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A Study on the Management Improvement of an
Academic Library Using Customer Relationship Management
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ABSTRACT

The user satisfaction and needs of an academic library were caught through a questionnaire survey in this
study. The aim of this study is to draw up the CRM based plan for meeting user needs on the study. The
users demographic information, library resources & their use, homepage, services, and facilities/environment
of the library were categorized in the questionnaire and analyzed for this study. The major conclusions of
this study are: (1) The library resources use was the highest, and its facilities/environment was the lowest
in the user satisfaction study. It also revealed that there are much necessities for the quick acquisition and
dissemination of the requested material to the library users, and for the inter-library loan (ILL) services
among campuses for the subscription books in the library resources use study, too: (2) There are a lot of
necessities for the improvement of OPAC retrieval and the subscription books system, and menu rearrangement
in the library homepage: (3) There are a lot of necessities for the plans of more frequent library event, more
detailed event guidance, and more reinforcement of public relations such as SMS, push services of SDI etc.
in the library user services: and ) There are a lot of necessities for the improved policies to the complaints
of library users such as the lack of common study place and lockers, air conditioning and heating problem,
complaints about facilities management of restroom (lack of toilet paper), library accessibility on campus,
unauthorized user management etc. in the facilities/environment of the library.

9E: CRM, o1 ANEE, ofSHEr#, 2948, ARG, FdolA, o 8AMM2, A48
CRM, user satisfaction, academic library, library collections, library use, homepage, user services,
facilities environment
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(CRM: Customer Relationship Management)
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A% 7V 2 14 31 20 | 118 8 1438 1 26 13 6.0
ANAE 55 | 121 | 67 | 396 | 26 | 481 5 128 | 153 | 214
7)€k 47 | 104 4 24 0 0 7 179 | 58 8.1

A7 453 | 100 | 169 | 100 | 54 | 100 | 39 | 100 | 715 | 100

(X*=152.290, df=12, p=0.000)

) YAE H & (Likert scale)= 7he19] By Agke] g SAS = 3
A7b e AEAA FoAY A Gevtd wE AFE Fose dvs weth
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. HE AFEe Fuigk At EFA}
-1 HARY T84 4 3.80 0.929
G M2 |9d® Ase) 224 1 388 0921
NHEL -
(380) m-3 ALY E FEA 4 3.86 0.875
-4 AAAE 284 4 382 0.922
-1 AEA B2 A7 EA e HEA 4 4,09 0.857
-2 SRR WX B 4 417 0.846
hels N3 [ ohE/wel A 5 34| 0785
(4.08) N-4 |dE A 5% e A8y 5 4.09 0.945
V-5 A 27t Ag0lE-9] HYA 5 3.99 0939
V-6 B & Aol 4o oA 4 3.80 0.914
25014 V-1 Ag A #oy 4 4.03 0923
“ME V-2 2o3He Fold 3 372 0.931
(390) V-3 | Esleld e Ay 4 3.90 0.951
V-4 EHolA W&o FE4 4 3.94 0914
V-1 g HIto|E9] 714 3 372 0.927
. Uz |18 3% 7K 1 385 | 089
‘3}%;,_ V-3 A 2203 9 ate] bl 4 3.97 0.860
(3.83) V-4 | =AM ER] HEAY 4 371 1.004
VI-5 A e Ao olsl s B Al AR HEA 4 3.89 0.917
VI-1 EA e AEA {4 4 3.62 1.099
-2 EAT Rl EA9 7R3 4 403 0.863
A7 = =
iy VI-3 Mol dgkgrte] F8A4 4 3.80 1.004
(382) W4 S SR e 4 3.64 1016
VI-5 AR A Ao HHA 4 393 0.897
VI-6 AT A #E) A 4 387 1.017
A B 4 3.89 0.926
432 A% 2AAlE UEE J87 HAAE, DR AzRE Ae
TA T AR L] ANEQ] RS EE T R e e I e R = 5 A
B 7o FEA0] 38622 7MY =A ek o s A(Zy), ek, X0 &
om, HAATS] FHEA0] 38027 7P WA S 2 YJeh} AEERE TAH 2159 T
UHERs T zfo|7h e Ao E AR AT
T A o] Halks Fdo] 3.88E, AEE RS L Pl 2pol7t Q=
W (7HAD 363, tiehdAl 3.63E T =A YEL A LA S A A AAE
U HiAge gk HEE s Aol 7HY PR A REE B 7olgE pd0.05004
=4 JErsTh AFSRE Ao|7h e ALE YERT



(E 1D A2Y 232 VB
2n . o G One-Way-ANOVA(%Q‘?P&)_
A= F frogE
EER) 453 388 0.852
] DR 169 363 1,034
ﬂgfﬁfﬁ T 54 363 0.996 3 3770 011
Te A9 () 39 385 0.779
A4 715 380 0.929
EER) 453 397 0.830
y3) S EDR] 169 371 1002
PR T 54 363 0.938 3 4941 002"
F5A A9 (2 39 382 0.854
A4 715 388 0921
EER) 453 395 0.829
S EDR] 169 371 0.972
AE ;
N T 54 369 0.836 3 4728 003"
o 29 (Z31) 39 367 0.806
A4 715 386 0.875
EER) 453 389 0.836
B mjﬂ%@ 169 375 0.964 *
e T 54 367 1046 3 2747 042
EBIES) 39 356 0912
A4 715 382 0.922
2 % 3 715 384 0911
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(E 12> AMEY X=R0|8 UHEE
- - 237k
e N Az P - P;;e Way AI\ILOVA( A :ol_ ;;Q%
A 453 418 0.825
A 9 Bl 169 391 0.940
A7b 439 B R CAD) 54 3.96 0.800 3 5.123 002*
A3 AA(2) 39 397 0.778
AA 715 409 0.857
A 453 428 0,788
2AAE A 169 401 0.964
Hjx)¢) 257D 54 3.98 0.879 3 6.042 .000*
34 AU (Z) 39 3.97 0743
A 715 417 0.846
SHELA 453 440 0.780
- o)A 169 425 0.809
Eﬂi/gfg 257D 54 426 0.705 3 3521 015*
o A (21) 39 4.05 0.759
A 715 434 0.785
SHEA 453 407 0.969
g5 A - s 169 401 1.006
S7be) 44 B R CAD) 54 437 0623 3 2.082 101
A (Z1) 39 415 0.670
AA 715 409 0945
gAY 453 3.9 0956
A 27¢ A 169 387 0.961
250l 49| 257D 54 430 0.690 3 3.142 025%
HeolA AY(2) 39 413 0.864
A 715 399 0939
SHELA 453 3.80 0.927
124k g4y 169 3.76 0.928
A5 o) 49 257D 54 4.06 0.763 3 1.775 150
HoA AU (zA) 39 3.67 0.869
A 715 3.80 0914
A 715 408 0.843
(E 13) AMEY EHOIX| 2HEE
— = xh:/_}zl.
73 N P | EFUA ZP:EHG ey ATJOVA( = 4) e
A 453 407 0919
A5 A9 iﬂi:g lr69 3.96 0.969 )
A4 27D 54 417 0.694 3 3311 020
AA(Z) 39 3.64 0959
A 715 403 0923




CRM 71¥HE o] &3 tet=rd HGAle & A+ 45
i One-Way-ANOVA (H¥7h)
T N %“\'—l" JJ-V:‘HZ]' XH')rE F ‘IQI‘Q] i—}%
SHEA 453 374 0.929
Qoo el ) s A 169 371 0.947
e A 54 3.74 0.873 3 1.065 363
°e A9 (Z3) 39 346 0.969
A 715 372 0.931
SH5-AY 453 3.96 0.921
ks PP R 169 378 1.028
T4 9] TF(7AH 54 3.96 0.800 3 3.060 028*
HoA A (Fa1) 39 359 1.069
A 715 3.90 0.951
A 453 400 0.891
Z|o)A] th s Ad 169 3.85 0.992
-9 T (7 54 4.00 0.727 3 2.862 036*
=24 A (Z1) 39 3.62 0.990
A 715 3.94 0.914
A A 715 3.90 0.930
Ml Ajte] Bash AR ZAAG, Z2T9 % A T A e ol
25 2kR 08 TS Htol 2|7t e 58 9 AT AR S F 4 £ p<0.05
A DY R EAHEA S AAeE A3 AoleH oA BAHLZ zto]7} = ASE YT
9] fo]A& A9l BF §-28E p0.0590
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W 38302 UEton, A Z2ag 2
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S Q] A 4072 YeEh 23D
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CE 14 A2 0|87 Ml2 BIEE

_ S One-Way-ANOVA (F&7H)
T2 N Bt XA} T 7 PSEES
LAY 453 3.77 0.897
S to| ) rHj"ME 169 3.66 1.041
A WA 54 350 0.906 3 1775 151
A (%a0) 39 3.74 0.715
A 715 3.72 0.927
s 453 3.88 0919
o187 74 o) 3914 169 380 0.921
Ny AF(7FA) 54 380 0.711 3 0.399 753
A (Z3) 39 382 0.683
A 715 385 0.893
SpELAY 453 4,07 0.841
54 2219 % ?jf g}) 15? 2?3 gzﬂ 3 5136 002*
PAje] mpepy | oD — ' ‘ - '
BBIES) 39 385 0.779
A 715 397 0.360
LAY 453 3.75 1.020
A o) o) sH 4 169 3.66 1.035
i A3 54 3.69 0.907 3 0.711 545
e 29 (Z3) 39 356 0.783
A 715 371 1.004
A 453 3.96 0.859
A1) He oA 169 3.75 1.018
oldsd 2 AT FFECHD 54 394 0.878 3 4,160 006*
ue] Fed A (Z) 39 356 1.046
A 715 3.89 0.917
HA At 715 383 0.920
CE 15y AM2Y A|Metd otxE
S One-Way-ANOVA (F&t7hH)
T N Bt EEHAL e F go3s
s34 453 358 1.137
e EER) 169 356 1.079
Q21 He ) 54 407 0.929 3 3441 017*
ERIES)) 39 367 0.806
A 715 362 1.099
g5 453 410 0.845
g3 ol EH:‘%P%*J& 169 391 0.905 )
A9 AR AF(73A) 54 402 0.789 3 3.265 021
A9(zx) 39 3.77 0.902
A 715 403 0.863




: [ One-Way-ANOVA (&7
5 N 'Léﬂ' T ‘_7(]' X}%E F ‘IQI‘Q] 55
SHyA 453 3.90 1.008
oy s AY 169 3.62 1.052
DT (A 54 3.81 0.803 3 5.154 002*
2 (Za) 39 344 0.821
A 715 3.80 1.004
A 453 3.74 1.020
) s A 169 347 0.994
TF(73AH 54 3.56 1.003 3 5.027 002*
A9 (%) 39 3.28 0.916
A 715 3.64 1.016
SHeLA 453 4,01 0.881
BERE) 169 3.79 0.944
XF(7AH 54 381 0.826 3 3.802 010*
A (Fal) 39 3.69 0.863
A 715 3.93 0.897
SHe A 453 3.86 1.076
oy s A 169 3.8 0.946
27D 54 4,09 0.734 3 1.080 357
29 (Za) 39 374 0.938
A 715 3.87 1.017
A 715 3.82 0.983
| A} MBS RS otol] zjo] 7} oM WL e} RFEAAF B Y o7t A
I A A FAREA S AAS A3} B4 A ¢ke Ao 2 Vel
2 AAE ALt Be AlS-st AME] AHRE, AR, FHolR], o
9] p0.052 YER} EAIHL AL AE] s, A3 9] 739 A E TR Pl
A o2 ZAEUG NEL 2 H 300, ARolE L=
ool YARY 25 ¢ =A AU 1
2 L AA HE @A0] 39002 oA
mg_—
337THTF & =4 Yesith
44,1 A4 BA T3 t-AdS B8l HY 7 HaERAs A
Folg, Zo]A], o] &A} AH] Algt A3 fF-2]8HE p0.05914 B Levene
3 5 57l o] vl disiAl SEAb] 7 EE Ao g elgdn a8y
)& o Al HHEEA A A3 T o] A9 F28E pd0.05
1= oM BAIACZ Fofnst xfol7t e A=
NS e 257 g ZAFE Tk
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(E 16y dE0| & e 24
- ¥F | Levened SEA 74 T AR
B 912 9
T LN LT e [ oww [ gome | 1 | Ak | wowe

2AAE HER 34 346 3.86 0.750 o 223 0.567 713 571
oA 369 3.82 0.805 X 0.568 712973 570
ABole BER HA 346 4.06 0.659 o 514 -0.775 713 439
4 369 410 0.674 X -0.776 711.759 438
3jo]x e 34 346 3.90 0.795 o 257 0.108 713 914
oA 369 3.89 0.835 X 0.109 712.824 914
0|8z} AH| A BEE HA 346 3.85 0.728 o 104 0.747 713 455
4 369 3.81 0.783 X 0.749 712.959 454
AEE R Ea 34 346 3.87 0.731 o 102 2.045 713 .041f
oA 369 3.76 0.771 X 2.048 712.924 041%

wEhr] EA T AR A whE A} 8H(4.09), AL3HNH4.01) T T2 =

WalE 1Y DL Y A0 BY £

A 2 Rl Ao} G

ARAEAS AT A5 LE DA §9
& p(0.052 UERt AR Fon]at 2}

) olgRel %

SA1Z A el 74152 917
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ARAREA S AR A} BE R A Feo
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CE 1) A= ME E7 24
2n . e i—‘i-f— One-Way-ANOVA(@‘?PJ);
| Ass F [ #oes
sh 453 392 0744
EEEK) 169 370 0846
ARAR VET | AR 54 365 0.79 3 5.026 002*
29(23) 39 372 0.730
A7 715 384 0.779
sh 153 412 0662
EEEK) 169 397 0711
AZolE WMEL | WA 54 415 0597 3 2503 052
39(23) 39 399 0558
A 715 108 0667
shiA 453 394 0.791
R 169 383 0884
EojolA) mEE | WA 54 397 0655 3 3051 028*
29(23) 39 358 0914
A7 715 390 0815
) 453 389 0.736
oprh Aol Wi}i ?} 15649 ;;431 0847 |
i % . 0681 3 2342 072
39(23) 39 371 0624
A 715 383 0.757
shA 453 387 0.746
EERE) 169 370 0.792
A8 BET | TR (AN 54 390 0687 3 3221 022*
29(23) 39 360 0687
A 715 382 0.754
A 715 380 0926
(E 18) 50| ME 87 24
ST i
T V| aam | Awels | gen | T | aey | MRS
B 6 129 158 117 14 117 132
s s 11 118 444 102 396 386 109
Qg3 5 20 103 122 101 104 376 101
Absiry st 80 398 118 388 39 387 396
oJd)/ Ao/ @)/ Ts | 48 379 122 397 378 403 396
Apgy st 79 398 112 101 384 378 395
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HEE HF
=] A o=

T Vol agaz | Amag | g | TEF | gaan | R
A 8 70 3.83 416 3.89 3.89 394 3.94
e 3}s7] &) 8 11 3.84 4.06 398 3.75 3.88 3.90
s 148 3.84 4.06 391 3.86 38 3.89
A 2191 2 8o 8 34 371 3.98 3.97 3.89 391 3.89
R 7 3.32 4.24 4.04 3.69 3.95 3.85
/558 25 357 4,04 406 39 3.68 3.85
AA 54Tl g/ B9 st 70 3.83 3.97 3.79 3.82 381 3.84
o &8}/ A 2 3 14 3.84 3.86 3.89 3.77 381 3.83
QT8 73 3.73 3.93 3.79 3.66 3.64 3.75
A4 5 3.70 41 3.65 348 3.30 3.65
H&7)3 10 3.55 3.87 318 34 357 351
7€} 4 313 3.46 3.38 2.9 3.08 3.19
A 715 3.84 4,08 3.90 3.83 3.82 3.89

CE19) EHA Aw7les 24 sg

. |4z} : . .
S 7182 H ] AgolE | ABRF | ANA/BE | E¥oA | Ead A
N 24 37 92 5 74 14 12 258
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(E 200 dgof| ME o[SAte|A &4

T A 5-aHE ki it AA

N % N % N %

NaEn _ziﬂ ohers) 3 30.0 7 70.0 10 100

(247 &i;%* A7 AR 0 0.0 1 100.0 1 100

SR A 8 61.5 5 385 13 100

Hol Bt 0 0.0 1 100.0 1 100

olan) o-&AIZF gy 4 50.0 4 50.0 8 100

O o8- 7 5 100 0 00 5 100

(377) o] &2} Y 5 55.6 4 444 9 100

o4z} 5o A 6 66.7 3 333 9 100

ol 4x W& 3 60.0 2 40.0 5 100

& 3 4 3o 1 333 2 66.7 3 100

A5 W& A 3 273 8 727 11 100

AE g A 5 385 8 61.5 13 100

Agol & A7 e A 3 50.0 3 50.0 6 100

(927) A AH ANA 1 20.0 4 80.0 5 100

A5 A A 2 333 4 66.7 6 100

A9 B 15 405 22 59.5 37 100

AAAE Sl 7 63.6 4 36.4 11 100

ABEH AR B A 2 40.0 3 60.0 5 100

(657) e : :

A 2%/%7) 10 52.6 9 474 19 100

A A 3 30.0 7 70.0 10 100

AR /B Au7gu] A)A 6 545 5 455 11 100

(7470) Y AA 0 0.0 2 100.0 2 100

a7t A 4 222 14 778 18 100

A A 9 64.3 5 35.7 14 100

E5014 7% WA 6 66.7 3 333 9 100

(1473) ARl A 2 50.0 2 50.0 4 100

239 MA 1 100.0 0 0.0 1 100

LS| 715 WA 6 60.0 4 40.0 10 100

(127) H&EA /SR A 0 0.0 2 100.0 2 100

A 120 465 138 535 258 100
4.5.2 AlFo| wp2 o] &xje]d £A TR A8 A= tsH ) A LA

A g TAH o] &) 9L (£ 21 glo] ZHx H 87.5%(22671) & ZFAI8H3A

I 7k Tt A st g B i
ZAVAF A o] 16102 7 Bk o] of] LA AB|Z kel tisA] Thekst
o, A 657, AY(2w) 171, w5 (7 NAAERS 233 I Tl T Aol
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T A - A oA | 2D | AY(ED) A
Nag #EE:L%E st 8 2 0 0 10
(2470) iiz_%ﬂ AZE AR 1 0 0 0 1

8 AN 7 5 0 1 13

97el &t 1 0 0 0 1

R olizl}@ zlﬂ 4 2 1 1 8
[e]

s T T T

(377) >

ol &2 3l 7| 4 3 2 0 9
ol &4 W& 2 1 1 1 5
UE 3 4 g 2 1 0 0 3
A8 UE A 7 4 0 0 11
AE g A 9 2 1 1 13
g0l AE A A 6 0 0 0 6
(924) A7 A A 1 2 1 1 5
A8 dg A 2 3 0 1 6
AT g 19 12 3 3 37
AR B 2 5 4 0 11
Auz AR RAA 3 1 0 1 5

(57) e
2 2w/37] 18 1 0 0 19
AL 7)A 7 2 0 1 10
A /87 A7) A 10 0 0 1 11
(747) =9 AAA 0 1 0 1 2
Shra 7t ANA 11 5 2 0 18
g A 13 1 0 0 14
S5j0]7] 715 hAd 4 1 0 4 9
(1470) ARl A 0 4 0 0 A
2719 A 1 0 0 0 1

makd 715 A 7 3 0 0 10

(127) H&Tol/H A A 2 0 0 0 2
A 161 65 15 17 258
27 NS 28T gto] 8710 2 et A L] ARbo] {7
I3 =M 2273 theksl Ay 25/ 83 Algko 2 eyttt
3171, o]z} el A, o182} Wiy #H T o]AH LA st |83 Aldte] Al
Te] kol A gigH () AN S 84S HE O S I F Atk
Sk 202 YT wEhA] A AE HH s HeElsHl o] &8

Aol Weo] 739 Apgol gl #3k 274 T UES o)A} AR ARl tiEA
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