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This paper examines the results of quality accreditation of 

library criteria retrieved from universities (according to the set of 

standards issued by the Ministry of Education and Training) from 

2016 to the present. By studying the limitations of libraries, 

recommendations from external organizations for quality 

accreditation and identifying the causes, the authors propose 

solutions to improve the quality of university library services. 

Proposed solutions involve the library's initiative in understanding 

user needs and providing services that meet the needs of learners 

and stakeholders, carrying out good management of libraries and 

periodically surveying users to better the quality of library services. 

1. Introduction  

A university library is an affiliated unit that bears the responsibility of contributing to the 

university's success. All library activities aim to contribute to the university's goals. 

After Vietnam Law on Education (National Assembly of Vietnam, 2005) regulated 

educational quality accreditation, Vietnamese universities began their preparation for quality 

assessment including both internal and external evaluation. From 2015 to 2020, they actively 

evaluated educational institutions and training programs according to different sets of standards. 

To survive, they ought to ensure quality and be recognized by law. Being an affiliated unit, a 

library should inevitably contribute to the quality achieved by the university. The quality of library 

services additionally contributes to the university's competitiveness. Herein lies the problem: How 

can Vietnamese university libraries meet the requirements of quality accreditation while 

simultaneously fulfilling their main purpose of providing a quality service to users? 

It is necessary to examine the results of quality accreditation of library criteria and propose 

solutions for libraries to meet the requirements of accreditation. Relevant to this paper is the article 

of Pham and Hoang (2017) which internally analyzed the library criterion. Based on empirical 

evidence of accreditation carried out at the University of Agriculture library, the authors pointed 

out some reasons and solutions being implemented in this university. To make a more complete 

basis and propose solutions for university libraries to meet the requirements of quality 

accreditation, this paper examines the assessment results of library criteria retrieved from 136 

universities from 2016 to the present. The content only refers to service quality based on the 

requirements of quality accreditation of library service in tertiary institutions. 
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2. Literature review  

2.1. Definitions of quality 

There has been no consensus on the definition of quality due to various ways of 

comprehension. According to one of the widely accepted definitions made by the International 

Standard on Quality Management Systems – ISO 9000, quality is “the degree to which a set of 

inherent characteristics fulfills a need or expectation that is stated, generally implied or obligatory” 

(Hoyle, 2006). It is, on the contrary, defined in the Oxford dictionary as “the standard of something 

as measured against other things of a similar kind; the degree of excellence of something” 

(Lexico.com, n.d.). 

Grönroos (1982) claimed that human beings can only “(1) determine the quality of service 

as perceived by consumers and (2) determine how the quality of service affects consumers” (p. 

27). Grönroos (1982) developed a model in which he argued that, when evaluating service quality, 

consumers compare the service expected with perceptions of service received. From the 

viewpoints of Lewis and Booms (1983), “service quality is the measurement of how a provided 

service meets a customer’s expectations. Providing a quality service is to meet a customer’s 

expectations on a consistent basis” (p. 101). Parasuraman, Zeithaml, and Berry (1985) introduced 

a customer-based approach to conceptualizing and measuring service quality. A couple of years 

later, Parasuraman and his colleagues developed SERVQUAL with 05 dimensions: Tangibles, 

Reliability, Responsiveness, Assurance, Empathy with a questionnaire of 22 item instruments 

(Parasuraman, Zeithaml, & Berry, 1988). The measurement was continuously tested by other 

scholars in subsequent years to suit different service industries.       

2.2. Quality of library services from the librarian’s point of view 

The quality of a university library was previously described by collections. It is measured 

by the scale of the library-owned resources and the number of users (Nitecki, 1996). From the 

1990s onwards, there has been a gradual change in the approach to library service quality. 

Specialists in the field of library science examined the quality models by Parasuraman, Berry, and 

Zeithaml and suggested that “this approach emphasizes the service nature of libraries” (Nitecki, 

1996, p. 85). It possibly helps library managers monitor users in terms of expectations and systemic 

perceptions. This framework is used by libraries to improve services in the direction of a better 

response. Based on SERVQUAL, the Association of Research Libraries (ARL) and Texas A & M 

University developed LibQUAL with 03 dimensions: Information Control - IC (8 queries); Affect 

Service - AS (9 queries); Library as a Place - LP (5 queries) being used by many libraries 

worldwide, including university libraries (Association of Research Libraries, 2020). 

Pymm (1998) argues that to establish quality library services, libraries need to (1) 

understand user needs; (2) provide the right services; (3) improve the service delivery system in 

terms of consistency and timely manner; (4) balance the books; and (5) build-up organizational 

and staff commitments. 

From the perspective of educational quality accreditation, a university library is an 

affiliated unit, so it must contribute to achieving the university's goals. According to Atkinson 

(2016), “Updated to the new environment, academic librarians will need to adopt (and embrace) 

new approaches and methodologies to assess and improve the quality and performance of their 

services and be able to demonstrate to their customers and managers the relevance and value of 

their services” (p. 13). In this demanding, performance-driven environment, there are two key 

challenges for library managers: They need to create a culture of assessment amongst their staff 

and their users (Atkinson, 2016; Lakos & Phipps, 2004) and they need to ensure that they and their 
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staff are embedded with the rest of the university at all levels (Atkinson, 2016; Dewey, 2004). 

2.3. Quality of a university library is to meet the requirements of quality accreditation 

prescribed by law 

The concept of Vietnam's educational quality is stated in the article 2 of the Circular No. 

12/2017/TT–BGDĐT dated 19 May 2017 by Ministry of Education and Training (2017): 

Quality of tertiary educational institutions is to meet the goals set by these institutions, 

to ensure the requirements of educational goals prescribed by the Law on Tertiary 

Education, to be in line with the requirements of training human resources for the 

socio-economic development of localities and the whole country. 

Quality assessment of tertiary educational institutions is to collect and process 

information, to make judgements based on evaluation criteria for all activities carried 

out by those institutions, including: quality assurance for strategy, quality assurance 

for system, and quality assurance for functional performance and operational results 

of educational institutions. 

Quality accreditation of tertiary educational institutions is the assessment and 

recognization of the extent to which educational institutions has met the educational 

quality standards promulgated by the Minister of Education and Training. 

The evaluation criteria for quality of educational institutions is the degree of 

requirements and conditions to be met in a specific aspect of each standard. 

Educational quality accreditation was prescribed by the Law on Education (article 17, 

National Assembly of Vietnam, 2005). Quality assessment of tertiary education was prescribed 

more clearly in the Law on Higher Education, chapter VII (from article 49 to article 53, National 

Assembly of Vietnam, 2012), as amended and supplemented by the Law on Higher Education 

2018 (National Assembly of Vietnam, 2018). Based on Law on higher education, Minister of 

Education and Training issued Decision 65/2007/QĐ–BGDĐT dated 01 November 2007 on 

Promulgating regulations on criteria for assessing the education quality of the university. The 

decision was amended and supplemented in the Circular 37/2012/TT–BGDĐT dated 30 October 

2012 by the Minister of Education and Training (Ministry of Education and Training, 2012). The 

regulations were valid until July 3, 2017. However, schools that are implementing these 

regulations keep on their implementation until June 30, 2018. There are two levels of assessment: 

Satisfactory or Unsatisfactory.  

According to the regulations, library-quality belongs to criteria 9, criterion 9.1: “A 

university library is full of books, textbooks, references written in Vietnamese and foreign 

languages to meet the requirements of officers, lecturers, and learners and possesses an internet-

connected electronic library to serve the needs of teaching, learning, and scientific research with 

effectiveness” (Ministry of Education and Training, 2012). Detailed guidelines were issued in 

Official dispatch 527/KTKĐCLGD–KĐĐH dated 23 May 2013 of the Department of Assessment 

and Quality Accreditation on guidelines for the application of criteria in the assessment of the 

quality of a university (Department of Assessment and Quality Accreditation, 2013). Specifically, 

evidence that can be used for library criterion include: 

 A written document of the library usage and service time; 

 A user guide on electronic library and searching for electronic materials; 

 Books, magazines, and references administrated by library management software; 
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 A list of books, magazines, and references for the university's academic majors and 

scientific research; 

 Statistics on the quantity and ratio of references, books, and magazines (serving each 

academic major) per lecturer and learner; 

 A written commitment to regional universities which allows the exploitation of 

electronic library systems of regional or worldwide universities; 

 The quantity statistics of worldwide scientific journals annually offered or available 

online; 

 Annual statistics of library users (e.g., lecturers, officers, learners of which academic 

majors?); 

 The quantity statistics of books, magazines, journals… borrowed or used annually 

according to each academic major;  

 The number of books and materials updated annually; 

 A report about an annual survey on the extent to which the library meets the usage 

requirements of officers, lecturers, and learners, including processes, tools, and results; 

 Other relevant evidence. 

In 2017, the Ministry of Education and Training issued Circular 12/2017/TT–BGDĐT 

dated 19 May 2017 on the Regulation on higher education accreditation as effective from the 4th 

of July 2017 (Ministry of Education and Training, 2017). This regulation is assessed by a 7–level 

rating scale as follows: 

Level 1.  Does not meet the criterion requirements 

Level 2.  Has not met the criterion requirements, more quality improvements are needed 

Level 3.  Meets the criterion requirements only when several improvements are made 

Level 4.   Fully meets the criterion requirements 

Level 5.   Meets above the criterion requirements 

Level 6.   Performs well as a model for the nation 

Level 7. Performs extremely well, reaching the level of the world's leading educational 

institutions 

According to this regulation, library-quality is mainly specified in part of criterion 7.4: “The 

system of planning, maintenance, assessment and enhancing the learning resources (such as library 

resources, teaching aids, online databases, etc.) to meet the needs of training, scientific research, 

and community service is set up and operated.” (Ministry of Education and Training, 2017). 

The assessment guidelines were issued together with Official dispatch 768/QLCL–

KĐCLGD dated 20 April 2018 by the Quality Control Department (Department of Assessment 

and Quality Accreditation, 2018). The department has replaced it by the latest assessment 

guidelines specified in Official dispatch 1668/QLCL–KĐCLGD dated 31 December 2019 

(Department of Assessment and Quality Accreditation, 2019). Accordingly, libraries ought to 

meet the requirements to achieve level 4 as follows:  
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Table 1  

Citing the requirements of criterion 7.4 upon library and reference milestones to achieve level 4 

Requirements of the 

library-related 

criterion 

Reference milestones to 

achieve level 4 
Hints for evidence sources 

1. The system of 

planning, maintenance, 

assessment, and 

enhancing the learning 

resources such as 

library resources, online 

databases to meet the 

needs of training, 

scientific research, and 

community service is 

set up. 

2. The system of 

planning, maintenance, 

assessment, and 

enhancing the learning 

resources such as 

library resources, online 

databases to meet the 

needs of training, 

scientific research, and 

community service is 

operated. 

1. There is a department to 

manage learning resources. 

2. Plans for investment and 

maintenance of learning 

resources such as library 

resources, online databases 

are issued. 

3. Educational institutions 

have a new investment in 

and maintenance of learning 

resources such as library 

resources, online databases 

to meet the needs of 

training, scientific research, 

and community service. 

4. There are an annual 

review and assessment of 

the effectiveness of 

investment and maintenance 

of learning resources such 

as library resources, online 

databases to meet the needs 

of training, scientific 

research, and community 

service. 

5. Having data to monitor 

and assess the effectiveness 

of using learning resources 

such as library resources 

and online databases. 

6. Learning resources such 

as library resources and 

online databases for 

training, scientific research, 

and community service are 

updated.  

- A written document of 

establishing/assigning tasks to the 

learning resources management 

department*. 

- Plans for investment and 

maintenance of learning resources 

such as library resources, online 

databases*. 

- Projects/written documents on the 

financial autonomy of an educational 

institution or its department investing 

in facilities. 

- Statistics of funding needs for 

learning resources such as library 

resources, online databases for 

training, scientific research, and other 

activities of educational institutions in 

the 5–year assessment cycle (based on 

an annual estimate)*. 

- Reports of assessing the 

effectiveness of investment and 

maintenance of learning resources 

such as library resources, online 

databases*. 

- Reports of monitoring and 

assessing learning resources such as 

library resources, online databases for 

training, scientific research, and 

community service*. 

- Survey results of the extent to 

which a library meets the needs of 

training, scientific research, and 

community service. 

 

Source: Quality Control Department (2019) 

*Denotes compulsory requirements 
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3. Research methods  

3.1. Analytical framework 

From the theoretical basis, the authors propose the hypothesis that a library will meet the 

requirements of accreditation when: 

1) Meeting the needs of users and stakeholders including materials (printed and electronic) 

for learning, teaching, and scientific research; facilities in terms of physical library space and 

information technology infrastructure; and staff’s serving attitude and knowledge. 

2) Having a plan to carry out activities to meet the school's goals. 

3) Annually assessing service quality and improving performance based on assessment 

results. 

4) Leaders are prepared for accreditation works by examining the set of accreditation 

standards and familiarizing their staff with activities such as knowing strategic plans of the school 

and materials in line with the detailed outlines of training programs. 

3.2. Data collection methods  

The paper uses qualitative methods including a literature review and the expert method. In 

addition to scholarly theories, the authors focus on analyzing the evaluation results officially 

posted on the websites of Accreditation Centers for Educational Quality, along with 

recommendations. The expert method was conducted by interviewing 7 library managers. 

4. Research results 

According to the results published on the websites of 04 Accreditation Centers for 

Educational Quality in Vietnam, from 2016 to March 2020, 136 universities were evaluated in 

terms of quality of educational institutions, according to a set of standards issued by the Ministry 

of Education and Training. The number of assessed schools was 12 in 2016, 46 in 2017, 60 in 

2018, 9 in 2019, and 9 in 2020. Amongst them, 117 schools were assessed according to the old set 

of standards, in contrast to the other 19 schools that apply the new set of standards. 

Table 2 

Quality evaluation results of criterion 9.1/7.4 

Results of criterion 9.1/7.4 Quantity of libraries Proportion (%) 

Satisfactory 40 29.4 

4 to 4.4 8 5.9 

Unsatisfactory 77 56.6 

3 to 3.8 11 8.1 

Source: Summarized from the evaluation results by accreditation centers for educational quality 

The results in Table 2 demonstrate that 48 libraries (35.3%) meet the criterion 9.1/7.4, in 

contrast to the other 88 libraries (64.7%). It should be noted that many libraries have not reached 

the standardized and given milestones.  

Recommendations are sent from assessment foundations to 116 libraries that are both 

satisfactory and unsatisfactory to criterion 9.1 and 7.4 (a proportion of 85.3%). 
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Table 3 

Criteria need improving by libraries 

Criteria 
Quantity of libraries 

that need improvement  

Proportion 

(%) 

Increasing materials as compared to the detailed 

outlines of the training modules and meeting the needs 

of learning, teaching, and scientific research. 

90 66.2 

Developing electronic libraries, building electronic 

databases, and digitizing materials 
33 24.3 

Linking with domestic and foreign libraries  32 23.5 

Improving infrastructure 29 21.3 

Funding libraries 17 12.5 

Linking intra-system and center libraries with libraries 

at branches and faculties  
16 11.8 

Making plans and process for material supplementation 12 8.8 

Giving instructions and encouraging learners and 

lecturers to exploit materials 
9 6.6 

Abiding by copyright issues 7 5.1 

Surveying needs and satisfaction of users  6 4.4 

Rearranging personnel; increasing capabilities of 

library staff including professional qualifications, 

skills, and attitudes. 

5 3.7 

Purchasing new equipment or upgrading software to 

meet the user needs 
4 2.9 

Source: Summarized from the evaluation results by accreditation centers for educational quality 

The accreditation of library-related criteria shows several limitations that need improving 

and of which material constraints make a quite large proportion. The library shortcomings are as 

follows: 

 Regarding materials: 90 libraries (66.2%) need to improve their material resources in 

terms of both printed and electronic. According to the recommendations of the accreditation 

centers for educational quality, libraries lack materials (1) in line with the detailed outlines of the 

training programs; (2) written in foreign languages; (3) related to books and specialized journals 

for research; (4) in digital formats; (5) due to the very low amount of copies per student. 

 Regarding the infrastructure: The majority of Vietnamese universities encounter 

problems with facilities about which recommendations are generally made for the school. 

Although 29 libraries (21.3%) get direct recommendations, the higher number needs to improve 

their facilities. 

 Regarding the construction of electronic library: 33 libraries (24.3%) do not meet this 

criterion and 4 libraries need to transfer to standardized software. This weakness results in their 

limitations in terms of providing grey literature, connecting to open educational resources, 
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managing the library's data system, and connecting branches together.  

 Regarding association with other libraries: 32 libraries (23.5%) need to strengthen links 

with intra-system libraries and other domestic and foreign libraries in the same field. 

 Regarding promotion activities and user guidance: 9 libraries (6.6%) have not promoted 

the activities of supporting and encouraging users. 

 Regarding the capabilities of library staff: 5 libraries (3.7%) need to pay attention to 

rearranging personnel and increasing the capabilities of library staff including professional 

qualifications, skills, and attitudes. 

 Regarding library management: 12 libraries (8.8%) have not made a plan and process for 

material supplementation and digital library development; 6 libraries (4.4%) have not conducted 

an annual survey on users as a basis for improving library services, have not reviewed and 

evaluated the effectiveness of collections, let alone the assessment of staff training; 7 libraries 

(5.1%) have not paid attention to copyright issues in the delivery of library services. 

 Regarding the university's investment in libraries: The external evaluation organization 

recommends not only higher investment in funding and infrastructure for 17 libraries but also more 

attention to the staff in 5 libraries.  

Causes of constraints: 

 Many libraries still lack long-term, medium-term, and annual plans but already have 

plans unincorporated with the requirements of accreditation criteria. 

 Many activities have been organized by a library, except for the full keeping of evidence 

in 5 years. Still, the activities have not followed the PDCA model. 

 There has been no close cooperation between faculties and a library in supplementing 

materials according to course syllabi. The library has not developed a material tracking system 

based on course syllabi to proactively supplement and update materials. 

 Funding constraints in most universities have deep impacts on library improvement 

activities, most notably building facilities, applying information technology, and investing in book 

and magazine databases. Increasing the number of printed materials is directly proportional to the 

increase in funding and stack storage. Increasing the digital database means an increase in 

supplementation cost (annually ascending) and information technology infrastructure. Besides, 

some universities are not interested in investing in the library, demonstrated by the low allocation 

of funding, no equivalence between the library and other faculties, and unreasonable allocation of 

staff. 

 This is the first accreditation cycle, so university libraries are inexperienced. In addition 

to the problem-solving at the institutional level, many university libraries lack the initiative in 

possible activities such as seeking association with other libraries in the same field or connecting 

system of internal libraries. 

5. Proposed solutions to the problem of improving the quality of library services to 

meet the requirements of quality accreditation of educational institutions 

5.1. Designing and providing quality services 

- A library should understand the needs of lecturers, graduates, and undergraduates. To 

understand users’ needs, it ought to conduct surveys and interviews, receive requests via email, 
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and interact online. Upon the improvement according to recommendations by evaluation 

organizations, it is noted that the library must grasp the detailed outline of the training modules, 

make a list of subject materials and compare them with materials available in its stock. Missing 

materials are brought into a supplementation plan. 

- After understanding the needs of users, the library plans for material supplementation, 

purchases equipment, adjusts opening hours, reviews how materials are served, actively digitalizes 

grey literature, promotes online service, and searches for open educational resources to introduce 

them on the website. 

- The service and support system need to be smooth and easily accessible. 

- Library staff is asked to serve with the highest responsibility and willingness and enlarge 

their knowledge to effectively support users.  

5.2. Managing library activities 

- Developing long-term, medium-term and annual plans are based on the school's general 

strategic plan. To develop a long-term or medium-term plan, not only the leaders but all the staff 

also need to understand the school's strategy. This helps the library to carry out activities in the 

right direction, without deviating from the school's goals. Simultaneously, it can proactively 

prepare for and propose an improvement of service quality that meets the quality accreditation 

implemented upon both educational institutions and training programs, because the university has 

different sets of evaluation criteria to choose. 

An annual plan includes many plans that meet the requirements described in the Evaluation 

guide such as school year, material supplementation, material inventory, survey, procurement of 

equipment/supplies, maintenance, material removal, staff training, and organization of other 

activities.   

An activity should be implemented through the following steps: 

 

The plan is committed to paper (in the right manner). Other plans must be approved by the 

school leaders. It should be noted that keeping records needs both hard and soft copies. 

Systematizing records based on work or year facilitates the provision of phased evidence. 

- Developing regulations and implementation process: A library needs to develop 

inadequate regulations and, especially, the supplementation and service processes. Annually, it 

needs to review and update the processes to suit the newer and more scientific regulations. 

- Giving instructions and information to users: A library needs to implement integrated 

communication solutions such as organizing a tutorial class, delivering user guides, introducing 

library services via website, email, video, organizing reading contests, and so on. 

- Improving the capabilities of library staff and building an internal quality culture: 

completion of the assigned work is at first. They must be thoroughly knowledgeable of 

accreditation standards to be well prepared for the accreditation of library criteria. To work 

effectively, library staff today ought to regularly update knowledge and practice skills including 

library and other fields’ expertise, foreign languages, information technology, communication 

skills, and work organization and management. To boost the staff’s improvement, leaders have to 

Planning  Implementation 

 

 

Evaluation of 

effectiveness 
Keeping 

records 
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take the initiative in building and proposing plans to the school. 

- Coordination and association: 

 Internal coordination: A library should not wait for a rendezvous with any faculty, but 

proactively contact the faculty for material needs and a mutual review of any subject's list of 

materials. It also needs to update new course materials so that lecturers review and change the 

materials due to their unavailability in the market.   

 Library association: A library should proactively search for another in the same field to 

discuss contents suitable for both libraries and propose the school to sign a cooperation agreement. 

5.3. Evaluating service quality and user satisfaction 

A library can choose a scale that matches its conditions. If a survey is conducted by the 

library, the process should be developed according to the PDCA model: Planning, making 

questionnaires and surveying, processing data, reporting results, delivering reports to relevant 

departments of the school, planning improvements or proposing improvement plans to relevant 

departments, reporting improvement results, and keeping full records. 

6. Conclusion 

The research results show that a majority of Vietnamese university libraries have not met the 

requirements prescribed by the Ministry of Education and Training’s sets of accreditation standards 

for educational institutions. Main limitations come from materials (both printed and electronic), 

facilities, library management and association, and cooperation between libraries and faculties in 

supplementing materials according to the detailed outline of any subject in course syllabi. 

Through the research results, libraries are expected to figure out their strengths and 

weaknesses. They need to fix their limitations and better their preparation for later accreditation 

cycles concerning sets of accreditation standards publicized by the Ministry of Education and 

Training and international foundations.              

Designing and providing quality services, in line with the requirements of educational 

quality accreditation in tertiary institutions, is the mission of university libraries. Quality 

services must meet the needs of users and stakeholders and are regularly evaluated for 

improvement. University libraries should have a profound understanding of the aforementioned 

needs to design and provide quality services under the requirements of accreditation criteria. 

Library management requires active leadership and the staff’s contribution to planning, 

implementation, innovating evaluation, and evidence archiving.  
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