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Abstract
Academic libraries are facing a decrease in the demand on their services and the transfer of this demand to other competitors, in spite of all the efforts and resources allocated to provide users with a service at a quality level that could meet their expectations. The importance of this research is driven from the importance of the academic library in any educational institution, as one of the main supports to the educational process and scientific research in the educational field.

The three main relationships included in the supply chain management (library-suppliers relationship/ library departments’ relationship and the library-users relationship) were studied in this work as well as their impact on the quality of the service provided by academic libraries.

The library-suppliers relationship and the library departments’ relationship were measured by six dimensions (communication, trust, commitment, reliability, responsiveness and empathy) in addition to their satisfaction with the relationship and their future intentions, while library-users relationship was measured by three dimensions (communication, trust and commitment) in addition to their satisfaction with relationship, their future intentions and their perception of the library service quality.

On the other side, the library service quality was measured by LibQual which is an output of R&D project prepared by Texas A&M University and Association of Research Libraries ARL who modified the well known five quality dimensions; (Tangibles reliability responsiveness, assurance and empathy) to four dimensions; (Library as a place, information access, personal control  and service  effect).

The sample was chosen from the International Association of Maritime Universities (IAMU) members. As the association, since its inspection in 1999 is considered one of the huge organizations that include most of the maritime universities all over the world. 

Three questionnaires were designed and distributed to several maritime institutions by which data were collected, statistically analyzed using the frequencies, means, standard deviation, correlation (Pearson coefficient), T- test and ANOVA. 
After analyzing the collected data, results showed that the three relations (with the suppliers, between the departments and with the users) in both libraries need improvement. In addition, the library users in both libraries hardly agree upon the service quality.  Consequently, they were hardly satisfied and loyal to the library.

It was also shown that the relation with the suppliers, between the departments and with the users  influence the users perception of the library service quality. So libraries have to work on these relationships to maintain their service quality.

The research proved as well that there is no difference according to the users’ gender in their relationship with the library, their perception of the service quality, their satisfaction and loyalty. On the other side, there were differences according to the users position in AASTMT in their relationship with the library and their satisfaction and loyalty as well. While in SMU there were differences according to the users’ position only in their perception of the library service quality.

The research proved that libraries working at different cultures are facing the same problems. They are in great need to improve their service quality and give more attention to the relationships with suppliers, between the departments and with users. 

Finally, the research highlighted the necessity of library service quality assessment on permanent basis, and using this assessment as an indicator to provide the users with service with quality that let the library gain their satisfaction and loyalty. 


