Rz 2% FARE4EILbGuider % 3l APP R X R * 2 RBSFAAFS
| ERE MR E
R 2% FHWF AiLib Guider F F #3531 APP
HE@* 2 RBEFA LSS
A Study on User Utilization and Service Quality of the iLib Guider App
at the National Library of Public Information

R A
Li-Hsiang Lai
W22 FAamE Ee g R
Associate researcher, National Library of Public Information
MR 7
Kuang-Chung Chen
RN E R S X

Coucelor, National Library of Public Information

[# & Abstract]

AR EHEHRE X FTAEE 4 iLib Guider & 2 #5351 APP
A ] A % FR R JRIR &R o iLib Guider v 2018 & B # 0 g
BRDBIIEERLE A REE ETEE RGBT AF
THYREARE LR R F I APP # L enit ) IRIE
[ ﬁ%ﬁy%@&ﬁﬁnﬁ»%%%ﬁﬁ R d kY APP LG R
AH AL WE LR hE SR R R 0 Tos kd 45 4
OIS CRARE LR BAT R 4 40 AR AEhi
Hinlp o i AL s FR AN AeF S Eil{e AR E ik
Bfeh # gz B A8 L Koo felr 16 b sianig 548
Lo ptobo R FEPAJRTHE FHNEFHEES 0P APP &
PP RLF LR ﬁ ® ARG SR 5 R IR A
T iERAE APP e i L~ A kit R @ F Ao LR
@ %;5%3;;{3@, HFEFYg L APP efRGx o

53
WEEZEFH 52081 2024F 11 H15H HE53-81

-



A5 FamE4ilibGuider #FE H3IAPPH F @ * 2 RBSFH LA

| ERE MR E

This study evaluates the usage and service quality of the iLib Guider,

a book-finding app developed by the National Library of Public
Information in 2018. The app aims to enhance convenience in library
collection search, mobile borrowing, and navigation. Through user surveys,
the study collected data on usage patterns, service evaluation, and overall
satisfaction. Findings reveal a generally positive user experience,
particularly for the "Mobile Borrowing™ and "My Bookshelf" features,
which scored an average of 4.5 out of 5. While overall service quality,
satisfaction, and loyalty scores exceed 4, improvements are needed in
features like book navigation and AR guidance, especially regarding
accuracy and interface consistency. Users noted discrepancies between the
app and the web version, affecting usability. Future recommendations
include enhancing system integration, interface design, and user support,

with regular satisfaction assessments to further refine the app’s services.
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ABSTRACT

This study evaluates the usage and service quality of the iLib Guider, a
book-finding app developed by the National Library of Public Information
in 2018. The app aims to enhance convenience in library collection search,
mobile borrowing, and navigation. Through user surveys, the study
collected data on usage patterns, service evaluation, and overall
satisfaction. Findings reveal a generally positive user experience,
particularly for the "Mobile Borrowing™ and "My Bookshelf" features,
which scored an average of 4.6 out of 5. While overall service quality,
satisfaction, and loyalty scores exceed 4, improvements are needed in
features like book navigation and AR guidance, especially regarding
accuracy and interface consistency. Users noted discrepancies between the
app and the web version, affecting usability. Future recommendations
include enhancing system integration, interface design, and user support,

with regular satisfaction assessments to further refine the app’s services.
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SUMMARY
Introduction

The iLib Guider app, developed by the National Library of Public
Information, marks a significant advancement in integrating smart
technology within library services. This study evaluates the app's
utilization and service quality through user surveys, focusing on its impact
on user satisfaction and loyalty. While the app received high scores for
features like "Mobile Borrowing™ and "My Bookshelf," areas like "Book
Navigation" and AR guidance require improvements in accuracy and
integration. Recommendations for further enhancements include refining
system integration, interface design, and user support, along with
consistent user feedback mechanisms to sustain high service quality.

The National Library of Public Information developed the iLib Guider app
in 2018 to address evolving user needs in the digital age. Leveraging
mobile technology, the app offers features such as book searches, mobile
borrowing, personalized bookshelves, and indoor navigation. These
functions aim to enhance user interaction with library services, making
resources more accessible and navigation more intuitive. This study
evaluates the app's current performance in meeting these objectives,

focusing on user engagement, satisfaction, and areas for improvement.

Methods

To comprehensively assess the iLib Guider app, the study employed a
mixed-methods approach. Quantitative data were collected via structured
questionnaires distributed to a sample of registered library users. The
survey captured information on user demographics, usage patterns, and
satisfaction levels across various app features. Qualitative insights were
gathered through open-ended questions, allowing users to elaborate on
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their experiences and suggest improvements. Statistical methods, including
descriptive statistics and regression analysis, were applied to identify
significant factors influencing satisfaction and loyalty.

Results

The survey vyielded critical insights into user perceptions and app
performance:

1. High Satisfaction for Key Features: The "Mobile Borrowing" and
"My Bookshelf" features emerged as the most valued components,
with average satisfaction scores of 4.6 out of 5. Users appreciated
their practicality and efficiency in managing borrowing activities.

2. Areas Needing Improvement: Features like "Book Navigation
and AR guidance were less favorably rated due to issues with
navigation accuracy and interface usability. These deficiencies

Impacted the app’s overall user experience.

3. Platform Discrepancies: A recurring concern was the
inconsistency between the app and the web-based platform,
particularly in performing borrowing, reserving, and renewing tasks.
This mismatch created usability challenges for users.

4. Overall Positive Reception: Despite some shortcomings, the app
garnered strong overall satisfaction and loyalty, with 89.8% of
respondents expressing satisfaction, 90.8% planning to continue
usage, and 90.1% willing to recommend the app.

Conclusion and Recommendations
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The iLib Guider app has successfully enhanced library services, making
them more user-friendly and accessible. To further refine its functionality
and maximize user satisfaction, the following strategies are recommended:

1. Enhance Feature Integration:
o Improve navigation precision and AR usability to meet user
expectations.
o Streamline interactions between app features for a cohesive
user experience.
2. Ensure Platform Consistency:
o Align app functionalities with the web version to minimize
discrepancies and ensure a seamless user experience.
3. Strengthen User-Centric Design:
o Simplify interfaces and enhance accessibility for diverse user
groups, including older adults and first-time users.
4. Implement Regular Feedback Mechanisms:
o Conduct periodic user satisfaction surveys to monitor
evolving needs and identify emerging issues.
o Utilize feedback for iterative improvements in app design and
functionality.

5. Promote Awareness and Training:

o Increase marketing efforts to highlight the app's unique
features and benefits.

o Develop educational materials, such as video tutorials, to help
users maximize the app’s potential.

6. Leverage Advanced Technologies:

o Explore the integration of Al-driven recommendations to
personalize user experiences.

o Utilize data analytics to optimize app performance and predict
user needs.

By addressing these areas, the National Library of Public Information can
solidify the iLib Guider's position as a pioneering example of smart library
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technology. This approach will not only improve user satisfaction and
loyalty but also set a benchmark for future innovations in public library
systems.

Extended Discussion

This study underscores the transformative potential of integrating smart
technology into library services. The iLib Guider app exemplifies how
mobile solutions can redefine user engagement, offering convenience and
accessibility in unprecedented ways. However, as user expectations evolve,
continuous refinement and innovation are paramount. The findings
highlight the need for a balanced approach that addresses technical
challenges while enhancing user-centric features.

Future research could explore longitudinal user behavior, assessing how
continued improvements influence satisfaction and loyalty over time.
Additionally, expanding the app’s capabilities to include multilingual
support and real-time assistance could further broaden its appeal and utility.
As libraries worldwide embrace digital transformation, the iLib Guider’s
journey offers valuable lessons in navigating this complex yet rewarding
landscape.

In conclusion, the iLib Guider app represents a significant stride toward
modernizing library services. By aligning technological advancements
with user needs, the National Library of Public Information can ensure its
sustained relevance and success in the digital age.
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