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This study aims to investigate the differences in needs and
satisfaction among users’ from different intelligent libraries and with
different library-use characteristics. The study conducted a survey
with 412 users from seven intelligent libraries of the Taipei Public
Library (as of 2017). Data were analyzed using t-tests and one-way
ANOVA. Results showed that, in general, users’ satisfaction is higher
than their needs regarding collection, facility and services, and they
would especially like intelligent libraries to start new services on
returning materials and picking up requested materials from another
branch. Users from different libraries express different degrees of
their overall needs for the intelligent library, but their satisfaction is all
high. Compared to users from intelligent libraries located in a Taipei
Metro Station, users from intelligent libraries near a park or school
tend to visit the libraries more frequently, stay longer, and express a
wider variety of needs. However, users with a high frequency of use
and long-period of stay express their needs for library collections to a
higher extent with lower satisfaction. This study enriches literature on
intelligent libraries and provides a framework for intelligent library
need assessment, as well as specific suggestions for public libraries to

facilitate intelligent library services.
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T2A S HEZERFVEEEZE (UM EREEE) ElhA It
B EE R R AR S Y BT 2R - [ 2002 RS — S —Hrin
W B EEZEEE (SengKang Community Library, SKCL) 5% 37 PAZK »
HEEN S ET SR - BAH 2005 FEILMHIZEEEE (DU
FALTIE ) BEoaR LR 0 2010 AT ILH IR EEE (LA Rt
il ) e R EE - B Ardb i E ey I E = R B o
AN 9 Q) == - R SR E R VA 73t V=Y S AN N s S S
B GG TETHPT - BIEEESRHEAEE R AN EHH (Teng
& Kuo, 2009) - fZEEERGEFIAIIRTES - ILE A 2R EERERS
HIASLEEE - HERIRE < Bl BT i g AL EEESS - i
ZEEE AN E R B B R L S ARDE - Aut5t UL E TS
IR SIS | BRICEE (BB IR - RgRAS R
A EER MR 2275 » AR KEE J7 = mIE B AR E &
BE R SRETAh 2 204 -

R AR 15 4 MHEASUR LA M 8E R SR (A1
Becker, 2012 ; Choh, 2003) » TEZAYERATHATI SRR A 20 5, - B AiE R
Z HAFI SRR B LAES T 128 Open Library (Johannsen, 2012 ; Johannsen,
2014) ~ dEHHEIPEFIEEREE (Tseng & Kuo, 2009 ) B Ak Bl AE Hlnh
bR (RECE ~ =R > 2012) RE o BINEAEm SUORELAER
SHETFEIARS 2 ERE (MR > 2014) KERIEHT FEEeE (1RMESE
2017) ByE - BIAWFCERSAIE SRS IL T E TS S EiE o e Ot
B~ FEE - HIEE - F8AS ~ BEET > 2013) - Rt EEAERE SOR
brT M ESE AN HRHRE » %P DE - A SrEREEH
fei] =5 B e A T I BRATEL o

AR S A EE RS 2 K EE L HilE— P En
] 5 B AR 5 AR R SRR - R TT SE R AR RS0 2 B T ST s R 2
BEE  (EABEE - FHTKOREE - Hf o fmkERABE 2T
EIRN T RN EIEERR - (FHFRRE - FIEERKE &S 5 &
BEEN (40 REBEL 2003 5 BEE - 2550 2011 R 5
A 2 2013) - &R (EAFE R ZAERSORATZ L& L )7 X E &
HY[EEEE A (40 Leckie & Hopkins, 2002 ; Monley, 2011 ; Most,
2009) - HEAVPEEANSE S A EIIAVER R - I TE B B fEE

1 AW E AR A C T B Ay B R e S
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ﬁgi’[ﬁgﬁ DUR R BB E e i EE AR TS S o 1o S e & = TS 2 SRR
IEH%  HUELWR AT  EEEREE uﬁE%ZAUﬁ%mIE (an -
EJ@% MR BERE) REMERE G (20 RESIESIFEI0IS
2012 ; Chandrasekar & Sivathaasan, 2016) -

TR BT MEIEEEE ZFEK EBEFE K (needs
assessment ) SRERFE o FFORKEHE 2 —TH Al LR BIEE6E T R E iR
HLEERENVETFTE ﬂfﬁﬁﬂ.iﬁﬁﬁﬁﬁfﬁz (Jost, 2015) ~ f
% Lee ~ Alwschuld B White (2007 ) - BEHEUFYEESKEFA5 77 Rz =2 5
FEEH AR AR SZ AR Tfﬁ H RAVE AR el R A
HFTRFOmEIETE « J8MM » A 9T B E (L B 78 SRRl B > 2 e H BE
XEAHE gD > R RN BT KEHE I - AR5 T #E
ANEEEEEAEEABE 2 #ENERFR R EE » S HEE
BEEEE HETTRE ORETAS - A ZE R K BUm B E 2 fr8H H (G IRIE A 3
EEEE (EHEE) mEEHERESU (20 RENEEFEIIS > 20125
AL B2 A > 2013 5 B EFS > 2015 5 Hf il > 2014 Chandrasekar &
Sivathaasan, 2016) - HEFR RN B RN A EE 2IHE (40 HREEeED
ﬁﬂﬁ?ﬁﬁ%?ﬁ?ﬁ A Y2 E 5 EEE ) RS - 0 RHiEEE
TR~ SRS - EIRAS RS - ANBHRES - BENERY AR -
ﬁ&?&f*nﬁﬁﬁlﬁﬂéﬁ:ﬁﬁ/\% B N EARFSAT F ERF  2 ER IR 2 B
PRy (B> 2010 5 Ngian, 2003) - B0 Z S ARG ETHE H

Kt LG A Hia i G2 EEE 2 EHBE - HEX
O FERENL » MERET A [E) 5 PR 1Bk B A [F A B e 68 2 S
ﬁ/\ﬁﬁéﬁ[ﬁﬁzz;ﬁﬁkg,ﬁiﬁﬁf_ HYE[E - BT HAVESE ¢

~ TREARE A EREEE R A EE B -
s TIREE NSRS 2 BRI AR A (TR
- PRETR B A FEI A EMEHVE BN A E R 2 KRR S PR =
HIrEME -
C TR E 2 EE SN 2R 2 BRI WEEH
AT [E] -
AIHZERR T RS IR EH A J%‘%ﬁﬁ%kﬁﬁ&ﬁ%ﬂﬁ%ﬁﬁ Y E2 Tﬁj{
&2 TN AN A L E FEE TS Y B B AR ~

11
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2 Zliﬁﬁmmi‘fz?/z}itliﬁﬁffﬁ B SRR S BT R BRI - P B %D%EE'. Y2 IH AR
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FesHH e BB > BN SR oKEH S A A (R E &
S HHEM -
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B SOBKEED

—  EEEEELIEERERETZE

"EEEEE |, (intelligent library) BYHAFHIEH 27T 0 IR oI TEAE
i N [B] EEE (stafless library ~ unstaffed library) =% 5 B =B EEE (self
service library ~ do-it-yourself library B[] DIY library) - 3% 7 3 % 5 open
library 7 7 o FPEREE B A I EE 2 BES 22 > FEH EEmOHER
BXEEHEENESL  EE U RASGEEAEN - BITIRIEE
HiE s o SCRERIEER BRI EFIIESRE (Monley, 2011) > BlZEHAR
TREEEmE - B0 =A S IHEFEE RIS ZER (Tseng & Kuo, 2009) -

AT S B R 2 B SR R G S B ARG AR - (o R
BE AR E R EL AR RE BN RS IR R R AR TS - A0 ERIVHERNR EE
fF [ #E (Yacolt Library Express) ° ZA0f] » fEEE B 1Y 268 (unstaffed
libraries ) 7 IEfESEEE BT SRS (never staffed) > @R aEE O {E
RHEEBEENERT  SERRE Y EFEE(ER (Wallin, 2015) -
EE A A N B ER B I S e R - RS A SR EE B
TTeksik®s (EBHES > 2008) » HERE ~ (R A BBGE TEEES
AR 4 € IR (- F > 2010 ; Ngian, 2003 ; Singapore National Library
Board, 2017) - (RIL - 88 EMEA R SRR - AR E N w1
HERFAE -

GBS SRR > HEMEVE S0 - $EER, - KRS
5 ~ (&~ AR RSB EMN B AREEE A EE LR
151 % F B 10 /NFEDL L » S E R  HE B R (Redmond
Ridge Library Express) &% 24 /NEEFAN - IR HE R ~EIG LA EE B IR
M —AEEEEERE K (King County Library System, 2017) - EEj F1H ° B
T 2B Mid-Continent 2\ H: B FE AR Library-To-Go H 2L HESE RN »
A e A DAE Ay T R 0 BRSSP EEIRHE AT - TR
el R RIRE R SFEBLIER T - Fra A EiE iR mR e -
EHEWREN B - By M E A SRR E s - EIFREAaE
= AR THE > BREBIEEZRBEI - B A EaE Mt ES R E
ERFEYNERE > NBRETH  FEELHEEESESRY - E7
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HEEFESREEG S FIRE B E T R BRI  HANHEER
BHHE - VB SRR B SR ESE) - > #n
W R AR R 2 T VAR » BR T RIAGE 2 ARTSS - IREREE B B -
HeRE EmHI s M AT 2 AR5 5F (Singapore National Library Board,
2017) -

B A 4/ D 2 B A A SRR B 98 25538 T %2 s FF 22 Y Open Library f¢
B L T i B L T B YR 2R e SR T ARG E KT DEUHE
HEI#0ZE « B2 > Johannsen (2012) 7RG EERETF128 Open
Library 1£75 fit 6 B AR FHIE LT @ FIEE AR BRI 2 2 RV %
Johannsen (2014) RIDAFFERAYALEEFH AR B HH R ETHIG T X
FhEk 0 AR - BB E AL FEE B AV S -

B AHRBE 22 % DL G A A B £ > Tseng 8 Kuo (2009) #E&TdE
I PE P 2R 2 SR M R H B - SR L. 25 & 34 5%
BERER_RREZEERES  HERRFRPEEMEE - HIEF
B 10 22 20 odE 5 HOm W (EH 2 IR R (B RIE S 5 2 2 REEA
= N AGE E BB E S EAVERIE T =0 - SHnaE (2014) DAL E RS
ZHEEERBES > FH S KL L BEEEAEERDT Z FBHEL A
im0 HEZEPTEEE > WEE—/NFA > HEEEWEES R
U o PRMERT (2017) ZEBEMGHEEABEELOE > T dbE RS R E
BERE TR R R E T By » B HEEE 2 R E FIEE - AR —/
FEN - BoRME R aE G > HE 26 2 IR Rw s (H RS
FEEER - RECEBIEE (2012) DIEZERREWEETEIE (Taiwan
Customer Satisfaction Index, TCSI) FEeTtiiGEIM KR A EaEsEE 2 (EH
BIPEREE - SHEED 31 £ 40 5% - AERE R REZ UHES
BZ RnslgEniliiE R EEL PHZESH R S REEE
MEmBEN EZREZEE - BEEPR - 25RENE - BIEEF]
MR AR 2 BERG RIZ < A BN (2013) BRafsE & H AL E
P B 2268 & FastBook 2 HENEZ IS FBIE MowiE S E#E - 58
A R BE(E A T B8E - H ' (E A EERS - 1A s
P WHAE N R E RIS B - SR 0 HE AL AR R
LA =V AT

3 DLLEERSEREE DT RERE 2 E 7405 © Singapore National Library ~ Silkeborg
Public Library ~ Mid-Continent Public Library ~ King County Library ~ Fort
Vancouver Regional Library ~ ZJLiii7EEEE ~ HritmirEEEE
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Gr_BpTal > EEEE MBSO BT R - B - A
K FOm B FEVY KRR 2800 AR SURA S A2 DA a7 A ke 30 b
AR > HAP7EE S D — R R E - eI GItTE A
HEENREEGAHBEEAN (2013) Z(F > RAHEEREZEEGZ
gt > NEMMIME EREHR AT > HIESERTE - AH5E
A e IL T T R EE B > A R S AR B [F (A
B Z G RR KA L BB A T2 R T -

—EEEKRFLERRE L EERAEREMR

Tk (needs) 2EEAZEE] B R GA B MHAE 2 FWE R
BE (FEEIUD ~ REE -~ ER&EE 5 2003) o Hidr o TIREAVIREE | B
AL i R S NI PARAd © BRI » REoRELwE S nl 38 — a8 mE » =] —ff
L et BT 5 o AN Jest B R REHG B B S 2 MBS ETTEREH -
G Al 40 e B R SR R R S 2 AR RARASE

MEIEFEEMS > SHERE 5 TR EENIFE K » T K E
ZEEM S 2/ EZ - Fenton (2013) 3P BF KL E LR EEZE
B ST E ARSI E SRS - Ry TEEEMNTR K BE
BE FTEE ALY A 75 S 58 1 S R B2 EEh = 20 5 Jost (2015) FEHH
T H R SR BT 2 [ 5 8 AR PR IU R B B e B L Py R4 L
H o nligBhiEE e ERAET - AU EE AT K E = i EEH
B S AR Y S TR AR ~ B RS R RN B AT ARG - BE
EEEN A IR G IR AR ORI

BLERSRK — RS WA IR S (satisfaction ) 1R RIEBIRCHTT Rk
AR Rz & 2= P KA i 528 %% B (Anderson, Fornell, & Lehmann,
1994) - B FEAVRHEEEERE - FFEX MR (transaction-specific
satisfaction ) H B FE = E (cumulative satisfaction ) ° Fij& &t ¥R S
—RFFEL ST B ETTRHE © B RIRER BB L5 k1R
MeaEd - EEFES - EE RS R SR EE A E S e R %S &
AR IR A2 A2 S (BREESE ~ BR3ESC » 2006) < 280 » AdtEEE
A RE SRR 2 AR R B RS i B S G » AW Seak T B & 2
REEAEEERVERS S - R RS 2 BT -

AR KEHEVAERANT SR S - HERERE A% T Hip > i
G T M S KEE 2 5 B aEirIEZ BB B E 41
( Westbrook, 2001) = /Xt [&F 8B MH B SCRAPRET 58 & 75 KIS » & —0f
HEFEHBEBURERE - AEER T2 DU R E o TR
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Public Library ) &5 4% 1Y 38 /1 7 lE 25 85 {50 FH B & aH T K et i & -
SIS BB RNV RE M Bl GRS R E RS S o H AR
FBIP B EAMEEE (] » Wonder (2010) $H¥EEEILIAILEEEE (San
Francisco Public Library ) 583 #E1 TR/ F B & SR % 2 75 oKafAl » 2%
WA [EE ENEE N ELA [FRE S 5 =Vl S S E E e S TR 2 5 KA P
A[E 5 Kaunda (2013) $f 357 i 22 [ 25 6F 58 2 1T 7 oK ERAd » 2%
HEEEHNEEEREE - 255 - (S E 1 KEBBEEr AR
K& m o AW EE AR -

ANFEEEE R E SR SR L R G TR E - ST EIER AT
2% TCHY R P - 53 A A [ B i 0O R SR BTG SOV » TR R EE ek ~ 8%
FEELAR P ZE R 0] 2241 = > Chandrasekar B Sivathaasan (2016) #E5¢
HrE R Jaffna Public Library HY8REER - BRIESEMH S IERE AR TS AE &
EER 14 BRLAT Z HEEE - BN EFRHY S E SN SRR L
MERAE R ARENEERELGFS (2012) ST B TR EAENYE /D
HE T RBE USRI - BEAEMER] - B e o RE 11 A
rHFE /DA R - HERE BN AR B RS RS B B S 15 A
HER B HPIR RIS (2014) ~ BRI (2015) $HEEREBUT
AL S EE e S s T R F AR R 5T - B RS
JRAIHEED RS 2 RS - AR B IR RSN EANTEE -

RN ILEE R E SR SRR S A DS RN BB E
€7 Ay EE RS - BEZNHB U S iR B S EE R 2 B - (HE
DifE—0 [ ERICEE I E B IE R T KA S 2 Bi%  HLRASE
TYEREE « AL B A FEE R SRR SR ) - Al
e/ DaE e TOReE 2 TR 2 BRI ZE Ak LR SRS U7 N H o
DUt -

W9e T4 fawE SR TR KM BOm B S AR5 - A
MIGHA - $FEEER - AR ETHE AT R E s et
HEMMETHE - I ——LEERESOREE 2 HE (2R%1)
PR EE e DI S TR R B 2 F RS EHE o
EEANEEENHEME (R TR TE ) o BEER - aEE
FR - BN - BRIE RIS A B - HF o PP
HIR &R & IR BT EIEE 5 MR RE BN EEEN S - 7
HEEHE BT E L B R E S - Bty R—TH 5 AN - %
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%ﬁﬁxiﬁéﬁaﬂ ﬁﬂn%fﬁﬁlW”‘”**ﬁ‘é‘%&%ﬁa—%ﬁﬁjtﬁ?lﬁﬁ%%
SREE  BLAE  PEPT ~ fRd KRS -~ Hilk - RE - R TR R

jtFEl HATEE o 2 R aE S a T /R - 26t T B EEAERY 2018 £F 2 JEJ
AREA > AHFEENL 2017 FHRSERGR LS - BCRBEZE - 1k
AT ATE B S e A B S R E E e - iRt B B RS Ay
fEEE (41 ¢ FastBook 4= HENEENE) AAE Eﬂ%%ﬁfﬂ A e

— “WMRIA

ARSI H Y - BTG T BIUKE 7 > KRIEIER] &
FEfE o BE  EEHEEENEAEY - HEK  MEEREAE
e T SRR > B slE S E s 2 B EaE kR
HEKEREIEL » IR - B0 B EEHEEEZEY > 2
DU EE A (2013) Z 46 REEE > W% HM R EaEa N\ LEF
FEME R R s R > F YRS ESE © FIEEEER - F %E#Faﬁt%fﬁ‘
%Fﬁ%%&%%&&?ﬂaﬁ@l&ﬁm% By =AY Ry E
HARAER - S RIRBII TR SRR BN R - (B AT FE KA SRR
LXFWEWITF‘TEZ?%%EEEE%EE% ( 5-point Lickert scale) 53 7ilffr &
EEDTARBEFRRKEFHGEE © (—) (EER 1. 8F - 2.1
T (=) seffgEaeEshy - 3. MmAR4ERs - 4. BN ES - 5. GE/NESH
(_) GRS E RS © 6. [EE RHATIFRY ELEE T ~ 7. Gk iR

- 8. SRR IE A B EE () ANERE © 9. G
)\éﬁ&?@ 10. fE B EEEEIRTS - DR (F1) BERSHEN o Mipiai+TE5s K
i = T ?m@érﬁ*—**/iﬁﬁiﬁﬁj ZBETH > (HEIR R {5 F Bl
EHE ZEE R BRI IRIRRRZIEAN TEFS o BN 0 ARG IMREE
B M ERRE S 7 45T R AH JE T B R ER AR AR TR (At 2 B > S 19
ERSE ‘> (2B FER T BB RARMIELFE RIZE - FIUHs \EUZ%E
HIFEAERL > ks - MR~ - H%% ELPR R R R - SR
LT i & B e sE = R
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Lang, & Buchner, 2007) - DUigiE JJ S HEBE & W2 sl B A 5 DA
R BRI REET 75 TEHRERERE R 95 % HE /KT » £
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AVBILEEAS o BLEEIN T2 BB - DIFIEE R S B e SR
HH RS -

£« tRSRHE R EREYER

AWTFE B R TCE B W LT E AT S S A AR m S
B DUNMREFZE HEY - Fer a8 AN ZEEE 2 Rt R L RETE - H
s R B S RS 2 TR E BUM RS - /% d& > A EEER A
[EfE B Z BRI KBRS -

SRS

A2l E 2 HROMAE3 s - BEgNE - ZHEE=57
Z(5922%) BT EEEBEBEHEE (52.63%) B XL
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Introduction

In order to provide a more convenient and better reading environment,
public libraries have been working on expanding their services and
extending their opening hours. Intelligent libraries without librarians can
save labor costs and become an innovative choice for public libraries. Since
2005 when Taipei Public Library established the first intelligent library in
Taiwan, the number of intelligent libraries has grown to eight in its library
system. Having the most intelligent libraries in its library system, the case
of Taipei Public Library can serve as a good reference for other libraries.
Therefore, the current study aims to explore the library use and experiences
of users in different intelligent libraries of the Taipei Public Library system.

A needs assessment can help libraries understand real-world situations
through quantifying important issues (Jost, 2015). A typical needs
assessment approach allows users to assess their needs and satisfaction at the
same time (Lee, Altschuld, & White, 2007). Relevant studies have focused
on assessing the collection, computers and equipment, circulation services,
and librarian services. In this study, a needs assessment was conducted to
investigate the needs and satisfaction of users in different intelligent libraries
and with different library-use characteristics. Specifically, the purposes of
this study include examining:
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1. the characteristics of users from different intelligent libraries and
their use of the intelligent library;

2. the similarities and differences between users' needs and satisfaction
regarding intelligent library services;

3. the similarities and differences among users from different intelligent
libraries in their levels of needs and satisfaction;

4. the similarities and differences among users with different library
use characteristics in their levels of needs and satisfaction.

Method

A survey was conducted with 412 users who had visited the intelligent
libraries at least twice. Print questionnaires were distributed on both
weekdays and weekends, at different timeslots (i.e., mornings, afternoons,
and evenings) at the seven intelligent libraries (as of 2017) of the Taipei
Public Library system, namely, Ximen, Songshan, Solar, Bailing, East Metro
Mall, Fude, and Guting intelligent libraries. The questionnaire includes four
parts: 1. use of the intelligent library; 2. needs for the intelligent library; 3.
satisfaction with the intelligent library; 4. demographics of the users. Among
which, the second and third parts included the exact same sets of 10 items
in five-point Lickert scales measuring users' perceptions regarding library
collection, computers and equipment, circulation services, librarian services,
and overall experiences. An additional set of questions with 19 items asked
users to express the level of needs for new services that were not currently
provided by the intelligent libraries of the Taipei Public Library system.

In the data analysis, the researchers first re-grouped the frequency of
library visit and the length of the stay into two levels (high and low), and
the number of materials borrowed was grouped into three levels (high, low,
and non-borrowers). T-tests and one-way ANOVA were then performed
to analyze the data in order to compare the mean differences of needs and
satisfaction among various groups of users.

Findings

I. Characteristics of Intelligent Library Users

The current study found that users from different intelligent libraries
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differred a lot in their demographics and library use characteristics. That is,
intelligent libraries located close to the Taipei Metro Stations, schools, or
parks attract users with different characteristics (see Table 1).

Table 1
Overview of Intelligent Library Users’ Demographics (N=412)
Demosgraphics Number Libraries with a percentage higher
grap (%) than the overall percentage
Gender Male 168 (40.78%)  G(52.63%), F(43.84%), Sol(42.62%),

E(41.07%)
Female 244 (59.22%) B(68.25%), 5(68.00%), X(59.62%)

Age 10-19 130 (31.55%) B(50.79%), F(49.32%), X(42.31%)
20-29 51(12.38%)  E(30.36%), X(17.31%)
30-39 65(15.78%)  E(26.79%), S(24.00%), Sol(19.67%)
40-49 65 (15.78%)  S(34.00%), B(15.87%)

Over 50 101 (24.51%)  Sol(45.90%), G(33.33%), F(24.66%)

Occupation Students 140 (33.98%) B(52.38%), F(49.32%), X(48.08%)
Business 61 (14.81%)  S$(32.00%), E(19.64%)
Retired 57 (13.83%)  G(26.32%), Sol(21.31%), S(18.00%)
Other 154 (37.38%)  Sol(55.74%), E(42.86%), S(38.00%)

Education  Less than 73 (17.72%)  B(41.27%), G(31.58%), X(19.23%)
Attainment 9th Grade

High 91 (22.09%)  F(49.32%), X(26.92%), Sol(26.23%)
School
Diploma or

Equivalent

Bachelor’s 191 (46.36%) S(66.00%), E(57.14%), Sol(50.82%)
/ Associate
Degree

Graduate 57 (13.83%)  E(23.21%), S(22.00%)
Degree

Note 1. E, X, F, B, Sol, S, G represents East Metro Mall, Ximen, Fude, Bailing,
Solar, Songshan, Guting Intelligent Libraries; gray shades indicate
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libraries located in the Taipei Metro Stations.
As to library use characteristics, Taipei Metro intelligent libraries

mostly attracted light-use passengers who visited less frequently, stayed
shorter, and tended not to borrow materials or borrowed very few materials.
Park and school intelligent libraries attracted local residents who visited
more frequently, stayed longer, and tended to borrow more materials.

I1. Needs and Satisfaction of Intelligent Libraries

In general, users expressed a greater satisfaction of the intelligent
library in its collection, equipment and services than their levels of needs.
Specifically, users expressed a high-level of needs and a greater satisfaction
in computers and equipment, a mid-level of needs and satisfaction in
collection and circulation-related services, and a low-level in librarian
services. Except that there was no significant difference found in the needs
and satisfaction of the collection, the levels of needs for all the other items
were significantly lower than the satisfaction (Table 2).

Table 2
Users’ Needs and Satisfaction of Intelligent Libraries
Mean (SD)
Item t p-value
Needs Satisfaction
Computers and 3.77 3.97 *
Equipment (0.90) (0.73) 2374 018
Circulation 3.71 3.88 s
Services (0.85) (0.66) 2692 007
. 3.74 3.83
Collection 0.89) 0.69) -0.160 .873
Librarian 3 13 3.73 Kook
Services (0.91) 0.77) S 000
3.80 4.15
Overall -7.080 .000***
ver (0.87) (0.60) 7

Note. Needs and satisfaction levels were measured in five-point Likert scales.
1 represents the lowest level of needs and satisfaction; 5 represents the
highest level of needs and satisfaction.

*p<.05 » **¥p<.01 » ***p<001
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While users from different intelligent libraries expressed different
levels of needs and satisfaction regarding most of the items, the overall
satisfaction was all quite high. Generally speaking, users from a park or
school intelligent library typically expressed a higher level of and more
diverse needs than users from a Taipei Metro intelligent library; users from
a Taipei Metro intelligent library typically expressed a lower level of needs.
Two special cases include: (1) Users from Fude intelligent library which
is located in a school with a quiet study area did not express diverse needs
because they typically came to study in the library; (2) Users from East
Metro Mall intelligent library with relatively more borrowers expressed a
higher level of needs than users from other Taipei Metro intelligent libraries.

As to users with different library use characteristics, frequent visitors
typically stayed longer and borrowed more materials. Users with the
aforementioned library use characteristics tended to express not only a high-
level of needs for the collection but also a high-level of needs for the overall
assessment. However, their satisfaction with the collection was lower than
other users.

Conclusions

Overall, users’ satisfaction was higher than their needs regarding
collection, facility and services, and they would especially like intelligent
libraries to start new services on returning materials and picking up
requested materials from another branch. Users from different libraries
expressed different levels of their overall needs for the intelligent library,
but their satisfaction was all quite high. Compared to users from intelligent
libraries located in a Taipei Metro Station, users from intelligent libraries
near a park or school tended to visit the libraries more frequently, stay
longer, and express a wider variety of needs. However, users with a high
frequency of use and long-length of stay expressed their needs for library
collections to a greater extent with a lower satisfaction.

Based on the findings of the current study, it is suggested that intelligent
libraries at different locations should provide some different services that
meet users’ specific needs. While designing and providing services and
facilities, intelligent libraries should focus on attracting users to visit,
extending the length of stay of users in the library, and promoting substantial
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use of library collections so that users can make the most of library services.

The current study enriches literature on intelligent libraries and
provides a basic framework for intelligent library needs assessments, as
well as specific suggestions for public libraries to facilitate intelligent
library services. Nevertheless, to further explore the implications of
the needs assessment, future research can use a mixed-method research
design to conduct not only a survey but also focus group interviews and
observations. In addition, since library services are evolving with the rapid
development of technology, it is important to capture the changing needs
of users. Future research can use the Delphi method to develop a more
comprehensive framework for intelligent library needs assessments. Specific
needs assessment frameworks for libraries at different locations can also
be further developed so that the intelligent library needs assessment can be
conducted periodically according to general or specific purposes. This way,
the intelligent libraries can easily thrive with users’ ever-changing needs.
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