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ABSTRACT

A Study on the Improvement of MyLibrary Service
in Academic Libraries Using the CRM

Ha Nu Ri
Major in Library and Information Science
Dept. of Library and Information Science

Graduate School, Hansung University

Due to the changes in libraries through the evolution of the web, it
has become essential for the libraries to apply the CRM concept to
provide user—customized services and user-oriented operation of
libraries. Consequently, considering the MyLibrary service provided for
individual services of users, this study has been conducted to find
ways to use the MyLibrary service of academic library system.

The research was conducted by literature survey, homepage data
survey, and questionnaire survey. Both the theoretical study and
empirical study were used. First, 20 overseas academic libraries were
researched for MyLibrary service. To research the MyLibrary service
of domestic academic libraries, 3 types of library management systems
were selected. Then, private academic libraries in Seoul which use such
systems were investigated and a questionnaire survey was conducted
on the librarians(100)and users(180) of the selected academic libraries.
The summary of research results from the analysis of collected data is
as below.

The domestic academic libraries used the name of MyLibrary the
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most for the MyLibrary service. And all the domestic academic
libraries operated services of searching for circulation, check the
overdue books, service of renewal or reserving books, and service of
purchases request of books. Also, there were those which operated
current awareness service, reference information service, my folder,
Inter Library Loan, and document delivery service, review of my book,
and request for visit permission of other libraries.

The rate of executing research on user satisfaction. rate of the
librarians in academic libraries was relatively low. Thus, there is a
need to improve the rate of execution. Although the research on to
what degree the libraries accept the requests of users needs per work
were different depending on the characteristics of the service, the rate
of acceptance was relatively high. However, the data created through
the service was relatively low except for reference service. Thus, this
must be improved.

The users were using the services of checking of circulation, check
the overdue books and service of renewal or reserving books most
frequently. The overall satisfaction rate of the services was 4.13 of 5
points. The additional functions in the MyLibrary service requested by
the librarians and users were different. While the librarians requested a
service of course reserve the users mostly wanted the function of
self-organization of required menu.

Based on the result analysis, the proposals for ways to improve the
MyLibrary service using the CRM concept can be as follow. First,
prior to applying the CRM concept to the libraries, there needs to be
information-sharing about the accurate understanding and goals of
CRM among the constituents of the libraries. After applying the CRM
concept to the libraries, the data produced through MyLibrary service
must be managed systematically to be used as a reference to operation

of libraries. Finally, the model which applied the CRM concept to
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MyLibrary service of academic libraries is suggested.
In the future, there must be efforts to increase the satisfaction rate
of the wusers and to operate the user-oriented libraries efficiently

continuously by using various methods along with the CRM concepts.
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