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ABSTRACT 

This paper intends to use quality function deployment (QFD) and service quality 

theory to enhance website service quality for the university library. Based on the related 

literature review, we found most of the previous studies merely focused on the service 

quality of tangible library. From a systematic standpoint, further exploration of the 

website service quality for the university library is still scarce. To achieve our research 

purpose, we adopted the questionnaire survey as the research method, and employed the 

Yu Da University library as the research object for this study. The result of data analysis 

shows that the quality function deployment can be helpful for enhancing website service 

quality of the university library. The implications of these findings are further discussed 

in the paper. 
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20.9% ' flO ';!,!;'8 J l'lIHrSJ&j,'1'!: ' 5.2%(ifflzD'& 3) 0 

£;;$::'## !J@ilJlJ AI'!: s5ttt(%) 

'11lJlJ 
!13'11 109 33.0 
:te11 221 67.0 
~1:. 324 98.2 

,I!ti51 ag~ 5 1.5 
~Mi 1 0.3 
BJ~i'N,);,tLt 58 17.6 
BJ~-:Jz 88 26.7 

~Jtj~$ BJ*{li'!Jj'j-;;J.: 44 13.3 
BJ@j'j-:J)z 35 10.6 
1.&:!J/i~Jtj 105 31.8 
{§fj!j~~~ 156 47.3 

i~Jtj ~~~Jjj EI Mtl.E1~~~ 88 26.7 
jfjSj.~~~ 69 20.9 
;!'!;it!!, 17 5.2 

EE'& 41~9;D;;$:litfJi:r,,~~~mlIDs%§g{[1[ (Cronbach' s a )t§':*:1n 0.7 ' ,wj7f;;;$:litf 
jNB:5f!:~~~f:ff§~,f¥gS<;tiJ {;'j g ~~~?2,j"!,;fir,,~~P"J ~{H:JJ,gi1ii~£~.ill!.w~ t:J0 

1H~,,~~{j;)litfJi:zr,,~~P"J~1JDtJ{t$5E ' ~PtiJ~?Z~~1'ff§~S<;P"J~5&g()'mm~~ , 
1998) ;;$:litfJi:r,,~~P"J~{*tJf§rmlitfJi:3tJil:zr,,~~"&:fIl!.gifij~~~£~ , flO RW~~0 

Jtj~~JiI.:l.JDt:J~~~J ' l@t!'l.-f:ff§~,fjm'Et:JP"J~5&g 0 
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-moo Cronbach' 

li.:~n!j!N 

sa 
i~;EJ!j!N 

J 
1'lIDt1 0,854 0.763 
{,,~rlltt 0.844 0.749 
&:B!t1 0.847 0.781 
¥JTfl'lt1 0.808 0.775 
3i:~t1 0.851 0.758 

'!Z 5 ~liil~a-M1~!ib~~rE6'Df[li.~NW1~~NZ t tft5E5HJT *liffji:~\Hl!~ff~0 

18 ~ij~Mr,,'J~frli.~NW1~~NZrs''&ff1'l~'i'f~~(p<0.05) . ilJiJT1'lB'Jij~M1~~ 

NZfSi'=]I!<i'=]'&{~mij~Mli.~&ZfSi'=]1!< . ~{-t'!Z~liil~ff§~Mij~M6'Df[fJ!15Lfr~:JJ 

OO'&*;t!U1jI~B'JWJ~ , 1Dff1'l1~C)(~B'J~rs' 0 

'!Z 5 liil~ff§~!ibij~M6'Df[li.~&W~~I.itZ~~§:51fJT 

-m 
00 

ij~rEr,,'J~ 

li.~ 

mZfS 
i'=]1!< 

.~={ i'C~ 

NZfS 
i'=]1!< 

I{i![ P{i![ 

1. 1§:&B'Jpg~~~JJJ'11 3.99 3.48 9.867 .000* 
1'l 
ID 
'1'1 

2. w"T\iil'"lD~JJJ1*fF 4.15 3.55 10.641 .001* 
3. *Jl(...t~f~{~A {i\l"OOJi;f4i!l'1jilJJ}]fjg 4.12 3.78 6.402 .000* 
4. *,ll...t#l{i\l" ' m*,:jij~rE~;f1j 4.14 3.75 7.802 .000* 
5. ~{~B'JJi;f4pg<g.~PJ{§{fB'J 4.25 3.66 10.839 .000* 

{i3 
M 
'1'1 

6. *Jl(...tjf¥4i!l'~J}]fjgfjglEm-ilfF 4.20 3.63 10.612 .000* 
7. !tt~~:i¥::i:fifr~5ES'¥rs'pg7'G~~~ , ~~S'¥7'G 

~ 
4.19 3.61 10.434 .000* 

&: 

8.~1'l~51B'J.~Wm,~~m.~&B!~ 

~ , f$*~$1jR: 
4.10 3.53 10.074 .004* 

B! 9. fjglElii~~B'Jm1;!(1j1l~B'Jr",~ 4.12 3.48 11.155 .000* 
'1'1 10. ~ 'f"ii'*4!'l!~{~B'JJi1jT\~ffrll7'G ~WS'(51)('I'1 4.12 3.57 10.488 .000* 

11. *711...tw*4!'l!{.Rffi Z!l!X1m~f§<g.'I'1 4.07 3.57 9.968 .000* 
12. ~{M~~ , 3'G~W1?1(}"B'J"ii'1jT\pg<g. 4.11 3.65 8.592 .001* 

~ 
fl'l 
'1'1 

13. Ji1jT\ pg <g.S'¥ m-]!!~ 

14. ~{~¥fi:i! ff§~~flj , trr\l,lf!!\Y~1m*Jl(...ti!l'~ 

15. ~J}]fjg~~~\W j;)~'f!l!WI'1JA~5:D"lI~ 

4.20 3.67 9.858 .000* 
4.19 3.71 8.534 .000* 
3.90 3.55 6.608 .000* 

'!i: 
~ 
'1'1 

16. 1jll~B'J~;fb ~~!U{*~ 

17. wffiliil~ff§~~iil'~~;f4'T'~~wffi~ 
B'J~ij~j§mf~~ 

4.38 3.80 11.190 .000* 

4.28 3.76 10.100 .000* 

18. *Jl(...t liil ~ff§ f§ 1m ~~1m»:X {if:B'JT~i'N'!i:~ 4.25 3.68 10.520 .000* 

itt * '!Z7J' P <0.05 
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!jIV¥A6'o~J¥. . 1?r6'D~~*B'JtI£51I1zH.:1J:r'Cffl : §~Hi6'o~1il1li~f§1@!'(P)ZP:t'j1lz 

1~*§~~£~£~f§1@!'(E)ZP:t'j1lz : t~~~:U:£~J¥.Im{*~§I\lJ.l-:JJlBjJft6'D~~*W£ 

~tHjtJiJW~Fs~zlmil'ftE f.N~ Lai ,fo Ming(2002)fl"JiiffjE*J!i* . ;$:iiffjE~~Jl1!lmi*zc 

5!1l]]j;Jr-'f5JjE~7G : ffi~~o~[§]~@{-l::~Im{*,&;f.;7] , 51t9:ffl 9 51 ; ~[§]~O{-l::~1m 

{Ht3m . 51llzffl 3 51 ; - J3'1Jf)6{-l::~1m{*;ii~ . 51llzffl 1 51 ; ~fI't~IJ{-l::~iJW~19. 

1'fIUH*1~1:E RE!3~{~§~~~*fl"Jm£511lz*j;JIm{H§l\lJz51Ilzl&~1'J:lJO;\\J!l, . i1u0 

~O~ 6 ep £~~1JjtJZ I ~f4[J;j'@:~~ J fl"JtI£;\\I~I,51H.jMJf§1ffl: [( -0.34* 1) + ( 
-0.59*3) + (-0.55*9) + (-0.50*1) + (-0.46*9) + (-0.53*9) + (-0.48*3) ] =-17.91 

o JRl&1:E¥Jlj'J£~@!'JII1'lff:1J® . {:t<6'D'!t~1JjtJm~J~51r'i\JiMF5E{~5'ccJ<:~II[1'lff . tI 
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~!Jb1£,fIJ'I'if . (5)mi~~t\!1t§~~ 1i¥*.ffi6'D~@fj~!m:lfflz[J;j,@:1iNfH~,~ 6 ' 0 
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~*'¥'Ii!~WJ~~ffli1u~j'J~1i1 . liffjE*Ef:j>lH~Ij;DW~Ii!~WJ~~WJnJJj£~6'D~ 
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i!l'J~1iT\xtl1: . ~~E!3~1'f~m'¥'f4w1l!:fl"JWJ~~tiit9:{1l1t8Jgft-~~lJJi(WWJitt1j 

e~n . RfiE!3~~*,w1t ' iI*J!i'I'ifW1LtJJ'I'ifz'f!t'I'if1'f5&ftm . hlfi'iJmr'i\JIi!~WJ 
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1t;~f@'fl"JM:i\1£' ~~*~Ii!~WJ~!Jbz-Fltx{1j:~,jJj.l-:J. Word mw PDF m~ffji'f4 
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m~~LF;tJ.:fflMli~~~:t:E~m*'¥'~~WJ~~~·~~~1'f5&~fl"J~~~~ 
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