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ABSTRACT

In this research, we attempt to discuss about the subject reference service from a marketing
point of view, especially from a perspective of customer relationship management(CRM),
and examine how this service actually functions to build the relationships with users of
academic libraries, especially with faculty members. To carry out the research, a focus
group interview was conducted with subject specialists, and also individual in-depth
interviews with faculty members. In addition, we also discuss about characteristics of subject
specialists which affect the relationship with the faculty members in a college environment.
This study is meaningful as it discussed purposes of and characteristics in subject reference
service from user’ viewpoint and the perspective of CRM.
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