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ABSTRACT

By exploring plausible relations between factors of service quality and user satisfaction,
this study has derived significant determinants of user satisfaction. Based on the analytical
findings, this study suggested practical measures to enhance user satisfaction of special
libraries. If we determine the priority order of three dimensions of service quality depending
on specialized areas of special libraries, and revise the items of higher correlations with
user satisfaction, then we could effectively and efficiently level up user satisfaction of
special libraries.
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SHAR AMu]2 FA 2R Wl tigh A tto] Ath= A& & 4 ok $HE, 3R

T 23S B, Aol AdEglel & o] A9-E HH, olFAIE SHA A4 X7}

G2k X 7F SEA A s #H A4 ANFAEAY SHAETE Y= B elal

T HXA] FEIRAL 9o, o]yt FEHAE A2 A3 A} 440 71o] §F #3HSR3)

Bkl o] FAIE SHAEC] BE Avad S A QB QAL A Eo] o]FAEHT T

oAl Mu| 2 F-ol thgh 914]o] SFALS|AIE A2 et A2 ATAEAE o5

SHARG U2 HUkE U2 s ¢ A7} SRR 2R Q] e e gigk 7 R] 7}

ANTE 53] AHEAL 2F o] v A A O =2 dld Evie ¢ Ages RS Welee

A3 5428 7o) HFgke] Zpol 7y QAT 2} Zolth(% 7 ¥ % 8 X)),

(# 6) MSZ0FE CIFEA S ¥ HEEZHE MEXAL 7| =EA

ARF} W & Ol EALS|AIE ol FAYE
FEo|F 3(08%) 0
o EES 134(33.9%) 110(30.6%)
o e A 176(44.6%) 157(43.7%)
kY wpat o) 82(20.8%) 92(25.6%)
ek 297(76.0%) 274(76.3%)
273 44 714 84(215%) 83(23.1%)
71eb 10(26%) 2(0.6%)
087 55 o] &2} 224(57.0%) 305(85.2%)
9]Fo] 87} 169(43.0%) 53(14.8%)
ujed 11(2.8%) 35(9.7%)
#9-39] 80(20.3%) 72(20.1%)
EAH o]g HlE 23-53] 184(46.7%) 147(40.9%)
913 olg} 101(25.6%) 85(23.7%)
7] HHEeA] e 18(4.6%) 20(5.6%)
10% m]g+ 50(12.7%) 85(23.7%)
10-30% 180(45.6%) 134(37.3%)
A E T g 30-60% 117(296%) 83(23.1%)
60-90% 38(9.6%) 40(11.1%)
90% o4 10(25%) 17(4.7%)
10% m)g 20(5.1%) 9(25%)
10-30% 58(14.7%) 7(1.9%)
coIdE FeHE | 30-60% 121(30.6%) 46(12.8%)
60-90% 157(39.7%) 134(37.3%)
90% o’ 39(9.9%) 163(45.4%)
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FHAIZE o]8} 22(5.6%) 11(3.1%)
SIEN o] L7 F5-10A17+ 79(20.0%) 34(9.5%)
F10-20A17F 149(37.7%) 79(22.0%)
F20A7F o)A 145(36.7%) 234(65.2%)
20Th 46(11.6%) 23(6.4%)
30t 156(39.5%) 112(31.2%)
k) 40t 133(33.7%) 153(42.6%)
50t 60(15.2%) 67(18.7%)
600 o 0 4(1.1%)
14\ 34(86%) 12(3.3%)
1-3d 58(14.7%) 30(8.4%)
+7AY 4-69 49(12.4%) 83(23.1%)
7-99 68(17.3%) 91(25.3%)
10 o] 185(47.0%) 143(39.8%)
*OlFARIAIE 391 < N < 3%, o] FAI¥ 358 < N < 359
(E ) ABMIAE SRS AHIA BX HE Heel MEZA 2T 20
L EE uBRy A | e | e | PR TS
Human Resources | 18z
HR1 2143 A 6.18 779 5.31 -0.87 -2.48
HR2 A 2e] 5 6.09 7.69 4.92 -1.17 -2.77
HR3 FARTAA FEFE 6.16 784 4.37 -1.79 -3.47
HR4 2143 g 6.25 7.84 515 -1.10 -2.69
HR5 g AJAE 6.15 777 4.82 -1.34 -2.95
HR6 AT Al2H] 6.17 781 4.72 -145 -3.09
3 6.17 779 4.38 -1.29 -2.91
Information Resources | ZHAR
IR1 A FHRFF 6.28 795 5.32 -0.96 -2.62
IR2 <eRIzlE gHeE 6.32 798 542 -0.90 -2.56
1IR3 AN BeaE 6.20 792 5.42 -0.78 -2.50
IR4 A& AFZH 6.17 7.84 5.06 -1.11 -2.77
IR5 LAHE = 6.26 795 5.23 -1.02 -2.72
IR6 A&3 o HAF Ay 6.18 791 4.85 -1.33 -3.06
3 6.24 792 5.22 -1.02 -2.70
Space Resources A4
SR1 kA A5 6.26 795 5.45 -0.81 -2.50
SR2 AZAHT GolA 6.19 791 5.40 -0.79 -2.51
SR3 37ke] HeA 6.14 7.85 5.30 -0.84 -2.55
SR4 ARANYY EFE 6.20 787 5.28 -0.92 -2.59
SR5 TGAITY AFA 6.16 782 4.44 -1.72 -3.39
SR6 5713 ZHd 7)Y 590 751 4.70 -1.20 -2.81
3 6.14 782 5.09 -1.05 -2.72
A Ht 6.18 7.85 6.06 =112 -2.78
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HR1 243 A 5.55 6.95 4.47 -1.08 -2.45
HR2 29| F3 5.57 7.03 4.35 -1.21 -2.68
HR3 FARAEAA FRPE 5.60 7.08 3.61 -1.99 -347
HR4 21&e o-& 5.68 7.15 431 -1.38 -2.84
HR5 HEu) AJAE 5.95 7.43 4.24 -1.72 -3.19
HR6 AATE A 2H 6.42 791 4.40 -2.03 -351
3 F 5.80 7.26 423 -1.57 =308
Information Resources | 4EARI
IR1 AR QE’RZ 6.19 7.62 4.96 -1.23 -2.66
IR2 2eIAE FH4 6.92 8.37 5.25 -1.66 =312
IR3 PR Rl li‘n‘—rv: 6.47 799 5.16 -1.32 -2.83
IR4 A& 2AF TR 6.43 7.94 472 -1.71 -3.22
IR5 ARL = 6.62 8.19 4.96 -1.65 -3.23
1R6 &8 A RAT AlF 6.50 8.08 4.62 -1.88 -3.46
H 6.52 8.03 495 -1.58 -3.09
Space Resources |37
SR1 AubE Az 5.46 6.92 4.65 -0.80 =227
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W Hyatole] BAA =g B 98 t- Az US2E AlQstreE p .01 2 p € .001¢]
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A% MU A F2E HUHE 59 AEEAMT o]8x THER AT 83
(% 9) 320k MH[A EF A B9l 7|&8A9 4% 24
A AE o] 3AE t-A4
N o EFHA N e eey XA | HFAk t
HRI 394 531 153 359 447 1.24 8 8254
HR? 394 192 167 359 435 112 56 5,369"*
HR3 393 437 2.60 358 361 1.64 76 5546
HR4 394 515 1.64 38 431 1.20 84 7969
HR5 393 182 1.68 359 124 1.36 58 5199
HR6 393 472 1.82 359 140 173 kD 2.482"
IR1 393 5.32 143 358 196 1.09 37 3.933"*
IR? 394 542 1.46 38 525 1.25 17 1679
IR3 393 542 150 358 516 137 21 2.555"
IR4 393 5.06 1.70 359 472 131 31 3,100
IR 394 523 161 359 496 1.23 2 2.557*
IR6 394 485 176 359 162 155 2 1.849"
SR1 393 545 1.46 359 465 142 80 7592
SR2 392 540 145 359 452 141 87 8340
SR3 392 5.30 1.46 358 447 1.22 8 8.426"
SR4 393 528 155 358 454 1.32 73 6,927
SR5 393 144 1.97 358 3.70 175 2! 5AIT
SR6 393 470 162 358 131 159 29 3.336"
HRmean | 392 488 151 357 123 101 65 6,863
IRmean | 391 5.22 134 37 495 92 2 3197
SRmean | 391 5,09 1.32 358 137 1.08 73 8196
*p {05, **p (0l
(HE 10y MSE0HY 0|84 HEE 7|&8A2 t-4Y 41t
TARSIA E o] 3AE t-7A74 A3
N B¢ | E¥FEx% | N BE | E®FUA | @A) t
Usl 394 5.6 121 354 5.42 1.07 2666 | 3179%
US? 394 5.87 124 354 5.75 112 1245 | 1431
US3 3% 6.10 144 354 5,32 1.60 J764 | 70045
**p (0L **p 001
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HRmean 237 256 233 318 237 352
(298) (244) (.285) (288) (252) (225)
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(156) (.269) (.226) (:329) (.187) (228)
SRmean 328 081 117 -220 -011 -017
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