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ABSTRACT

According to the results from the recent research in Business field, the correlation between customer
satisfaction and customer loyalty is not strong. Based on this understanding, the first purpose of this study
was to investigate the correlation between public library service user satisfaction and public library service
user loyalty. To achieve this purpose, the study conducted a survey of 240 public library users. The findings
of this study are 1) the correlation between ‘public library service user satisfaction and ‘public library
service user loyalty exists. However the strength of the correlation is moderate, 2) the correlation between
‘public library service user satisfaction and public library service users intention to use new library services'
is the weakest among the variables of ‘public library service user loyalty, and 3) the correlation between
‘public library service user satisfaction” and ‘public library service users intention to recommend library
services to others is the strongest among the variables of ‘public library service user loyalty. The second
purpose of this study was to find the moderator variables between public library service user satisfaction
and public library service user loyalty. According to the study results, the following moderate variables
are found: 1) physical accessibility, 2) lack of diversity in library service, 3) car-parking issues, 4) lack
of diversity and recency in collections, and 5) lack of convenience in facilities.
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