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This study aims to explore the content and type of knowledge

services provided by libraries, and the potential customers’ needs
and which factors affect their willingness to use. Empirical data were
collected from both the supply and demand perspectives. The supply
side perspective was collected from national, academic, public, and
special library managers, and the demand side perspective was collected
from potential customers via the Internet. The results indicate that the

most important factor that the potential customers care about is the
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content accuracy, and they are willing to obtain knowledge about the
curriculum design for reading activities from several choices. Moreover,
the most influential factor about the knowledge service platform is the
professional knowledge content; however, potential customers do not
think mobile and social network factors are vital issues for the design
of a knowledge service platform. We hope that librarians will develop
more knowledge products and actively create the knowledge needs for

customers in the future.
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1. Introduction
With the growth of information services and social networking sites
available online, users’ information environment has gone through dramatic
change. With more alternatives to information today, the library community
is also seeking to transform itself to provide value-added knowledge service.
The study set out to investigate potential customers’ perception of knowledge
service offered by libraries, as well as their demands and factors influencing
their willingness of use. It was hoped the results from customer study would
provide valuable lessons for the library management wish to provide novel
knowledge service in the future. The research questions can be summarized as:
1. What sorts of demands do the potential customers have for knowledge
services? And the extent to which they accept library-based knowledge
services.
2. What are the most crucial criteria the potential customers have in mind
when choosing knowledge service platforms? Do customers with
different backgrounds have different emphasis on the criteria?

2. Methodology

The data collection was conducted in two-stages: firstly, an in-depth
interview of heads and directors of eight libraries was conducted; which
was followed by a large-scale online survey of potential users of knowledge
service. The in-depth interview, which covered various types of library (i.e.
public, academic and specialized library), was aimed at getting inputs about
the definition and vision of knowledge service from the library community.

The questions asked were as followed:
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1. How do you define “knowledge service;” how is it different from
“information service?”

2. What kinds of knowledge service can be offered by libraries or
information centers?

3. Has your institute started offering knowledge services? What are they
and who are your targeted customers for such service?

4. What kind of knowledge services have you considered implementing
in the future?

5. Will the knowledge service be delivered through Internet-based
platform? How do you envision the knowledge service can be delivered
through the Internet? Will you consider charging for such service?

6. There are many content providers and social network sites that offer
knowledge service; facing the competition, what do you think is the
core competiveness of libraries and information services?

7.How can libraries and information services establish collaborative
relationship or alliance with other institutes in the knowledge industry?

8. What organizational adjustments have to be made for your institute to
be an effective knowledge service provider? How do you overcome the
organizational transformation needed for such a reform?

9. What kind of training and education are needed for your staff to
provide knowledge service?

The second part of the inquiry was aimed at getting inputs from the
potential customers’ perception and expectation of knowledge service. A
convenience sampling method was used where interviewees were recruited
from popular online communities. A total of 460 valid questionnaires were

analyzed.

3. Results

The study from our inquiries of potential customers’ demand of
knowledge services showed the following results.

The majority of the interviewees use libraries for the purposes of research
and self-growth; when attempting to solve problems from daily life, they tend
to go to the Internet for information. The Internet was overwhelmingly chosen
as the first priority, followed by social resources. The library was the least

chosen resource (see Figure 1 and Figure 2). While information provided by
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libraries was perceived with higher quality; the Internet provided more efficient
information delivery (Table 1). The ideal features in the potential customers’

ERINT3

mind were: “problem-oriented solution,” “actionable information synthesized

from multiple sources,” and “consultant service” (Table 2). In terms of the
kinds information potential users want from a knowledge service, “job seeking
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Table 1. Attitude toward Library and Internet Resources

Male Female
N=192 N =268
. Total ( ) ( )
Question Student Non-student
(N=1236) (N=224)
m SD m SD m SD  t-value

1. Internet resources can
answer my information 3.88 0.78 398 0.72 3.81 0.82 2.35%
needs

2. Internet resources are

convenient and fast 450 0.56

3. Internet resources are

. 272 1.01 293 1.04 256 096 3.95%*
correct and reliable

4. T have the ability 391 0.74 372 0.73 2.81%*
to evaluate Internet 380 0.74
resources’ correctness 3.88 0.71 371  0.76 2.37*

5. Information provided
by libraries is more
reliable than the
Internet

4.06 072 415 0.67 396 0.76 2.94**

6. Library is not as
efficient and timely as  4.02  0.72
the Internet

*p <.05. *p < 01.

information,” “book reviews shared by knowledge community,” and “electronic
academic resource portal” were among the most mentioned (Table 3).
The training and consulting programs that had the highest demands

EEINT3

were: “curriculum design and teaching plan for reading promotion,” “teaching

materials for graphic books;” for topical knowledge service, the highest

<

demands were “professional skills and information,” “current social trends,”
and “training for second career” (see Table 4).

When considered what aspect of knowledge was considered most
essential, “providing high quality database” had the highest score, followed
by “providing an effective platform for knowledge exchange” and “expert
consulting service.” “Mobile transmission of knowledge” was thought to be
the least important, which comes as a surprise with the latest growth in mobile

computing (Table 5).
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Table 2. Perception of Knowledge Services

Question

Total

Male Female
(N=192) (N=268)

m

SD

m SD m SD  t-value

1. Knowledge service is
pro-active

2. Knowledge service
provides problem-
oriented solution

3. Knowledge service
provides personalized
information

4. Knowledge service
provides consulting
and analyzing function

5. Knowledge service
provides actionable
information
synthesized from
multiple sources

6. Knowledge service is
pay-based

3.79

4.09

3.93

4.02

4.08

3.26

0.85

0.66

0.75

0.65

0.62

0.96

391 0.81 371 0.87 2.55%

4.05 0.73 385 0.76 2.73%**

*p <.05. *p < 01.
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Table 3. Willingness of Using Various Types of Knowledge Service

Total

Question

Male
(N=192)

Female
(N=268)

Student
(N=236)

Non-student
(N=224)

SD

m

SD

m

SD

t-value

1. T will use general
and instant industry 3.67
information analysis

2. I will use patent
application and 2.93
consulting service

3. I will use patent

information analysis 2.98

4. T will use project-based
news information 3.19
service

5. I will use information
service of general 3.57
interest

6. I will use systematical,
topical and goal-
oriented information
to find a job

3.80

7. I will use book reviews
shared by knowledge  3.71
community

8. I will use self-growth
books recommended  3.59
by library

9. I will search past
information from the 345
web archive

10. I will use portal site
of free electronic
academic resources
organized by library

3.69

0.90

0.97

1.00

0.97

0.90

0.79

0.88

0.98

1.03

0.89

3.78

3.08

3.15

3.32

3.77

0.91

0.99

1.05

0.98

0.87

3.59

2.81

2.86

3.1

3.6

0.89

0.94

0.96

0.95

0.92

2.3*

2.97%*

311

2.49%*

1.98*

*p <.05. **p < .01.
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Table 5. Importance of Components in Knowledge Service Websites

Total Male Female
Question (N=192) (N=1268)
m SD m SD m SD  t-value

1. Provide high quality 445 059

database
2. Prov1de; expert 409 0.76

consulting service
3. Provide a platform for

the dissemination of 3.82 0.88

user-created content
4. Provide an effective

platform for 4.11 070 4.03 0.75 4.17 0.66 -2.12%

knowledge exchange
5. Digitalization of 408 075

content
6. Knowledge

transmission through 358 0.95

cell phone, PDA,
iPhone

*p <.05. **¥p < .01.

4. Discussion

In this study, we investigate the vision of knowledge service from both

the service providers’ and customers’ perspectives. Based on the findings, we

synthesized three features of knowledge service: valued-added and problem-

oriented information, preserving and sharing tacit knowledge, and professional

knowledge service platform. Based on the perceived strengths of library

service, we offer a set of action plans that might fulfill library community’s

desire to provide knowledge service (Table 6).
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Table 6. Features of Knowledge Service in Library

Value-added and problem- Sharing of tacit Professional
solving information knowledge knowledge service
platform
Action v Project-based information v Curriculum design v~ Correctness and
Plan service such as industry and teaching timeliness of
analysis plan for reading database
v’ Organizing Internet promotion
resources and subject v Lecturers’ yellow
pathfinders book
v’ Value-added bibliographic v* Book reviews
or circulation information in knowledge
community
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