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BRE - 2R AERIMERIE - OHEE2E R - AFISEER
RER B AR - AEET R - DUSIARENE R, - (OBt TR
B BRERASE o B IERY e A BRI AEVER - fEEEE AR - |
MU B - FOBSRMMIRI T R AR B th g BRI P i (TREETT ~ Bk
2005 ) » fRisEREE (servicescape » Bff service environment ) ;EERIEME &b —IR -
FC Pl R R B s S ALY - PR PR S RIS MEL - DURRE A P iRK,
ZEWWHAREER (RS ~ #KEF 0 2008) - REEAERBENREE - 15
HoAth 3¢ B B RS R A L U A O LB R R R - IR SE Ry — R IEAE T B
17 rEtE - B SR IS B EE LTS (RS - BHREF - 2008) -
PR S HEARBS RIS » DR H AR 2 IR A R B 38 98 (physical evi-
dence) (FHIEE » 1997) - BERSEE - EiEREEHF - BEGEBERIRE4E
FEGSEE ~ Bt o MRS A R d i B S8 - B2 Bk g B g
(IRt e HE B AR 45 Bt iy sk A% (BT A% » 1997) »

TERR S BR B Z RERKEE SR A » Kolter (1973 ) B AR 73 Ryl ~ B2 -
M~ g S POt ¢ (DS ME1E (visual dimension) - AFEEAE ~ BI5E ~ R/)
FIEAR 5 (285241 (aural dimension) » fUFEEE K QMR (olfac-
tory dimension ) > FRESER BT EEREE 5 (4)#E M (tactile dimension) » fLFEHK
WERE ~ M INERE B RS - Baker (1987) RIF R HAHRHYRE I P 73 Fs =38 » 735k
TBAFE[KIZ (ambient factors ) ~ E%ET[AI5& (design factors) Hiljit & [X|5& (social fac-
tors) » JEIEKIZEFTRAVEREZ BB ERNYE 50IR » FERFREZIMNIE &
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TR E A s AR BB EIR S B2 - Bitner (1992) Rk RS
ARSI T 53 Fe =8 » — R TBAEEREE (ambient condition ) » gk 2 A& FrRERE G E
HIBREES SR + BRI RACE A LIRE (spatial layout and functionality) »
R ERN S RE PR E AR E - SIS RIEEE - DIERI Ryis sdk
I A EERE R AMER BENEES] » = RIBRETIIEDR ~ FFORFIEEE
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Kolter 1973 (1)i5@##%m (visual dimension ) » EIGEAE ~ BHZE ~ K/NEIEHR
WK (aural dimension) » B S E RS
L A% I (olfactory dimension ) » F0FE SRR B ik fEE
fitg 52 A5 TH (tactile dimension ) » FFEHREERE ~ WHIEES S B
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(3)
(4)
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(3)
(1)
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Bitner 1992
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-7 IN

Kolter (1973) ~ Baker (1987) » flBitner (1992) AT H IR ER BT R EL
T A IR BR S 2 W92 S Ay » B BN T AR5 BRI AR I B LB B B 1T 0y
IRIREE - ARWFFC e Ry R EIE L - NI IREZ —fE - ok LI=
VA== 2 MR ey N S b ) g B S 5

2. IRIEEITR

Robert S. Woodworth 7E 1929 F-F2H 7 SOR f&={; (SOR model * Stimulus-
Organism-Response ) FtHAIRBEREE AR AN s 2 iy A - FTEE SOR X
= (E 1) - B ARHIMERSEE R - NEFRENE - IR
f9)Z Jf€ (Hoffman, & Bateson, 2006 ; [T7ZE ~ #H&KiF » 2008 ) o HrRSMERIHITL

Emotional states

Environmental « Pleasure Appr_oach
imuli or avoidance
stimuli * Arousal
N responses
* Dominance »

1 SOR#R
IR : K. D. Hoffman, & E. G. Bateson, 2006, p.232.



MREEH ~ BRERL + REREE BIAREE M IR B A B iy b5t 613

Eigets - WIS IRE Ry — U  NERGEIER R OB TSR E » 380
Tt ~ BB E - HEREEAYEERIREGEM ; AME 2B BT R AT AT 43 Ryl
TR EERRfE (Hoffman, & Bateson, 2006 ) ©

Bitner (1992) B #E—3 42 Servicescape HEZLE (&2 ) » SRHAMR S BRI EL
BAEANE TRIAIFIER - Bitner (1992) BURTBEEREE ~ ZZHRCEELIIRE SRR
FEoRFIAEEM LA R — SRR IR R » WP B B LRI IE » Horh
WEDRA - HEREZE - BRHEES ) O » Wi EEHET ; &Q)4
M BESROCERE i iE L SR S B RN RIS AN T Ry ATk
AL Fe A R I R B T A E A DR B - IR BB b & s R A
B TEA TR » el R Az A ER 7 XME - et A Bk
DU — A BRI PR RS (BROCH ~ BRI 0 2003 5 A S ~ Bk
& > 2008) °

M

Cognitive Emotional Physiological Individual behaviors
= Beliefs * Mood * Pain approach
= Cau izati ] i .
FHYSICAL . s m?:hr: on Arciuds - EhoyTlfcoaT(ﬂr = Affiliation
ENVIRONMENTAL ] o - Exploration
DIMENSIONS L = Stay longer
* Commitment
INTERMAL = Carry out plan
Ambient conditions RESPOMNSES
- INTERMNAL I Avoid
* Temperature RESPOMNSE = z
« Air quality MODERATORS (Oppcaitaiof
* Noise - Employee - approach)
« Music responses
: EO‘SOI’ HOUSTIC Employee
. ENVIRONMENT response
moderators

Space/Function Social Interactions

. — | Perceived ] (Between and

a Eqmﬂ_!"‘: servicescape I among customers

N E?:‘" ings c and employees)
response

Signs, symbaels, moderators

and artifacts Cu er

* Signage . responses I |ndividual behaviors

* Personal artifacts approach

* Style of decor
+ Ete. . = Affiliation
+ Stay/explore
—_— = Spend meney
* Return

* Carry out plan
Cognitive Emo_t_ionat Physiclogical

Mood Pai Aveid

* Beliefs = Moo = Pain )

+ Categorization  *Aftitude - Comfort (Oppaosite of

* Symbolic * Mevement approach)
meaning * Physical fit

2 ServicescapetE 5%
ERSKJR © M. J. Bitner, 1992, p.60.

() e E AR S R G

[l 5 AR BN A A TR fE R R SR S BRI - (RIS A iy ~ AR B
B AT R JTTEI B AR RPN A SRR TIRF RS 18, - FLBHG U7k B AR m] DT (i
FREAVERIE A B R (CIRIEE » 1990) - BREEREHRE —HEZE ~ MDA HIEE
BLEIEE ~ BRETHIRIETTEN o HDIREE QMR R R AR - AR LR T
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AR ERIBERE AR (B3E3E - 1994 ; B=EIE » 2008 5 #EHG » 2009) - Rz )
e SEMFIR A b2 S A i O B B AR B R U - BB R R E T E
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JARETT R RIEETEND - & B S RN —5E - SRR GBI g
1] CGGBPETRE » 1999) o (KI5 8E 3622 v] 3 B SRS Rk B e B Bl o T i

=X

(=) [l 25 e AR 55 B 05 S B T R
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2010) - HiEllen Tise YR E AT EEHAERR T & IRAVEERG I - 22 Bt 2t ey
HItE IR 2 B H AR DIREZ — -

BB 2 R EE IR E AR - EBIE IR AE (Uni-
versity of Michigan ) $51A 1994 414 A [ = B 2 584 B IS T IR B A » 34
EHERERZBIRE ~ A KR A « JE RIS R B A n]
TEHLE FRUEB  [RIRF IR AR O BE A EERY ST (Crist, Daub, & MacAdam,
1994) » 3R (2005 ) B EEFAREAEE S T AR A R R B R 2 iR
B o PR HRHEREE B ATIRESN o B AR R L M S T R AR
EAGAT | BT B ARG iAo /KRR (2006) BYRFFERIE #E—2 5
T EEEEE R EE B - KR KB4 AR REEE CH - BHR
TIERARR BB RS + R EE A B &2 MR RS A T H
ARG RS 5 R ~ RS EHHBEE L = KEFE - Demas (2005) W9k
BARESEEEHEE - SEHAEEEEE - S i T2 B mE)
HISGAT - RERER AR il PR A - AR IR R M BRI TR B H EE A A
RFEET T 2 BRI ERA 215 E) - 52 Bt A A YR -

=~ WhseU kGt

() WFoE STk

AW LIRR 5 [383% (photo elicitation ) #EfT &R EEENIZRMY 1% - Hb
W TE R E RN AT - KR AT DECER ~ SR —RoEnbER - a0
B R ERFZE—E A - B—-5 (Harper, 2002) » I8 5 |38 R A i Y
Wb ATHAREIR AR L « RIS BT R ~ ZEE AT i
Fro» A AE i S BTSSR ARRA 2 B SR (Johnson, Sharkey, Mclntosh, &
Dean, 2010)  Fiag Pl AR A sRIEIG S 2 43 R AS A& H 82
HEE - BB A T - EERR AT R RSk TS |
2RISR JTRE R OBRRE BB RER - WG A RIS
M IE T & 52 e AFEERAHTE » RN P R R I rT R B SR BR A T A 52
Gt GRIRE SRR ME (Banks, 2001 ) o FEEREREAUER - WS [RREE 0T
PR IZ FE A Bl e - AT ~ Bilost ~ HBES (MEIA - 2005) -

Ws R FENEHZ DR RN - 5EEZEE R ~ 8
o A ERTFEE I TR AR (Banks, 2001; Harper, 2002) - FEFIA Al R 523
Frwal RIS - (EZEERECREEIREW - AR R BRI R
(Harper, 2002; Venkatraman, & Nelson, 2008 ) » Venkatraman Jz Nelson (2008 ) 5
IR DI 5 [RREFTEITRVR - ATEIRRI A B R E R » 12
AR [F]RF IR S S B N B R B R - R AR s e B m i R
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IR FOETEE B RE L RITIEERE © Harper 71 2002 Fr 8 219 S F{H
FOR 0 WP AT DARIRF 4 8 5 P B - i w8 e flel LA —RE R Rm i ey
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FrB B 325 T SR R A Ry AR I i ik L e Rt » SRR Z Y
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CIRFFEES

R ER B 5 i o - B S B T A P A B R R 2R R BB 5 A RO S 5
LFEHE) o BB R RN KA S - f I A e R s (o P R
IR AR » KERER A Sl 35 A 2= ] Bl i 785 ) F1) P IR ] B R B K B2 T Ty v
(FEWUE > 2005 5 JKIESR > 2006) o KRERAERAE N Ty Rebltoet ~ BT A
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FEHE S ER B RAY - Ry D AR 15 BRI -

3. FANRIRFEIRT ¢ IR AR B2 3 < AIRIRF R Ry Rz T 14 X+ SRATERTIE
HUR ¢ TR R R P A BB L EIE - #eeRE R 10K -
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HYEE SR (BB A AN S E o AR s Bt A T - o0 R AR R
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Abstract

With the passage of time, library services and architecture change from
collection-centered to user-centered. While technology greatly changes users’
channels of acquiring and preferences of using information, users consistently
demand the physical library space, even with the decline of the usage rates.
Related research indicated that in addition to the services and collections, the
design and ambiance of the servicescape will also affect the user intent and
attitude toward libraries’ physical space. With this regard, this study aims
to understand from the users’ perspective of the way that servicescape and
ambiance should be designed. This study used “Photo-elicitation” as its data
collection method, which utilized the photographs taken by respondents as a
tool for in-depth interview. Photo-elicitation is believed to have the ability to
narrow the gap between the respondents and the researchers, while helping
to embody the abstract concepts. It is hoped that by adopting this method,
respondents can be guided to clearly describe their preference of servicescape
in academic library setting. Nine college students were interviewed and a total
of 213 photographs were solicited and used as data source. This study confirms
that college students are more sensitive to the visual aspect of servicescape
design. The functional aspect of the servicescape is most valued, while the
aesthetic aspect creates better service experience. Customer service attitude
and library’s management approach are two critical factors that college
students valued most regarding the aspect of social interaction. In addition to
exploring college students’ preference of servicescape, this study also attempts
to construct a framework that serves as guidance for designing and evaluating
servicescape in academic libraries.

Keywords: Academic libraries; Servicescape; Ambiance; Photo elicitation

SUMMARY
With the passing of time and advancement of technology, library services
and architecture have moved from being collection-centered to user-centered.

* To whom all correspondence should be addressed.
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While technology has greatly changed users’ methods of acquiring and preferences
for using information, the demand for a physical library space remains, even with
the decline in usage. Related research indicates that in addition to the services
and collections, the design and ambiance of the servicescape will also affect
user intent and attitude towards libraries’ physical space. It is in this regard that
this study proposes to understand, from a user perspective, the way that library
servicescape and atmosphere should be created. More specifically, this study
aimed to achieve two research objectives: (1) understand the perception, design,
and social interaction dimensions of servicescape that users prefer in academic
libraries; and (2) explore the nature and definition of servicescape in academic
libraries from a user perspective.

Three themes were reviewed in the literature: servicescape and its impact
on users (or customers); the design of servicescapes; and the importance of
servicescape to library users. The review drew upon a range of published
literature in the areas of librarianship, business and management, and design.
In this study, servicescape is conceptualized as a type of interaction between
customers and service providers within a particular environment. It is the
perceptual, design, and social nature of the environment that may impact how
customers experience the service. The design of a servicescape in a library can be
achieved through physical enhancement, facilities and furniture, functionality, and
aesthetics. Understanding the servicescape of academic libraries is critical to the
library community. Not only does it reveal the multi-faceted role of a library as
a place, but it also identifies the possibilities that libraries represent in the lives of
their users.

This study used “Photo-elicitation” as its data collection method, which
utilizes the photographs taken by respondents as a tool for in-depth interview.
Photo-elicitation is considered a method of visual research, and is believed to
have the ability to bridge the gap between research participants and researchers,
while helping to embody abstract concepts. By adopting this method, it is hoped
that research participants can be guided to clearly describe their preference of
servicescape in an academic library setting.

Nine college students were sampled into this study based on three criteria: (1)
Full-time status: were full-time undergraduate students in colleges or university
at the time of data collection; (2) Frequent user: used any of the library services
in the library at least three times a week; (3) Serious user: stayed in the library
at least two hours for each session of library use. Before data collection began,
a pilot study was conducted to ensure the clarity, reliability, and validity of the
data collection plan, including the instructions on what to take pictures of, and
the questions for interview. Three undergraduate students participated in the
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pilot study and the results informed minor modifications in data collection. The
modifications were as follows: the number of photos submitted was increased
from 5 to 15; and the photo-taking stage was shortened from 14 days to 10 days to
prevent errors from memory loss.

The research required a three-stage data collection process. First,
participants were introduced to the research objectives and the research
participation activities. This stage was called the “preparation stage”. In the
second stage, participants went to take photos of “corners of academic libraries”
that they were most impressed or satisfied with, or that they most disliked or were
dissatisfied with. Each participant was required to submit at least 15 photographs
to the researchers for the purpose of interview and clarification but was allowed
to take as many photographs as they wanted. This stage was called the “photo-
taking stage”. In the third stage, researchers met with each participant for a
semi-structured interview, going through each submitted photograph to elicit
more information regarding the concepts, conceptualization, and preference for
servicescape in academic libraries. Each interview took one to one and a half
hours. This stage was called the “photo elicitation interview”. Completion of all
three stages of data collection required 10-14 days.

After data collection was completed, 213 photographs taken by the
participants were solicited and interview conversations were transcribed and
analyzed based on the three themes of servicescape as identified from the
literature: perception, design, and social interaction dimensions. Findings
suggested the nature and definition of each dimension in detail. The perception
dimension related to the multitude of human senses in sight, hearing, smell, and
touch. The design dimension illustrated the functionality and aesthetic aspects of
the library facilities and space. The social dimension demonstrated the interaction
with servicescape. This dimension encompassed personal space, behavior, and
library administration and management.

In addition to exploring college students’ preference of servicescape,
this study also attempted to construct a framework that serves as guidance for
designing and evaluating servicescape in academic libraries. Users come to
libraries and interact with library services for different purposes and their service
experience is impacted by the core services, servicescape, and personnel.
This study identified five user-oriented definitions reflecting the meaning of
servicescape in academic libraries. Diversity related to the multiple roles of
academic libraries in students’ lives. Functionality focused on the services
and functions the library provided. Social-orientedness related to the library
as part of one’s memory of college life. Free-of-Charge focused on the
“affordable fashion” nature of library services, suggesting that the low-cost



Yi-Chu Lin, & Ming-Hsin Chiu: A Study of College Students’ Preference of Servicescape in Academic Libraries 633

services provided in a comfortable environment is the strongest advantage
libraries have compared to other types of information services. Popularization of
library services suggested that “libraries providing services” was a declarative act,
and with this idea in mind, “having services provided” was more important than
“providing better services”.

In conclusion, this study confirms that college students are more attracted to
the visual aspects of servicescape design compared to the other three senses. The
functional aspect of the servicescape also had a great impact on college students,
especially the facilities and the furniture, considering their primary purpose in
visiting the library is academic. At the same time, the aesthetic aspect creates a
better service experience and facilitates a positive state of mind. Attitude towards
customer service and the library’s management approach were the two factors that
college students valued most with regard to the social interaction aspect.

There are three major implications of these findings for servicescape design
in academic libraries. First, a balance between functionality and aesthetics may
improve user satisfaction and usage rate. Second, direct communication between
libraries and users is an effective strategy to understand users and find solutions to
minimize misunderstanding. Third, incorporation of transparency in the design of
personal space may improve user privacy while enabling fluidity of light.

Three directions for further research are suggested based on the findings of
this study. In addition to library users, librarians and other support staff are also
primary users of the library space and facilities. Further research may utilize the
same approach, photo-elicitation, to investigate their preferences for the design
of their work environment. In combining the perceptions of both the providers
and users of the service, a whole picture of how library space should be designed
can be envisioned. This study interviewed 9 college students and a total of 213
photos were solicited. To improve the reliability of the results and distinguish
the significant dimensions, larger studies need to be conducted. Lastly, as photo-
elicitation proves to be an effective method for uncovering the underlying
meaning of servicescape and space from the users’ perspective, it may be a
valuable tool to study other types of libraries, such as public or school libraries,
for rethinking the connection between libraries and their users.
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