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This article describes the relationship between library users’ perceived value, satisfaction and loyalty. A
questionnaire survey is conducted to understand the graduate students’ perceived value, satisfaction and loyalty
to an academic library. The result shows that collections of printed publications, circulation and librarians’
services affect significantly the users’ loyalty; librarians’ services and managerial services also affect the users’
satisfaction. Moreover, after analyzing the importance-performance matrix, we find that ‘librarians’ service’ can
be perceived as an area of strength for this library when it comes to creating satisfied users. ‘Librarians’ service’
and ‘collections of printed publications’ achieve a higher performance index and are directed towards creating

loyal users.
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