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Abstract

The increasing role of learning resources, electronic publishing, and the emergence of new innovations in LRCs necessitate
significant changes in educational schemes, systems, methods, and resources. Studies highlight the significance of a school
resource center in aiding students and teachers in designing, producing, using, and delivering resource materials, improving
classroom environments, and providing a diverse range of learning resources. This study examines the perceived and expected
service quality at the Learning Resources Center of Seeb International School in Oman. As well as investigating the significant
differences in service quality due to some variables (gender, job, and experience). Utilizing the SERVQUAL model, the research
explores five dimensions of service quality: reliability, responsiveness, assurance, tangibility, and empathy. The sample group
comprised 15 participants, including teachers and administrators. The findings indicate that participants at Seeb International
School's LRC perceive a higher level of service quality than predicted by the SERVQUAL model, with favorable opinions and
high mean scores suggesting their expectations have been met or exceeded. The analysis reveals that gender does not
significantly impact perceived service quality, but job category influences perceptions, with administrators rating service quality
lower than teachers. Additionally, experience plays a significant role, as participants with more experience rate service quality
higher than those with less experience. These results contribute to understanding service quality at the LRC of private schools in
Oman and provide valuable insights for school administrators to enhance their learning resource services.
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1. Introduction

LRC can be defined as an educational institution based on
‘teaching, learning, and research’ supported by interaction with
teachers for guidance on the use of information technology (IT)
in education, including net-based information resources and
audio-visual media with electronic educational programs and
courseware for e-learning [4]. It focuses on teaching, learning,
and research and is aided by teacher interaction for advice on
using IT in the classroom. It includes web-based information
resources, audio-visual media, electronic educational programs,
and courseware for e-learning as [1]. LRC should form a cen-
tral structure of the school system to offer the usage and dis-
semination of information in multimedia formats to students
and teachers for the storage, provision, and utilization of
learning resources that have been arranged into an integrated
collection of materials of all types (print, auditory, visual, Kits,
and games), along with any devices and special settings. It
should be provided with enough room, personnel, software, and
hardware materials for students to study alone or in groups,
where there are facilities for identifying individual differences,
and where instructional materials made to accommodate those
differences can be produced, used, and disseminated for quick
access when needed [19].

1.1. Learning Resources Centers Services

Due to this significance and the new roles that learning
resources now play in communities of teaching and learning
at various levels, expanding the activities of electronic pub-
lishing raised issues that could not be handled by traditional
educational environments, and the emergence of new inno-
vations that accompanied the development of LRCs to be-
come electronic, digital, or virtual centers, significant changes
in educational schemes, systems, methods, and resources
were necessary. In their study, [22] noted that these resource
centers provide a wide range of services to users, including
loaning out books, retroactive search, research journals, bib-
liographical tools, and reference materials. By offering these
resources, LRCs play a significant role in promoting effective
and efficient learning. The library's role in promoting effec-
tive learning among students cannot be overstated. Hence,
LRC is a key component of the educational institutions' effort
to transform education. It offers the community access to
up-to-date materials and resources, internet services, and
educational technology to support a learner-centered envi-
ronment to accomplish educational purposes [8].

In the context of school settings, studies emphasized the
importance of a school resource center in aiding students and
teachers with the design, production, use, and delivery of
resource materials [1, 20, 10]. They noted that a
well-equipped resource center can improve the classroom
environment and ensure that students have immediate access
to materials, while also providing teachers and others in the
community with a diverse range of learning resources.
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Moreover, these accounts described educational resource
centers as locations that house a range of materials, including
kits, games, and printed, aural, and visual materials, and spe-
cialized equipment and settings.

The objectives of an LRC can be summarized in achieving the
institutional goals and objectives; providing a wide range quality
service; improving the instructional process and quality of
teaching; and encouraging learners’ self-development and con-
tinuous education [2]. The role of a teacher in an LRC is to create
a learning environment that will promote production, interactions,
and provide the students with the learning experience they re-
quire. With the support of teacher interaction, LRCs provide
guidance on the use of IT in education, such as web-based in-
formation resources, audio-visual media, electronic educational
programs, and courseware for e-learning [11].

For an LRC in educational institutions to succeed, it is es-
sential that they prioritize providing their users with
high-quality services. To this end, many establishments are
actively seeking ways to improve their offerings. As [4].
noted, a learning resources center (LRC) is an educational
institution dedicated to promoting teaching, learning, and
research. It is widely acknowledged that any educational
program lacking an LRC, often regarded as the cornerstone or
fundamental element of any educational endeavor, cannot
reach its full potential [10].

1.2. LRC Quality Standards

Quality is a center's level of success in attaining its aims
and goals is gauged by how well it adheres to a set of quality
standards. To be of high quality, an LRC needs to [2]:

1) Obtain a mission statement to gain academic credibility.

2) Work as a general consulting service for instructional
problems where lecturers as well as students are being trained
to understand and use newer technologies. This helps the LRC
to become a viable and indispensable entity and gain credi-
bility with continued financial support in budgeting for its
equipment and materials.

3) Collaborate with teachers through a professional de-
velopment strategy.

4) Conduct a comprehensive evaluation of its output.

5) Conduct research surveys; and,

6) Contribute to teaching activities.

These duties and obligations should be considered while
evaluating LRC effectiveness. For resources/technology spe-
cialists and coaches, the International Society for technological
in Education (ISTE) created standards and indicators that pro-
vide information about the abilities needed in a digital society
[14]. The TPACK model, a three components model of TPACK
(CK- content knowledge), (PK- pedagogical knowledge), and
(TK- technology knowledge), implies the need to provide the
LRC specialists with thorough and integrated professional
pre-service preparation included in this model [15, 9].
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2. Problem Statement

LRC Services Quality is a set of standards through which the
degree of a center’s success in achieving its goals and objectives
is measured. To be of high quality, an LRC needs to [2]:

1. Obtain a mission statement to gain academic credibility.

2. Work as a general consulting service for instructional

problems where lecturers as well as students are being
trained to understand and use newer technologies. This
helps the LRC to become a viable and indispensable
entity and gain credibility with continued financial
support in budgeting for its equipment and materials.

3. Collaborate with teachers through a professional de-

velopment strategy.

4. Conduct a comprehensive evaluation of its output.

5. Contribute to teaching activities.

There are many ways to measure LRC services quality. In
this study, we chose SERVQUAL scale as it conceptualizes
service quality in five dimensions: tangibles, reliability, as-
surance, responsiveness, and empathy [6] (see Figure 1). The
scale has been implemented majorly to evaluate the services
in areas of different fields. However, most of the research
conducted in the education field using SERVQUAL scale is at
university level (see for example: [7, 13, 17].

In Oman, there is a lack of Omani sources regarding the ser-
vices provided by LRCs in schools. However, there are a few
broad studies regarding the resource centers' services. However,
according to [1] there are several duties of an LRC) in Oman,

including maintenance of equipment and media, circulation,
classification, indexing, retrieval, distribution, and manufactur-
ing. In their study, [1] investigated the perceptions of the stake-
holders on the LRCs at Omani elementary schools in terms of
their current condition and potential for improvement. Their
impressions of the availability of traditional services and the lack
of modern technology services have been shown by the data.
Moreover, findings have shown the need to improve the quality
of other duties, particularly those in the educational domains, as
well as the quality of various administrative and technical LRCs'
responsibilities. Findings demonstrate that the LRCs require
expert advice about their own performance. Moreover, according
to [3] the users of LRCs are satisfied with their centers in a public
school. Another study reveals that service affect was a strong
influential factor for the students’ satisfaction in terms of a uni-
versity LRC service quality [12]. The study of [7] found that
students are satisfied with their institutional resources services
only if the institutions are transparent in disseminating infor-
mation about the services. Further, [23], used SERVQUAL scale
to measure the service quality of the Community Service and
Continuing Education Center at Sultan Qaboos University,
found a high level of quality services that the center provides or
plans to provide with no significant differences regarding the
demographical variables of type, job and age in all the service
quality dimensions. However, there is limited research available
on the evaluative perceptions of the LRCs' services specifically
at school level.

SERVQUAL
|
| 1 1 1 1
l Tangibles Reliability Responsiveness \ Assurance Empathy
1 Inform customers Firms provide
Up-to-date — Reiipr:w):?rawnrehm t—  when service will | |— E:S;‘Le:;:re — individualized
occur v attention

i equipment

| Visually appealing
‘ facilities

Reassuring when
problems arise

Prompt service from
employees

Customers feel safe Employees provide

—— Dependable

Well-dressed ’

_-‘ employees

Facilities consistent
with the industry

Service delivered at
times promised

Employees willing to
B help

Employees respond
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in dealings individualized
' b ‘ attention
Employees

—Employees are polite| |~ understand
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Employees have Employees have the
— support to do their | }— best interests of the
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Figure 1. SERVQUAL Scale.
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A private school is the school that is not administrated or
funded by the government and supported merely by the
payment of fees [5]; and therefore, they are in need to assess
their cost-effectiveness in terms of service provision to be able
to reduce their extra expenses. According to the educational
statistics available by the Ministry of Education [18], in the
academic year 72/73, there were (2) private schools in the
Sultanate, but it continued to grow in terms of the number,
level and types of schools. In 2021-2022 academic year, the
number of private schools reached (292) schools [18]. In this
study, Seeb International School was selected for its interna-
tional linguicism and large size of students’ body, services,
and campus.

Since LRCs at Omani private schools play a crucial role in
providing educational support to students, this study was
conducted to assess the quality of services provided by LRCs
at the Omani Seeb International School using the SERV-
QUAL scale from the perspective of teachers. The study in-
vestigates the five dimensions of service quality, including
tangibility, reliability, responsiveness, assurance, and empathy,
to identify areas of improvement and enhance the quality of
services provided by the LRCs.

3. Research Objectives and Questions

This study aims to:

1. Study the perceived and expected actual service level of
quality as viewed by the study sample at the Learning
Resources Center (LRC) of Seeb International School.

. Investigate statistically significant differences in service
level of quality due to some variables (gender, job, and
experience).

. Recommend ways to improve the services of LRC at
Seeb International School.

The following research questions are posed:

1. What is the perceived and expected actual service level
of quality as viewed by the study sample at the LRC of
Seeb International School?

. Are there statistically significant differences (0¢=0.05) in
the service level of quality as viewed by the study sam-
ple due to their gender, job, and experience?

4. Research Significance

Investigating the gap between the quality level of the ser-
vices provided by LRCs in Omani private schools and the
expectations using SERVQUAL scale will benefit Seeb In-
ternational School directly with the improvement recom-
mendations provided by researchers. In addition, the findings
of this study can be generalized, within limits, across private
and public schools in Oman to increase the quality of services.
Moreover, this study will be the starting point for other re-
searchers to search in the field with a larger sample or a dif-
ferent context or research scope.
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5. Research Design

The descriptive research design was applied in this study to
study the perceived and expected actual service level of
quality as viewed by the study sample at the Learning Re-
sources Center (LRC) of Seeb International School. Moreover,
it was to Investigate statistically significant differences in
service level of quality due to some variables (gender, job, and
experience). According to [16], in education, nutrition, epi-
demiology, and the behavioral sciences, descriptive research
is frequently used to study status. The idea behind it is that
through observation, analysis, and description, issues may be
resolved, and practices can be made better. The survey, which
comprises forms, in-person interviews, phone surveys, and
normative surveys, is the most popular descriptive research
methodology.

Population and Sample

The study examined staff members' perceptions at a private
school, specifically teachers and administrators at Seeb In-
ternational School. The selection of this school was based on
its international linguicism, large size of services, and prox-
imity to the researchers. Table 1 shows that sample group
comprised (15) participants, with eight male respondents
(53.3%) and seven female respondents (46.7%). A substantial
proportion of the respondents (60%) reported having more
than ten years of experience in the academic field, and (40%)
having less than ten years of experience. In addition, the par-
ticipants included nine teachers from various disciplines and
six administrators.

Table 1. Mean scores and standard deviations of the study sample.

Ind(_ependent Value Label N Mean Staqdqrd
Variables Deviation
Male 8 4.1364 .82679
Gender
Female 7 4.2208 71795
A Teacher 9 4.5960 .37992
Jo
Administrator 6 3.5455 74523
Less than 10 6 3.6970 .80117
Experience — \iorethan10 9 44949 54803
Instruments

The main instrument used in this study is a questionnaire
based on the SERVQUAL model, which was first presented
by [21]. This model was founded as a method to measure the
quality of services. According [24] if compared to other scales,
SERVQUAL’s reliability is like other evaluation scales.

The scale was translated and modified to suit the research
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context. Google Form site was used to design the question-
naire as it is considered an easier method to collect and ana-
lyze data. It can be accessed by participants easily, as well.
The instrument used 5-points Likert scale as a measurement
scale for responses in which 1 represents strongly disagree
and 5 represents strongly agree (Table 2).

Table 2. Likert scale intervals and levels.

Description Scale Intervals Level
Strongly disagree 1 1.00-1.80 Very Low
Disagree 2 1.81-2.60 Low
Neutral 3 2.61-3.40 Moderate
Agree 4 3.41-4.20 High
Strongly agree 5 4.21-5.00 Very high

The questionnaire included five dimensions to assess the
quality of services provided by the LRC which are: reliability,
responsiveness, assurance, tangibility, and empathy. Dimen-
sion one consisted of eight statements to test the ability of the
center to provide services accurately and dependably. Di-
mension two has five statements to measure the responsive-
ness and willingness of the center to serve its users. While
dimension three has four statements to evaluate confidential-
ity and trust of services. two statements were in dimension
four to test tangibility. While three statements were in the last
dimension to measure the care level of the center towards the
users. The face validity of the instrument was calculated by
presenting it to an expert from the Instructional and Tech-
nology Department at College of Education of Sultan Qaboos
University. Based on the feedback given, the questionnaire
was modified to focus on the services provided only rather
than on the staff. The reliability coefficient was measured by
alpha Cronbach and found to be 0.95 for the whole items.
Reliability of the five sections in the questionnaire were tested
separately and found to be reliable as scores were higher than
0.6.

Study Variables

This study includes one dependent variable which is the
perceived service level of quality. It refers to the participants'
perception of the quality of services provided by the Learning
Resources Center (LRC) at Seeb International School com-
pared to the expectations of the actual quality of services the
research anticipates based on SERVQUAI scale.

On the other hand, the study includes three independent
variables:

a) Gender: this variable will be used to investigate whether

there are statistically significant differences in the per-
ceived service level of quality based on gender.
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b) Job: information regarding participants' job roles or po-
sitions within the school will be used to explore if there
are statistically significant differences in the perceived
service level of quality based on job category.

c) Experience: the participants' level of experience within
their current position at the school will be utilized to
examine if there are statistically significant differences
in the perceived service level of quality based on expe-
rience.

Procedures and ethical considerations

To gather information for the study, a team of four re-
searchers visited the chosen school to observe their LRC and
meet the staff. They introduced the study and obtained con-
sent from the school administration. The research team
strictly emphasized voluntary participation for the targeted
sample and provide them with informed consent to sign in
advance of field application. The questionnaire has also stated
anonymity and confidentiality of their responses.

Afterwards, the team researchers distributed a question-
naire link, created using Google Forms® to teachers and ad-
ministrators. The link was available for one week to collect
quantitative data. The collected data was downloaded as an
Excel sheet, coded, and then analyzed using the SPSS pro-
gram to answer the research questions.

6. Data Analysis and Findings

Regarding the first research question about the perceived
and expected actual service level of quality as viewed by the
study sample at the LRC of Seeb International School, the
descriptive statistics (Table 3) show that the participants'
perceived reliability of the services provided by the LRC has a
mean score of (4.17). This suggests that, on average, the par-
ticipants rated the LRC's ability to provide accurate and de-
pendable services at a high level. Similarly, the participants'
perceived responsiveness of the LRC, indicating the will-
ingness of the center to serve its users, has a mean score of
(4.16). This indicates that the participants rated the LRC's
responsiveness to their needs and requests at a high level. As
assurance from participants' point of view, which evaluates
the confidentiality and trustworthiness of the LRC's services,
has a mean score of (4.2), it demonstrates that the participants
rated the assurance provided by the LRC at a high level.
Likewise, tangibles as experienced by the participants, con-
cerning the physical facilities and materials of the LRC, have
a mean score of (4.26). This shows that the participants rated
the tangibility aspect of the LRC's services at a very high level.
Comparably, participants' perceptions of empathy, indicating
the care and individualized attention provided by the LRC,
has a mean score of (4.26). This testifies that, generally, the
participants rated the level of empathy displayed by the LRC
at a high level.
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Table 3. Descriptive Statistics of participants perceived services level of quality.

Item N Minimum Maximum Mean Std. Deviation
Reliability 15 2.75 5.00 4.1667 74950
Responsiveness 15 2.60 5.00 4.1600 .82531
Assurance 15 2.75 5.00 4.2000 717460
Tangibles 15 3.00 5.00 4.2667 .67788
Empathy 15 2.33 5.00 4.1333 .96609
All Domains 15 2.95 5.00 4.1758 75140

The findings presented in Table 3 indicate positive percep-
tions held by the sample participants towards the service level
of quality. This finding is further supported by the participants’
perceived level encompassing all the dimensions has a mean
score of (4.17), which implies that participants rated the
overall service quality of LRC at a high level.

Relating to the second research question, three analyses
have been administered based on gender, job, and experience.

As for gender, independent samples t-test has been con-
ducted to find the significant differences (0=0.05) in the ser-
vice level of quality as viewed by the study sample due to
their gender (Table 4).

Table 4. T-Test of gender variable.

Item N t df Mean

Gender 15 .210 13 1.47

Since the p-value obtained in Table 4 from the t-test (0.837)
is greater than the significance level (a = 0.05), it indicates
that there are no statistically significant differences in the
service level of quality between male and female participants.

Std Deviation Sig. (2-tailed) Mean Difference

.516 0.837 -.08442

Regarding analysis based on job, independent samples
t-test has been carried out to compare the mean scores of the
two job groups (teachers and administrators) to determine if
there is a statistically significant difference (Table 5).

Table 5. T-Test of job variable.

Item N t df Mean

Job 15 3.624 13 1.40

Table 5 indicates that the p-value obtained from the t-test
(0.003) is less than the significance level (a = 0.05), it
demonstrates that there is a statistically significant difference
in the service level of quality between teachers and adminis-
trators.

Std Deviation Sig. (2-tailed) Mean Difference

0.507 .003 1.05051

Concerning analysis based on experience, independent
samples t-test has been conducted to detect the significant
differences (0=0.05) in the service level of quality as viewed
by the study sample based on their years of experience (Table
6).
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Table 6. T-Test of experience variable.

Item df Mean

Experience 15 2.304 13 1.60

Table 6 shows the p-value obtained the t-test (0.038) is less
than the significance level (o.= 0.05), it indicates that there are
statistically significant differences in the service level of
quality between the more and less experienced participants.

7. Discussion and Conclusion

This study was conducted to assess the quality of services
provided by LRCs at the Omani Seeb International School
using the SERVQUAL scale from the perspective of teachers.
It seems that the service level of quality as viewed by partic-
ipants at the LRC of Seeb International School is higher than
their expected actual service level of quality as defined by the
SERVQUAL model. Based on the high mean scores, the
participants hold positive views of the LRC's services, indi-
cating that their expectations are likely being met or even
exceeded. This result corresponds with [23] findings in that
the study participants held a high-level perception of quality
for their center’s services. Based on the analysis, there is no
evidence to support that gender and years of experience have a
significant influence on the perceived service level of quality
as viewed by the study sample. However, the results support
that the job category has a significant influence on the per-
ceived service level of quality as viewed by the study sample
and the mean scores indicate that administrators rated the
service level of quality lower compared to teachers.

Several factors and limitations have an impact on the out-
comes of this study as it focused on one private school and its
LRC and relied solely on the perceptions of teachers about
LRC services. In addition, the study was conducted in four
weeks during the academic year 2022-2023 and used a small
sample of (15) participants. These limitations might influence
the results and their interpretations and, in turn, reduce the
possibility of generalizing such results to different educational
settings. This implies the need to investigate a larger sample
of different groups of users for a longer period in the future.

8. Study Recommendations

Based on the findings of the study evaluating service qual-
ity at the Learning Resources Center (LRC) of Seeb Interna-
tional School, the following recommendations can be made:

Continuous improvement: Despite the overall positive
perception of service quality, the LRC should strive for on-
going improvement. Regular feedback from users, such as
teachers and administrators, can be solicited to identify areas
for enhancement and address any potential gaps in service
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Std Deviation Sig. (2-tailed) Mean Difference
507 .038 -.79798
delivery.

Professional development: Given the difference in per-
ceived service quality between administrators and teachers,
the LRC should consider providing targeted professional
development opportunities for administrators. These initia-
tives can focus on enhancing their understanding of the LRC's
services, resources, and overall impact on student learning.

Communication and Awareness: The study highlights the
importance of raising awareness among all stakeholders about
the services and resources available at the LRC. Efforts should
be made to effectively communicate the LRC's offerings, in-
cluding workshops, training sessions, and support services, to
ensure all users are aware of and can benefit from them.

User engagement: Encouraging active user engagement can
further enhance the LRC's services. The LRC should explore
strategies to involve teachers and administrators in the deci-
sion-making processes, seeking their input on resource selec-
tion, service improvements, and overall LRC planning.

Performance evaluation: Implementing a structured per-
formance evaluation system for LRC services can help iden-
tify areas that require improvement and provide a benchmark
for measuring progress over time. Regular evaluations should
consider feedback from users, service usage data, and per-
formance indicators aligned with the dimensions of service
quality identified in the study.

By implementing these recommendations, the LRC at Seeb
International School can further enhance its service quality,
better meet the needs of teachers and administrators, and ulti-
mately contribute to an improved learning environment for stu-
dents.
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