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This article explored users’ behaviors and attitudes toward public
libraries’ borrow direct services (BDS). This research investigated user
perception and assessment of BDS at the Tainan Public Library through a
questionnaire survey from April 20 to May 19, 2017. A total of 323
questionnaires were administered, and 305 valid responses were obtained.
This research studied BDS user behavior and attitude by evaluating the four
aspects of library service use experience, BDS use behavior, BDS use
attitude, and personal background variable through research questionnaires.
The study demonstrated that users hold favorable attitudes toward BDS,
intend to continue using the service, and expect the library to continue the
free service. Female homemakers were the primary users, and literary
fiction was the most popular genre in BDS circulation. Users were aware
of and highly interested in BDS to fulfill, in particular, the needs of leisure
readings. They acknowledged that BDS saved their time when searching
for desired books and were predominantly concerned with the delivery
speed. While most users found filing a BDS application easy and
convenient, some occasionally needed a librarian’s assistance.
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Abstract

This article explored users’ behaviors and attitudes toward public libraries’ borrow
direct services (BDS). This research investigated user perception and assessment of
BDS at the Tainan Public Library through a questionnaire survey from April 20 to May
19, 2017. A total of 323 questionnaires were administered, and 305 valid responses
were obtained. This research studied BDS user behavior and attitude by evaluating the
four aspects of library service use experience, BDS use behavior, BDS use attitude, and
personal background variable through research questionnaires. The study demonstrated
that users hold favorable attitudes toward BDS, intend to continue using the service,
and expect the library to continue the free service. Female homemakers were the
primary users, and literary fiction was the most popular genre in BDS circulation. Users
were aware of and highly interested in BDS to fulfill, in particular, the needs of leisure
readings. They acknowledged that BDS saved their time when searching for desired
books and were predominantly concerned with the delivery speed. While most users
found filing a BDS application easy and convenient, some occasionally needed a

librarian’s assistance.

Keywords: Public libraries; Borrow Direct Services; User behavior; User attitudes
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SUMMARY
Introduction

With the diversification of resource types, public libraries presently offer an all-
encompassing library collections. In the current situation, sharing resources effectively
and providing users with maximum use efficiency at a relatively low cost remains
challenging. Public libraries have long been vested with the responsibility of promoting
reading and transferring knowledge by the public. Therefore, libraries continue to pay
attention to the means of enhancing the convenience of accessing book resources to
better circulate library collections.

Evidently, improving library services and creating new services is one of the
reasons why public libraries collaborate with each other and communicate with other
organizations. Tseng (2003) suggested that among the different ways public libraries
employ to cooperate and communicate, increasing resources for their collections,
including cooperative acquisition and sharing collections, is the most efficient way.
Chen (2005) highlighted that regarding cooperation, providing regional library
collections for reading service and the common use of one library card are more widely
used by libraries. In terms of implementation, establishing large-scale service bodies
for independent single libraries, reducing the cost of library purchases, serving more
users, and improving efficiency levels of circulation are critical to the entire service.

Allen, Debus-Lopez, Ward, and Wray (2003) indicated that in terms of
applicability, irrespective of libraries’ type or size, book reading services can provide
corresponding service content in a more flexible manner according to libraries’ budgets
or demands. The ultimate goal of borrow direct services (BDS) is to facilitate the
continuous growth of public libraries, improve the quality of public services, and create
mutually beneficial situations.

Methods

The research investigated users’ perceptions and assessment of BDS at the
Tainan Public Library. This research employed systematic sampling through a
questionnaire survey to evaluate BDS users’ behaviors and attitudes using the
following four aspects: library service use experience, BDS use behavior, BDS use
attitude, and personal background variable.

To verify the reliability and stability of the questionnaire, 30 users with BDS
experience were invited to respond to the pretest questionnaire. The overall
Cronbach’s a coefficient was 0.942. Additionally, two experts in the field were invited
to test the validity of the first draft of the research questionnaire. The questionnaires
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for this research were distributed from April 20 to May 19, 2017. A total of 323
questionnaires were administered, and 305 valid responses were obtained; thus, the
recovery rate was 94%.

Results

Regarding users’ library service use experience, the predominant frequency of
users’ use of the library was once a week (37.7%). Moreover, leisure reading was the
main purpose for which users used the library’s collections (54.4%). When the
collections users wished to borrow were temporarily unavailable in their local library,
approximately 75% of the users tended to utilize BDS.

Regarding BDS use behavior, the predominant frequency of BDS usage was
“monthly” (35.1%), and more than half of the users used BDS at least once in every
two weeks. “Convenient to borrow and return books” (82.3%) was the primary reason
why most users were willing to continue using BDS. Users predominantly used BDS
for the circulation of literary novels (48.9%). Regarding the difficulties encountered
during the use of BDS, the “pass-through waiting time is too long” (33.6%) was the
predominant issue.

BDS use attitude were measured using a 5-point Likert scale. “BDS should be
provided free of charge for continuous usage” (M = 4.48) and “BDS can save a lot of
searching time” (M = 4.37) scored higher than the overall average of “cost of use” (M
= 3.89). Regarding the cognition of service content, the score for “clearly understand
the content of the general service” (M = 4.12) was higher than the overall average (M
=4.11), indicating that users generally understood the content of BDS. Regarding self-
control, the scores for “I don't need to spend too much effort to learn how to use the
general reading” (M = 4.31) and “the number of days for general book borrowing
matches the reading schedule” (M = 4.00) were higher than the average score of other
self-control statement (M = 3.94). Regarding convenience, the average score of
“applying to the library for convenience of access to reading channels” was the highest,
that is, it was higher than the overall average scores of convenience (M = 3.83). In terms
of pleasure, the average scores of “lI am satisfied with the overall service of book
reading” (M = 4.35) and “I am satisfied with the use of book reading service” (M =
4.31) were the highest, higher than the total average score of pleasure (M = 4.29). In
terms of dependency, “I will be willing to continue using BDS” (M = 4.43) had the
highest average degree of approval. In terms of reliability, “BDS is very important to
me” (M = 4.39) had the highest score, higher than the overall average (M = 3.82).

Regarding personal background variables, the service had more than 212 female

users (69.5%), which was higher than the number of male users (93; 30.5%). The age
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distribution of users was mostly from 31 to 40 years old (37%). They were employed
in diverse occupations, and homemakers (16.1%) were the most predominant users.
Additionally, users mainly visited the Lin-Sen Branch (33.4%), which is a neighboring
library in the area where they mainly live. They believed that BDS could effectively
save their time in finding books and that it should be continued to be provided for free.
Moreover, the borrowing days of BDS matched the users’ reading schedule.

Conclusions and Suggestions

This research discovered that the Tainan public library’s users demonstrated high
willingness to use BDS, and BDS users were predominantly female and homemakers.
Leisure reading was found to be the main purpose of users, literary novels constituted
the most popular book category, and quick access to books was the foremost priority.
Presently, assisting users with finding the books they wish to borrow falls within the
scope of BDS.

This research suggests that BDS should continue to focus on user convenience,
provide free book reading services, introduce diversified publicity channels for
different ethnic groups, and perform regular education and training of librarians to meet
users’ needs effectively.
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