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A Study on the Effect of Public Library Users’ Anxiety on User
Satisfaction and Loyalty

4 =2 2t (Bora Kim)*
4 s G (Hyeyoung Kim)**

T
= A
1.4 8 4, AT A3}
AOEERE 5. =0 8 4%
24y
x5

B ATE FTEAR 085 B BUS 2453, B9 29 F oW 8910] 087 VEES} SR JFL
1A AR, o ] AR BRI sk Fl9) 41 AP BT, 71 B AL =M A FD
447}3 % LIDQUAL’ 801 37stel B¢ F4slalc) 01 7] SN A8 goR 24 43k w2
Bohe als] AR AP Held - BN A4 Eel - S, EAR AL R 2209 9479 7R

7]
B30z ATRANG, o) 5 Lol - 30 1524 2l6] VEES PAEH T T ST 7 AOH, H)
A

REA ANEE YR 918 GFE GIAT, oJeT A TEEARS QP AL B 204 ol
FLGL A, EARe] B @43 Au)2 B hio] BeE Fol o84 NEESE FHEE Folt Ul /]l
F 998 MOlET, R AT RAR B 22V, DEES FARE Hol QU RN FEEAR £9
9 A e FE A AAIE AlFe,

ABSTRACT

This study measured library anxiety among public library users and analyzed which anxiety factors affect
user satisfaction and loyalty. To achieve this, the concept of library anxiety was explored, along with previous
domestic and international research. Survey questions were developed by incorporating factors from the LibQUAL+
library service quality evaluation model into the existing anxiety scale. A survey was conducted with users from
six public libraries in City C, and data analysis identified analysis identified four factors: ‘professional service
of staff,” ‘psychological and emotional perception, physical and spatial perception, and ‘use of library resources
and programs.” Among these, physical and spatial perception’ positively influenced both satisfaction and loyalty,
while ‘professional service of staff' only significantly affected satisfaction. These findings suggest the importance
of public libraries as comfortable and familiar spaces, emphasizing that improvements in the physical environment
and service quality can reduce anxiety and enhance user satisfaction and loyalty. This study provides significant
policy implications for improving public library operations and services by identifying key factors that reduce
library anxiety and increase user satisfaction and loyalty.
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