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Research on Library User Segmentation Based on Satisfaction and Loyalty
Qi Xianghua

Abstract: In order to explore the essence of the relationship between library user satisfaction and loyalty from a
micro level, this study divides user satisfaction into three levels: very satisfied, satisfied, and dissatisfied; loyal-
ty is divided into four types: true loyalty, spurious loyalty, latent loyalty and no loyalty, and uses K-means clus-
ter analysis, cross—aggregation analysis and other methods to subdivide users based on the satisfaction level and
the loyalty types. The results of data analysis show that although there is a strong correspondence between very
satisfied users and true loyal users, there is a strong correspondence between dissatisfied users and no loyal us-
ers, but there is no strong correspondence between generally satisfied users and any type of loyalty, and there is
an obvious satisfaction trap phenomenon, that is, half of the users who claim to be satisfied with the library are
no loyalty. Libraries should adopt different loyalty promotion strategies for different types of users. 7 tabs. 38
refs.
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