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Abstract

Purpose: Library users, as the primary stakeholders of nonprofit organizations such as

Article Info public libraries, are among their most valuable assets. This study aimed to assess the
level of user loyalty and identify the factors influencing it in the public libraries
operated by the Cultural and Artistic Organization of Tehran Municipality.

Article type:

Methods: This applied research employed a descriptive-survey methodology. The
population consisted of all users of the libraries affiliated with Tehran Municipality.
The theoretical framework was developed using a library-based method, and data
were collected via the Customer Loyalty Questionnaire developed by Randall Tyl
(2004). Descriptive statistics were used for data summarization, and Pearson’s
correlation coefficient was employed to examine relationships between variables.
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Results: The findings indicated that the level of user loyalty to the libraries was below
average. Significant relationships were observed between user loyalty and variables
such as loyal attitudes, personal traits and behaviors, supplementary services,
perceived usefulness of the library collections, as well as renewal history and
membership duration.

Conclusion:. The below-average loyalty of users highlights the need to revise

ynorouzi@gmail.com communication strategies, service quality, and alignment of services with user needs.

Recommendations include leveraging information technologies, tailoring services to
different user groups, organizing training workshops, empowering librarians, and
offering membership incentives. Ultimately, adopting a user-centered approach and
continuously monitoring feedback can enhance user satisfaction and foster long-term
engagement with the library.
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Introduction

In today's competitive and technology-driven world, public libraries face the challenge of retaining loyal users.
"User loyalty," a concept originally derived from commercial marketing, in the context of libraries, refers to
continued use, increased engagement, and justification for supportive investment. Attitudinal loyalty—which
emphasizes a positive perception, sense of belonging, and recommending the library to others—tends to be more
enduring than behavioral loyalty. Additionally, personality traits and the quality of information provided are
influential factors in shaping user loyalty. Offering diverse educational, economic, and cultural services to
various groups—including ethnic minorities, homemakers, and children—has further highlighted the role of
public libraries in enhancing social capital and promoting sustainable development. Among these, the libraries
affiliated with the Cultural and Artistic Organization of Tehran Municipality serve a wide range of citizens,
making the assessment of user loyalty particularly important. Previous national and international studies confirm
that service quality, user satisfaction, and individual characteristics are significant predictors of loyalty.
However, some studies also report relatively low levels of loyalty. Despite numerous investigations, there has
been no dedicated research assessing the degree of loyalty in the libraries under this organization. Therefore, this
study aims to measure user loyalty and its influencing factors, providing a data-driven basis for more effective
policymaking and planning to retain and strengthen user commitment.
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Methods

This study is applied in purpose and employs a descriptive-survey method for data collection. Its primary goal is
to assess the level of loyalty among users of libraries affiliated with the Cultural and Artistic Organization of
Tehran Municipality and to identify the factors associated with it. The statistical population includes all users of
these libraries. According to official data from the organization, as of 2021, there were 110 active library
branches with approximately 146,000 active members. The sample size was determined using Morgan’s table,
resulting in a required sample of 384 participants. A simple random sampling method was used, and
questionnaires were randomly distributed among active library members.

Data were collected using the standardized Customer Loyalty Questionnaire developed by Bennett and Rundle-
Thiele (2004). This questionnaire was previously adapted and optimized for service environments in a study by
Keshvari and Gerayli (2017). To enhance content validity, the localized version of the questionnaire was
reviewed and modified by several experts in Information Science and Knowledge Studies to better fit the public
library context. The questionnaire consisted of five main dimensions and 28 items measured on a five-point
Likert scale (ranging from "Strongly Disagree” to "Strongly Agree"). Final scores for each dimension were
calculated by averaging the total scores of their corresponding items. To assess the instrument's reliability,
Cronbach's alpha was employed. The Cronbach's alpha was computed as 0.757, which indicates acceptable
reliability. For data analysis, both descriptive and inferential statistics were used via SPSS software. Chi-square
and Pearson’s correlation coefficient were applied to test the significance of the hypotheses.

Results

Demographic analysis showed that the majority of participants held high school diplomas or bachelor's degrees
and had been library members for 1 to 3 years.

Table 1 presents the descriptive statistics for customer loyalty dimensions. The highest mean score (2.81) was
observed for supplementary library services, while the lowest mean (1.70) was related to attitudinal loyalty
toward the library.

Table 1. Descriptive Statistics of the Study Variables

Research Variables N Min Max Mean Std. Deviation
Attitudinal Loyalty toward the Library 399 1 5 1.70 0.61
Usefulness of the Library Collection 393 1 5 2.75 0.85
Supplementary Services of the Library 394 1 5 2.81 1.135
Librarians” Competence and Personal Characteristics 396 1 5 1.96 0.84
Information Quality 366 1 5 2.68 0.89

Table 2 presents the correlation coefficients between the research variables and membership duration and
renewal history. The findings indicate that attitudinal loyalty toward the library has a significant relationship
with both membership duration and renewal history. Similarly, supplementary services of the library and
librarians’ competence and behavior were significantly correlated with membership duration and renewal.

Table 2. Correlation between Research Variables and Membership Duration & Renewal History

Research Variables Membership Duration Renewal History
Attitudinal Loyalty toward the Library 0.256* 0.194*
Usefulness of the Library Collection 0.108* 0.112*
Supplementary Services of the Library 0.156* 0.151*
Librarians” Competence and Personal Characteristics 0.199* 0.099*
Information Quality 0.051 0.041

(* indicates significance at p < 0.05)

Conclusions

The findings of this study revealed that user loyalty to the libraries affiliated with the Cultural and Artistic
Organization of Tehran Municipality is below average. This indicates potential shortcomings in service quality,
communication strategies, or alignment of services with user needs. Enhancing loyalty under such conditions
requires the development of effective strategies to increase user engagement, satisfaction, and awareness of the
library's offerings.

Previous studies also confirm that user loyalty depends on a deep understanding of users’ informational needs,
the quality and currency of resources, and meaningful interaction with library staff. Other influencing factors
include attention to users’ demographic characteristics, application of information technologies, personalized
services, and the employment of skilled librarians.
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Considering the importance of user satisfaction in fostering loyalty, it is recommended that libraries revise their
service structures and utilize diverse communication tools such as websites and printed guides to promote
services. Organizing training and skill-building workshops tailored to users' needs—especially in areas like
information literacy and digital skills—can significantly enhance engagement and satisfaction.

Providing personalized services for specific user groups, including children, adolescents, and highly educated
patrons, along with creating attractive spaces for different age groups and offering diverse in-person and virtual
services, plays a crucial role in building loyalty. Additional effective measures include offering incentive
packages for membership and renewals, empowering librarians through in-service training, and implementing
continuous feedback and evaluation systems.

Ultimately, it is recommended that libraries adopt a user-centered approach, redefine their strategies for
attracting and retaining patrons, and enhance the user experience. These efforts can contribute to long-term user
loyalty and help increase the library’s role in fostering social capital.
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