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A Study of University Libraries' Faculty Research Support System
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ABSTRACT

This research aims to explore faculty research support systems in university libraries, assess
their service performance for faculty research, and suggest the need and roadmap for new
service development. We perform in-depth analyses of not only the current university library
evaluation criteria as part of the overall university evaluation criteria, but also ten university
libraries in the United States and two university libraries in Korea, Thorough benchmarking
studies reveal the problems of the current university library evaluation criteria in its advances
and limitations of current faculty support service systems. Especially this research suggests
to develop a one-stop service execution wheel for the roadmap for the faculty research support
system which is based on customer relationship management(CRM) for one-to-one, mass-
personalized services to the faculty,
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Library Espenditures as a Percent of University Expenditures
for 40 ARL Libraries, 1982-2002
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Graph 2
Monograph and Serial Expenditures
in ARL Libraries, 1986-2004*
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Graph 3
Supply and Demand
in ARL Libraries, 1986-2004
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Graph 1

Service Trends in ARL Libraries, 1991-2004
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PERCENTAGE OF LIBQUAL+™ RESPONDENTS AT ARL UNIVERSITY LIBRARIES
WHO USE LIBRARY AND INTERNET RESOURCES DAILY, 2004
B
. Library on Premises
7 Library Web Site o b

Search Engine

%3 1 ARL Bimonthly Report , Oct, 2004
{http://www.arlorg/newsltr/236/lgaccess. html)

A= < o)

{3 8> LibQUAL + Statistics: &, &, wE2 QIEHU AFEE 2
SAIT YAOIE O|2H|E

0|=J

0



210 TRHEIEEEE B22% H45E 2005

oG AR L)
g8l vl el HrrE Ao ® vEe] 2RI
th o] A= ekEAle] Zao)A] sHol
ApAe] Q1Ao) opd o) 8xpe] B A AA
ojoF st FF[o|A] JAlA AMgHE AHIZ A
= FEHIUY £ol T2 FYsHoF k= A
ek TS Akl oA RS (2004)
o] Aol e} FARE AR =F ‘ﬂ"iv}
wel-oF A7) (2003) = L
o] & A1EAle] Sl El= 1A

W O e A ol 7

AT P EVE P

A= 32 wo] 7P F2% 291ew ¥
Bom ARz F2 HE oAl {84 A=A,
AN, AN R AlEH o] AL o
i °)8AE 29 Heg ofsfst 1A
A9 AeHE = Mu| g sds)of st
A mesiilet. & IANESS Fo)7] A%
= 7de] Fa2de] AxEsd=t o4
AT AAde AFATFAY GARlE 754 9
ol = F2We He T24e AAlet
AT,

o] GAFE 913t BrA WA o) gk 71
732 AEs] el TG (2002) & =A<

TFEHATH ol S $4d se
MyCiberLibrary 2&-& A8y 28-S
7¥eh=d] 7|Hke] B Ao AE IR T
skl ARSI & 9l 84AE HAAE A
SAE 2, AR S e-book B, Hlo]EH ©]
2 #e), 294 e, Z2AE He), JARA
AAE #e, =X AR AE| A fe, 3
S #e, AR AR FEeen oy
3 UEFYR} e Rolaxli AL

QA =77 & Aolgke AL dFsidith ol

o,

St WE BAE]| e A 7PER1 34 A
#7] (Customer Relationship Management :
CRM) o] A4js]dl dzsk Ao = 77 <1el
oI QHAE|RY AEe FEsit

vIAE G stellA] s S A A (Cus-
tomer Relationship Management: CRM)
o]E2 7ol A et HEE FHT A
EE EUE AH|2E & F Y& Al2ds
wratedof gitk= A0 R 719 Ul 715l
HzZtek Alx"lo] opd ¥ FA1A gl
Z1ek A 'lE Al of st o] 8ol A
7. v} (Kalakota and Robinson, 2001).
Dowling and Uncles ¥ Z1E9] 9341997) |
Al ol2fgk I F41A AlE TS fleikE
“Customer Loyalty Program”°¢| 223}
I g AR 159 HR% T E %
obsli= Ao] “win-win” AlZE S 2] X &7
olgfaL Awsii qitt,

Yang(2000) = Texas A&M ™ely A
#€] Library Liaison Program (25} =A#
TA AAE QA 22070 g vg5E
o] Q1A S E ZASE A} ANIA] HAl
HE T3l |2 JUHE wFEAA AFet
= ol2fgh =210l thate] 92%9) et
i’ff‘EO] AR S Ber 537% 9

947} Library Liaison Program®® <l
5H Tl gk S8 AR A7k 2 &l
ATk tEatict.

—

A G2 G 39 2
#e BF APANL A Bl FHH
71802 dstolof s o|ea W A7A)
A S 9I) ENB PA|EE TEFE
Zo) o] Aot AES BRI e



ARGo] BskE FAle] AlfelME Be B
Aol 9l& AL R dSHL E3] YA|E F
29 QlolA] QIEjH|o| 27} o] g} 2 Wiko]
ol-g°] "Aelat F=Holof sHlor At

E ez F2 vl i TANHS 7o)
o 75 BeAH whel el IHAR
A

§ A49] 7153 Library Liaison Program
F21& o] &k Ad gk T80 A
2 vl A
9] ﬂ"’ﬁﬁ:ﬁﬂ%/ﬂﬂ]iﬁ
A o] Afe|E Aol YE X HE F

b}
4
=
=
Jt
kt
>
rJ

4 v Fo SR} ) of
FEARES] THATAY A

4. 1 One-Stop Service A&

Hle] F8 el A] ARSI g HEte
Ao w2 AFX QM AL S AV
SJA B S W AR A s
A7 5 ol 107]9] Rt A4 st
ARSFRILM T FQ AE2 B 7R
o} eSIThE 6 F2. 1 At Al
TAD F o) HE|27) 7 tekslA] o
oA Y= TS, TEFHH Y, H
Ap2F P e, koA Eo| s B4
BT ApE A 2L TR
WA TFA YA E| 2] WA v o] Fukgl =
A s A S,

U sre) A A7 ol W3l Al ES}

__L_

JO\'

ox H”
4“1 RN

W= #Y] WA D A2" A3 211

EAF o)X 2 H¢) sl =Y gEog
Q=] Y= A=A dt A
DIEAMTS Mt ARSI

HAE vF 107) eEA R
o
« A
(Cornell University Library)
CLezagsty =A%
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Library)
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CN: Cornell University Library

NYU: New York University Library

HV: Harvard Library

DM: University of Massachusetts Dartmouth Library
1U: Indiana University - Bloomington Library

NW: Northwestern University Library

UT: University of Texas at Austin Library

NC: North Carolina University at Chapel Hill Library
Uc: UCLA Library

SE: Staaford University Library
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1) Reserve Policies and Forms{ AATA
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a. Reserve Request Form and
Information
b. Copyright Information Center
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2) Research Tools( A+=75)
a. Library Catalog

b. Find Articles

c. Find Databases

. Find e-journals

O,

e. My Library
A ghe] L2217k (OPAC

&, Hloleol e- A 5= AN
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3) Reference and Instruction( Z2A1H]
29} R8T )

a. Reference Help

b. Library Instruction

c. Research and Subject Guides
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i 248 5 =R siFrh ex]g Rl
SA)%=(Library Instruction) &= A4 4
B AH S85Ey AEE oo A=
e AT e AEE avfstn o] 8A =
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4) Borrower Services( & AH]2)
a. Borrower Policies for Faculty/Staff
b. Borrow Direct
W9 Ao A thEd] g 717k Y
= 52 774 (Borrower Policies for Faculty/
Staff) & €53 vk, "Borrow Direct”
(A4 AEA AIAE BN 0ot
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5) Document Delivery (#4172 E)
a. My Document Delivery
b. Engineering/Math/Physical
Sciences
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) Cornell University
Library

Library Cataloa
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6) Digitization and Technology Services
(TN Esgt 2 71EAdAH2)

a. Digital Consulting and Production

Services

b. File Format and Media Migration
Service

EREREE R RS EESS RO DL

o)A AR AHHOE Lol 7
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(0[] hte fwwnw, lorary. cormell.edu

Research Tools
Library Catalog

I cchnical Support
v orrc.

DEE BIE 200 SARNW EXD [« 5] B @
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Cornell University
Library

M| Library Catalog | Find: Articles Databases e-Journals | MyLibrary | Ask a Librarian | Individual Libraries

Services for Faculty and Instructors

Gateway

Library hours

Research Tools

I Reserves Policies and Forms I

InSEuGEen Beserve Request Farm and Informstion

[ | Borrover Services | |

Borrower Policies for Faculty/Staff

f=chnialatzoors Copyright Information Center

Research Tools | |

Services I

Borrow Direct

Interlibrary Loan Form / FAQ 3

Inside CU Library Library Catalo
Library Catalog

el Eind articles

ASK A LIBRARIAN

K oA A Find Databases

Find e-Journals
MyLibrary

Reference and Instruction

Reference Help
Library Instruction
Research and subject guides

[ | Document Delivery ||

IMyDocumentDelivery
Engineering/Math/Physical Sciences

I Digitization & Technology Services I

Digital Consulting & Production Services

Eile Format and Media Migration service

I Collection Services I

Library Selectors by Subject

Request a Purchase 1]
[ | Other Information | |

Distributed Learning Services

Issues in Scholarly Communication

|_Contact sarah Thomas, University Librarion | v

PEEL

Z3 . http://wwwlibrary.cornelledu
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7) Collection Services( 54141 2)

a. Library Selectors by Subject

b. Request a Purchase
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8) Other Information( 7|EF4H)

a. Distributed Learning Services

b. Issues in Scholarly Communication
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Cornell University Library
<http://www library.cornell.edu)

New York University Library
<http://library.nyu.eduy

Harvard Library
<http://lib.harvard.eduy

University of Massachusetts Dartmouth
Library
¢http://www lib.umassd.edu>

(FA15)

Indiana University - Bloomington Library
<http://www libraries.iub.edu>

Northwestern University Library
<http://www library.northwestern.
edu)
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The University of Texas at Austin Library
<http://www lib.utexas.edu)

The University of North Carolina at Chapel
Hill Library
<http://www lib.unc.eduy
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