
Mode
l 

R R 
Square 

1 ,492a ,242 

a. Predictors: (Constant), empatgy 
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l��  	
*I�
� +�
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����0.242 y�  
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Model Sum of 

Squares 
df Mean 

Square 
Sig. 

1 Regressi
on 

44,410 1 44,410 ,000b 

Residual 139,310 397 ,351   

Total 183,719 398    

a. Dependent Variable: tqs 
b. Predictors: (Constant), empatgy 

 

Coefficientsa 

Model B 

1
(Constant) ,811 
empathy ,425 

a. Dependent Variable: tqs 
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