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Research and Practice on the Optimization of Learning Support Service
Mechanism in Primary University Based on the Theory of Customer Satisfaction

Kang Fangqin, Zhang Rong,Zhang Xin
( Xincheng Branch of the Open University of Shaanxi, Xi'an 710032)

Abstract ; Learning supporl service is the core of modern open and distance education. Support services consist
of academic services, management services and emotional services. This paper introduces the theory of customer sat-
isfaction into learning support services, which provides an effective way to define the relationship between support
services and learning needs, Lo explore the establishment of a new learning support service model, and to optimize
the operation mechanism of learning support services. Under the theory of customer satisfaction, we should take
learners as the starting point and deslination, implement demand - oriented support services, design services based
on needs and satisfaction. Evaluation services. Combining with the practice of Xincheng Branch college, this paper
optimizes the operation mechanism of grass — roots learning support service from the aspects of concept renewal , post
construction, standardized process construction, physical environment construction, resource construction, service

evaluation and so on, realizes the institutionalization, post, standardization, process and materialization of support
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service, and greatly improves the satisfaclion of supporl serviee.

Keywords : Customer salisfaction theorys Grassrools open univemsity ¢ Learning supporl service; Mechanism op-

timization
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