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A Study of the Effect of Readers Negative Emotions
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Abstract

In recent years, service industry has become
a significant part of Taiwan’s economy. In the
severe competition among service organizations,
one would need to devote to maintain the
customer relationship. As a service organization,
the library also faces competition with private
information sector, audiovisual and computer
departments, that also provide information
services. Computers and electronic technology
have made much more information potentially
much more accessible. Some scientific
researchers are beginning to bypass the library.
All libraries are concerned about usage decline.
Facing a potential loss of users, the maintenance
of reader relationship is a urgent topic for
librarians.

To satisfy customer, most of the
organi zations adapted their facilities and physical
environment to be more comfortable and trained
their service staff to be more professional.
However, emotions also play an important rolein
customer’s assessment of the service quality and
influence consumer’s behavior and the resultant
organizational profits. Researches indicated that
negative emotions experienced by customers are
indicators of unwillingness to come again.
Ignorance of customers’ emotions makes
“customer care” incomplete. Organizations
should pay more attention to customers’ negative
emotions. Emotions of customers has been a new
study area of academic marketing research over
the past decade. Literature has considered that
emotions of customers may have important



implicationsto their loyalty to service
organization.

For librarianship, readers’ emotions also
play key roles in raising the readers’ satisfaction
and to retain and recruit users. Researches about
readers’ negative emotion of American
librarianship focused primarily on the library
anxiety that is the uncomfortable feeling
experienced by readers in the process of search
information. Negative emotionsis more than
anxiety, it includes anger, frustrated, and other
feelings. There is aneed to get a comprehensive
understanding of the sources and types of
reader’s negative emotions.

Yet the exploration of negative emotion of
readers has not been much studied in Taiwan’s
librarianship. Hence, this study is conducted with
the hope that we can enrich the understanding of
customer readers’ negative emotion and tries to
explore the causes of negative emotionsin the
university library settings in Taiwan. Therefore,
we can promote the service quality of library.

Key Words: Negative Emotion, Reader,
University Library, Reader’s Service
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