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A Study on Satisfaction of the Academic Library User Service
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ABSTRACT

The purpose of this study is identify users satisfaction for an academic library in order to investigate
problems in academic library management and to create library development strategies. This study,
also, includes relative functions between academic education and academic libraries. Research method
for this study is occupied a survey for undergraduate students in K University. Results of the survey
can be regarded as users needs and can used for fundamental data and an assessment measure
in order to develop an academic library operation plan.

Key Words: Academic Libraries, User Satisfaction, Information Service, User Survey, Library
Development Strategies

gy QY FRARGAY ¥ (yykd712@kangnam.ackr)

x BT 4@45 st shedrul A9 o AL,
70P
s AFd: 2005“1 89 209 - HZAHARY: 20059 8€ 259 - HFHAY: 20054 9€ 5¢

- 189 -



2 PREAY - AR (A36E A3Z)

[.AE
=
HetEABe viste] 2HASA BeF A4 JRE AZsE Roloh AAHE Agoloh
22 ggRa 92370 B0 AN GRS F0) AFEABES T L ATEF) WD
BRE EHA0E £3, AP, BB AT 715S FASE Bt 237152 s
712 o)t} AFEA A XTSEALOR ABUIge] Yusl B A BAL Aol

ME EFA B2 WskE 278t Jith BEFAN/s B 2 wisle] wep PR EAH
AMu2e] F83} AAEAM A FFS MR EALAA oJFFofof st B T A HES
HE A9 =X F(Traditional Library)< 71422 A=A FH(Electronic Library), HAEEA]
#H(Digital Library), SHHAEAEAB(Uniquitous Library) 9 71%5°] 49 &4 TAH
(Hybrid Library) &2 25 vz Zlolohl) g Ao 2sio]2(cyberspace), (web) HH, o
A" TAB(digital library), 7FEEM B (virtual library), 7HEAEA B(virtual reality library)
59 &olgo] gulsh HI SlE AN 082} SFARE ol g BT TR 7] W Zll
WM AR HF2 thgo] Basith o)A HIEAMAL EAA] fX} A& AFAsL
N2 wakdy st S BAlsle] AldlA 876l g ol8 Ayt a7 ste A2E Heo A
BAJH) o] Ho sl A DA MHIA7 FYEE SRR 2 MR olo} $) £ o
T FAL o|gfgt AAA HA AT AHl AT} o] &xbe] BHE-S duht JFH T e
Ve A8l o] &ate BUHE A4S 7]7]918 Hiete] Fololn M-S Fo} o] THEE}
T WSEAEe] W AREE Balsle] AAISkEE Qlth & =4 UeRd o] 859 BEE
Uehd W42 dgmA o] 8 AuE BA%te AE2A tisteA e ¢4 Wike 28
T AN F e HREER €82 F Aty B digEA Y Hrt M E A wet
$53) AREE AtE Aut 53 HREARS ol &RFA o) AT Age) AAT
ol 4] EGHofof k. 214)7] A Be £HS =M o] §AE AFE 208 Y7e
o] hsh= Aol FAJAE ety o & 3}]@?} F9E AR FE ARE oZA HIANA
Z A7kl g2 Aok dEgEAMAE Wslshe 70 TFH 2R thAsty BYglel A= it
o] AXNE Pt HEY F UL, AVIFE ¥ HQ »l‘:}. 2 A7e dddEga EAERE RY=
AT, st B sk} oA ek gt de] b A= FFANGC] EA) & Z0 R Hot
UutAQl st e AuRES BEE ARER $5F & gty £t

r\o

_4

1) 234 daeAd 1G-S B¢ A4 93 229 4 b d7(AD), EXE A 3 93AF, (HE
=) Sl H 98, 2005), pp.16-17.



dEEABe oA BEEH BE AT 3

mabA £ =RoA ZARE tigeA# o8t BERES Wi =T ARA HAS wlEs
EUE $88 =72 AME T 3leH °l£Zlf‘5-4 NS Hop A540 g £33l HAFPLE
AW ol 7 MY digtEA 2 &4 AYS FYse ARE &F AL 2
Q) tEteXE B4t 719 Aoz %Ek

o187 AR Blol AFFHI 9 AL =AY
10718598 o)z 47 327 5590 F 25098
A

[am)
ol
c/)%
for
& r1r °

2 82%)°) A2 B BY3

_l
ok

Fote] A o] &aE) o o] &ate] FHEE YRl A EAET HR A
2o th3h BEEE A, AE, JRANAE F8ete] 2AF ST, dEA R o] )
A2 W& AEME AT BVA w75 st APAT S RS T

of AU AREH Z23 FAE spss FAHIIAE & StA

. E3d o wstor isteARe 7%

1. DAZMAEO TE HE Mu|Aof HE

25 ABIE AP EARE by 3 24E %ﬁf\l sk FAABIERRL Sk A4 RALS
© Wl AAE I 14g T8 ARgloln] RE ARIT UAEPER AFET o §57] o
ol ARl BT AL ol v Bt et £3) YA AR B wE
e84 st FAYY s TE HUP ZAAA W, QB AR OIE T WE T
Z o] e 73“/'9"4 EL EH S 7GR ohgh mAMBEAAE FREAY B o)8A
=aL ‘213}2) AEE o Ul - NS 734 wstoll DalA 1
st 2& AH7|gol ‘:/‘140112 Y=ol FFHL Atk HFEH e ALHoE FAE
T Slol AFH 7Rk F oA" 48] HstsA] %_"_E’i tAT Axu)A el
ST FEEE FURIL Utk AgwEAA W 16717F SHAR) MReE 4, AL F

7_4

2) %2 "EMT CRM A2d Y 283 F70d # 91" IFTAMB FHIASA, A5, A3Z, (2004, 9). pp
254-255.

3) 2005, 9. 13 ZAYR A} Z3: AwA ol AAHZE 50 eule(nm) 34 16717HE(Gb) E 4]
MeelE FHEAT FdAle Ao AAE A8 YR AYAA ge v wEA2H DVD 95 28,

- 191 -



4 FHEAT - HRIGI X (36 A3Z)

4 5 RE ARE ARE ONYFole] JTL s 50tk vlRE HEARH e Ele
) x 2 oleid Walt 249 U4 ARASY 5o 2

el e AL A AR ool ot
@ Sl |87 FHEAAS BhEATIEY 2
EAT ol 8A7L 28 TACE A7) EA o]
Felo] Lodslolor BTh Holek HTZo| 7R o}
Yz} EATRINE 24 05 A8 zJ he 7 (diagnostic tool) & A sHe] Sejsty glck

TADEL ERG APIN M2 TS BAGES TA0] 4B AL YT Sk
RolTk9) ols EAB AlA B PAsE A 24t Bk JEAuze 245
228 AR7|EBAHE DRY WA} ook AHr1E9) Wshs AH oSy Welo] ohfeh
3ug

AT BAAI)E BE e ASAAT Aok ok A48l SRR Be A
A ARGEANZA Dokt 4L Folaiol BTk HHEABS vt ZAH TR
golc), tishEABe) 753 ojgto] okslulel, A5 Yste] A4 - AN 3&750l 4 St
Aok S-S A7 2 AE T Wsl} dSEABel nAE HHE A ArhFolet sk
o YREe) gy AT FHsE ATH AXE BEs o] S B71olg
Ao AARCT sd. APeEel usE degnd td 277t 4}51-7 WeE thors)
HEE gSEARE ol2)d Bo) Bulsia ol8Ae) AT BEL AN AdsE A 757
ofok BTk EAT ol &2E Taloleks BPA B v TAS FuAu2E T Bk ST
o4 v FRHT, EAT 72 AulAE EAB o7l 2ol Fojel] FsH AuAE
Sojgith, EAD Auize) A EADe) A3 Belse] TN M2 ATHE AFET
AEAasA0) o8 457 gRo] ENBNAE 7] RTE 8% 5 BATE s}
Tk 9] 879 Fojs] EiE TAT BACNG A Eol DAY §T0) TSR Auls

=

&
%
£

==

i

il

MP3 29} 450428 AT F gl Solth 16709 S/ Wi E AZs $x37]9) dg 7=
W A7k} 2004 ], MP3 8000l #Fshe FRE ARY F 9lo] tABEAMRY §342 TA o
Rog Er}

4) Efraim Turban and R. Relly Rainer, AB71£9] oal, AYE o (A& @ ¥HFZ, 2002), pp.21-22,

Q= 9 A ABAYY FANE AG(HE 1 @YAL 2004), pp.66-67.

grpe] Azko 2= gutAg] 259 Awkael wHE T =(overall satisfaction) = AEZ Ao

03 735 Aoy 2RRLS 7R AAFA A Hrksly 27AE ASE 4 5

o] BEolg slHgty A STt SRS ﬂ‘&z“ T QE HNMAR Be 87

48 £ gy

7) £33 & WREMF AYE(ME  BYAL 2002), pp.34-36.

8) Peter Hernon and John R. Whitman, ©A & ARME ] yAnEAG 052 9 G(ME : sldA} 2004),
pp.21-25.

9) gHA "TANEE Y3 TEEAT YA B B A1 IFEABHEEIA], A35Y, A3L(2004, 9). pp
3-4. -

wlo wln

q].
ok
e

)

o
=

=S g8 $83)
7] o] AR
1 AAREE 8

(=2}
~

i&’ A

>

~—

- 192 -



YRR o)§7 VEES] AT AT 5

S 1 olFo)7]7] BRI AT So A HFHE A% =B TATY L7
PG ) 2lo) EAT AMZE ol R35HA Bom Tk YAENBS TANNLE P
HAFVE 7169 27 o] eistodol Bok (E 1ol AAE voh 2ol AHREI} B
Hog 27193 At ABnhAS) hekstoh AN AREH AHHBAY0] W we} &
o] WakT RS & 4 ATk AHHBASY FE Weke 2ISTNYL B AR
o H2o] FhHT Y= Ro] AWH Aol £ & o] EAe] ek Ase wskeh
72 4 Yok

(E 1) BHs) 12 SAMe| Wt

72 @3 sl S48
AA Y Tty ZIp AAAE 7] T AR ATAAN 2419 o) gk
A _ Z“ a10] o A} T"} T JB Xﬂ‘é_oﬂj\ T—'—LX}’} E—U—oﬂ %O‘i
AR %Sj e =t B ANE ATAAANNE AR ZTHAL A
A ok
e | 2o s LU ANE NOE Aug) 4AYI0] JRH, A - T

QB £ EAe we g 298 38 AU2E T F Y5 UAR/EH}

cARE B4alo] M2 AN AeEe F

24 | 24 38 Ha FA2Y DSAY UL AT DR WY FROE W
<Y Ege FFE wE

ol | AR 32 v AR 3z9 WA 20eE A%
sl 97 Beols U 87 FBUSIE A7 ARZS] 223 ANAT 4AH St

ol2lgt At} Wist me} SR Tgd 2ol wgtHojoF & Zog Er

A, =B =M FIARE tiEshs MY)AE TEshe o) ohiz fA YA 9
s 249 og 278 788 & U teEMEeR &4 Holok s 24X g =M
BAMW 27t R FoloF gt

X, YHEA L 2Ejito] Z20Y e AT 7 e gFd HAE 7Y B AF A
dgo=n GRS il 2o wettgd AR A s W dad
G - B 3 TR AET} s A ,

T OS] FAY B 5 249 876l FEehe A4 - AR 88 UHE AL AT
T et =X He] Hojof dth

2. tHetu=2 tiefeA{gte] ds HHA 7

POI'
i
olr

Bue] FA ARG sl SAZARE WAL & olrk F7ke) AR ABE thate] u)

10) Ibid. pp.21-22.

- 193 -



6 =AM - ARG (A6 A3%) -

3 JA AU o8 gAo]3 T AMde] SAS digte] @t gl7] wWito|chil ek W&,
T, ARBEA] 715 B A SA4S St Qinh A FTe 978 2 AATdE 7Y
&t71915te] BHEA7] Aol a2 ol ARt o] HEY BeH0E FFHES &Y
aojof ?‘&EHZ) g v} Z&Y 108300 = et s B4E "Itk QIFARS Y T B2
Eis 3—}%94 g o] 23 I PHsty AU e
Lo koF— A" 013}1 71€313 Stk &, tgtw g 542 S gela A
2SS WL e Fobl A
AAE Eoksl= Aotk 34 st A U
F YEE A 7K AES EFHHoR 4
CATHNFE J1HoR B4t e ATFYEL oY) dste] AEe JHE AT
l—i Stk e Bo] RFEATEES AL\ ME SFEPRE
FAsHA AFE F Jde AEEAM T FeFEAHEAY FES dfoksta 7HI e A4
52 tetEABo] BEsi BAE AZEHO] okl UEEMn) 335 BEE Y =
Ao ge] 259 SNE) FEATE 3 ol 71sE AEE 253 xﬂ*ﬁM IEEHE
Fo)3, FA % ﬁ&*—‘m e RS PINFIEE Ao B & AUk BT giEke 25s a7
2 o] FEAE gtod A& A3l MEL A4S %élw 7| BE Yty S-2 7
9] 223} 7] 32 A A Frkete Fojel AFshe 9EE 317] "l A7)
& 53l A 3 A2 X2)g F23ks Ao] tigre] 7184 Ao, ¥87)5E
OLM 39 A T8t 9% 8 externalities) & Foiskshs AL tlgte] AF A Ao
2} & 4 Qlkh dgte A o]2jd igte] R Ay 588 2Aste v oA ol F X3t
7] % 71gelt), A &S P2 dFAlE oL gty g 4 $5E 7hsske Aol
o zEA o] Yot wEhA] diSfEA{ T et W& ¥ A5 ks FHAIEY A
Z0% WA ER 2E I Q1Y o)) 7o) e maHS %7}~r4 FAZE ti3re) 4%
WAL St ] A} whAel] AAso gtk dEeMEE W5 s A4S ele
B2 o] 858 93 AR AFE ATt TS Fhstoiof gtk vigeA o] 43
Nee Uigte 223 Jlsd bR A ve 2k

Z
d

_I

o rt

¢

<

Mo o
o 2
e, >
i _1
[o
o _\E %
B ow
¢

o

w1k

i
ofz
e
=
ol >
o °H  fo
> —{N g7
2
R
=
1ot
=
Ho
lo
i
2
o
g B
o
sk

)

?it _!}fl_. 0_\.4

X
2 e o ml
o g gy ot
2.4, 4

C

_-%

o)

7). deteBe 43 54
WA TS tete) m8H 2HE Dyal] A8 SR BA tstel o3 A4 shielt

11) o84, "g= tigte) SR, HFL& (=L §H 8, 2005, 7), pp.44-45.

12) oI35, A¥=AF(AE: FF=AAES, 1978), pp.230-235.

13) A4 st ge] FHEI g F4F FA." ST RHREI R, A4, A22(2003, 6) p.304.
14) &3&. WA FYEAE - BLAL 2002), pp.18-19.

- 194 -



WS B olg% HER B A7 7

olsh 7 WO YSREABE o] ATBES AN 9T FRAEINe 4TS T
290 i NS AAACE Salsiel S D B4 ERARA A7EA] BT
uE ATH diste] 71598 AP FH HES shoul ok ek 2% 0jge) 287
2RE YYI9Y 229 ARE 57 AY BES F4Y ZRASAA 018 F UES
Sfe ol Bo] Atk oleh & AgdelA Seiutele) A% I BA AL} lFEA DY)
ol e BN RS FoAHOIN FF W AL Yeki6)

o= AP A @t TG AR SORHME EEA A "I Y99 FE

Qo B3 W& AF ¥ BAIZE RS A Y] st tisto] 4], A 2Fdhk= =
Ao} ALY 02 Aol 519t} 3 Philip Rzasa and Norman Baker & tigteA &
o] ZQ3 B-g o]&xEo| Q7= HRITE 2FA7]7] Ha Avlsiord Azke] g3} 71e
o HE-E AT FA o]&A FRLTY NEEE Hufsteh=t] YT

I gt o) dollA AFE nie) o] tigtExHe] Ay £4E S AFEdA IS, I
ALE] BAMEEY 23 3o AEARS T JEHEAE ATT BHOE EFd= AL
A g B seATE Hstd LEEFS Adste Aotk & AHFAE dgolr
AYEAL digte s AT AR Bl dig A dojy 1t wge} Aot

v e R Z8A 7%

UutH o 2 AT Qe S5 o] AYEAT A o A= ko, 7]
ol 7|=L Z}E—;—’”-\Jr A2, S 2 ZagAL I3 ARRE oYt Iy 25 tEEA
o] ‘)F?%E?SH"F e 7 kst A RaA 9 01511}.9-—?7} th skl w2t FeEe] 71E4Q
T3 e AHE 2/HE Bigshe ARE o] F71E o] vl$- B3 ohefst e o
T QItE18)19) uleglA o]E FHPEH AL & t’’:/"]*‘P(undergratduate library) & HFE

g FFI

N

15) Perkinst thde] 715& 28715, 7715, A5 F¢ 3192, 53 283 d5& dE "’“1—1 g
olgh stk mWEkA EH—} 1*& A9 E4L gy X875 AF715E Added A2 B F qith

16) TEILPEH EA#E A AT A 22 53 AE "EHQEHJ*O]E} B2 w5 «I‘CYM A4 Eﬂf—‘} g &
HEY HA 93l “%ﬂ EHQFL%FP“ olake] W& W Ao AT W wEE AATS FH
B0 d sl BASRE B3t el A st 1oy, nFEA 4€§l°ﬂ/‘1 et A AR Lojatdd
ME WEEMBE " g AR o £33 285 97 € SAIZEARE AH3] Hete 0ig
o] A, A LFgE TAT} ALY SR st

17} Christopher M. Millson and Vanaja Menon, “Customer Expectations : Concepts and Reality for Academic
Library Services,” College & Research Libraries, Vol, 56, No.l(January, 1995), p.35.

18) BFEMAYI = WA HY 7522 e Z+AY A, 9 AHEHE BA - Z2EE - B4 - &
g T £ - A 2 FHY oj&-E A% BAL TABREE ofted B/ i“* Ao} 279
FH) - Ay, gAY TAEANE 2 AEY 34 o]fA T, FAE] Y FAAE A H DAL st} TA
g o] gel= AS 8y A4S °“X] , 2Alo] &g IL’°Ur A g Y% A9 A58 FHEYE AT

G US4 se d7ese Sl TABeTe A 22 AGA - A 7le EABEHe] 4T Y

°l

- 195 -



8 IFEAH - FAHGHA(A36H AM3Z)

23, AFEAMHresearch library), EEEAM B deposit library), £8EA1¥general library) &

A O 98 gt & 5 k0

,_.
_18,

ool QF BT HEAA AVl SR RABRAL BoY JTE F71elo
Heeka sl S 29k 4 ok

T % ATEF U2 S R IYTM, QST E, F9=E, A7 R VIeRIM, vE
MALE, slolA2gextE, CD-ROM A7, A AHAE F& FAstd Ao F42oh
(2) A54E 9 2E3

THE ARE AAH SR Ao HoleMo]AE FE5, YAEY HANEE &R
Hj 7} - Bein)

Fahate] odt z}EA T

D)
Fa
o
;

o
e
)
=
oL
)
2
r a
=
<)
o
i)
r <]
lo
=
Uy
tlo
e
(o3
Yo
_o|L
O>

A5 Z 7 Hela Ao thdt o) &<l OPACH] st o1&AE, 75 MAFS CD-ROM Z
2219l dlolehuol o] tig AR, ol &t A3, £ R volehwo]le] Ay, =
A AEARY A5 B AF AATAMY e o] BARAE, Sl SRR AlF %94

35S 43502 s

(5) AAET B AN A Sja Sy
okt MAETE FHISHT FANEEH BANQINE A4 - W, Sisle) JUARE
eEI0T 74 - P5E 4 Y= HeARYEY Ade ALsAY Bt

{rt

52 ANsY,

19) EA% % EAAEY ARZE AREADY QTS Teo Y 97 L FSUF) 2 A 27 -
Hel . 4 BE- 2R B O o8 BEAQ TR £YUL AT AL, AU AAT AR, 0
AR g2 AT BT $9 AR 45, /18 HHEABO2N /54 BRE YRR 17
sz gtk

20) AFERRRRS, FAREES o)s(ML ¢ FIEMEFS, 2004), pp.386-387.

- 196 -



e
e
&
-
©

HEEN B ol &3 BEE

8% - 97 - AYNEY AT

)
dutd 4, 7H°J5~*1*4. AN, ARAAE PP, FAL T BEA BAAEE Al

¥ g 27 AL AZEE o ABA 2 Fal, A
v THHCE Aety LPet

O

2 Wste HowH

et el 29-Hm, e TP ezl B

o 23 A2 4 A BEEABYIAA TS B ALY m A
5o 4

£A3e] 7158 AR YeEAB)so) Wete) @ Pal7) g BAA 7)o 2

Ho
N
o
]

3) EA# o] AAH Ax
4) dEEMBY dY34 2MBEYYS 58 A8 &5
5) 718t MiSt=M AL 29 J)5 o] BT YFE FEIATHY)

University of Maryland Librariesoll ] thate] a182] g-gAd)] 7)J817]9)s) thateA o] &
Aol oA ohed} 2ol 57EAE AA] S

1) AX AT AFEE Au|2dA F3e F4S 457 93

2) Wete] X4 B AFE AdalFe AT Mulls AYE 15317 g o A

FAYE 72 AREY veE BEE 93] 99

3) EAF Xl AHl s BE)E BYjle Haket Al A3A1717] S8l

4) ¥ ARFEAA ABlE 2T JQE Alolddl TS SR Y8

5) BE o]8x1SdA ARALY AHE B 95

21) e 9 “ngd degeMd 28 JpRAd 3" IFEE LK, A297(1995, 12), p.106,
22) A=A BAPY, TAF FELANAL(AME  FFEMFEE, 1994), p.l4.
23) University of Maryland Libraries, Libraries Mission(College Park, Md),

<¢http//www lib.und.edu/UMCP/PUP/mission.html.)

- 197 -



10 #FEAR - ARG (A36E A33)

o|s} o] MBS 715L W % R ATBE) B2 ABE S Helsio
ATTORA o] BIH B85 HEAEHE 715S 2T Y-S & F AT By o
SHEABIAE tste] 283} FT7)50l AU FaE7] s BsEse] HRsT ol
A - RS DY THYS0]) 2 BEY F YL ka9 N AT Ax YotEa B
o 298 9o @ Zolth o] 7150l £ W UYEAR T4 F o|§ATY VHE
Fold 20 Mo} quwol FH50 Qe BA, FTAE, LeItle] AE ARAAR)
%3} 2 R A9 o), A4 - AN SEPEE Nt tsIdA AT I
A2 Fel Aetete] 2 Aux

= EA#AE BE o]8 ) U

i)
1)
o
ol
N
“T

ko
ol
ot
N
N
2
Sl

7HE 5 T dSEARL oleld S B
4 73

[e]

=

£ TP 5 e 1€ THE2 GFstoiof ddl
= 7

g 59 4 Jox 2o

FAFRH gl g
7). 25
YetEse) Bag S5t 7l S A BEEARe Wk hee BHs) dstd o
3 Be T I Base] 2412 St

A, deh EMe] @ Qubd ANT: olgR} AR olgR &F A
1) o182 A (=AMF ol &=l & W)

2) ol QU 27)

=4, \:}]zﬂrc}qa)q AMulA A4A wel RS 93k o]8r) NEL

1) =AE Al dig 9=

2) E=XT A7 I UET
3) dAg 7dk ARAE| A 3 BEE

24) EMF IAEE A% g9 oMdE FuAdx & £ 2 229 €#S5(0PAC)E §3l ABSGISE
2R AFLE sk glon FrEE A Fﬂ°IE1‘ﬂl°li 7 or gAste] Zul2 A&(full-text) ol

o) 2~
Heg + o

- 198 -



HHEM B olg BEEA B A7 U

v AR

(1) 284 W= & 3

2RSS HAE ﬂ*ﬁ}dﬂ 3t HEZE =

FEE QlojHo g Al RG5O 7 2 250 E YAAOR HAEXNE vzt vz 2
314 20049 119 1YHE 124 209714 504 53l olFolgon) ZAY o 3 S88

2 o (E 1-D3F 2

Fel

(E1-D) Wi &% U ST HE

a&ER ujj B3 Ly | Y 2R8(%) | SEA A dF 298(%)
ol 25 25 100 12.20
A G- 25 20 80 976
Al 25 20 80 976
;)1%6}% 25 22 33 10.73

A 25 18 72 8.77
ﬁﬂlﬁmﬁr—r 25 20 80 9.76
ApE) 8- 25 18 72 8.77
AFH o Z5pE 25 20 80 9.76
FAAN 2 TR 25 22 88 10.73
oA F 8 25 20 80 9.76
2] 250 205 82.00 100

TSP wRalsst $EEE te (F 109 29

(& 1-2) By w3 ST
kil uj F-shg s SR shd SHE SEA AA O wg 2Re
1313 66 50 75.76 24.39
254 70 62 88.57 30.24
38hd 64 54 84 38 26.34
4%hd 50 39 78 19.03
AR 250 205 82,00 100

(2) HEA] 4 W&

AEAY 4 REgS B Oq'?':?:x“ﬂg} T@ Aof o} &ALt sk dit AR EAE AH2
of gt EEE tphre] A3 oH o8 HEEE AR HdE e WS FHeE A
A A7, OAE GAEAZ WPro] A AR LS Te (3 1-3)3 20k

- 199 -



12 $F=MB - BEEEA(A36R A3

(HF 1-3) 43R F4UE

AEA A9 TR

| =M% A5 8 ALY olf ol&k

YR=MY ofE S5

SN o8 24

b g e o

h | ol&3lx] e Z28 ol

i A87F gew s Aukd

N EN2 08 wgzeTd BEE
A% RS Audsl $igs

olga 87 B ZEOERET)

o) &x}7} Azteh= AlMe] AR Zaw
ﬁ%“ b
PERE)
Wkka) A

EAE A1) g BEE gl

ENBFAL

REDICE

ATEA Ty

2 YA g
. ‘ b KU A=

oo

| EAR A nED :
i 7 ZEo) g Cr e
- Az 83%
- AZRE.

YA LA HAFAE A
L7189 Hohf Au] A
gAE 7P AR e A gid wEE A48 M|~
A o L) e
Wi gTe Iy

<1> EAB 019 o874} FF
) BAB AR R A2 olgo] B A% HE

(E 2-1pof Uedulel Zo] 8RsASe] EAB A& o83 AT AI2H 089 9% AE

¢ ol==3lt} 21.95%, J&3E Holt} 46.83%. HE o)t} 20.49%, <8R £3}} 8.78%, Tl

oJsaA 2 }nm 1.95%2 VFERT) (F 2-1)0) 8m uEo|o] §927% =M BE H%

o] 1973% 2 BAE A0 Kol AR hHEAT AR ooy} thEATA L) o)L

g AI=s F2 ‘1°—% & & ok

o I

- 200 -



(E 2-1) EMT A2 I A|AEI0| CHEH 0|2 olat

SEEE SBAL(E) H1&(%)
o ol &sfch 45 2195
&g Holrh % 46.83
HEojrt 42 20.49
o)4=314] 23 Holth 18 8.78
g A=A vk 4 195
A 205 100.0

2) A=A o g 3iF

SRESIYE S TA T o] & 4= (F 2-2>l AA EHUTh (& 2-2)l 23k A v 5.85%,
% 9-3317} 30.73%, 9 2-38]Z ol&sh= Aol 4390%0°1W, & 7ol 2-3 37} 13.67%, A4
o]g okl 585%F Utehtth tiiEe] S| F 2-33 k& 9 2-33] A= tENIE

olgsly 9dge ¢+ Utk

(H# 2-2) THStzM2 0123l

o] 8314 SHAF SH8(%)
A9 wd 12 5.85
1790 2~33] 63 30.73
4 2~33 90 4390
#3}7)9) 2~33) 28 1367
AY ol & % 12 585
A 205 100

3) EA% o884

SRS olgaie AL (F 2-3)0l UERd nke} 2] I s 67.8%, T B TEIAA

5
o NFZRE 98IA7} 14.1%, AATA 24 29%, AZFD oF 55 54%, L¥=A ¥
9.8%2 th¥stAl UEtoy 34 sl g =X 0§40 67.8%EH wyso] SHEC

2349 b7k SEe] EARS olgAYIEY Aud 930l U ¢ 4 Atk

(E 2-3) HBIEAD 0|22X

ol 854 SEAT $HE(%)
HAHAE dAsA 139 67.8
AHIA FHE A3 6 29
T2 R 1A AR ERE A9 29 141
AFES 58 dF 11 54
2N 9 20 98
A 205 100.0

- 201 -



14 FIFTAMF - ARTFIHA(A36HE A3T)

4) EA8 A5 B Iy

A AR BHL (E 2-4)0] UEhd el Zo] ARAM AFE M2 olfel 022%2
Ueht SME0] AFES olget EAT ARE 2= Aol duE 5 I5E ¢ & Aok
EA]3H0 1:];(]154;(4&/\]/\@ T2 2935 g st A8/ AMEo] A YE F Y5 237}

7w olyz} 9& g7} dolEulo)Adksls Aol FAEY TS & & itk

(E 2-4) At2EMEY
Ay SEAT SEE
AR FFEAN 2 S o)f 189 922
Egjleg 2 1.0
AT APAAEY] B 5 24
A7 Ao} =& 4 20
Fagg 4 2.0
oG 1 0.5
A 205 100.0

5) EMTE & oj&FA ¥E oF

TAP o]&-go] AR AL (F 2-50 AXNE RAAY YRR ¥o] B5%E 7PF =%
o o] Mol 20%, o|&3l7] BRI} 161%, TAT 7o) £ golM 146% 5 THst
A Utz gk W TAZ o]28L Fol7] YEME ol &Art Yo FRE AP ZARS
of 41 A ATy 9o o]t BHE LA GEE S7ARE Hog FRIL &
2 sAT 34 AR olgx NEEE Fol el & F Ak

(E 2-5) & o|2sHX| %= OlF
2 o438l o ol SHAs S9E(%)

goAHe B2 79 385

ol BolN 41 200

o] &-317] E¥alA 33 161

Ao} BXEAA 2 1.0

=T B70] £2 golA 30 146

25 20 9.8

A 205 100.0
95) B AT 2o uid) AZTA WS OTA s Ao ST 022% Yol RGN WS AdjF
2 AFEHE FE37 Yo EHJMWL gASo BeHARI AYE 4 AEE A5 UL} F HolE
wolA &7 A& Adzxs} dvh F23¢A & ¢ Uk

- 202 -



GREARS 01§ VEES AP AF 15

rJ

6) A7t ¢ ™ 42 Wy

SAB B2} 9e o HRPRE (T 2-6)) Uehduish o] F3t B slwe] 97t
385%, AR £8E FIT} 278% 2 E7\ BT} 200% £ Uekdeh (E 2-8)o) 93}
B olgxsh Yok EMB AR 5 U9s F2¥E ¥ & Utk

(E 2-8) TAMB0 =7t g2 W oiE Uy

Aa g2 SHASE S8

YA T Hh 57 278
g s Lot 20 98
7%} 41 20.0
2851 el 93 79 385
EAH 9L 7 34
o 1 0.5
AA 205 1000

(2) dubA o}gak LAk

1) =A% ol87 ARZ2TY BEE

EMB o8 R& 2P WEL uj¢ UHo] 1561%, TH0l 2027% 2 HEIR O B
%o] 40.49%, ETE0] 780%, ZEATL 585%2 Yt BAE o84 R&Z2 Y B

(E 2-7) CHSH=MT 0|84t IRZ=T3

oleTg SR SHE(%)
of- -1 32 15,61
bl _ 60 2927
25 83 4049
B 16 7.80
zaAc 12 5.85
TH 2 0.98
A 205 100.0

2) A% olg3e HEEAD ARA $0E9)
(F 2-8)0] o3 o] 8AE] olg 3 ABA £

Aol EXNFHOE oJFAL G2 € F U

- 203 -



16 SFEAMH - FHFFHA(A36F A3D)

(& 2-8) XEH=H

_4:0 _)':O __)T\_O

frased ag (% ) a2 % ) s %)

12 24417 A3 12 (5.9) 15 (7.3) 21 (10.2)

2% 494 128 (62.4) 47 (229) 9 (44)
2% gAvtold 6 (2.9) 23 (11.2) 22 (10.7)
3% 1, 2¢9¥H 50 (24.4) 58 (28.3) 43 (21.0)
4= FEgA 4 (2.0) 0 (14.6) 2 (156)
42 A7 E4 3 (15) 2 (59) 3 (11.2)
12 AAYEY 2 (10) 1(68) 1 (166)
TeE 0 6 (29) 1(10.2)
HA 205 (100.0) 205 (100.0) 205 {100.0)

3) O18ATH AZBE WHEMAT S5 $4ET

gelexd SAste) $AES F 1 w9 A FFol 493%, AR HAAA gFdel
2349%2A o827} Azteke dstEA S BT AEE T Adske R Yehton
AN Edste 132%% 3 WAl 242 vehd

(B 2-9) OI8xp} Mztsl= tHSIzME BM5E PMEH

WiseAa 129 94:9] 3%:9)
A EE 101 (49.3) 28 (13.7) 9 (4.4)
Alde goist 27 (13.2) 35 (17.1) 31 (15.1)
Age HAdH g 48 (23.4) 74 (36.1) 34 (16.6)
FAE7 6 (29) 10 (4.9) 18 (88)
Axlglo] w2 10 (4.9) 16 (7.8) 39 (19.0)
A Hog A
EAEe HFHQ $He 9 (44) 7 (34) 3 (6.3)
]_Q_“IO
Aol et A 1 (0.5) 5 (24) 14 (6.8)
Hge $54 gzt 2 (1.0) 9 (4.4) 24 (11.7)
A% :
7o 1 (0.5) 21 (10.2) 23 (11.2)
A 205 (100.0) 205 (100.0) 205 (100,0)
4) o187} A7isiE A HEe] F2
ol 821 (E 2-10)ollM AAHule} o] AP A7 FawdA FEAY AFH 40.0%,
A8 A 39.2%. E*Véﬂ 176%2 Veh} o187 A2k AAS) AR e FREE
AR 4F5d & AT 188 UEE FRe0 AZHT 2S¢ 5 Atk

- 204 -



WSEARY o] &4 REES BE AT 17

(E 2-10) A7y
A3y e $98
AR 4¥5Y 82 400
A4 e 68 33.2
AR 36 176
2275 15 73
71e 3 15
FEH 1 05
A 205 100.0

I AAEAR oA BRE
YA B Tt o] 84 IS EE A4
o) FEAE|2e] 371R) GO re] A RASIGT, A - A8 -
© EHE 3454 EARNE slebg £
1

gsteA o] wAHAY FEs) dgks 2Aag

(E 21000 I8 g $58 A0 ehtot 9YH 345 3348, 294
4, BT FALG O BEEE e R02 e, PAH 2ol tE BEEE ob

1) 2wy F94
A B 4] 90 A GA U0 1029 $50] 357§ 07 A
Qo] 9392 et ARt dAlz BERE ¢ 4 9

9) A
EAT B0 dg SR ISTE 05%, AZ BE 102%, BE 385%, 2
203%, Wk BHE 49%, B Yep} EAB 247} DR B0 ¥32 ¢ 4 9ot

w

) e Al
15% AZ 9= 161% B% 346% BT 20.3% "B 2.0%, 2.2 A
upe} 7ro] HEO|AO R MZSIE o] &AL 522% 2 Wbl AIAE Y5 AoE HAAn

o512

C4) =AM

- 206 -



18 FFEAMH - FEEI A (A36d A3R)

o £ 1.0%, HAZ 95 11.7% 25 40.0% E9F 263% W5 B9 39% % A4
< UEEVF RE A2 UET

5) TAH FAA
o) omE (09 W 24% BE 234% EB9E 395% wi$ BUE 166% 24 28 18.0% EA
TA# 4‘%711/—;1«1 nET 7 o] e Ao2 YeRt

6) =AT 9%
o QukE (05% 9= 151% HE 385% B9 21.0% WS B9 78% FS9 17.1%=A
AR 93] oA B ACE YEoy o v s §Re B FRe Al g} v
=57} ged 202 B 4 o

bl

CE 2-11) M2 AJMol| 215t 2HBAKE

o} & z(-} T
dasds e (Tages Tomzasl wg [ g9 [degus] weg [ AMED)
(%) | ¥5(%) | NE(%) | H%(%) w(%) | WE(%)
1L 984 s 0 21(102) | 62(30.2) | 6%33.7) 19(9.3) 3 (16.6) | 205(100.0)
2. A24H 1(0.5) 21(10.2) | 79(385) | 60(29.3) 10(49) | 34(16.6) | 205(100.0)
3. A 3(1.5) 33(16.1) | 71(346) | 60(29.3) 4(2.0) 34(16.6) | 205(100.0)
4, ZPAH 2(1.0) 24(117) | 82(400) | 54(26.3) 8(3.9) 35(17.1) | 205(100.0)
5. EXE A4 0 5(2.4) 48(234) | 814395}) | 34(16.6) | 37(180) | 205(100.0)
6. =AY 914 1(0.5) 31(151) | 7H385) | 43(2L.0) 16(7.8) | 35(17.1) | 205(100.0)

(2) =4 zge] dig IEE
|

(E 21200 98 BA% ARo| B DIEE THEA VHE7L S Holn AFEA, F3
AR, A, ATRY K, ALAE 5L VEE WS 0T ehank FA W§L

et 2

= 05% T 88% BE5 254% EDZ0] 337% =% EVSH
151% T8 166%= EE7 W2 02 YEsith

TYEA Q] TEEE v|SNE 68%, U5 34.1%, 5 31.2%, BWE 11.2%, W-E=E

- 206 -



dEAe olgA BEES HG AF 19
166%2H LFEAY HEEE B WIS & 5 Yok

3) FAAR
APARE U0 54%, HE 312% E59H= 341%, WSETE 127% F29 166%E 9=

T we o= Yt

) 5}%%}%]
W 8.3%, BE 395%, EVE 268%, WETE 83% F3H 17.1%

AF3ad I 1Eo] 05%, WEVE 44%, BT 38.0%, T 29.3%, "EHE 10.2%,

- w7

Y 1T6%E DEEIL RS ¢ F Uk

6) A7AE
A g B =T E WSS 05%, U 4.9%, BE 27.9%, BT 298%, W20

-

195%, F% 180%= TEEr}t ¥ae ¢ F 3ok

(E 2-12) TAME X120 25 0HEALE
vEAE
deEde A8 [weus [gazus| s s [ @9s [asens] mew A

H1E(%) HT(%) | A%(%) | 9%(%) | 9x( %) W=(%) HE(%)
1. AEEA 105 | 18(88) | 52(254) | 69(337) | 31(15.1) | 34(16.6) [ 205(100.0)
2. AYEA 0 14(68) | 700341 | 6431.2) | 23(112) | 34(166) | 205(100.0)
3, FIAE 0 1154) | 64(312) | 70341y | 26(127) [ 34(166) | 205(100.0)
4, FEEA 0 17(83) | 81(395) | 55(268) | 17(83) | 35(17.1) | 205(100.0)
5. A28d 3R 1(05) 9(44) | 78(380) | 60(203) | 21(102) | 36(176) | 205(100.0)
6. AAE 1005) | 10049) | 56(27.3) | 61(298) | 10(195) | 37(18.0) | 205(100.0)

(3) TAE WHEAIZ] i BEE

CE 2-13)0] 938 TR AR Au)2of U ol §2}e] BEEE DBTFEAE, JuA
A, DA, 710 JHRY, WA SRS, WIS TEIY S BEEst
HEO| 50%-58%2 AY FE ROE Eht YRUAM2E FEF 2O Hel Ark ATRE
2 983t P

- 207 -



20 3I=E=AMT - HREFA(A6E A3R)

o oRHE 05% WS 5.9% BE 58% BUE 17.1% )4 295 05% TR 180%% DB
TE UE WHEE BEo) 53%E AY A Jehd

2) ABAMAE 20 3
HBZAAse) AL W SUE 0% VE 98% WE 517% BUE 19/5% W5 BUE 10%
23 180%2 ARAMAHLE FH Bl VEEsL BFo) 517%2 AY BA ek

3) FAARA 2
FVHHAH A o) 9 1.0% T 39% BE 551% BT 2008 =R 20% 3

9 180%2 FTARANZY VEEA S RS A0E gt

4) 4718F AEKY M|
71k HHA Mu|AE w99 05% W 49% BE 541% UF 195% Wi £UF

24% 3% 185%2 Bt 0719 AHohRY olfa} PEEE we AOE vehyrh

5) 71u Dol &F Al
7k MelSTh AL T 54% WE 507% BUE 224% SISRUE 34% TG

18.0% 2 ViRt 1719k AoSH AMHAE o] §AEETL ¥ Aos UK
6) YW WEEE Y
Pt AEZ2 YL TE 15% B 53% EUNE 21.0% WEEVE 63% FSH 180%=
H oro.

Vel 171 8203 A BEETE 4 42 A2E YEkith

(E 2-13) CIRIEZM2 HEAH| A0 TR THEARR

EAR
HEAE 2 WeRE | AR 2% i ojSgue | Pog 7
W (%) | 9E(%) | NE(%) | dw(g) | "TEvT| Ted
1. DB #% A% 1(0.5) 12(5.9) 118(58.0) | 3H(17.1) 1(0.5) 37(18.0) | 205(100.0)
2. AEFA Mul29 4 | 0 20(9.8) | 106(5L7) | 400195) | 2(1.0) |37(180) | 205(100.0)
3. 32 A AHA 2(1.0) 8(3.9) | 118(55.1) | 41(200) 4(20) ]37(18.0) { 205(100.0)
4, 71 AR | 1(0.5) 10(4.9) | 111(54.1) | 40(19.5) 5(2.4) | 38(185) | 205(100.0)
5. 978 A3~ 0 11(54) | 104{50.7) | 46(224) 7(34) | 37(18.0) | 205(100.0)
6. Y78t ZE&EZ Y 0 3(15) | 109(63.2) | 43(21.0) 13(6.3) | 37(18.0) | 205(100.0)

- 208 -



RSEA B 0|87 VI BY AF 2
N. A& 9 A

L2 2

YSEA RS ook g AE Aol Begskee) 3l gtk F1AAY JHE 24
A7l A4 ARAANAE Yol AAYS SNE tEA ] WHHOR 2GFolo} &
o oS Bel BAsE dsEARe B3 Slsol AU A8 ) 4HE 5 9o B4
2 e A7 B HEBES AUT F U= A2UOE 298 0 dtwse AAE ASS
Arhz o} SIS SHE AN Sl B 2TAGE BHS DREAT 2%
o ¥iisjolol Bk TISHEMT ol 83 ol 8RS TAole) & W 34 VEES} ¥S w3
T4 48] Jnt 2 9] mﬂ—:%om B ERAE o) %@ow S ST Y

A

7} ZA T o} 4Ajell #A7} o] 4z} AlE)

tShEA AR olgolut UIHEARAZY olgel die ASEE A kot 4SS
EAH 0]82 F 9-33 KL Y 2-33] AT TABLS 0|37 9o AT o] LB
A el 7P w& RLE Ueht wgEe A Foiof Wgo] =X ol gl JFel F&
@ 4 Atk T UFE S0l AFHE ol&ste] EME Ag BAS Sl 3o EMEE
& o] &3IA ¢E olfv BLAHY FE0F Uikt

g olgAt 27ee 9 HEE
EA% o84 T2 VERE B4 A UdEton B4 2 Zudgaol o]
o] o) galt RO Jehgrh Eat o g A7k AZekE HEAT Y 2AEE A WA

2 AT 90w A AT BE FLEE ARA ARFY & ARYR AYH D
vebg

9. =R A U BEE

W AES UEE R0 UEkou 9y ANT AR, 2R, £ FAL
B BEEE RS ZoE Ushth Ade Bee] AYHOR YRES U & Atk

- 209 -



22 FA=A T ARGIA(A6E A3R)

of A" S ARz G BEE

TUAY YRR AElzo] i 0§ BEEE DBTEAE, AHAN B, FTARANA,
U719 RGR, W) SRAHZ, WMDEZRIY SO B
 RO2 Ueht oby o)gshrl 2 BHL Gk 2O 2 £ 2oy FPHe 292 mue
ACE BolA WAHE Ao 278 & Uk

2. Mot

AN AN TR YT R BN ths] Z23ch Gebd tsfEAse
RS FEATHAS QBT HEAT L S A7 8% BES FAHOR AY
S AIEZ Aok Btk T4 D S EAB o8 UEES Rtk e TAB 299
ATHT 2 5 gtk olgf@ HolH 17 BEEY ZAREE TEEARS BHHoR

F29 A8/ E & Ik B =R 24 B2 S SR A v

1) ShgEe] faie WAl o 2L SERES JUF Fuasor v,

2) tSFEA T AAHe B4 AlEle) AR QA Ausolor B,

3) A 22 & e YRR AHAAAGE FEao} B,

1) EAB ANE AR ol8A BRaSA AEHo)EA HaA tiskalo gtk
5) WStEA o] I& A JHE 98 THH|T 47149 WAALE Fgslol Bk

I

kil

{a

ZEE, WeeAE ks FE BA ek 28] 2] HE AFH(ARY), EAR A 34 A3
AL YR SFE Y], 2005, 9.

44, "CRM 7HgelX 874" LG F77341(2000.10).

G A o] G e FAAY AT ST HREIA|, A3, A23, (2003,
6), p.304.

- 210 -



WA B o8 VEES BF AT 23

o], TAT ARAES IANE G A& BYAL 2004, pp.66-67.
U IATES 913 IR TAT W) B A" I EMT FEEIA|, A3, Az
(2004, 9), pp.3-4.

FY2 "ENT CRM Al2dY] &3 F3o A3t A7 A FRIA, A35d, A3Z,
(2004, 9). pp.254-255.

£3)&. AT HFE A& - LR 2002, pp.34-36.

o|HE EEMA Mg IFEAFHSE. 1978, pp.230-235.

o] g4l "tigtEAM o] M A ol B A1 FFEAF HEII], A4, A3=, (2003,
9).

S A AYS] BAF JEAYEY ME 0 FFEABYES], 1994, pl4.

SEAAY RG] FHAYRG ols] A& FFEAAYPI, 2004, pp.386-387.

et 9. W E EEAT B pEAT” SSERR RS A|, A2948 (1995, 12), p.106.

Hernon, Peter and John R, Whitman, A1 FEAE Y IAREAY, 252 9 o AT !
e AL, 2004 pp. 21-25.

Millson, Christopher M. and Vanaja Menon. “Customer Expectations : Concepts and Reality

%
o i

for Academic Library Services.” College & Research Libraries, Vol. 56, No.l (January.
1995).

Turban, Efraim and R. Relly Rainer, AB71&9] o3, AEF 9 9. A& 1 AHFY, 2002,
pp.21-22,

University of Maryland Libraries, Libraries Mission(College Park, Md),
<http//www lib.und.edu/UMCP/PUP/mission.html.)

Zweizig, D. L. “Tailoring measures to fit your services,” In: Katz, B. and Fraley, R. A. ed.

Evuluation of Reference Services. N. Y. : Haworth Press, 1985,

- 211 -



