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Analysis of the Relational Benefit Between Users and Libraries
Qi Xianghua

Abstract; Establishing a long—term and stable relationship with users is the foundation of libraries’ survival
and development, and relational benefit is the prerequisite and motivation for libraries and users to establish
and maintain mutual relationships. Based on the theory of relationship marketing theory, this paper analyzes the
relational benefit of libraries and users. The results show that user knowledge contribution is the most important
relational benefit that library can obtain in the relationship, and decreasing service cost, rising utilization rate,
word—of —mouth effect, service failure tolerance, etc. are also included. The relational benefit obtained by
users can be divided into: social benefit, psychological benefit and special treatment benefit. This paper also
puts forward some strategies to improve the relational benefit of users, including improving service attitude of li-
brarians , making service commitments according to users’ expectations, and providing personalized services for
users, etc. 42 refs.
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