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Analysis of the Impact of Service with an E-Smile on Customer Satisfaction in Academic Libraries

HUANG ZhengWei, QI JieJun, YANG YanNi, ZHANG Rui
(School of Economics and Management, Three Gorges University, Yichang 443002, China)

Abstract: This paper is based on the comparative analysis of the difference between the traditional smile service and the e-smile service characteristics of the
university library, and establishes the model with the real-time interactive scene, and assumes that the e-smile intensity has a significant effect on the customer s satisfaction.
Through 319 sample data, the results show that the university library e-smile service affects the user satisfaction, and further through the AMOS multi-group analysis
found that the higher the education, the user perceived e-smile intensity on the impact of quality of service evaluation, quality of service evaluation. The effect of user
satisfaction is more obvious; The higher the frequency of use, the more obvious the effect of user perception e-smile intensity on service quality evaluation.

Keywords: Service with an E-Smile; Academic Library; Satisfaction
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