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“Satisfaction Mirror” for Service Quality Control in Library

Zheng Dejun

Abstract: User satisfaction and employee satisfaction in library are two different perspectives for service quality con—
trol. The paper analyzes the relationship between the library service quality and user satisfaction employee satisfac—
tion. Then it recommends the appropriate measure tools. The measure example shows that the relationship between
user satisfaction and employee satisfaction in library is intensive. Using service profit chain model for reference the
paper describes the library service value chain constructs “satisfaction mirror” model for library service quality con—
trol from the perspective of internal and external service quality control.
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1 CUL LibQUAL+™ ®
2005 2003
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2 CUL2008 ClimmeQUALTIl ®
CUL 9 CUL
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