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There are relatively few studies that explicitly measure interlibrary loan

(ILL) service value from the perception of the library user. Typically, the quality
of ILL service was evaluated from the perspective of library mainly based on
technical dimension's fill rate, turnaround time... etc., rather than subjective
perceptions of the user. However, there is a discrepancy between library measure
of ILL service performance and user measures of quality. In the U.S., recent user
satisfaction studies of ILL service have begun to put emphases on users' perceptions
of this service, especially user expectations and user satisfaction. This article is
trying to introduce this trend and urge Taiwan librarianship to evaluate ILL service
quality from the perspective of library users.
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