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Remodeling of Digital Scholarship Services in Academic Libraries Based
on User Relationship Management

ZHANG Gengping CHEN Hongyi NING Zichen SHEN Jinhua

Abstract: The advent and universal of scholarly communication and the widely application of artificial
intelligence in digital scholarship have posed both opportunities and challenges for academic libraries with
patrons anticipating more diversified library services delivered through convenient, customized and refined
ways. This paper aims to investigate the current development of digital scholarship services in China’s
academic libraries and explore how these services can be reshaped based on user relationship management.
With methods of literature review, the development trends and innovative models of digital scholarship
services of academic libraries were studied. By website surveys, it probed into the digital scholarship
services and the operational structure of libraries from 42 of the first-class universities in China. The study
reveals a comparison of digital scholarship services in China and abroad and concludes that the digital
scholarship services in academic libraries in China are still in its infancy. Although academic libraries are
attentive to user relationships and continuously adapt their services to meet the diverse needs of users,
there is a scarcity of universities capable of delivering comprehensive research services according to the
scientific research paradigm and only a small fraction of the surveyed libraries have specific digital service
department. Based on the theoretical foundation of user relationship management in the Compass Report
for Academic Libraries on User Relationship Management released by Steering Committee of Academic
Libraries in China, it proposes to remodel digital scholarly services in academic libraries in the context of
digital scholarly communication from five perspectives. (1) To identify specific user demands according to
scientific research life circle including data access, storage, analysis, and sharing. (2) To recognize
different patterns of demands among disciplines and communities, constructing user profiles with
differentiated service indicators and goals for efficient services. (3) To subdivide the digital scholarship
services into three categories as basic services, expected services and value-added services based on the
KANO model with detailed contents and standards to meet multi-level user demands. (4) To construct a
multi-dimensional user management platform, integrating user data with library operational data to present
the academic needs, research trends and service expectations of users and accurately evaluate the services
through user feedback mechanisms. (5) To emphasis the importance of staff training by developing digital
competencies, practices and knowledge to augment support for digital scholarship services. Further
research on detailed remodel procedures and applications of user relationship management in practices are
needed in future study.
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