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Research on remediation of university Library Service based on

reader satisfaction
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Abstract: Library service quality is closely related to readers’
satisfaction. In the process of service, readers may be dissatisfied
because of the inconsistent expectation and perception of library
service, which leads to complaining behavior. If these complaints can
be effectively identified and appropriate remedial measures are taken
in the library management, it will help to reduce the customer
complaint rate of the library and improve customer satisfaction.

Key words: reader satisfaction; library service quality; customer

complaint; service remedy
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