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ABSTRACT

This study is to investigate and analyze the service quality and satisfaction perceived by users

and librarians of the Foreign Research Information Center (FRIC). The survey results reveal that

three groups of in-campus (internal) user group, external user group and interlibrary loan librarian

group has highly perceived the service quality and satisfaction of the FRIC. Two user groups

have statistically significant different perceptions on the service quality, loyalty, and satisfaction.

Internal user group perceived more highly than external user group, in 6 items of satisfaction, 1

item of loyalty, and 7 items of service quality. Structural equation models of satisfaction and

loyalty on two user groups were proved to be appropriate. Material factor including success rate

of copied text and general physical status of the copy influences significantly on the user

satisfaction in both groups.
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