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ABSTRACT Loyal users are very important to e-commerce services. According to Kano model, digital libraries can
ensure must — be quality, improve expectant quality and create attractive quality for the development of loyal users.
Strategies for the development of loyal users include: establishing a safe and reliable payment system, guaranteeing user

information safety, identifying potential user requirements, making timely service quality evaluation and feedback,

providing good knowledge services, designing various marketing activities, etc. 1 fig. 8 refs.
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