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WA X B I E R LR

3.3.3 Ve o

Xt X B A R A AR AT VN AT 2

L R AT RS D

VAN BT 0, SR VN N C %

BB 67.4125 43, B

IR — R AaAR VP EEA EYAE 67 70 BT, R X

51



e B B AR AR RS, B, [FRBHE, BB IR, SRS
P58 KKK, e X B A I R Bt P X L5 T

FEREAAINE VRO L, 2B SR PP B, R IR S A AR B
JIT AN ZR SEAEFFUF SR 55 o FLE A Vit 5 i SR e v D5 i, TSR K 78.4 73, 79.3
g, BN REFAKT, BRI P T mBOy & B8 B AR RAT 79.2
g, MEEUAR, FEGRmT X B A AR RIS, B YRR A AR
AR, G RRIR 2 B B R RIS ASEN AL, P DA A5 TR s AL sty T i 2, —

Do = A DL

\

FEVR G55 U5, ARGE VR ml A, A B ASTR AR 55 R 2052 74.6 73, RIVARAE RUF
KT, RIS RCR B, BB BOM R WEZEBERLAAKT, 1HRR
Ji, B 55 A PEX =7 P 2R, IS E IR 5 WX =5 Tt — 25 52Tt . ZEAR
B ar— s B T B BERME, A AT DA O S R I T RS, AR
HFTER, HOREE AR .

IRYE VN SRR, 2B S B SR E AR P EABARER, 47 63.68 70, Hik
B EFE LN IAEE R LSO ERATE A5 R], (5 2 BTIR 2R 5 B AR IR A
s, B LB R 00 KA S SRR 16, DASE G st itk FL A 2 BERUIR S5 BUIR,
AEHLH S B RETHFR. L, EERIE HESEEITFIRR, A ki
K A5 R BRIRAEC ELFEAR VT2 AE 60 73 LAR, AN ek, W] HARE B BEUR 10 TC L 1) el
PR, EIEE EE AU ASGE R B, BRI R R AL A5 B B &
U G st F P /55K A2 A5 B RIR A AE IR DU PP L, AR PR BB BN

52



PEIMJE 80.7 73, PR BB R SR SR S, X iz B A TR N 24 4K S 47 I T TR Y
R, FEARWIEGE.
FEF MRSV T, RS SIS 2 85.8 4, IE AWM RIE, KWZK

FIEAR G 3 7 P A, A BN B N, RERS AR I sk B i
EMRSS T, VRO 2 78.4 4y, FOREBIEIE N — P IEE RS TT . RS N
JiTHl, #3004 66.2 73, HMERAR, RULEBEIE R PR B E RS N .
Gb, MRS CURT T, HARr 2 63.8 77, TSI A KF, WA AT A —
A RS, RS RS G SR, RIS R A S AN RS AR I R, dnitt
AT DA RO 51 B, SR R

B B BRI 2 73.96 43, TETT VU KFEAR 1T /3 #R AL T 70 73 22 80 732
), WSSO AT, ATRBRAE R, X i BT s 2 A B T
BT, R FEZE B RIN, XS HECT B E A S0R H 2R,
BEAM IR A I, TS D Bl e B 2 A 5o 0 P A5 P R R R 5

53



4. 7w X SREPEEEHRE R K

BEXS T X e B A VR 1 e DAY 5 SRR A HE I L1 38 e P e T A A800)
F, BARMN TR
4.1 MEfEERFER R ERENRFERFR

M b= B ATV G5 SR A A el N, {3 BB B AR AR, (5 BRI L
B E L RIER T IR, 43002 60.4 431 64.6 4. 5 S YRR E J5 1 R 15 2
158479y, ATA LMK, BHT 7 IZIEAEAE B B IR AC B T T AL PO Y )
FEAE BBV B, X A B 0E 10 A B R TR BRI, R b 25— 2Pl
HEERFERE, RERSRAE, PRERGH S, PHCRHZ o7 070k
HATEE KRB T, oy BB, iR BEE S P E A RO IR It 2
T T oK o AEMZEIFANT, SR B T R R ORI AN TT M 4545 B R I 5, PR X
e AR U I N AE AU AR TS B R R W A b, SR g5 BRI v, ants
RERS B o b B2 iy H IR 55 TR el S8 K1, BRI 7 SRS SE 4 it 2, Gt

REMS AN W e L T R

42 EHREERRBRMLEE R

M E— BT 45 R M bl g, TR T 52 IR S5 7 A A L T R 0,
MR GRS R B2 ) — RARFRIE S R E, FEIRSS AL W RERE. B bK-FJ7 1
7 .

HHT X R B BIEEAFAEE N ST I A e, R R B am R, oA b

f

BV AES) 5 BB, 00 A5 TR i R B O F e A T F s . i LA B 45 7

54



WA ARV RS ) SRR IR, BURTT R & A0 2 SIS A & A B I E 3l LA
e R — DI R G R S TR G )y, s RS R S R, AT
PUOREE AR B N AR R RS . B EAASINGEE, R E R hERL,
Blfh, =R
4.3 RN B LVE G 2T E N E R

M =T PN s R Al g, X e B B TR TE 2 IR T R R S A
WA, FEAERI YA BRI A L™ B S X AN A 1 ) R, IR
AN EEH PR — A RS IR, X R R SR X — 7 T NS

X B TR M T D A B AN HE AR, S U A — e R, FTRA
SREAL IR B, B I R RS, s RIS A R, B SR
AV TR U o B0 T 35 224 i BT A7 P ] 60 R 57, 5 FF TS ) 7 T 9 R, DO 2 B SEE B 17
Bl R SRR EUAT 20 S N CASGE g o JRE B S BRI B, B ARV RS R T A,
B Befg 1T SR, R BT AR, AT B A5 TR A 55 S i =
4.4 HRBIHT G RR

M b ATV G5 SR AT T i, X R P VR AR 1 IR 4% O TR 25 63T L
I3HCN 63.8 71, AbT KK, BRI X EAR B T ROZAE BT ik %% LR E A, 1

I

~

Pz O IR S AR, IRSSRBLAMEAL . Rrtufl, 4 RESIE B A EAL.

X A P A T 0 s H AR I 55 R, RN ol 07 sRO7 iR S 1 e
FEFRR, RS SERER, T SEA B XS P G B S ARSS,  ELAn IR & A
PYEAC BB IRSS I, I —ub k5SROI SE, R RIAUROT & % A A 2 v 30,

55



BRI S, BIEsh, PHEE, EAEISE, DREEE S 5EEIRIER, i
ot e X i B IR R .
4.5 EEHFEPENER

M b= B RPN G R A R R, AR BB B, X R A 13
D0 L Pl 5 s ) N BBORUBRAR R A, DA AN TR I B IR i W 2545
BB 2% BRI AR, AR 7 X s i i A5 B e R e L

FERSIA, FEBR SRR, K B TR i W 7E th ok th) 2 AL AT
RN, T R AR AT A6 A AR AR o AR SC UL X ey e PRl 5 0 1 ik T P Do
FRG, W HEEBUREAT 7 ARG S0 IT, Rl A P SR T AR
Ba s B, W B g R 7R 1 2 ST 2 R T R T T T AR AE 1Y )
LR R, FRa Gz B BIESEbRE S g 1 2% 07 i A B Ao o 5 i
B, AT FUAT AR M oA X B 5 1 Db At v g Pl A5 10 1 2 Wi i L Pyt — 2 4
r PR At — L O E B S A A, RIS AT DO H Al AT 703 A2 RS UR A BT T A3

—BEERK, BARSCHEIREBRRIBLSE S B ME.

56



. 4 &

1. BRE®

(L) TR AR 43T 580 25 P 0 P R 7 12 P A 0 S Vi R P (SR e e, L
43 v B 3 T 2 O B R 22

(2) M B RE P AR S e R B TN R A 2R o TR NI [ ) 4 2 P
B 2% R b, P R A R, S X R R B B AT A, X
RO AT IR IS B 0T DA 52 M PR b A R S A ST BT 9 76 22

(3) X o A58 Pl B 3 2 A VP S 90 L X e B U A % AT
SCESMHT, GE AR VRIS, X X Rk B AU S R AT SR A VA, 8BS
BRGNS, T EAE & A da bR I 4 R Rk, BB X Bk
U A T o e T R

(4) $Eim X Rk BB OR i W R B X B R X P AR R T RO 55
BRI, B S AT BB S AT, 2 5L S5 BB A it 22
BRIE A BIER L. AT AR R AR IR R U U DA R S
LSRR QT R 25 A VBR3P 0 £ R S T A B P KT
2. MARBERKRE
2.1 BIRAAR

T 58 PR A 97 S P 22 %7 T 500 1) 2 B s S, 2R AT

57



SRUREL, DR A R R B A AR BRI EEAT o AR SCIE I SRR AR,
B X SR B IR T AR, 8 X R T mOR R AT
RIF e T T7 3, 013 R AR R AT I e A0 2 By M, IR 3 o) IR 1 EAT i
Ho ACEE T AT IR IR AT T, e 1 DMESCIRBR BEAR AR K g, R
iz BRI 28 5 VPO X R BR 07 08 J5 F 2 PPN S AR R R AT IR o, S — D e
BT AWTTT T X R B AT AR S S, R TSR T A B R B AT
o BT -

ARSI, BUAEE AR SRR, e — S50t 505 i S A7 4
—EAE, BRI A, XA AR R T RN HERSE . IR
BT T S AR S S e
22 B

(D fEJREEWHTET, SERG e BB RITEM B RN A T 3
FEHEATIRZ R T

(2) fEJasptgirh, 20 8 2 M B IR RS i S AT SR A TV, DATE 43
BOAIE AR ST R A B VPO PR AR B R 3 A, o v A R R 5 2 o B R TR LR AT
BEAm s AR T E.

58



A Study on the User Satisfaction of X University Libraries

WU QING

Graduate School of Sheen University

( Directed by Professor Gao Jie)

(Abstract)

1. Selected topic background

Satisfaction, as a standard for evaluating service quality, was originally a concept in the
marketing community to evaluate a customer's satisfaction with a product or service. Later,
this concept was introduced by the foreign library community to develop an important
indicator to measure the quality of library services - reader satisfaction. As a service
department, with the development of the knowledge age and the information age, the
management mode of university libraries has been transformed from the traditional
resource-centered to the reader service, and the readers' information needs and service needs
for the library. It is also constantly improving. University libraries should adapt to the
development of the times, satisfy the needs of readers to the utmost extent, and strive to
improve the status of libraries in the minds of readers is crucial to the development of
university libraries. It can be seen that reader satisfaction is the best standard for testing all

the work of the library and an important indicator for measuring the quality of service.
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However, due to the operating mechanism and non-profit characteristics of the public
institutions of university libraries, the lack of competition and vitality of university libraries,
the enthusiasm of their librarians is generally not high, resulting in poor service quality of
major university libraries. Qi.

The positioning of university libraries is undergoing a transition from resource-centered
to reader-centered. It is necessary to continuously improve the library service level and meet
the needs of readers to the utmost extent. Therefore, readers' satisfaction instead of past
evaluations such as the amount of collections, borrowings, and circulation rates has become
important criteria for testing the quality of university library services.

However, on the one hand, with the continuous development of the era of knowledge
and information, the needs of readers are constantly changing. Until now, a unified
evaluation index system for reader satisfaction of university libraries has not yet been formed,;
on the other hand, readers are satisfied with library services. It is subjective and difficult to
measure. Therefore, it is necessary to comprehensively and objectively evaluate the
satisfaction of library readers through scientific methods and the characteristics of university
libraries.

2. Research purpose and significance

The purpose of this thesis is to construct a set of library reader satisfaction evaluation
system with practical value based on the theory of reader satisfaction and the combination of
analytic hierarchy process to provide a theoretical basis for the research and development of
the library industry.. This evaluation system is used to verify the feasibility and applicability

of the system in our library through the analysis of empirical cases, and provide data support
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for the research and development of the system.. At the same time, the significance of this
study is as follows:

(1) Theoretical significance

Through the research on university library service, reader satisfaction, evaluation and
improvement of reader satisfaction, it is beneficial to explore the research on library reader
satisfaction evaluation theory and improve the book through reader satisfaction evaluation.
The reader satisfaction of the library has guiding significance.

(2) Practical significance

By evaluating the satisfaction of readers in university libraries, on the one hand, it is
helpful to understand the needs of readers, find out the gap between library services and
readers' needs, and help libraries to determine the focus of readers' needs and the
management and services that need improvement. Work to meet the changing diversity needs
of most readers. On the other hand, it provides a scientific decision-making basis for the
management of university libraries. Based on the evaluation results, the management

strategy is adjusted to make a correct judgment.

3. Research content

This thesis takes the evaluation of reader satisfaction of university libraries as the
research content, constructs the index system of reader satisfaction evaluation of university
library, and tests the index content and structure of the constructed index system by means of
guestionnaire survey in combination with X university library. To understand the scientific
and rationality of the evaluation index system, and to propose relevant improvement

measures for the evaluation results of reader satisfaction of X university libraries. In the
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specific chapter settings, as shown below:

The first part is the introduction. It mainly describes the research background, the
purpose, significance, theoretical background and methods of the research.

The second part of the theory:

The first chapter is a literature review. The relevant literatures on the satisfaction of
library readers at home and abroad are comprehensively organized and briefly reviewed.

The second chapter is the analysis of the influencing factors of reader satisfaction and
the construction of evaluation index system. According to the literature, the influencing
factors affecting the reader's satisfaction are proposed, and the library reader satisfaction
evaluation index system is constructed according to the construction principle of the
evaluation index system.

The third chapter is an empirical analysis of reader satisfaction evaluation in X colleges.
Using SPSS21.0 to analyze the reliability and validity of the questionnaires that have
changed the reader satisfaction evaluation index system of the library, to determine the
scientific rationality of the indicators of the evaluation index system. Combined with the
fuzzy comprehensive evaluation method, the reader satisfaction of X colleges is evaluated.

The fourth chapter is to improve the readers' satisfaction of X university libraries.
According to the results of fuzzy comprehensive evaluation, relevant countermeasures are
proposed in a targeted manner.

The third part is the conclusions and recommendations. Analyze and discuss the
research results, and explain the shortcomings, and make recommendations for future

research.
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Based on the above research content, the research route of this thesis is shown in Figure

introduction

'

Related concepts and
theoretical basis

v

Y Y
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Evaluation process and
results
(Analytic hierarchy process)

Problems and
Countermeasures of Readers'
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[Figure 1] Research Model

4. Research method
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The following research methods are used in this thesis.

(1) Literature analysis

This study derives important content and research results related to this research by
consulting and collecting relevant information and data on journals and works and online.

(2) Questionnaire survey

This thesis comprehensively analyzes the factors affecting reader satisfaction, builds a
system of reader satisfaction indicators, and then quantifies the article by developing a
scientific questionnaire to achieve a comprehensive understanding of the reader satisfaction
of university libraries.

(3) Analytic hierarchy process

This thesis analyzes the influencing factors of reader satisfaction after combing the
literature through the analytic hierarchy process, and uses the general steps of the analytic
hierarchy process to determine the weight of each evaluation index by the expert scoring

method.
5. Theoretical background

(1) Summary of foreign research

In the early 1990s, the United States began an independent investigation of university
libraries and began the evaluation of reader satisfaction. The foreign library community uses
the customer satisfaction evaluation method to take the user's satisfaction and feeling after
receiving the service as the starting point, and puts forward some evaluation methods of user
satisfaction and service quality, and establishes the corresponding evaluation index system

and evaluation model. Among them, a more representative evaluation method is
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LibQUAL+TM.

The LibQUAL+TM evaluation model is based on the SERVQUAL theory and was
launched in 2000 by the American Library Research Association. The SERVQUAL model is
a service gap model proposed by American scholar Berry et al in 1988. It is a method for
evaluating service quality generally used in the service industry. This method takes the gap
between the user's minimum expectation and the perceived actual quality of service as the
standard for measuring service quality, namely user satisfaction and user perception/user
expectation. Therefore, this method is also referred to as the "perception-expectation” model.
Based on the perception-expectation model, LibQUAL+TM makes up for the shortcomings
of SERVQUAL for library service evaluation, and establishes a model suitable for evaluating
the quality of library services, which can better understand the user's acceptance of library
services. The first application of LibQUAL+TM to the library was Canadian scholar
Francoise Hebert, who used this method to evaluate the quality of interlibrary loan services
in public libraries and analyze their applicability. The earliest application of SERVQUAL to
the library was American scholar Danuta Nitecki, who used this method to evaluate the
quality of service in the university library.

Dr. Stanley Rodski, an Australian psychologist, and his research team, through research
on neuropsychology, came up with a survey method for user satisfaction and applied it to the
reader satisfaction study of university library services. Month-October 2002, the method was
applied to the reader satisfaction study of 34 university libraries, and the effectiveness of the
method was proved by practice.

Later, in order to better understand the needs of readers, American scholars Simons and
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Dr. Andri proposed a five-factor model to explain the reader satisfaction of university
libraries. Five factors include library resource quality (Resource), library staff's competence
(Responsiveness), library facility appearance (Tangibles), and library staff ethical behavior
(Demeanor). The impact of library service quality, information resources and reader
characteristics on reader satisfaction was also discussed.

Danish scholars Lars Gronholdt and Anne Marte-nsen (2000) first applied the famous
structural equation modeling method to the library reader satisfaction evaluation. Based on
the customer satisfaction index model, they proposed a library user suitable for colleges and
universities. The satisfaction index model and the model and related mathematical evaluation
methods are applied to the five university libraries in Denmark. Through the evaluation of
the five university libraries, the service quality and reader satisfaction of the university
library readers are obtained.

(2) Summary of domestic research

In the study of reader satisfaction evaluation in Chinese university libraries, it generally
includes two aspects: one is how to establish an index system for evaluating library service
quality, and the other is the method and technology for quantitative information aggregation
after evaluation. In the actual evaluation research, there are case studies that introduce
foreign evaluation methods for field evaluation, and also introduce foreign model models,
such as using the American Customer Satisfaction Index (ACSI) to establish library reader
satisfaction. The evaluation system also has several articles on the LibQUAL+TM
user-based library service quality evaluation model and its application in Chinese university

libraries. However, the above evaluation model has not formed a broad sense of identity and
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is not universal. The researchers in each university set out from the actual situation of their
own library, and put forward appropriate reader satisfaction evaluation indicators and
corresponding evaluation models and methods.

Luna and Yu Jinfeng (2006) of the Information Management Department of Peking
University (2006) constructed a digital library user satisfaction model by analyzing the
factors affecting the satisfaction of digital library users, and used this model to evaluate the
user satisfaction level of a university. The test made recommendations on what the university
library needs to improve. The antecedent variables of the model include seven variables such
as electronic resources, print publications, other reader services, technical facilities, library
environment, staff quality, and website availability.

The Xi'an University of Technology Library launched a four-month “Satisfaction in the
Library” activity in 2001. In order to cooperate with this work, the researchers designed a
reader survey to classify 3-5 assessment projects in terms of library literature resources,
premises environment, network environment, and departmental and personal service
methods, service attitudes, and service quality. A reader survey was conducted.

Professor Pan Xiongfeng from the 21st Century Development Research Center of
Dalian University of Technology and his graduate students Gao Wenwen and Sun
Chengjiang (2006) used the multi-level fuzzy evaluation model to evaluate the reader
satisfaction of the library and establish a library reader satisfaction evaluation index system.
They designed a library level reader evaluation index system with two levels, four first-level
indicators and 12 second-level indicators, in which service, literature, equipment and

environment are the first level factors.
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The researchers of Hebei Science and Technology Teachers College (2011) put forward
the satisfaction of readers in the public library field and the rare occurrence in the university
library. Based on the fuzzy comprehensive evaluation, the reader satisfaction of the
university library was put forward. The research on reader satisfaction is an important field
in the research of readers' work in modern libraries, and also an important basic research
work to improve the quality and level of library service work.

Lian Qing and Cao Zhimei (2005), researchers of Xuzhou Normal University Library,
proposed a dynamic fuzzy comprehensive evaluation method based on dynamic fuzzy set
theory, and carried out an example analysis on the comprehensive evaluation of library
service quality.

Zhao Yinghong, a librarian of the Wuhan University of Technology Library (2011)
introduced the Rodski Group user satisfaction survey evaluation method to investigate and
evaluate the satisfaction of the reader service of the Wuhan University of Technology Library;
and based on the survey and evaluation results, how to improve the university library The
level of service raised the relevant recommendations.

Wei Haiyan (2017), Department of Information Management, Shanxi University,
introduced the satisfaction index method of economics, and proposed the basic conditions of
the library, printed document information resources, electronic document information
resources, library librarians and personalized services. The reader satisfaction index
evaluation system was constructed, and six universities in Shanxi Province were selected as
research objects and the method of fuzzy comprehensive evaluation was used for empirical

research.
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(3) Research review

By understanding the main contents of relevant research at home and abroad, it can be
seen that foreign research has begun to shift from theoretical discussion to practical
application, from abstraction to concrete, and has been continuously adjusted and improved
according to the annual evaluation results. However, because the development model of
foreign university libraries is different from that in China, there are differences in service
subjects, service methods and service objects. The model and method of reader satisfaction
evaluation established by them can be used for reference, but it cannot be copied.

The main problem in domestic research is the systematic study of the influencing
factors and formation mechanism of reader satisfaction. The actual evaluation cases of
various colleges and universities have not formed systematic research. The selection of index
system is arbitrary or directly uses foreign evaluation indicators. The coherence of research
is not strong, and it cannot continue to be a good practice for college libraries to improve
readers' satisfaction.

Therefore, it is necessary to make up for the shortcomings and in-depth analysis on the
basis of domestic and foreign research, establish a reader satisfaction evaluation index
system suitable for the actual situation of Chinese university libraries, and strive to conduct a
scientific evaluation of the library comprehensively and objectively, and more sustainable.
The ground system grasps the focus of university libraries to improve readers' satisfaction.
For the domestic reference to the theory of customer satisfaction evaluation applied to the

theoretical and practical guidance of the university library supply system.

6. Research conclusion
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(1) In-depth analysis and analysis of the content of reader satisfaction and the literature
of readers' satisfaction in college libraries, specifically analyzing the influencing factors of
reader satisfaction in college libraries.

(2) Constructing an evaluation index system for reader satisfaction in university
libraries. On the basis of in-depth analysis of the factors affecting the satisfaction of readers
at home and abroad, the questionnaire survey method is used to conduct a questionnaire
survey on the readers of the X University Library, and the reliability and validity of the
questionnaire are analyzed to determine that the constructed indicator system is satisfied.
The research needs of this thesis.

(3) An empirical study on the evaluation of reader satisfaction in X university libraries.
Taking X university library as the research object for empirical analysis, combined with
fuzzy comprehensive evaluation method, comprehensive evaluation of reader satisfaction of
X university library, the comprehensive evaluation result is passed, and the evaluation results
on each level index are also Passing, indicating that X college libraries need to improve
reader satisfaction in an all-round way.

(4) Countermeasures to improve the reader satisfaction of X university libraries. For the
five aspects of the overall environment, librarian services, information resources, reader
services and digital library construction of X colleges, we will optimize the humanities
atmosphere to create a quiet and comfortable borrowing environment, comprehensively
improve the quality and comprehensive ability of librarians, and strengthen information.
Resources are constructed to meet the information needs of readers, enhance the awareness

of innovative services and improve the construction of digital libraries.
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7. Research expectation

University library is an important education and teaching base for spreading culture and
improving students' quality in all aspects. It is the second classroom for students. The level
of reader satisfaction directly affects the smooth progress of teaching and scientific research.
Through literature review, this paper sorts out the indicators that affect the reader satisfaction
of X university libraries. Through the use of factor analysis of the data collected by
questionnaire survey, the reader satisfaction index is selected and principal component
analysis, and the principal component factor is analyzed. Name it. In this paper, the index
screening research is carried out in a quantitative way, which avoids the subjectivity of the
previous literature combing indicators. At the same time, the fuzzy comprehensive
evaluation method is used to evaluate and analyze the evaluation index system constructed
after index screening, and further research on the X university library by quantitative method.
The service reader satisfaction is better for improving the satisfaction of college library
management.

In the future research, it needs to be strengthened from the following two aspects.

(1) The research object of this thesis is the satisfaction evaluation of the reader service
of university libraries. Since the library service is a huge service system, there is no standard
model that everyone has agreed to establish its perfect evaluation index system, and it will
inevitably be biased. Therefore, the in-depth analysis of the reader service of university
libraries will be the next research direction in the relevant theories and methods of
comprehensive management, statistics and economics.

(2) Due to limited time and energy, this thesis only selects a university library for
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empirical research. In the future, it will try to use this system to evaluate other university
libraries, with a view to the various influencing factors of the reader satisfaction index of
different university libraries. The distribution interval of weight and correlation coefficient is
used to find out the commonality of readers' evaluation of reader satisfaction in college
libraries, and the model is revised according to the results of empirical research to form a
general university library reader satisfaction index model and evaluation method system.
Therefore, the development law of reader satisfaction in university libraries is explored.

Key words: University library; reader satisfaction; satisfaction evaluation
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