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Reader Services of the Electronic
Library: A View from the Customer
Relationship M anagement

Mei-yu Wang Mei-yu Huang

Abstract

The advent of information technology has been revolutionizing the features of
library services over the past decades, and simultaneously changes the needs, expec-
tations and information seeking behaviors of their ‘clients. Since CRM has been
widely acknowledged in recent years to be an efficient means for improving cus-
tomer relationships, this article investigates the possibilities for electronic libraries to
adopt the CRM concepts and systems in order to enhance their reader services quali-
ty. The problems and impacts when introducing and implementing CRM are also

examined.
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