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Questionnaire Survey Analysis of User
Satisfaction with Experience in Dah Hsian
Seetoo Library
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[ Abstract )

Dah Hsian Seetoo Library started partial trial operation on November 1%, 2019,
full trial operation on December 1%, 2019, and was officially opened on February
25t 2020. On its first anniversary, the library staff conducted a user experience
survey, with online questionnaires to collect feedback on facilities, service
efficiency, impressions of library collections and so on, as a guide for future
improvement. A total of 1,050 valid questionnaires were collected, and 90% of the
respondents were students of National Chengchi University.

The key principles of the design and planning of this new library are: Learning
Commons, Special Collections and Diverse Resources. However, survey results
show that users believe quiet reading space and library circulation service are still
the essential functions. The second popular feature is a variety of conference places
that meet the needs of learning and discussion. Then, there are exhibitions, lectures
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and courses that appeal to users. Special Collection Center and Maker Space require
more promotion and publicity to reach out to potential users.

As for the most concerned issues are flutter echoes and noise, the sound of air-
conditioners on the rooftop, indoor temperature, and grass footpath safety. It is
expected that the library staff and the NCCU departments concerned will soon
jointly make improvement plans.

Keywords
Dah Hsian Seetoo Library, User experience satisfaction survey,

Questionnaire, Learning Commons, Special Collection Center, Maker Space

[ Summary ]
1. Introduction

Post-occupancy evaluation (POE) of library building, an introspective
survey, is used for understanding the service condition of library and comparing
with the planning and design purpose in the beginning through strict data
analyses and evaluation criteria to acquire the decision effectiveness. The
evaluation outcome could be the standard of library facilities and feedback of
building planning which present objective reference for similar space
improvement in the future.

Since the service trial on November 1%, 2019, Dah Hsian Seetoo Library is
run for over a year. To understand user satisfaction with the site, facilities,
collections, and service of Dah Hsian Seetoo Library, the satisfaction survey
with the experience in the building is preceded in November 2020. With the
campus questionnaire system, all staff and students of National Chengchi
University are invited for the online survey to collect user opinions and propose

library improvement program.
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2. Research Methods

Questionnaire survey is applied in this study to receive most users’
feedback and opinions. The questionnaire items are designed into four parts; the
first part inquires respondents’ experiences in the site, facilities, collections, and
service of Dah Hsian Seetoo Library, the second part inquires user satisfaction
with the experience in the service and space, the third part inquires the basic
data of respondents, and the fourth part requires respondents’ suggestions for
the building or space of Dah Hsian Seetoo Library. The survey is preceded for
a month; total 1,050 valid copies of questionnaire are retrieved, from which 29
copies without the experience in the service are deducted. Total 1,021 copies

are analyzed the user opinions.
3. Results

3.1 Service condition of library

According to the statistics of common site, facilities, collections, and
service, quiet reading in library and library circulation are the major functions
for users, in spite that learning commons, special collections, and diverse
resources are the cores of Dah Hsian Seetoo Library, followed by the full service
of meeting space and facilities. Furthermore, various exhibitions, lectures and
courses in the library are the incentives to users to activate the function of
library and present diverse and rich information resources.

Since the user group of special collections tends to academic research or
historical exploration, the promotion of exhibition still requires more efforts.
The survey reveals that users are unfamiliar with but expect maker space. Such
users are currently the minority, but more potential user groups could be

developed through workshops, to engage in experiments and creations.
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3.2 Satisfaction analysis of service

The respondents’ satisfaction with library space, environment, and

facilities is analyzed as followings.
3.2.1 Positioning of library

The main building being positioned for exchange & discussion and
exhibition is mostly agreed by users. It would better conform to users’

expectation of the library when the need for quiet reading is taken care of.
3.2.2 Direction for operation management adjustment

1. Improvement on noise: The cascading atrium main building, low-
frequency noise of air conditioners on the top floor, and bare
architectural concrete ceiling result in sound conduction interference.
For future space management, the interpretation voice could be reduced
(using audio tour), the acoustic insulation of meeting rooms could be
enhanced, the volume of meeting users could be restrained, and music
could be played in partitions to reduce as much sound as possible.
Moreover, space volume could be indicated in partitions for giving users
an idea as well as having users gradually get used to the diverse
attributes of Dah Hsian Seetoo Library.

2. Improvement on air conditioning: The problems of air conditioning are
related to the building design. Since Dah Hsian Seetoo Library is an
LEED Silver green building, there is no vent in the atrium space and the
cascading space merely relies on the linear air-out on bookshelves that
it is still hot and stuffy even though the temperature is controlled on 24
°C. The feasible measures could be discussed and evaluated with air

conditioning experts.
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3.2.3 External environment

The grass footpath safety is concerned by users. The dissemination of using
the bright and flat footpath on both southern and northern sides in rainy days
and at night is not effective; many users agree with paving the grass footpath.
The safety and aesthetics would be further designed and planned by professional

firms.
4. Conclusion

Dah Hsian Seetoo Library is originally planned for the service of learning
commons, special collections, and diverse resources, however, quiet reading
and library circulation are still the main purpose of users that the requirement
for quiet reading is comparatively higher. For students’ academic or social
activities, the meeting rooms and facilities provided by the library could fully
satisfy user needs. Various exhibitions, lectures and courses in the library are
also the incentives to users. According to the survey, users’ major opinions
about Dah Hsian Seetoo Library are concluded as below.

1. Quiet reading, exchange & discussion, and exhibition are the library

positioning agreed by most users.

2. Problems of noise, air conditioning, and grass footpath are currently

concerned by users and require improvement.

The improvement of environment and facilities involves in school
expenditure and the support of general affairs unit as well as professional firms’
participation in planning. Based on the survey result, the library would strive
for administrative resources and evaluate cost-effective programs. Through the
building post-occupancy evaluation, Dah Hsian Seetoo Library realizes readers’
opinions about the service as the reference for striving for resource adjustment
service and provides the reference for building planners’ continuous design
modification to present Dah Hsian Seetoo Library as a beautiful library as well

as a library with reader-affirmed service.
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