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Interlibrary Loan (ILL) is the sharing of materials among libraries, be they across 

town or across the globe. It is a service that provides access to the collections of libraries 

throughout the world. From the user's satisfaction and service quality measurement, it 

helps to understand how users use interlibrary loan service and how they assess the 

service value. The objectives of the article are: (1) to explore important determinants of 

service quality on interlibrary loan based user experience; (2) to investigate user needs of 
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interlibrary loan service from university faculty and graduate students; (3) to investigate 

user experience of interlibrary loan service from university faculty and graduate students; 

(4) to study user satisfaction and value opinions from interlibrary loan librarian on users 

experience. With three focus group interviews held, 16 respondents of university faculty 

and graduate students as well as interlibrary loan librarians were invited to discuss their 

use experience of interlibrary loan service and important determinants on ILL service 

quality. Based on focus interviews, service quality determinants on interlibrary loan for 

university libraries in the study are developed, consisting of three dimensions of ILL 

service requests, ILL information provision, and effect of services with 20-item scale. 
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