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ABSTRACT

Purpose: The purpose of this study is to empirically verify the structural relationship between public library
service-scape, flow, user satisfaction, and customer loyalty for adults who use public libraries for academic
purposes in a changing public library environment. To this end, this study reviewed the concepts of public
library service—scape, immersion, user satisfaction, and customer loyalty with existing literature, proposed
a research model based on this, and empirically verified them.

Methods: This study collected and statistically analyzed data for adults using public libraries for the purpose
of reading books or studying. The collected data were checked using SPSS 24.0 and AMOS 24.0 and the
research hypothesis was verified by analyzing the results using the structural equation modeling technique.
Results: The results of the study are as follows. First, spatiality, aesthetics, and amenity of service—scapes
have a positive effect on flow. Second, spatiality and amenity of service-scapes have a positive effect on
user satisfaction. Third, Flow has a positive effect on user satisfaction. Fourth, Flow and user satisfaction
have a positive effect on customer loyalty.

Conclusion: This study is meaningful in that it suggests a strategic direction to enhance the service com—

petitiveness of public libraries by strengthening the service-scape.
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Table 1. Sample Characteristics

Classification Frequency Rate

Gendor Male 88 31.9

Female 188 68.1

20s 35 12.7

30s 31 11.2

Age 40s 89 32.2

50s 104 37.7

More than 60s 17 6.2

Less than 1 years 39 14.1

1 years or more and less than 3 years 62 22.5

Period of Use 3 vears or more and less than 5 years 56 20.3

5 years or more and less than 10 years 56 20.3

More than 10 years 63 22.8

Less than once a month 136 49.3

2-3 times a month 103 37.3

Frequency of use Once a week 25 9.1

2-3 times a week 11 4.0

4 or more times a week (almost every day) 1 0.4

12 24 43
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A, A A 2 EfgAo] BnE Aow IRlEor g AotE Ao o] 24

FERR 7 7 (P =.000), =

X2(X? df) = 22102 A% & 7]1529<] 10]8}& Vel on, RMSEA = .066= A% %<1 .080]aZ velwit),
8 C

& ATE AT AHasTo) e £9], o] &t H AAFAE FHe] FAS BAE Lotry] s
7P AAEen, ol FEEAAS o]&ste] AT
A M|z o] 2} 5 Fhe] BAlA 7L E}dol Alg #H(B) = .197 (CR. = 2.899, p = .004), 9]
& Edel Alg #(B) = .164 (C.R. = 1.615, p = .106), Ar]d %%‘Oﬂ Al 3K(B) = .231 (C.R. = 3.258, p
=.00D), #AAAFL E<)oll G #(B) = 214 (CR = 2.745, p = 006)¢] BT 1= 1L Aoz BolE]o] 7}A
H1-13} H1-3, H1-4+= A=, H1-2= 7145300 v HH]**HIOLQ} olguk 4 AN S
o]-g kel A5 FH(B) = .184 (C.R. = 2.476, p = .013), HJAL o] W] A5 %k =.199 (C.R. = 2.746,
p = .013), A2 o] &Rt 74]# %k(p) =.025 (CR. = .318, p = .750), HHAL& 01%‘?_% o Al #k(B) =
323 (CR. = 3.757, p = .000)9] F&& VA= Aoz vyepgol uke}, 7Hd H2-1, H2-4+= A¥¥aL, H2-2, H2-3
= 71AE A U =09 o8 Pé ﬂgl TAA EY2 o] &R (B) = .239 (C.R. = 2.487, p = .013)9]
S VA= Aoz Uy 7R H3E AgET v = B ol 8t aAFAYE e AN 29
IAZFAE A FHB) = .468 (C = 4.903, p = 000), °]&W=He AAF Lol A (B) = 521 (CR. =
5.963, p = .000)9] YF& WA= Aoz FAEY 71 HAY HEe BT A=
Table 2. Verification Results of Convergent Validity and Reliability
Variable Measurement B S.E. t C.R. AVE Crb.
Alpha
Spatiality 1 .850
Spatiality 2 7197 .061 15.414
Spatiality .856 .598 .876
Spatiality 3 768 .064 14.612
Spatiality 4 782 .065 15.007
Convenience 1 7152
Convenience 2 .801 .090 13.204
Convenience .868 .621 .862
Convenience 3 .804 .096 13.260
Convenience 4 776 .093 12.777
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Variable Measurement B S.E. t CR. AVE Crb.
Alpha
Aesthetics 1 .855
Aesthetics 2 .858 .053 18.295
Aesthetics .885 .658 913
Aesthetics 3 872 .056 18.789
Aesthetics 4 .820 .059 16.954
Amenity 1 .816
Amenity 2 .846 .062 16.222
Amenity .880 .647 .891
Amenity 3 .820 .065 15.554
Amenity 4 796 .064 14.934
Flow 1 .803
Flow 2 .833 .066 15.367
Flow .887 .662 .883
Flow 3 .813 .072 14.910
Flow 4 791 077 14.373
Satisfaction 1 822
Satisfaction 2 .807 .065 15.445
Satisfaction .897 .684 .899
Satisfaction 3 .854 .062 16.737
Satisfaction 4 .843 .063 16.437
Loyalty 1 .896
Loyalty 2 919 .044 23.507
Loyalty 924 752 .929
Loyalty 3 .855 .046 20.098
Loyalty 4 .822 .050 18.543
Table 3. Verification Results of Discriminant Validity
Variables 1 2 3 4 5 6 7
1. Spatiality .598x
2. Convenience 503 621
3. Aesthetics 551 .558 658
4. Amenity 482 570 .593 647
5. Flow 517 .507 573 542 .662
6. Satisfaction 511 524 501 .588 .561 .684
7. Loyalty 458 429 514 523 510 548 752

*AVE(Average Variance Extracted)
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Table 4. Verification Result of Direct Effect of Structural Model
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