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ABSTRACT

ThispaperintroducestheWeChatmobilelibraryserviceprogrammeatShanghaiUniversityLibrary
andidentifiesproblemsandresolutionsbyreviewingthedevelopmentprocessandexperienceand
userfeedback.Acasestudywasconducted,anduserfeedbackfromawebsurveywasanalysedto
identifytheprogramme’sproblems.Accordingly,recommendationsandresolutionsweredeveloped.
TheauthordiscoversthataWeChataccountiscrucialasaninteractionplatformbetweenlibraries
andpatrons,particularlyonmobiledevices.PatronsprefertoreceivelibraryservicesviaWeChat
ratherthanotherchannels.Theirfavouritefeaturesincludeonlinepublicaccesscatalogue(OPAC),
mylibrary,andstudyfacilityavailability.Librariesshouldconductregularassessmentstounderstand
patrons’feedbackorrequestsandmaketimelyadjustmentsaccordingly.Thewebsurveyanditsdata
arenovelinthisareaandprovideacredibleexampletooptimizeWeChatlibraryservices.
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1. INTRodUCTIoN

Socialmediahasbecomean important part of daily life for people across theworld, especially
millennials.Ithasbecomeacommonplatformforuserstoexchangeinformationandsharetheir
experiencesandideas.ByJanuary2015,therewere2.078billionactivesocialmediaaccountsfor
7.2billionpeoplearoundtheworld.Amongtheseaccounts,1.685billionwereactivemobilesocial
accounts.Asmobile-orientedservicessuchasWhatsApp,WeChat,andFacebookMessengerarethe
mostpopularsocialmediaplatformsinsomeeconomies,itisclearthatmuchofourdigitalbehaviour
isnowconvergingaroundmobiledevices(Kemp, 2015).

InChina,WeChat(WeixininChinese)(2017)andWeibo/Microblogarethetwomajorsocial
mediaplatforms,withcommunicationfeaturessimilartoWhatsApp,LINE,Twitter,andFacebook.It
isnoteworthythatWeChathasalreadybecometheNo.1socialmediaplatforminChinasince2011.

TheWeChatmobileapplicationwasreleasedbyTencent(2017),aleadinghigh-techChinese
company, in January 2011. WeChat had soon become the most popular Social Networking Site
(SNS)applicationwithmorethan846millionactiveusersinChina,asofthethirdquarterof2016.
Meanwhile,havingintegratedmanyotherfunctionsespeciallypayment,purchaseandgames,WeChat
hasevolved intoa“must-have”app formostChinesemobilephoneusers.Weibo (Microblog in
English),thepreviousdominantSNSinChinabefore2011withsimilarfunctionsasFacebookand
Twitter,hadonly297millionactiveusersasofthethirdquarterof2016(CIWTeam, 2016).

Thisarticle,publishedasanOpenAccessarticleonJanuary11,2021inthegoldOpenAccessjournal,InternationalJournalofLibraryand
InformationServices(convertedtogoldOpenAccessJanuary1,2021),isdistributedunderthetermsoftheCreativeCommonsAttribution
License(http://creativecommons.org/licenses/by/4.0/)whichpermitsunrestricteduse,distribution,andproductioninanymedium,provided

theauthoroftheoriginalworkandoriginalpublicationsourceareproperlycredited.
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WeChatisfreetoinstall,useanddownload,anditsupportsallsmartphoneplatformsandWindows
Phoneoperatingsystems.Ithasbecomeaglobalsocialmediaplatformwithmorethan70million
overseasusers,availableinover200countriesandsupportedover20languages.

WeChatuserscanengageinsocialcommunicationwithareducedcostofadmission(Zhang, 
2017).However,WeChatismorethanamereperson-to-personmessagingplatform.Inthebeginning,
WeChatwasjustasocialmediaappdevelopedformobiledevices,butitsoonbecameacomprehensive
platformintegratingmanyfeaturessuchaspublicaccount,newsfeed,onlinepaymentandaportalto
hostotherapplications.Individualsorinstitutionscancreateapublicaccounttoprovidenewsand
othercontents.UsingApplicationProgrammeInterfaces(APIs)andservicesprovidedbyWeChat,
publicaccountownerscandevelopcustomfeaturesfortheiraccountastheirmarketingtools.Userscan
subscribetotheseaccounts,receivenews,writecommentsandevenparticipateinmorecomplicated
interactiveonlineactivities.

ComparedwithothersocialmediaplatformssuchasFacebook,Twitter,WhatsApp,Instagram
andLINE,WeChathasmanyuniqueadvantagesinChinabecauseofitsavailability,freeandopen
APIandlowcostofsecondarydevelopment.Notonlycanpeopleexchangeinformation,butalso
completebusinesstransactions.Previously,TwitteropeningitsAPIwasauniquefeaturethatinitially
allowedahostofotherdeveloperstosecuretheirownclients.However,Twitterhasnowclosedoff
accesstoitsAPI(Fernandez, 2016).Likewise,althoughFacebook’sInstantArticlesserviceallows
publisherstohosttheircontentonFacebook’sservers,allowingpublisherstoloadcontentfasterand
workwithinFacebook’smobileenvironment,theserviceiscurrentlyunavailableinChinabecause
ofInternetcensorship.

Thus,WeChatoffersanalternativewaytoextendtheoutreachforChineseacademiclibraries.
Asithassomuchuniquestrengthsandcanmakelibraryusersgainamorecomfortableexperience,
moreandmoreChineseacademiclibrarieshavebeguntolaunchWeChat.

ThispaperwillreviewthedevelopmentprocessoftheWeChatmobileserviceprogrammeat
ShanghaiUniversity(SHU)Library,andprovideanempiricalcaseofthelibrarypatrons’preference
toreceivelibraryservicesviaWeChat.Awebusersurveyoffersevidenceandleadstosuggestionsfor
itsfurtherdevelopment.TheauthorconcludesthatWeChatnotonlycanhelpthelibrarytodisseminate
informationbutisalsoagoodplatformfortwo-waycommunicationwithpatrons.Itisapowerful
toolforthelibrarytoattractpatronsinthecurrentmobileenvironment.

2. LITeRATURe ReVIeW

Nowadaysmanylibrariespromotetheircollectionsandservicestothedigital-nativegenerationvia
socialmedia.Cuddyetal.(2010)introducedtheapplicationofTwitterattheNYUHealthSciences
Librariesasanoutreachtoolformarketing.

Facebookisalsowidelyusedbylibrariesforcommunitybuildingandprovidingstaticlinksto
libraryresources,whereasTwitterisusedforcommunicatingwithindividualsandpublishingtimely
updatesaboutnewresourcesandcurrentevents(Palmer, 2014).

Chan(2012)investigatedtherelativeeffectivenessofdifferentformsofsocialmediaadvertising
inpromotingthecollectionsandservicesofacademiclibrariesattheHongKongBaptistUniversity.
Chan claimed that social network advertising had the potential to be a cost-effective means of
marketingforacademiclibraries.Moreover,Chanfoundthatadvertisingstrategiesthatdrewonthe
socialfeaturesofFacebookweremoreeffectivethantraditionalapproaches.

Sawetal.(2012)pointedoutthatmorethanhalfofinternationalanddomesticstudentsusesocial
mediaforsharingandfindinginformation.Theirsurveyresultsstronglysuggestedthatlibrariesneeded
tofurtherexploitthestrengthsofdifferentSNS.ShethoughtSNSwasanimportantplatformfor
participationandcollaborationtodisseminateinformationandfacilitateengagement,and,ultimately,
buildbetterrelationshipswithstudents.
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ThoughFacebook,Twitter,andWhatsApparepopularinWesterncountries,theyarenotallowed
inChina.ChinesepeoplehaveothersubstitutesocialmediatoolssuchasWeibo,QQandWeChat.
Withinthepastsixyears,WeChathasbecomethemostpowerfulsocialmediatoolinChina.More
andmoregovernmentagencies,enterprisesandnon-profitinstitutionshavebeguntoutiliseWeChat
forpostinginformationand/orprovidingservices.

Librarieshadconsistentlysoughttousetechnologytoreachouttotheircommunities(Fernandez, 
2015).Further,librarieshaveincreasinglyseenthattechnologybecomesaquickcandidateasasolution
tonearlyeveryprobleminthefield(Blackburn,2011).Manyacademiclibrarieshaveofferedthe
WeChatservicetopromotetheircollectionsandservices.Somescholarshaveresearchedthisuse
ofsocialmedia.

Forexample,Xu(2015)surveyed the39 topChineseacademic libraries.Thesurveyresults
indicatedthataboutone-thirdofthelibrariesusedWeChatasamarketingtoolin2014,butmost
werestillattheirfundamentalorinitialstagesindevelopingWeChatservices.

Sun(2015)discoveredWeChatisagoodplatformtocollaborativelyencouragecollegestudents
toreadclassicsandimprovetheirhumanisticandculturalliteracy.

Pun(2015)introducedapracticeforvirtualreferenceviaWeChatimplementedintothelibrary
ofNewYorkUniversityinShanghai.HeproposedthatWeChatofferedusefulanduniquefeatures
beyond the traditionalsocialmediaoutlets (FacebookandTwitter)andcouldprovidearangeof
servicesandsupportforresearchandinformationneeds.HeintroducedWeChatasoneapproachto
servingcommunitiesthatrelyheavilyonmobiledevicestofindandgatherinformation.Hisstudy
concluded thatnewappscouldbeexperimentally introduced inmanyotherareasof theLibrary
beyond‘virtualreference’—suchasoutreachprogramming,includinggamificationinlibraries,or
asateachingtooltoexplore‘moments’thatservesimilarpurposesasaFacebookwall,whereusers
canpoststatusupdatesandinformation.

Zhu (2016) introduced the JinanUniversityLibrary’spracticeofusing theWeChat service.
Zhu claimed that the social media tool was an effective approach to promoting library services
andenhancingrelationshipsbetweenthelibraryanditspatrons.EffectiveWeChatservicerequires
WeChat’sprovider,third-partyapplicationvendors,andthelibrarytoworktogetherforsuccess.

Wei(2017)designedtheWeChatlibraryinfrastructureoftheChongqingUniversityLibrary.
Hepointsout that themostprominentadvantagesofWeChatLibrarywere its lowdevelopment
costandlowtechnologythreshold.TheWeChatLibrarycouldprovideabettersolutionformobile
libraryservices.

Todate,therehavebeenfewstudiesofWeChatimplementationandusers’feedback.Thisstudy,
byreviewingtheWeChatmobilelibraryprogrammeatSHULibraryandtheresultsofawebsurvey
ofitsusers,aimstoprovethatWeChatcan,andhas,becomeaneffectivemobileplatformforlibraries
toserveandretaintheirpatrons.TheWeChatlibraryservicecanincreaseusers’viscositytolibraries.
Thewebusersurveyresultsoffercredibleinsightstofurtherimprovethemobilelibraryservice.

3. MeTHodS

Anempiricalresearchmethodwasusedforthisstudy.Thispaperreviewedtheimplementationof
theWeChatmobileprogrammeatSHULibrary,includingthebackground,challenges,launching,
featuresandfunctionsandresults.

Quantitativeanalysiswasalsoused.Thedataoftheonlinesurveywereanalysedtoassessthe
achievementoftheWeChatmobileprogrammeandservedasareferencefortheprogramme’sfurther
development.

ThelibrariansinvestigatedWeChatusers’preferences,usagetime,accessbehaviourandfurther
expectationsonWenjuanxing(http://www.sojump.com/publicsurveys.aspx),whichisanonlinesurvey
platforminChinalikeSurveyMonkey.Thesurveyquestionsincludedthefollowing:
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1. Followeridentificationandcharacteristics.
2. HowlongdoyouspendonWeChateveryday?
3. Whichchanneldoyouprefertoaccessthelibrary?
4. WhatinformationdoyouexpecttogetfromWeChatlibraryservice?
5. WhichfeaturesdoyouusethemostontheWeChatplatform?
6. Whatfeaturesdoyouhopetogetinthefuture?

ThequestionnairewaspostedontheWeChatlibraryplatform.Thelibrary’sfollowersonWeChat
wereencouragedtocompletethequestionnairesurveyonavoluntarybasiswithoutanyreward.The
surveywasopenedforfourdays,June28toJuly1,2016.Thoughmanyuserswereonsummerholiday
andhadleftthecampus,therewere383viewsofthequestionnaireand113completedresponses,
representingaresponserateof29.5%.

Wenjuanxingexportedareportoftheresultsafterthesurveyclosed.Thecollecteddatawere
analysedinMicrosoftExcel2010.Thedatacollectionandanalysisfocusedonthreeareas:

• Demographics
• WeChatmobilelibraryaccess
• Usageandfurtherexpectations

AtChina’suniversities,conductingasurveydoesnotrequiretheapprovaloftheuniversity’s
InstitutionalReviewBoard(IRB).Therefore,theonlinesurveywascarriedoutwiththeapprovalof
SHU’sChiefLibrarian.

4. SHU LIBRARy’S WeCHAT PRoGRAMMe

4.1 About SHU and Its Library
ShanghaiUniversity(SHU)isakeymunicipaluniversity,ranking36thamongalltheuniversities
inChinaand69thamongtheBestAsianUniversitiesbytheQSWorldUniversityRankingin2016.
Wellknownforengineering,science,artandhumanities,SHUhas22,000undergraduatestudents,
12,000graduatestudents,4,000internationalstudentsand3,000facultymembers(SHU, 2017).

SHULibrary(2017)hasacollectionoffourmillionphysicalitems.However,thefocusofthe
librarycollectiondevelopmenthasshiftedfromprintresourcestodigitalresources.Thelibraryhas
purchasedand/orsubscribedto68commercialdatabases, includingresourcesinEnglishsuchas
Elsevier, JohnWiley,WebofScience,Springer,andEngineeringVillage,providing24/7online
accessservicestoitsusers.

4.2 Challenges for SHU Library
Academic library patrons increasingly rely on digital resources for their teaching, research, and
learning.SHULibrary’swebpageactsasaportalforpatronstofindlinkstovariousdigitalresources
amongitsmanyotherfunctions.Thestatisticsreveals,however,thatthenumberoffull-textdownloads
ofthelibrary’se-resourceshasbeenincreasingdramaticallywhilethenumberofloginstothelibrary
webpagehasbeendecreasing;thisimpliesthatoncethepatronsstorethee-resourcelinks,theyrarely
visitthelibrarywebpageagain,fortheold-fashionedwebpagesarenotattractivetothepatrons,
particularlytomillennials(Figure1).Meanwhile,libraryloanshavenotincreasedandhaveeven
decreased,althoughthenewprintcollectionhasremainedat50,000itemsperyearoverthepastfive
yearsandtheentrance-countofpatronskeepsincreasingsteadily.Thereasonisthatmillennialpatrons,
whoaresmartphoneusers,preferaccessinge-resourcesandusingthespaceinthelibraryforself-
study,communicationandeventsratherthanasaplaceforborrowingbooksorreadingperiodicals.
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Todealwith thechallengesarisingfrompatronpreferences, IT technologies,andcollection
changes,thelibrarydecidedtolaunchamobilelibraryprogrammebasedonsocialmediaapps.The
programmegoalwastoprovidetailoredmobilelibraryservice,improvetheuserexperienceand
maintainpatronviscosityinthemobileenvironment.WeChatwaschosenastheplatformbecause
ofitswidecoverageamongthepatrons’mobiledevices.

4.3 Implementation of the WeChat Programme
TheWeChatmobile libraryprogrammewas launched in spring2014after the library’sWeChat
officialaccountwascreatedandcertified.TheWeChatIDisshu_library.Andanimageofthelibrary
buildingisusedasthelogo.

TheWeChatQRcode(Figure2)isplacedinaprominentpositiononthelibrarywebpageso
thatitcanbeeasilynoticed.PatronscanscantheWeChatQRcodetosubscribetothenewsoradd
theIDtobecomeafollower.Afterapatronsubscribes,awelcomewindowthatsays‘Thankyoufor
followingShanghaiUniversityLibrary’willpopuponhisorherWeChatpage(Figure3).

Then,byclicking into theofficial account, subscriberscansee threecategorymenusat the
bottomofthescreen(Figure4):

• Collection and Facility:Searchforbooks(Online Public Access Catalogue, OPAC),newbooks,
library’shomepage,seatsavailableinreadingrooms

• Promotion Events:EventssuchasReadingMonth,GraduationSeasonandFreshmanSeason
• My Library:Checkoutrecords,renewal,overdueremindersandbilling

Whensubscribersfirstclick‘MyLibrary’,theaccountwillaskthemtolinktheiruniversityID
tousethefunction.Thereisabuttontoinputtexttointeractwiththelibrarian.Thus,thelibrarycan
provideonlinereferenceandotherfeedbacktosubscribersviaWeChat.

Figure 1. Shanghai University Library Service Statistics in 2010-2015
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Figure 2. QR code of Shanghai University Library

Figure 3. WeChat official account interface
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4.4 operation and Management
Fouryounglibrarianswereassignedtoformateaminchargeofthedailyoperationanddevelopment
oftheaccount,ITdevelopment,contentgenerationandonlinecustomerservice,respectively.Dueto
thedramaticallyincreasedpatroninteraction,twomorelibrariansjoinedtheteamtoassistinWeChat
referenceservicein2016.Theworkflowisthatthecontentlibrarianseditcollectioninformationand
promotionnews,andtheITlibrarianreleasesthecontenttotheWeChatplatformthroughathird-
partysoftwaresystem.Singleormultiplemessagescanbesenttosubscribers.Themessagescover
thelibrary’shoursofoperation,newdigitizedresources,theBestBookNewsletter,events,lectures
andseminars,aswellasotherlibraryissues.

4.5 WeChat Features and Services
4.5.1 Resources
ThemenuhasfourlinksthroughwhichuserscanaccessSearchforBooks(OPAC),NewBooks,
Library’s Homepage and Available Seats in Reading Rooms. The OPAC retrieval function is
incorporatedintotheWeChatserviceviaAPI.Thefeaturesupportscollectionretrievalincludingall
fieldssuchaskeyword,title,author,press,ISSN/ISBN,andcallnumber.

4.5.2 Promotion and Marketing
Thefunctionofthelibrary’spromotionandmarketingisusedtoadvertisebrandingeventssuchas
GraduationSeasonEvents,FreshmanSeasonevents,ReadingMonthevents,andMeritServiceMonth
events.TheReadingMontheventshavebecomeinfluentialeventsonthecampuseachspring.Many
followers’readingreviewsordesignworksarepostedontheplatformandhaveledtocompetition.
Theevent‘NoOverduePenaltyDay’islearnedfromAmericanacademiclibraries.OnWorldBook
&CopyrightDay,heldfromApril22-23,patronsarenotchargedforreturningoverduebooks.This

Figure 4. WeChat library interface
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iswarmlyappreciatedbythefacultyandstudents.Thenumberofreturnedoverduebooksusually
increasessharplyduringthetwo-dayevent.

4.5.3 My Library
Thecolumnincludespatroninformation,checkoutrecord,bookrenewal,reservationandoverdue
reminders.Subscriberscantakecareoftheirbook-loanissuesusingthispartoftheWeChatplatform.
Thefeaturesarefundamentalbutmorepracticalandconvenientforpatrons.Thesefeaturesincrease
subscribers’viscositytothelibrarygradually.

4.5.4 Online Reference
TheonlinereferenceservicebeganonJanuary8,2015,givingpatronsanewwaytosendfeedback
tothelibrary.Patronscanaskvariousquestionsaboutthelibraryservicetocustomerassistantsby
chattingonWeChat.Thecustomerassistantsstayonlineonbusinessdaysandmostlyrespondwithin
fourhours.Eachassistantanswersinquiriesfromabout10patronsperday.

ThesubscribersshowedahighinterestinSHULibraryeventsandgavealotoffeedback,such
as‘Iamnotabletocometothewritingworkshop.CanIhavethePPTslides?’,‘Hopesuchactivities
canbeheldonbranchcampusestoo!’and‘Manythankstothecompanyofthelibraryfromme!Lots
ofbeautifulmemories!’Theyalsoaskedmanyquestionsconcerningthelibrary’sdailyservices,such
as‘WhyIamunabletofindthebookalthoughthesystemsaysitisavailable?’and‘Whatarethe
operatinghoursduringtheholidaybreak,andisthereanyairconditioning?’Thecustomerassistants
respondedtothepatrons’requestsandquestionsinaprofessionalway.Asaresult,misunderstandings
andconflictsbetweenthelibraryandpatronshavedecreasedsignificantly,andsohavecomplaints
totheDeanoftheLibrary.ThisfeaturedemonstratestheWeChatserviceworksasanewwayfor
librariestocommunicatewithpatrons.Itactsasthelibrary’smobileonlinereferenceplatform.

5. ASSeSSMeNT ANd FINdINGS

AsofJune2016,theofficialWeChataccounthadover4,700subscribers,representingabout10%
forthetotalof41,000facultymembersandstudents.Thisnumbercontinuedtogrowandalmost
doubled in the following semester. The Library Weibo however, had only 2,760 followers after
beingactivefor4years.WeChathadbecomeanotherchanneltoaccesslibraryservicesonpatrons’
smartphonesinsteadofWeibo,emailandotherchannels.TheWeChatplatformmakesiteasierfor
themtocommunicatewiththelibraryandsavetime.

Throughatwo-yeareffort,thefollowingcontenthadbeenputontheWeChatplatform:new
digitalresources,anewbooknewsletter,events,lecturesandseminars,posters,holidays,reading
reviewsandlibraryhighlights.Atotalof189itemsofnewsandannouncementshadbeenreleased,
and1,120itemsofonlinechatrequestshadbeenaddressed.TheWeChatonlinereferencehadalmost
replacedalltheotherkindsofreferences.

ToevaluatetheWeChatmobilelibraryaccuratelyanddeterminethenextstepsinitsdevelopment,
thelibrarylaunchedawebsurveytoitsfollowers.Thesurveyfocusedonthefollowers’identification
andcharacteristics,preferences,usagetime,accessbehaviour,andfurtherexpectations.Thesurvey
announcementwaspostedontheWeChatmobileplatform.Followerswereencouragedtoparticipate
inthesurveyasvolunteerstohelpimprovingWeChatservicewithoutanyreward.

ThesurveylastedforfourdaysfromJune28toJuly1,2016.Therewere113completedresponses
thatweregathered,whichrepresentedaresponserateof29.5%.Areportofthesurveyresponseswas
exportedfromWenjuanxing,andthedatawereanalysedinMicrosoftExcel2010.Thedatawere
dividedintothreesections:

• Userdemographics
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• WeChatmobilelibraryaccessbehaviour
• Usageandfurtherexpectations

5.1 User demographics
Theresultsofthestudywerehighlyencouraging.The113respondentswerefromalllevelsofthe
universitycommunity,includingfaculty(11.5%),postgraduates(16%)andundergraduates(72.5%).
WenoticedthatfreshmanwasthefirstgroupwithenthusiasmtotheWeChatlibraryservice.They
werefullofcuriosityandexplorationafterintenseGaokaocompetition.Juniorstudentsbeganto
writeacademicpapers,sotheyalsohadstrongneedstotheLibraryandrankedasthesecondgroup.
Thisconfirmedthatyoungstudentsweremorelikelytoprefermobilelibraryserviceviasocialmedia
(Figure5).

Mostfollowerswereveryactiveonsocialmedia.HalfofthemspentovertwohoursonWeChat
perday,36%ofthemspent1-2hoursperday,and12%ofthemspentlessthan1hourperday.Only
1%offollowersrarelyusedWeChat(Figure6).

5.2 WeChat Library Access
Amongallthesurveyresponses,WeChatrankedfirstat3.46pointsinthefourmainchannelsfor
accessingthelibrary,followedbythelibrarywebpageat2.64points.Thetraditionalannouncement
rankedthirdat1.81points.Wenoticedthemicroblog(WeiboinChinese)rankedlast,at1.52points.
(Figure7)

ThesurveyparticipantswerealsoaskedhowtheyfoundandsubscribedtotheWeChatlibrary
service.Theyreportedthattheysubscribedviasearching(48%),librarypromotion(28%),friends
recommendations(13%)andinformationfromtheWeChatfriendcircle(9%)(Figure8).

Figure 5. Follower composition



International Journal of Library and Information Services
Volume 10 • Issue 1 • January-June 2021

41

5.3 WeChat Library Usages and Further expectations
OPACRetrieval,MyLibrary,andFacilityrankedthetopthreefeatures.Amongthesurveyparticipants,
53.1%listedOPACastheirfavouritefeature,followedbyMyLibrary(51.33%),andFacility(Available
Seats/Room)(46.9%).Otherfeaturessuchasthenewbooknewsletter,librarywebpageaccessand
eventswereusedless(Figure9).

Whenweasked theparticipantswhether theyhad interactedwith librarians,95participants
answered‘Yes’,whichaccountfor84%ofthetotal.Theother18followersresponded‘No’,which
accountfor16%.ThisshowedthatWeChatonlinereferencewaswelcomedbythepatronsandserved
asagoodinteractionplatformforbothpatronsandthelibrary.

Figure 6. Time followers spend on WeChat per day

Figure 7. Ranking of the four channels for accessing the library
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Thefollowersalsotoldthelibrarywhichfeaturestheyhopedtoaccessinthefuture.Thetopthree
informationsourceswereOPAC,MyLibrary,andFacility,whichwereselectedby83.19%,79.65%
and72.57%ofthesurveyparticipants,respectively.Theparticipantsindicatedthattheyhopedto
payoverduefinesandreserveseatsorstudyroomsinthefutureviatheWeChatmobilelibrary.They
alsohopedtoaccessinformationaboutnewdatabases/trials,events,purchaserecommendationsand
interlibraryloan(Figure10).

Figure 8. How did you come to subscribe to the library WeChat account?

Figure 9. The features followers prefer to use
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Further, thesurveyresultsrevealedthatOPACsearching,MyLibrary,andFacilitywerethe
mostfrequentlyusedfunctions.Mylibraryrankedfirst,becausethepatronsneededtochecktheir
borrowinglistveryoftentoavoidanoverduebill.OPACsearchingrankedsecond,representingthe
importanceoflibrarycollectiontopatrons’studyandresearch.Facilityrankedthird,meaningthat
thepatronsstillhadastrongpreferencetousethephysicalspacesinthelibraryastheirimportant
vehicleofstudyandcommunication.Backendstatisticsalsoverifiedthatthesethreefunctionswere
themostfrequentlyusedones(Figure11).

ThedatageneratedfromthesurveyhelpedthelibrarytomakedecisionsforoptimisingWeChat
servicesanddevelopingmoretailoredfunctions,suchasfacilityreservationoroverduefinepayment.

6. LIMITATIoNS/dISCUSSIoN

Thesurveywasthefirstonethatthelibrary’sWeChatteamhadinitiated.Thesurveyquestionnaire
couldhavebeendesignedmorecomprehensivelyanddistributednotonlythroughWeChat,butalso
throughWeiboandeventoofflinerespondents,soastoreceivemorefeedbacks.Furthermore,the
surveywasconductedinthelastweekofthesemesteronavoluntarybasis,somoststudentswere

Figure 10. The features followers hope to access

Figure 11. WeChat usage statistics from backend
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busywiththeirfinalexamsanddidnotchoosetoparticipate.Therefore,theresponseratewaslow.
AtChina’suniversities,suchsurveyscanbedoneatanytime.Ifithadbeenconductedinthemiddle
ofthesemester,and/orwithsomeincentives,thenumberofresponseswouldhavebeenmuchhigher
andthedatawouldhavebeenmoreconvincing.

WeChat is the idealplatformtoprovidemobile libraryservices topatrons. It isavailable to
librarieswithouttheneedtoLicensecommercialmobilelibrarysystems,suchasChina’sSuperstar
mobilelibrary,whichcansaveasignificantamountofexpenseeachyear.However,italsohassome
weaknessesasbelow.

First, WeChat’s level of openness is low compared with Facebook, Twitter, and Weibo.
Followerscanonlycommunicatewiththeservicelibrarians,andtheycannotseeotherfollowersor
theircommentsautomatically.Followercommentscanonlybeseenaftercheckingbytheaccount
managerandtheservicelibrarians.Thus,thereisnodiscussionamongthepatronfollowers.WeChat’s
interactivemodelis‘one-to-many’.

Second,WeChat’sanalyticsfunctionisnotwelldeveloped,andtheaccessstatisticsofvarious
modulescanonlybekeptforonemonth.Theidentificationoffollowerscouldnotbeshown.This
makesitdifficultforthelibrarytoaccumulatedates,andconductlong-termanalysesoffollowers’
behaviours.

Itisimportanttounderstandthattechnologyisonlyatooltoprovidebetterservice.Nomatter
whatkindoftechnologyisadopted,thecorefunctionofthelibraryistoprovidedocumentinformation
services.Cross-countrystudieshaveshownthatthedemandsformobilelibraryserviceinChinaand
othercountriesarethesame.Paterson’s(2011)surveyshowedthatattheEdinburghUniversity,OPAC
retrievalandMyLibraryRecordrankedasthetoptwoservices,followedbycheckingthelibrary’s
physicalservicesuchashoursofoperation.ThisstudyshowedthesameresultsinSHULibraries.

7. FUTURe dIReCTIoNS

Thesurveyresultsencouragethelibrarytocontinuepromotingitsmobilelibraryservice.Thelibrary
madethedecisiontostrengthenconnectionwithpatronsbyoptimisingtheWeChatmobileservice
andprovidingmoreconvenientuserexperience.

First, WeChat library promotion was enhanced. During the fall 2016 freshman orientation,
studentswereadvisedtofollowthelibrary’sWeChataccount.Asmostdidso,thefollowernumber
increasedto8,400.

Second,thelibraryhasexpandeditsteamtoincludemorelibrariansandstudentassistantsas
wellasmoreinformationandresources,anditisdevelopingmorefeatures.Nowthereare10staff
memberswhohandlesoftwaredevelopment,projectmanagement,contentediting,interfacedesign
andenhancement,andcustomerservice.Theyworkinvariousdepartmentsandrepresentdifferent
areasofthestudentcommunity.Newfeaturesareundertestingtoprovidemoreservicessuchas
onlinestudyroomreservation,bookpurchaserecommendation,ILL,anddocumentdelivery.The
libraryisplanningforfutureimplementation.

8. CoNCLUSIoN

Academiclibrariesfacechallengestomakeinformationservicesanddigitalcontentavailableina
waythatpatronswillfindnotonlyacceptable,buttailoredtotheirpreferences.Severalconclusions
canbedrawnfromthiscasestudy.

First,assmartphonesandSNSappsarebecomingdailynecessitiesforChina’syounggeneration,
thereisahighdemandforuniversitylibrariestoleveragenewtechnologytoprovidemobilelibrary
services.
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Second, WeChat, due to its popularity, multi-functional advantages and convenience for
customiseddevelopment,hasbeensuccessfullyacceptedbySHULibrarypatronsasaplatformfor
mobilelibraryservices.

Third, in order to continuously optimise the WeChat-based mobile library services, regular
library-patroninterviews,communicationandsurveysarenecessary.Tothisend,librariesneedto
receivepatronfeedbackthroughbothformalsurveysandinformalcommentstoimprovethehorizontal
lineofWeChat-basedservices.Furthermore,librariesshouldengagepatronstoparticipateinmobile
servicedevelopmentandtesting.

Fourth,high-quality,convenientandtimelydocumentinformationserviceisalwaysthecoreof
thepatrons’demand.Furtherdevelopmentofthemobilelibraryservicesshouldbefocusedonthis
demandtoretainpatrons.

Finally,WeChathasalsobeenimprovingandexpandingitsfunctionsovertheyears,andits
newlyaddedfeatureswillprovidemoreopportunitiesforusers.Thisremindstheuniversitylibraries
tokeepupwiththepacetoimprovemobilelibraryservices.
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