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Abstract　JointlyformulatedbytheSteeringCommitteeforAcademicLibraries
ofChina SCAL andPekingUniversityLibrary theCompassofAcademic
Library Modernization CALM Reporton User Relationship Management
establishesatheoreticalframeworkformanaginguserrelationshipsinacademic
libraries敭Based on questionnaires distributed to large—and mediumＧsized
academiclibrariesnationwide thereportsystematicallyanalyzesthecurrentstate
oflibraryＧuserrelationshipmanagement敭Itdelvesintovariousdimensionssuch
asthebenefitsforusers theleveloftrustbetweenlibrariesandusers theextent
ofuserengagement andtheoverallprogresswithinthisfield敭Thereportfurther
encapsulatesthe evolving trendsin libraryＧuserrelationship management 
focusingonaspectssuchasstrategicplanning serviceexpansion trustbuilding 
anduserengagement敭Itservesasavaluableguideforfosteringandevolvingthe
relationshipsbetweenacademiclibrariesandusers敭

Keywords　AcademicLibraries UserRelationships Benefits Trust Engagement 
Modernization HighＧqualityDevelopment RelationshipMarketing
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１　Introduction
Attheendof２０２１ theSteeringCommitteeforAcademicLibrariesofChina

 SCAL andPekingUniversityLibraryjointlyreleasedtheCompassofAcademic
LibraryModernizationReport ２０２１SimplifiedEdition  １  whichestablisheda
forwardＧlookingmacroscopicsystemforacademiclibrarymodernization analyzed
andevaluatedthekeytrendsforfuturedevelopment敭Italsoprovideddirectional
andreferentialguidanceforacademiclibrarieswithregardtotalentfostering 
userrelationshipdevelopment informationresourcesupgrading optimization
andserviceinnovation developmenttheoryresearch guaranteesofgovernance
capacities andclarificationofoperationalecology敭Since２０２２ theSCALand
PekingUniversityLibraryhaveintensifiedtheirfocusonspecificworkthemes
andpublishedthemedcompassreportsonanannualbasis敭Theendofthatyear
sawthereleaseoftheCompassofAcademicLibraryModernizationReporton
Librarians ２  whichfocusedonthedevelopmentoftalentteams敭

Usersplayapivotalroleinensuringthesustainabledevelopmentofacademic
libraries andthemanagementofuserrelationshipsisanessentialrequirement
forpromotingthemodernizationoftheselibraries敭InFebruary２０２３ underthe
guidanceoftheDepartmentofHigherEducationoftheMinistryofEducation
 MOE andwithassistancefromtheSCALofficesofvariousregions theSCAL
andPekingUniversityLibraryjointlysetuparesearchteamandformulatedthe
Compassof Academic Library Modernization  CALM Report on User
RelationshipManagement the Report  敭TheReportaimstoprovidedecisionＧ
makingreferencesandmanagementguidelinesforacademiclibrariesnationwide 
withafocusonthedevelopmentofuserrelationships敭

１敭１　StudyBackground
Theyear２０２３marksacrucialjunctureinthe１４thFiveＧYearPlan敭Italso

signifiesthecommencementofmodernizationwithChinesecharacteristics敭In
suchacontext academiclibrariesshouldactivelypushaheadwithuserＧcentered
modernization striving to integrate into national and higher education
modernizationprocessesandfulfilltheevolvingexpectationsofusers敭

Thewaveoftechnologyhasbroughtprofoundchangestothepatternsof
informationusage learning andresearch敭Inauniversitysetting ithas
significantlyreshapedtheinformationandserviceneedsoffacultyandstudents敭
Howtoaddresstheseevolvingneeds optimizeuserrelationships andenhance
competitiveadvantageshasbecomeakeyconcernofacademiclibraries敭The
researchteam hasdelvedintothisissueafteraninＧdepthreviewofrelevant

２



theoreticalandpracticalachievements敭

１敭２　PurposeandSignificance
TheReportaimstoestablishatheoreticalframeworkformanaginguser

relationshipsinacademiclibraries敭Itleveragesfirsthanddatatocomprehendthe
presentstateandprovenexperienceregardinguserrelationship management
amonglarge—and mediumＧsizedacademiclibrariesacrossthenation andto
analyzekeyfuturedevelopmenttrends敭

TheprimaryimportanceoftheReportliesindeepeninginsightsintothe
statusquoandevolvingtrendsofuserrelationshipmanagementwithinChinas
academiclibraries soastofurtherenrichandimprovetheoreticalstudiesin
relevantfields敭Furthermore theReportprovidesimportantreferencesforthe
strategicplanning serviceinnovation andinstitutionaldevelopmentofacademic
libraries thusadvancingthehighＧqualityandefficient managementofuser
relationships敭

１敭３　Methodology
TheReportdelvesintothreemainareas First itintegratesrelationship

marketingtheorieswiththerealitiesoflibrarywork敭Fromtheperspectivesof
visionandpractices the ReportidentifiesthekeyelementsoflibraryＧuser
relationshipmanagementandconstructsatheoreticalframeworkformanaging
userrelationshipsin academiclibraries敭Second itexamineslibraryＧuser
relationshipmanagementinlarge—andmediumＧsizedfourＧyearuniversitiesacross
China敭Throughasystematicanalysisofthebenefitsforusers theleveloftrust
betweenlibrariesandusers theextentofuserengagement andtheoverall
progresswithinthisfield theReportshedslightonthepresentstateandproven
experienceregarding userrelationship management敭Third based on the
theoreticalframeworkandsurveyresults theReportforecaststhefuturetrends
ofuserrelationshipmanagementinacademiclibraries敭

TheReportisbasedonliteraturereview andquestionnairesurvey敭It
employsstatisticalanalysisandothermethodstoevaluatethesurveyresults敭

２　PresentStateofDomesticandInternationalResearch
andPracticalExperience

２敭１　PresentStateofResearch
Librariesareshiftingtheirfocusfromresourcebuildingthroughservice

innovationtouserrelationships敭Relationshipmarketing asciencecommittedto

３



longＧterm mutuallybeneficialrelationshipsbetweenserviceprovidersandusers 
hasgraduallybecomeasignificanttheoreticalunderpinningforresearchonuser
relationshipmanagementinlibrariesathomeandabroad ３ 敭

ThemajorityofstudiesconcernedarerootedintheperspectiveofCustomer
RelationshipManagement CRM  akeycomponentofrelationshipmarketing敭
OriginatingintheWestduringthe１９９０s CRMisabusinessstrategythataims
to maximize corporate profits and customersatisfaction through resource
organizationandbusinessoperationstailoredtovariouscustomergroups ４ 敭
Scholarsworldwidehavedrawnuponthestrategicthinkingandsystemdesign
fromthe CRM theorytoexplorehow to buildand maintainlibraryＧuser
relationships敭Forinstance based onthe CRM theory Keating etal敭
strategicallyproposedtheapplicationofcomputertechnologyinacademiclibraries
tofosteroneＧtoＧonerelationshipswithusers ５ 敭Wangdelvedintothepotential
impedimentstoandeffectivenessofimplementingCRMstrategiesinacademic
libraries ６ 敭HuangXiaobinanalyzedtheimportanceofCRMintheconstruction
andmanagementofdigitallibraries敭Healsosummarizedthecontents methods 
andkeypointsofuserrelationshipmanagementindigitallibraries ７ 敭

Foracademiclibraries theintroductionofCRMhasbroughtmanynewideas
abouthowtheyshould managetheirrelationshipswithusers敭However as
libraryＧuserrelationshipsconstantlyevolve theyhavealsorevealedcertain
limitationsinthecurrentapplicability of CRM敭At present users have
transcendedtheroleofmererecipientsofresourcesandservices敭Theyare
increasinglyinvolvedin variousaspects oflibrary operations ８  and user
engagementhasbecomeahottopicintheinternationalcommunityofacademic
libraries ９ 敭In other words library usersareturningfrom customersto
partners １０ 敭SincepreviousCRMＧbasedstudiestendedtounderestimatethe
subjectiveinitiativeofusers academiclibrariesmaybenefitfromnewconcepts
andmodelsregardingthemanagementofuserrelationships敭

Inrecentyears scholarsaroundtheworldareexploringothertheoriesinthe
relationship marketingfield and researchingintolibraryＧuserrelationship
managementfromnewangles敭Forexample somehaveintroducedthetheoryof
relationalbenefits aimingtoproposeservicestrategiesthatalign withthe
motivationsbehindlibraryＧuserinteractions １１ 敭Thetheoryofrelationshipquality
hasalsogainedtraction providingalenstoevaluateandenhancethetiesbetween
usersandlibrarians １２ orthelibrariesthemselves １３ 敭Othershaveexamineduser
relationshipmanagementinacademiclibrariesthroughtheprism ofspecific
services敭Thisincludesexploringinnovativeapproachestofacilitatelearningand
research １４  engagingusersin marketingactivities １５  andemployingsocial
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mediaforcommunication １６ 敭
Whilemostofthesestudiesfocusonservicestrategies thereremainsa

notablegapinsystematicresearchandstrategicplansregardinguserrelationship
managementinacademiclibraries敭LibraryＧuserrelationshipmanagementshould
beviewedasaholisticorganizationalendeavor onethatrequirescoordination
acrossdifferentlibrarydepartments敭ForitsintegrationintoalibrarysdayＧtoＧday
operationalprocesses thisendeavorneedscohesiveguidanceandoverallplanning
basedontheoverarchingorganizationalstrategy １７ 敭

Thelibrarysectorhasaccumulatedsubstantialresearchinrelevantfields 
butcurrentCRM modelsfallshortofmatchingthelibraryＧuserrelationships
characterizedbyextensiveuserengagement敭Thishighlightsthenecessityfora
newtheoreticalframework敭Moreover previousstudieshavemainlyfocusedon
theoreticalexplorationsorserviceapproaches敭Theyhaveneglectedtoconductan
empiricalanalysisofCRMsoverallstatusinacademiclibrariesorprovidinga
systematicguideforstrategicpractices敭

２敭２　PracticalExperience
The Reportprovidesaconcisesummary ofcurrentuserrelationship

managementpracticesinglobalacademiclibraries basedonareviewofpapers 
official websites social media and responses from questionnaires敭It
concentratesonfourkeyareas 

First meetinguserneeds敭Academiclibrariesarecreativelytailoringtheir
servicestothevariedneedsofusers敭Thisinvolvesdiversifying personalizing 
andrefiningtheirofferingsforvarioususergroups敭Forinstance libraries
provideorientation servicesfornew students offerguidanceto advanced
undergraduateson thesis writing and graduate admission exams furnish
advancedgraduatestudentswithstudyspacesandthesisproposalassistance and
grantfacultymembersaccesstoteachingresourcesandresearchinformation敭

Second enhancinguserexperience敭Thisaspectistwofold敭Onepartfocuses
ontraditionalmethodslikequestionnairesandworkshopstocollectfeedbackand
adviceonserviceimprovement敭Theotherpartadoptsparticipatorydesign 
aimingtoinvolveusersintheentireservicecreationprocess １８ 敭Forexample 
libraries at the University of Michigan １９  Purdue University ２０  and
NorthwesternUniversity ２１ leverageanthropologicalmethods cardsorting and
usabilitytestingtobetterunderstanduserneedsandpreferencesforservicesand
spatialdesign orinvolvestudentsdirectlyinthedesignanddevelopmentof
solutions敭Withtheriseof userexperiencelibrarians  ２２  thelibrariesof
Harvard MIT andPekingUniversityhavededicateddepartmentsorunitsto
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userexperiencesurveyandroutineserviceenhancement敭
Third boostingcommunication敭Academiclibrariesacrosstheglobehave

setmuchstorebyhighＧqualitycommunicationwithusers敭Theyarenotonly
leveragingonlineandofflinemediabutalsoexploringmoretargetedandefficient
channelsforinteraction including２４ ７intelligentcustomersupport specialized
servicesorcontactsforvariousacademicdivisions WeChat QQgroupsforreader
services comprehensiveemailnetworks andworkshopsforteacherandstudent
representatives敭Emphasisisalsoplacedonrefiningcommunicationskillson
socialnetworkingandsimilarplatforms ２３ tostrengthenuserrelationships敭

Fourth creativelypromotinguserengagement敭Internationally academic
librariesengageusersinfivekeyareas first decisionＧmakingonadministrative
affairsinvolvingtheactiveparticipationofadvisorycommitteesandappointed
studentrepresentatives second dayＧtoＧdayoperationsbystudentassistantsor
volunteers third designinglibraryspacesandservicesincollaborationwith
school department coursefacultyandstudents fourth informationliteracy
campaigns andfifth eventplanningandorganization敭

Overall domestic academic libraries have widely acknowledged the
significanceoffosteringuserrelationshipsandhaveactivelypursuedinitiativesin
thisarea敭Theireffortshaveledtosubstantialachievementsinimprovinguser
services enhancinguserexperience boostingcommunication andpromoting
userengagement敭However theseinitiativesoftenoccurinisolation within
differentlibrarydepartmentsandunits resultinginalackofcohesiveplanning
andintegration敭Therefore strategicplanningandcomprehensivedesignare
essentialtosystematicallyintegrateandcoordinateeffortsin managinguser
relationshipswithinacademiclibraries敭

３　TheoreticalFramework
TheReport basedonthetheoriesofrelationshipmarketingandtherealities

oflibrarywork presentsastrategicvisioncompletewithpracticalguidelinesand
atheoreticalframeworkforlibraryＧuserrelationshipmanagement Figure１ 敭

３敭１　Foundation
Thefoundationencompassesboththeoreticalandpracticalelements敭The

Reportadoptsrelationshipdevelopmentandrelationshipqualitytheoriesfromthe
fieldofrelationshipmarketingasthebasisforbuildingtheframeworkoflibraryＧ
userrelationshipmanagement敭

Relationshipdevelopmenttheories Dwyer etal敭pointedoutthatthe
formationand progression of businessＧcustomerrelationships undergofive

６



Figure１　TheoreticalFrameworkforUserRelationshipManagementinAcademicLibraries

stages awareness exploration expansion commitment anddissolution ２４ 敭In
theawarenessstage businessesrecognizepotentialpartnersanddrawtheir
attention oftenthroughadvertising敭Intheexplorationstage bothpartiestryto
seekouteachother withthecustomerstartingtousethebusinesssproducts
andevaluatingtheirperformance敭Theexpansionstageseesaconstantgrowthin
mutualbenefitsandtrust drivenbymorefrequentandsignificantinteractions敭
Thecommitmentstageisthepeakofmutualdependency characterizedbyhigh
satisfactionandastrongcommitmenttotherelationshipscontinuousgrowth敭
Thedissolutionstagesignifiestheendoftherelationship敭However asthe
Reportiscentered on the establishmentand maintenance oflibraryＧuser
relationships itincludesonlythefirstfourstagesinthetheoreticalframework敭

RelationshipqualitytheoriesIntherealmofrelationship marketing the
cornerstoneisthequalityofrelationships whichdecidestheirresilienceand
longevity敭HennigＧThurau etal敭 ２５  buildingonthetheoryofkeymediating
variables ２６  enriched the theoreticalconcepts of relationship quality by
pinpointingthree fundamentalcomponents perceived quality trust and
commitment敭Perceivedqualityreflectsusersassessmentofabusinesssproducts
andservices trustrepresentstheusersconfidenceinthebusinesssintentions
anditsabilitytofulfilltheirneeds andcommitmentreferstotheusers
dedicationtostayingintherelationship敭

Thesecomponentsfollowasequentialprogression aligningwithvarious
stagesofrelationshipdevelopment andtheyintricatelyinterrelatewithone
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another ２７ 敭
LibraryＧuser relationship management encompasses both internal and

externalfactors敭Specifically managinginternalrelationshipswithlibrariansis
thebasisofmanagingexternalrelationshipswithusers敭Theeffectivenessof
relationshipmanagementheavilyreliesonthestaffsattitudeandbehavior敭Not
justfrontＧlineservicepersonnel butallemployeesneedtoembodyauserＧcentric
approach failingtodosocanunderminetheexternalrelationshipmarketing
strategy ２８ 敭OtherfactorsforlibraryＧuserrelationshipmanagementrangefrom
individualtomacroＧenvironmentalones敭Individualfactorsincludeusersfieldsof
expertise durationofaffiliationwiththeuniversity informationＧgatheringhabits
andpreferences aswellaspriorinteractionswithlibraryservices敭MacroＧ
environmentalfactorsincludetheinformationecosystemandculturalatmosphere
presentwithinthecampusandsocietyatlarge敭Furthermore elementsthatusers
candirectlyperceive suchasalibrarysspatialdesign physicalsetting and
technologicalequipment willinfluencethetrustbetweentheusersandthe
library敭

３敭２　Vision
Fromastrategicviewpoint thisframeworkproposesthreeprimaryobjectivesfor

libraryＧuserrelationshipmanagement deliveringcomprehensivebenefits fostering
hightrust andpromotingbroadparticipation敭

Deliveringcomprehensivebenefitsinvolvesenhancingusersinitialperception
ofproduct servicequalityfromtheoutsetoftheirinteractionwithanduseofthe
library敭Theaimistomakeusersfeeltheyaregainingsignificantvaluefromthe
libraryservices敭 When usersrecognize benefitsthatextend beyondtheir
satisfactionwiththecoreservices theirrelationships withthelibraryare
strengthened ２７ 敭Hightrustischaracterizedbyusersrobustconfidenceinthe
librarysabilitytodeliversuperiorservicesduringtheirextensiveandfrequent
engagementwiththelibrary敭Broadparticipationmeansthatusersareactively
engagedinthelibrarysgrowthanddeeplyinvestedinsuchrelationships敭

Thethreedimensionsofuserrelationshipmanagementvision akintothe
threefundamentalcomponentsofrelationshipquality interactincomplexways敭
First thereisareciprocalinfluencebetweencomprehensivebenefitsandhigh
trust敭Hightrustbroadensanddeepensthelibraryexperience leadingtogreater
rewards敭Trustalsodeliversnumerousrelationalbenefits １１  includingemotional
support socialbenefit  alleviationofserviceＧrelatedanxiety psychological
benefit  and perkslike personalization or added value敭Second broad
participationmutuallyreinforcesbothcomprehensivebenefitsandhightrust敭As
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a behavioralcommitment broad participation signifies and promotesthe
deepeningoflibraryＧuserrelationships敭

３敭３　Practices
Managementpracticesplayacentralroleinachievingthethreedimensionsof

thevisionforlibraryＧuserrelationshipmanagement敭
Comprehensivebenefitsencompassbenefitsforallusers throughoutthe

entireprocess andineveryaspect敭 Benefitsforallusers necessitatesaservice
system withbroadreachandstrongappeal敭 Benefitsthroughouttheentire
process oflearningandgrowthdemandsaseamlessandcyclicservicesystem敭
 Benefitsineveryaspect callsforacomprehensiveandhighＧqualityservice
system敭

Hightrustencompassescognitive emotional andinstitutionaldimensions ２９ 敭
Cognitivetrustisrootedinrationalassessment i敭e敭theobjectiveunderstanding
ofalibrarysperformanceandprofessionalism敭Thisrelatestouserstrustinthe
librarysabilitytoprovidequalityservices敭Emotionaltrustemergesfrom
personalconnectionsandsubjectivefeelingstowardsalibrarysenvironmentand
equipment aswellaslibrariansattitudeandgoodwill敭Thisreflectsuserstrust
inthelibraryscommitmenttoprovidinghighＧqualityservices敭Institutionaltrust
dependsonthecomprehensivenessandeffectivenessoflibraryrules reflecting
userstrustinthelibrarysinstitutionalguaranteesfortheprovisionofhighＧ
qualityservices敭

Broadparticipationreferstoawidevarietyofparticipation methods a
multitudeofparticipants anddiverseareasofparticipation敭

４　AnalysisofSurveyResults
Basedontheaforementionedtheoreticalframework theresearchteam

designedaquestionnairefocusedonacademiclibrariesvisionandpractices
regardinguserrelationship management敭Thegoalistoexplorethecurrent
trends mainchallenges andprovenexperienceintherealm ofdelivering
comprehensivebenefits fosteringhightrust andpromotingbroadparticipation敭
Thesurveytargetedacademiclibrarieswithaminimumstaffcountof８０ from
whichweobtained１２２validresponses敭

４敭１　CurrentStatusofUserBenefits

４敭１敭１　Benefitsforallusers

Whenitcomestoservicecoverage ７２敭９５％ ofacademiclibrariesprovide
servicesforfacultyandstudentsacrossvariousdisciplines while３６敭０７％extend
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theirservicestoalumni敭
Intermsofinformationtransmission mostacademiclibrariesmakefulluse

ofonlineandofflineofficialchannels敭Notably theusageratiooflibrary
homepage appandsocialmediaaccountsis１００％敭PleaserefertoTable１for
moredetails敭

Table１　InformationTransmissionChannelUsageRatio

Channel
Numberof

academiclibraries
Proportion

Libraryhomepage App １２２ １００％

Librarysocialmediaaccounts WeChatofficialaccount etc敭 １２２ １００％

Libraryelectronicscreensandbulletinboards １１３ ９２敭６２％

Printedpromotionalliterature fliers posters etc敭 fromthelibrary １０７ ８７敭７０％

Universityhomepage App ９５ ７７敭８７％

LibraryWeChatgroup ９１ ７４敭５９％

Communicationbylibrarians subjectlibrarians etc敭 ８７ ７１敭３１％

Universitysocialmediaaccounts ６０ ４９敭１８％

Offlinebulletinboardsoftheuniversity ３９ ３１敭９７％

CampusＧwideEmails ３６ ２９敭５１％

Socialmediaplatforms localmedia etc敭 ３５ ２８敭６９％

Universityforum １９ １５敭５７％

４敭１敭２　Benefitsthroughouttheentireprocess

Mostacademiclibrariesprovideservicestailoredtousersatvariousgrowth
stages敭Theservicecoverageratiosforfreshmenandnewgraduatestudentsare
９８敭３６％and９０敭９８％respectively敭Annuallibraryeventsaretypicallyheldon
WorldBookDayandduringorientationandgraduationseasons敭Manylibraries
havedevelopedsignatureeventsorseriestocoincidewithuniversityanniversaries
andotherspecialoccasions敭PleaserefertoTable３formoredetails敭

Table２　OverviewofPeriodicEvents

Type
Numberof

academiclibraries
Proportion

WorldBookDayevents １２２ １００％

Orientationseasonevents １１９ ９７敭５４％

Graduationseasonevents １１３ ９２敭６２％

Brandingevents ８２ ６７敭２１％

Universityanniversaryevents ６９ ５６敭５６％

Eventsforothertraditionalfestivals theMidＧAutumnFestival Dragon

BoatFestival etc敭 
４１ ３３敭６１％

NationalDayevents ３３ ２７敭０５％

SpringFestivalevents ２８ ２２敭９５％
Libraryanniversaryevents ２０ １６敭３９％
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４敭１敭３　Benefitsineveryaspect

Toaddressthevariousneedsofusers almostallacademiclibrariesofferfour
typesofservices resourcerecommendationandacquisition readingpromotion 
libraryentranceguide andinformationliteracycampaigns敭PleaserefertoTable
４formoredetails敭

Table３　OverviewofDiversifiedServices

Type
Numberof

academiclibraries
Proportion

Resourcerecommendationandacquisition １２１ ９９敭１８％

Readingpromotionservices １２１ ９９敭１８％

Libraryentranceguide １２１ ９９敭１８％

Informationliteracycampaigns １２０ ９８敭３６％

Liberalartseducationservices lectures exhibitions etc敭 １１３ ９２敭６２％

Citationandindexsearch １１０ ９０敭１６％

Diversespatialservices １０２ ８３敭６１％

Subjectinformationanalysis １０２ ８３敭６１％

SciＧtechnoveltysearch ９２ ７５敭４１％

Dataservices ８６ ７０敭４９％

Intellectualpropertyservices ８３ ６８敭０３％

Multimediaaudiovisualservices ７９ ６４敭７５％

Guidetoacademicnormsandpaperpublication ７９ ６４敭７５％

Writingsupportandguidance ７４ ６０敭６６％

Embeddedclassroomservices ７３ ５９敭８４％

Researchconsultation ６９ ５６敭５６％

Thesisproposalsupportandguidance ６８ ５５敭７４％

Embeddedresearchteamservices ６８ ５５敭７４％

Teachingreferenceservices ６６ ５４敭１０％

ExperiencewithcuttingＧedgetechnologyproducts ４６ ３７敭７０％

Bookdelivery pickup ４３ ３５敭２５％

Jobandinterviewsupport ２４ １９敭６７％

Mentalhealthservices ２３ １８敭８５％

４敭１敭４　Userexperience

Commonpracticesforenhancingtheuserexperienceoflibraryservices
includeroutinecollectionandanalysisofuserfeedback priorsurveysonuser
needs andservicepilotruns敭PleaserefertoTable５formoredetails敭
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Table４　OverviewofUserExperienceEnhancementPractices

Practice
Numberof

academiclibraries
Proportion

Routinecollectionandanalysisofuserfeedbackforserviceinnovationand

improvement
１１０ ９０敭１６％

Priorsurveysonuserneeds １０６ ８６敭８９％
Servicepilotrunsandtimelyadjustmentsbasedonuserfeedback １０４ ８５敭２５％
Investigatingtheeffectsofspecificservicesandmakingtimelyadjustments ９０ ７３敭７７％
Invitingfacultyandstudentrepresentativestoparticipateinservicedesign ７９ ６４敭７５％
Norelatedworkundertakenyet ２ １敭６４％

４敭２　CurrentStatusofUserTrust
Thissectionfocusesonthestrategiesusedbyacademiclibrariestofoster

cognitive emotional andinstitutionaltrustamongusersbyenhancingtheir
servicecapabilities staffattitudes andinstitutionalreliability敭

４敭２敭１　Improvedservicecapabilities

Mostacademiclibrariesofferawiderangeofstafftrainingprograms from
onboardingsessionsforfreshrecruitstospecializedtrainingforvariousroles 
fromfrontＧlinecapacitybuildingtoplenaryprograms敭Thetrainingprimarily
focusesonfosteringinterＧdepartmentalexperienceexchange strengtheningfrontＧ
lineservicecapabilities andnurturingbackＧofficecompetencies敭However there
is a noticeable gap in training related to emergency response user
communication anduseradvocacy敭

４敭２敭２　Improvedserviceattitude

Theapproachestoimprovinglibrarianattitudesareanalyzedmainlyfrom
twoaspects thepromotionofservicephilosophyamonglibrariansandthe
incentivemechanisms敭

 １ Promotionofservicephilosophy
Almostallacademiclibrarieshavepromotedtheirservicephilosophyamong

librarians敭Notably ９５敭９０％havedonethisthroughworkmeetings敭Pleaserefer
toTable６formoredetails敭

Table５　ServicePhilosophyPromotionMethods

Method
Numberof

academiclibraries
Proportion

Throughworkmeetings １１７ ９５敭９０％
Byincorporatingthepromotionintoworkplans １０６ ８６敭８９％
Throughlibrarianactivities １０５ ８６敭０７％
Throughdocuments １００ ８１敭９７％
Throughdiscussionsandworkshops ９９ ８１敭１５％
Bycreatingmottoesorslogans ７３ ５９敭８４％
Nopromotionalactivitiesconductedyet １ ０敭８２％
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 ２ Incentivemechanisms
Themainincentivesincludetheincorporationofserviceperformanceinto

assessmentorpromotioncriteria敭PleaserefertoTable７formoredetails敭
Table６　IncentiveMechanisms

Mechanism
Numberof

academiclibraries
Proportion

Incorporationofserviceperformanceintoassessmentorpromotioncriteria ９８ ８０敭３３％

Establishmentofrolemodels ８６ ７０敭４９％

GoalＧorientedresponsibilitysystem ８２ ６７敭２１％

Honorsystem ７８ ６３敭９３％

Materialrewards ５０ ４０敭９８％

Penaltysystem ４８ ３９敭３４％

Norelevantincentivemechanismsimplementedyet ５ ４敭１０％

４敭２敭３　Improvedinstitutionalframework

 １ Relevantprotocols
Mostacademiclibrarieshavecomprehensiveprotocolsformanaginguser

behavior includingthelibrarycodeofconduct ９７敭５４％ andborrowingrules
andregulations ９９敭１８％ 敭Morethan９０％oflibrarieshaveannualormediumＧto
longＧtermplansforoveralldevelopment敭PleaserefertoTable８formoredetails敭

Table７　OverviewofLibraryProtocols

Protocol
Numberof

academiclibraries
Proportion

Librarydevelopment

management

AnnualormediumＧtolongＧtermplansforthelibrary １１２ ９１敭８０％

LibraryCharter ９１ ７４敭５９％

Userservice

management

Frontdeskservicerules ８６ ７０敭４９％

Useremergencymanagementrules ８３ ６８敭０３％

Publicopinionmonitoringandmanagementrules ７９ ６４敭７５％

Usercommunicationandfeedbackprocessingrules ７６ ６２敭３０％

ServicefollowＧuprules ４９ ４０敭１６％

Userbehavior

management

Borrowingrulesandregulations １２１ ９９敭１８％

Librarycodeofconduct １１９ ９７敭５４％

Libraryentryandexitmanagementrules １０６ ８６敭８９％

　　 ２ Usercommunication
Mostacademiclibrarieshavebuiltadiversifiedusercommunicationsystem敭

ThecorecommunicationchannelsaretheWeChatofficialaccount servicedesks 
andtelephone敭PleaserefertoTable９formoredetails敭
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Table８　UserCommunicationChannels

Channel
Numberof

academiclibraries
Proportion

Servicedesks １１８ ９６敭７２％

WeChatofficialaccount １１７ ９５敭９０％

Telephone １１５ ９４敭２６％

Email １０９ ８９敭３４％

Communicationwithstudentorganizations representatives １０６ ８６敭８９％

Themedworkshops １０４ ８５敭２５％

Curatorsmailbox ９４ ７７敭０５％

Librarians subjectlibrarians etc敭 ９２ ７５敭４１％

LibraryWeChatgroup ７７ ６３敭１１％

Dedicateduserfeedbacksystem platform ５１ ４１敭８０％

Weibo ４４ ３６敭０７％

Universityforum ２３ １８敭８５％

Videoplatforms ２０ １６敭３９％

 Treeholeposts withintheuniversity ３ ２敭４６％

４敭３　CurrentStatusofUserEngagement

４敭３敭１　Userengagementmethods

Academiclibrariesadoptvariousmethodstoengagewithusers primarilyby
recruitingstudentassistantsandvolunteers敭PleaserefertoTable１０formore
details敭

Table９　UserEngagementMethods

Method
Numberof

academiclibraries
Proportion

Throughpaidstudentassistants １０９ ８９敭３４％

Throughvolunteerservices １０９ ８９敭３４％

Throughcollaborationwithschoolsanddepartmentswithintheuniversity １０６ ８６敭８９％

Byhelpingestablishthelibrarysownstudentorganizations ９５ ７７敭８７％

Throughuserexperiencesurveyandfeedbackcollection ９３ ７６敭２３％

ThroughcollaborationwithonＧcampusstudentorganizations ９２ ７５敭４１％

Byseekingcreativeideasandcontentforlibraryevents suchasholdinga

voteonclosingmusicandcollectingcontentforthebookreviewcolumn 
８６ ７０敭４９％

Throughcollaborationwithcoursefaculty ５７ ４６敭７２％

Throughcollaborationwiththealumniassociation ５１ ４１敭８０％

Throughstudentrepresentatives ambassadors ４４ ３６敭０７％

ThroughamultiＧpartyadvisorycommittee forvarioustypesofusers ３３ ２７敭０５％

Throughanadvisorycommitteeforfacultymembers ３１ ２５敭４１％

Throughanadvisorycommitteeforstudents ２２ １８敭０３％
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４敭３敭２　Participants

Foracademiclibraries undergraduates Mastersstudents andteachers 
scholarsarethemaintargetsofuserengagement敭Thenumberofparticipants
varieswidelyamongdifferentusergroups敭

４敭３敭３　Areasofengagement

Theleadingareaofuserengagementislibrarycollectiondevelopment ９５敭
９０％  followedbyeventorganizationandplanning anduserfeedbackcollection
andcommunication敭PleaserefertoTable１４formoredetails敭

Table１０　AreasofUserEngagement

Area
Numberof

academiclibraries
Proportion

Librarycollectiondevelopment bookacquisition cataloging shelving etc敭 １１７ ９５敭９０％

Eventorganizationandplanning １０２ ８３敭６１％

Userfeedbackcollectionandcommunication １０１ ８２敭７９％

Userconsultation ９７ ７９敭５１％

Borrowingandreturning ９６ ７８敭６９％

Promotionalwork copywriting graphicdesign WeChatcontentediting etc敭 ９６ ７８敭６９％

Ordermaintenance ９２ ７５敭４１％

Usersurvey ８７ ７１敭３１％

Informationliteracycampaigns ７９ ６４敭７５％

Dataservices ５６ ４５敭９０％

Spaceandenvironmentdesign ５６ ４５敭９０％

Serviceprojectdesign ４２ ３４敭４３％

ManagementdecisionＧmaking ３８ ３１敭１５％

Systemdevelopmentandsupport websitedevelopment etc敭 ３７ ３０敭３３％

Administrativeaffairs ３３ ２７敭０５％

Researchworkwithinthelibrary ３０ ２４敭５９％

４敭４　OverallProgress

４敭４敭１　Currentstageofuserrelationshipmanagement

Twelveacademiclibrariesarecomprehensivelyadvancinguserrelationship
managementbasedonsystematicplans accountingfor９敭８４％ofthetotal敭They
arethelibrariesofPekingUniversity SichuanUniversity XiamenUniversity 
YangzhouUniversity Qufu NormalUniversity NankaiUniversity Nanjing
University NanjingNormalUniversity NorthwesternPolytechnicalUniversity 
HenanUniversityofScienceandTechnology NorthChinaUniversityofScience
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and Technology and EastChina UniversityofScienceand Technology①敭
Meanwhile ７２敭９５％ ofacademiclibraries althoughyettoform systematic
plans haveinitiatedpartialworkinthisarea敭

４敭４敭２　Mainchallengeswithuserrelationshipmanagement

For academic libraries the main challenges with user relationship
managementincludethediverseandconstantlyevolving userneeds staff
shortages andincreaseduserexpectationsforserviceexperience敭Pleasereferto
Table１５formoredetails敭

Table１１　MainChallengesFacingUserRelationshipManagement

Challenge
Numberof

academiclibraries
Proportion

Diverseandconstantlyevolvinguserneeds １０２ ８３敭６１％

Staffshortages ９０ ７３敭７７％

Increaseduserexpectationsforserviceexperience ８９ ７２敭９５％

Lackoftheoreticalandpracticalguidance ８２ ６７敭２１％

Lackoffunding ８１ ６６敭３９％

Lackofopportunitiesandplatformsforusercollaboration ４３ ３５敭２５％

Inadequatefocusonuserrelationships ３５ ２８敭６９％

Greaterappealofexternalinformationserviceproducts ３２ ２６敭２３％

Lackofopportunitiesforroutinecommunicationwithusers ２９ ２３敭７７％

Lackoftrustfromusers ２５ ２０敭４９％

Lackofinternalenthusiasmforimplementinguserrelationshipmanagementplans ２０ １６敭３９％

４敭５　CorrelationAnalysis
Theresearchteamhascarriedoutacorrelationanalysistofurtherexplore

andsubstantiatetheinterrelationshipsandinfluencesbetween comprehensive
benefits   hightrust  and broadparticipation  asoutlinedinthetheoretical
framework敭

Theanalysisinvolvesexaminingsurveyresults primarilyfrom multipleＧ
responsequestionswithmostlypositiveindicators敭Theinitialstepistotallythe
totalnumberofresponsesforeachacademiclibraryperquestion敭Subsequently 
thesetotalsaregroupedintothreecategories  userbenefit   usertrust  and
 userengagement  fromwhichthreecompositeindicesareformulated敭Table１６
demonstratesasignificantpositivecorrelationbetweentheindicesforuser
benefit usertrust anduserengagement敭
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Table１２　CorrelationMatrixfortheThreeDimensionsofUserRelationshipManagement

Userbenefitindex Usertrustindex Userengagementindex

Userbenefitindex １敭００ ０敭７９ ０敭７３

Usertrustindex ０敭７９ １敭００ ０敭７５

Userengagementindex ０敭７３ ０敭７５ １敭００

　　Additionally thequestionnairesonlymultipleＧchoicequestion whichasks
aboutthecurrentstageofuserrelationshipmanagement servesasavariablefor
theanalysis敭Itisfoundthatthe１２fullyoperationalacademiclibraries which
followsystematicplans outperformothersinallthreeindices敭Thissuggests
thatsystematicplanningandthoroughexecutionareessentialfordelivering
comprehensivebenefits boostingusertrust andelevatinguserengagement敭

５　Conclusion
Theresearchteamhasestablishedatheoreticalframeworkthatisnotonly

rootedinsurveyresults analyticalinsights andtheprovenexperiencefrom
academiclibraries but also encompasses the challenges opinions and
suggestionsregarding user relationship management敭 The team has also
synthesizedstrategicthemesthatcovertopＧlevelplanning and systematic
deployment theintegrationandsegmentationoflibraryservices thecultivation
andconsolidationofusertrust andtheexpansionandextension ofuser
engagement敭TheteamgoesontoprovideaforwardＧlookinganalysisofthecore
areasandemergingtrendsinuserrelationship managementwithinacademic
libraries whileacknowledgingthestudyslimitationsandoutliningthedirections
forfutureresearch敭

５敭１　EmergingTrends
 １ UsersplayafundamentalandstrategicroleinthemodernizationandhighＧ

qualitydevelopmentofacademiclibraries敭Theselibrariesneedtobolsterthe
theoreticalguidanceandtopＧlevelplanningforuserrelationshipmanagement and
augmentresourceallocationtoachievecomprehensivebenefits hightrust and
broadparticipation敭

UserneedsarethebeＧallandendＧalloflibraryservices敭Academiclibraries
havemadenotableprogressinmanaginguserrelationships buttheystillface
severalchallenges includingalackoftheoreticalandpracticalguidance rapidly
changinguserneedsandincreasingservicedemands andlimitedhumanand
spatialresources敭Muchremainstobedonetoimproveservicediversity boost
trust andpromoteuserengagement敭
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Academiclibraries should prioritize user needs and satisfaction and
proactivelyidentifyandcreativelyadapttochanges敭Theyshouldreinforce
theoreticaland practicalresearchin userrelationship management create
scientifictopＧlevelplans establisharobustinstitutionalframework andincrease
humanandfinancialsupport敭Sucheffortswillensurethefulfillmentofdiverse
needsandthedeliveryofqualityexperience leadingtogreatertrust broader
participation andallＧround innovativedevelopmentofacademiclibraries敭By
capitalizingontheiruniqueroleinfosteringtalent carryingforwardcultural
heritage andbuildinginformationecosystems academiclibrariesaresetto
embarkonaneweraofmodernizationandhighＧqualitydevelopment敭

 ２ UserbenefitsarethedrivingforcebehindthehighＧqualitydevelopmentof
libraries敭Strategicapproachestodeliveringcomprehensivebenefitsincludethe
constantupgradingofresourcesandservicesinlinewithdiverseuserneeds andthe
establishmentofaforwardＧlookingandintegratedservicesystem敭

Ensuringusersatisfactionandbenefitsisarelentlesspursuitofacademic
librarieseyeingasustainablefuture敭Theselibrariesplacegreatemphasisonnew
mediaand digitalchannels敭They have established a comprehensive and
diversifiedservicesystemthatcaterstousersatdifferentstages敭Over７０％ofthe
librariesutilizemorethansevencommunicationchannels andmorethanhalf
offerover１９typesofservices敭However inseekofcomprehensivenessand
diversity librariesshouldalsoenhancepersonalizedservicesandcatertospecific
needs敭Thisincludesextendingservicestoparticulargroupssuchasalumniand
internationalstudents payingmoreattentiontoadvancedstudentsandfaculty 
andaddressing diversespatialrequirementsfor variousactivitieslikejob
interviews recitations Leaguebuilding technologicalinnovation andcreating
ultraＧquietenvironments敭

Academiclibrariesshouldconsistentlyengageinusersurveysandmonitor
theirneeds soastodevelopandconstantlyupdatetheuserprofiles敭Their
effortsshouldbedirectedtowardsthedigitaltransformationofservices multiＧ
channelandomniＧmediapromotion innovativeservicesandimprovedscenarios
forspecificgroups flexibleallocationandfunctionalexpansionofservicespaces 
andimprovementofuserexperience敭Byofferingcomprehensivelifecycleservices
toallusers theselibrariesaimtoaddvalueateverystage敭Additionally they
shouldfocusontheinclusivenessandsustainabilityoftheirservicestobenefit
usersfromvariedbackgroundsandwithdifferentneeds敭

 ３ Usertrustisthecornerstoneoflibrarytransformationanddevelopment敭
Thekeyistosolidifythefoundationofuserrelationships enhanceprofessionalism
andreliability andforgelongＧtermmechanismsforprofessionalservicesanduser
trust敭

８１



Amidstthe challenginglandscape of digitaltransformation academic
librariesareundertakingthepressingtaskofdeepeningandreshapingusertrust敭
Bolsteringservicecapabilitiesisthepremiseofbuildingtrust whileimproving
the service attitude is key to increasing user satisfaction敭 Meanwhile 
strengtheningtheinstitutionalframeworkensureshigherlevelsoftrust敭To
enhancetheservicephilosophy attitude andinitiativeoflibrarians academic
librarieshaveofferedrobusttraining enticingincentives andinstitutional
safeguards敭Whiletheseendeavorshaveundoubtedlycontributedtoservice
qualityandusertrust thecontentand methodsoftrainingremaintobe
improved particularlyintermsofusercommunicationandemergencyresponse敭
LibrariesshouldincreasehandsＧonexercises simulationtraining andcase
studies introducededicateduserfeedbacksystemsandplatforms andenhance
userprivacyanddatasecuritymeasures敭

Academic libraries should prioritize staff quality and institutional
developmentbyimplementingongoing thoroughtrainingprograms敭Thiswill
bolsterboththeprofessionalismandsustainabilityoflibraryservices敭Enhancing
systematiccareer developmentplansandincentive mechanisms willboost
librariansenthusiasm andcommitment敭Conductingregularevaluationsof
servicequalityandsatisfactionsurveyswillimproveservicetransparencyanduser
stickiness敭Clarifyingserviceprotocolsandestablishingtransparentfeedback
mechanismswillensureconsistentandreliableservices敭Furthermore reshaping
howusersperceivethelibrarysroleandvaluewillhelpbroadenanddeepentheir
trust敭

 ４ Userengagementaddsmomentumtoalibrarysinnovativedevelopment敭To
achievebroadengagement deepeningandexpandinguserinteraction fostering
proactiveintegration andensuringcoＧcreationofvalueandintegrateddevelopment
areessential敭

Userengagementisadriverofserviceimprovementandvaluecreation asit
fuelsalibrarysinnovativespiritandboostsitsforesight敭Tobroadenuser
engagement itisessentialtodiversifytheparticipationmethods drawinawider
groupofusers andexpandtheparticipationscope敭Althoughacademiclibraries
haveseenbroadparticipationinseveralkeyserviceareas thereisstilllimited
involvementinaspectsthatrequiredeeperprofessionalknowledgeandgreater
decisionＧmakingauthority suchaslibrarymanagementandthedesignofservice
projects敭Theselibrariesshouldproactivelyopentheirmanagementandservice
decisionＧmakingprocesses encouragea broaderspectrum ofparticipation 
organizevariousactivitiestofosterengagement andreinforcetheinteractions
betweenusers thusstrengtheningthelibrarycommunity敭

Academiclibrariesshouldconstantlyseektobroadenandenhanceuser
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engagement enrichandintensifyuserinteraction andextendandstrengthen
userintegration敭Byactivelycraftingandpromotingtheirimage theselibraries
canfosterafavorableenvironmentforcollaborationandsharing敭Byengaging
withusersonanextensiveandprofoundlevel librarieswillgarneraplethoraof
innovativeideasandsupportfortheirdevelopment敭Italsofostersaheightened
senseofbelongingandsatisfactionamongtheusers amplifyingtheirsenseof
accomplishmentandmagnifyingthevaluetheyderivefromtheirparticipation敭
ThiswillinturnleadtothecoＧcreationofvalueandintegrateddevelopmentof
librariesandusers敭

５敭２　ResearchLimitationsandFutureDirections
TheReportacknowledgesseverallimitationsencounteredduringthestudy 

includingalimitedscopethathamperedtheabilitytoprovideacomprehensive
overview ofuserrelationship managementinacademiclibrariesacrossthe
country敭Moreover theanalysisofaggregateddatawasnotexhaustive andthe
datadidnotstemfromdirectsurveysofteachers students andotherusers敭

Lookingahead theresearchteamwillconstantlyseekimprovementinthe
followingaspects Whenitcomestoresearchsubjects theteam willincludea
widerrangeofChineseacademiclibrariesinitssurveysandwillseekinputfrom
diverseusergroups敭Intermsofresearchcontent theteamaimstoidentify
missingelementsorstrategicissuesinuserrelationshipmanagementthrough
additionalsurveys敭Itwillgoontoupdateandimprovetheframeworkandmodels
relevanttothisfield therebyprovidingtheoreticalguidanceforacademiclibraries
nationwide敭Asfortheapplicationofresearchoutcomes theteamintendsto
investigateandsharebestpracticesfromleadingacademiclibraries andpromote
thesepracticesonanationalscale敭Thiseffortisexpectedtoenhanceuser
relationshipmanagementinacademiclibrariesforthepurposeofcomprehensive
benefits hightrust andbroadparticipation敭
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tothissurvey tothelibrariesofShandong University HarbinInstituteof
Technology Inner Mongolia University andotheruniversities andto Wu
Yaping ZhangLu LuoWenxin BaiYuntian andmanyothersfromthePeking
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QuestionnaireontheManagementofUser
RelationshipsbyAcademicLibraries

１敭Yourname  Fillintheblank ∗
　

２敭Yourmobilenumber  Fillintheblank ∗
　

３敭Whatisthefullnameofyouruniversityslibrary  Fillintheblank ∗
　

４敭Whatarethecommontypesofchannelsdoesyourlibraryusetospread
information  Multipleresponse ∗

□Libraryhomepage App
□Librarysocialmediaaccounts WeChatofficialaccount Weibo TikTok 

etc敭 
□Libraryelectronicscreensandbulletinboards
□Printedpromotionalliterature leaflets posters etc敭 fromthelibrary
□LibraryWeChatgroup
□Communicationbylibrarians subjectlibrarians etc敭 
□CampusＧwideEmails
□ Universityhomepage App
□ Universitysocialmediaaccounts
□ Universityforum
□ Offlinebulletinboardsoftheuniversity
□Socialmediaplatforms localmedia etc敭 
□ Others敭Pleasespecify 

５敭Whatregulareventsdoesyourlibraryholdannually  Multipleresponse ∗
□ Orientationseasonevents
□ Graduationseasonevents
□ WorldBookDayevents
□SpringFestivalevents
□ NationalDayevents

３２



□ Universityanniversaryevents
□Libraryanniversaryevents
□Eventsforothertraditionalfestivals theMidＧAutumnFestival Dragon

BoatFestival etc敭 
□Brandingevents敭Pleasespecify 
□ Others敭Pleasespecify 

６敭Whichofthefollowingusergroupsdoesyourlibraryoffertargetedservices
to  Multipleresponse ∗

□Freshmanundergraduates
□Seniorundergraduates
□Freshmangraduatestudents
□Seniorgraduatestudents
□ Newlyappointedfacultymembers
□ Allfacultymembers
□Facultyandstudentsofdifferentdisciplines
□Facultyandstudentsfromdifferentcampuses
□ Alumni
□ Others敭Pleasespecify 

７敭Whatexemplarypracticesdoesyourlibraryfollowinofferingtargeted
servicestotheusergroups  Fillintheblank 

　

８敭Whatexemplarypracticesdoesyourlibraryfollowinhelpingfaculty
membersandstudentsunderstandanduseitsservices  Fillintheblank 

　

９敭Whichofthefollowingtypesofservicesdoesyourlibrarycurrentlyoffer 
 Multipleresponse ∗

□ Recommendationsforresourceacquisition
□Bookdelivery pickup
□Diversespatialservices
□ExperiencewithcuttingＧedgetechnologyproducts
□ Multimediaaudiovisualservices
□Informationliteracycampaigns
□ Readingpromotionservices
□Liberalartseducationservices lectures exhibitions etc敭 

４２



□Libraryentranceguide
□ Teachingreferenceservices
□Embeddedclassroomservices
□ ThesisstartＧupsupportandguidance
□ Writingsupportandguidance
□ Guidetoacademicnormsandpapercontribution
□ Researchconsultation
□Subjectinformationanalysis
□Embeddedresearchteamservices
□ Technologynoveltysearch
□Citationandindexsearch
□Intellectualpropertyservices
□Dataservices
□Jobandinterviewsupport
□ Mentalhealthservices
□ Others敭Pleasespecify 

１０敭Howdoesyourlibrarytypicallyintegrateuserexperienceintoservicedesign
andimplementation  Multipleresponse ∗

□ Throughpriorsurveysonuserneeds
□ Byinvitingfacultyandstudentrepresentativestoparticipateinservice

design
□ Throughservicepilotrunsandtimelyadjustmentsbasedonuserfeedback
□ Byinvestigatingtheeffectsofspecificservicesand makingtimely

adjustments
□ Throughroutinecollectionandanalysisofuserfeedbackforservice

innovationandimprovement
□ Norelatedworkundertakenyet
□ Others敭Pleasespecify 

１１敭Whatexemplarypracticesdoesyourlibraryfollowinmeetingthediverse
needsofitsusers  Fillintheblank 

　

１２敭Whataretheprimaryunmetneedsofyourlibrarysusers  Fillinthe
blank 

　

５２



１３敭Howdoesyourlibrarypromoteitsservicephilosophytoalllibrarians 
 Multipleresponse ∗

□ Throughdocuments
□Byincorporatingthepromotionintoworkplans
□ Throughworkmeetings
□ Throughdiscussionsandworkshops
□Bycreatingmottoesorslogans
□ Throughlibrarianactivities
□ Nopromotionalactivitiesconductedyet
□ Others敭Pleasespecify 

１４敭Whichlibrariangroupsdoesyourlibraryofferservicetrainingto 
 Multipleresponse ∗

□ Newlyrecruitedlibrarians
□FrontＧlinelibrarians
□ Keylibrarians
□Librariansfromspecificbusinessdepartments
□ Alllibrarians
□ Noservicetrainingconductedyet
□ Others敭Pleasespecify 

１５敭Whichofthefollowingarethemaintypesoflibrariantraininginyour
library  Multipleresponse ∗

□FrontＧlineserviceskillstraining
□BackＧendbusinessskillstraining
□ Usercommunicationtraining
□ Useremergencyresponsetraining
□InterＧdepartmentalbusinessexperienceexchangewithinthelibrary
□ Generalskillstraining publicityskillstraining etc敭 
□ Others敭Pleasespecify 
IfthelastoptionofQuestion１４ischosen

１６敭How doesyourlibraryenhancetheserviceattitudeandinitiativeof
librarians  Multipleresponse ∗

□ ThroughagoalＧorientedresponsibilitysystem
□ Byincorporatingserviceperformanceintoassessmentorpromotion

criteria
□ Throughapenaltysystem

６２



□ Throughanhonorsystem
□ Throughrolemodels
□ Throughmaterialrewards
□ Norelevantincentivemechanismsimplementedyet
□ Others敭Pleasespecify 

１７敭Whatexemplarypracticesdoesyourlibraryfollowinimprovingtheoverall
servicecapabilitiesandattitude  Fillintheblank 

　

１８敭Whichuserserviceandmanagementprotocolsdoesyourlibraryadhereto
amongthefollowing  Multipleresponse ∗

□LibraryCharter
□ AnnualormediumＧtolongＧtermplansforthelibrary
□ Usercommunicationandfeedbackprocessingrules
□Publicopinionmonitoringandmanagementrules
□ Useremergencymanagementrules
□Frontdeskservicerules
□ServicefollowＧuprules
□Libraryentryandexitmanagementrules
□Borrowingrulesandregulations
□Librarycodeofconduct
□ Others敭Pleasespecify 

１９敭WhatareyourlibrarysmainchannelsofdayＧtoＧdayusercommunication 
 Multipleresponse ∗

□Servicedesks
□ Telephone
□Email
□ Themedworkshops
□Communicationwithstudentorganizations representatives
□Curatorsmailbox
□ Wechatofficialaccount
□LibraryWeChatgroup
□ Weibo
□ Videoplatforms
□ Universityforum
□ Anonymousforumwithintheuniversity

７２



□Dedicateduserfeedbacksystem platform
□Librarians subjectlibrarians etc敭 
□ Others敭Pleasespecify 

２０敭Whatexemplarypracticesorrulesdoesyourlibraryfollowinuser
communication emergencyresponse andservices  Fillintheblank 

　

２１敭Howisyourlibraryengagingusers  Multipleresponse ∗
□ Throughpaidstudentassistants
□ Throughvolunteerservices
□ ThroughamultiＧpartyadvisorycommittee forvarioustypesofusers 
□ Throughanadvisorycommitteeforstudents
□ Throughanadvisorycommitteeforfacultymembers
□ Throughstudentrepresentatives ambassadors
□Byhelpingestablishthelibrarysownstudentorganizations
□Byseekingcreativeideasandcontentforlibraryevents suchasholdinga

voteonclosingmusicandcollectingcontentforthebookreviewcolumn 
□ Throughuserexperiencesurveyandfeedbackcollection
□Throughcollaborationwithschoolsanddepartmentswithintheuniversity
□ Throughcollaborationwithcoursefaculty
□ ThroughcollaborationwithonＧcampusstudentorganizations
□ Throughcollaborationwiththealumniassociation
□ Others敭Pleasespecify 

２２敭Couldyoupleaseprovidetheannualenrollmentfiguresforyourlibrarys
paidstudentassistantprogram  Fillintheblank ∗

　
Ifthe１stoptionofQuestion２１ischosen

２３敭Couldyoupleaseprovidetheannualenrollmentfiguresforyourlibrarys
volunteerserviceprogram  Fillintheblank ∗

　
Ifthe２ndoptionofQuestion２１ischosen

２４敭Yourlibraryhashelpedestablish Numberof studentorganizationswith
 Numberof activemembers敭 Fillintheblanks ∗

８２



Ifthe７thoptionofQuestion２１ischosen

２５敭Whattypesofusersareencompassedbyyourlibrarysuserengagement
efforts  Multipleresponse ∗

□ Undergraduates
□ Mastersstudents
□Doctoralstudents
□ Teachers Scholars
□ Otherfacultyandstaffmembers
□ Alumni
□Externalindividuals
□ Others敭Pleasespecify 

２６敭Whatareasofservicemanagementareyourlibrarysusersengagedin 
 Multipleresponse ∗

□Borrowingandreturning
□ Userconsultation
□Librarycollectiondevelopment bookacquisition cataloging shelving 

etc敭 
□Systemdevelopmentandsupport webdevelopment etc敭 
□Dataservices
□ Ordermaintenance
□Eventorganizationandplanning
□Informationliteracycampaigns
□Spaceandenvironmentdesign
□Serviceprojectdesign
□ Promotional work copy writing graphicdesign WeChatcontent

editing etc敭 
□ ManagementdecisionＧmaking
□ Userfeedbackcollectionandcommunication
□ Usersurvey
□ Administrativeaffairs
□ Researchworkwithinthelibrary
□ Others敭Pleasespecify 

２７敭Whatexemplarypracticesdoesyourlibraryfollowinuserengagement 
 Fillintheblank 

　

９２



２８敭Howfarhasyourlibrarygoneinmanaginguserrelationships  Single
choice ∗

○Notyetunderconsideration
○Intheplanningstage
○Partiallyimplemented
○Systematicallyplannedandimplemented
○Others敭Pleasespecify 

２９敭Whatdoyouthinkarethemainchallengesthatacademiclibrariescurrently
faceinmanaginguserrelationships Feelfreetoprovideyourresponsedirectly
 Multipleresponse ∗

□Inadequatefocusonuserrelationships
□Lackoftheoreticalandpracticalguidance
□Staffshortages
□ Lack of internal enthusiasm for implementing user relationship

managementplans
□Diverseandconstantlyevolvinguserneeds
□Increaseduserexpectationsforserviceexperience
□ Greaterappealofexternalinformationserviceproducts
□Lackofopportunitiesforroutinecommunicationwithusers
□Lackofopportunitiesandplatformsforusercollaboration
□Lackoftrustfromusers
□Lackoffunding
□ Others敭Pleasespecify 

３０敭WhatareyourthoughtsorsuggestionsregardinglibraryＧuserrelationship
management  Fillintheblank 

　

３１敭Ifyouhaveany materialsrelatedtotheaboveＧmentionedexemplary
practicesofyourlibrary pleasefeelfreetouploadthem敭 Fileupload 

０３


