{93 A gohA Au| a9
l%x} BET 9o o

A Study on the Factors Affecting the Satisfaction of
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ABSTRACT

The objective of this study was to promote the use of collaborative digital reference service by
identifying factors that affect user satisfaction and developing improvement measures based on
the findings. Data were collected via a questionnaire administered to the users of the "Ask a Librarian’
service and a survey to analyze the frequency and patterns of usage of the service. The survey
analyzed the associations among subjects demographic characteristics, information seeking patterns,
factors that influence user recognition, service satisfaction, and follow-up intentions via responses
to the questionnaire. Rapidity answers in factors of service satisfaction is found that the high impact
of positive (+). According to the result of statistical analysis, the priority of service improvement
strategies of digital reference service were suggested.
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