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Abstract

In the knowledge society the main resource is knowledge, and the role of library to manage knowledge
and information is very important. Therefore it is necessary to knowledge and information management
that provides on demand service to user.

The purpose of this research is to design model for web-based help-desk knowledge management
system. This study used qualitative methods as interviews and surveys through BBS and e-mail on
information service in the university libraries. Here the investigated component factors are followings :
Q/A service, user’s education service to use the library, user’s online reference service, e-mail service, FAQ
service, electronic service(BBS), lecture and research service for faculty, my library, SDI service, and
open data service. This study was financially supported by Chonnam National University in the program,
Post~Doc. 2002.

Key Words : knowledge information, knowledge management, information service,
help-desk service, help-desk knowledge management
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