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ABSTRACT 

This study aimed at investigating the Effect of Library Services on the User Satisfaction at Pwani University 

Library. This research was guided by the value expectancy theory (VET) that was proposed by Martin Fishbein in 

1970. The research design employed in this study was mixed methods. The key informants for the study were the 

library staff. The population of this study comprised of lecturers and students of Pwani University. This study used 

both probability and non-probability sampling techniques namely stratified sampling, simple random sampling, 

purposive as well as convenience sampling. The study sample comprised of 265 study participants. Data was 

collected using questionnaires and interview schedule. Data was analyzed descriptively using Statistical Package 

Social Sciences version 22. Qualitative data was analyzed and presented thematically. The study findings 

indicated that all services offered at Pwani Library had positive effect on user satisfaction. Using regression 

analysis, the coefficient of determination, the R2, was 0.400 indicating a 40% of variance attributed to effect of 

services offered and user satisfaction at Pwani University Library. The study therefore concluded that library 

should always focus on user satisfaction, have all essential services under respective sections and departments, 

understand the need of its users and measure their level of satisfaction and have quality and adequate 

information materials both in print and soft. The study further concluded that libraries should always provide 

strategies and way forward to improve its services at all time and make sure that the users are satisfied. The 

study recommended the following that Library should develop an information marketing strategy to create 

awareness about library resources and services among students and research scholars, Infrastructure resources 

should be enhanced for proper utilization of e-resources and services in the library, that management of Pwani 

University library should seek audience with the academic staff on what the library should provide and that 

Pwani University library management should organize in-house training for staff to further improve the quality of 

their services. 

Key terms: Acquisition of Information Materials, Information Materials, Library User Satisfaction 
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INTRODUCTION  

Starr (2006) refers to a library product as anything 

that can be offered by a library to satisfy users’ need. 

Cullen (2009) asserts that, the library’s product can 

be arranged within three dimensions structure of the 

product mix; product line and product item. For 

example, in the library situation, books, periodicals, 

films records, CDs, pamphlets, circulation, interlibrary 

loan, online searches, film series user care are all 

classified as “product mixed” whereas the 

programmes of the library are referred to as “product 

line”. In this category, a product item would consist of 

bibliographic instructions and lectures. 

Quality service is a competitive necessity for 

businesses and service organizations. Assessing 

service quality is therefore the first step in retaining 

users in today’s competitive environment. When 

library users can choose from a variety of alternative 

channels of information delivery, many of which are 

more convenient and can compete on cost, libraries 

need to re-examine the range and quality of services 

they provide and develop systems for consultation 

and cooperation with their user needs and user 

expectations to the highest degree. Simmonds and 

Andaleeb (2005) stated several factors that can 

influence users' satisfaction; these factors include 

responsiveness, competence and assurances, 

tangibles and resources. Academic libraries should 

strive to survive and grow their user base focusing on 

meeting their users' expectations. Jayasundara (2008) 

in his paper notes that user perceptions and 

expectation studies have become one of the most 

popular studies in the area of service quality in many 

academic libraries. The user expectations and 

satisfaction has been used to determine the service 

quality which is seen as critical for service 

organizations to position themselves strongly in a 

competitive environment. Maceviciute, Borg, 

Kuzminiene and Konrad (2014) reviewed literature 

and surveyed focus groups indicating that key 

determinant for library service quality were: 

electronic resources, collections of printed 

publications, technical facilities, library environment 

and human side of user service.  

For libraries to be functional in achieving the 

objectives of tertiary education, they need to ensure 

they collect information materials that are pertinent 

to the pedagogy and research needs of the academic 

staff on one hand and the learning objectives of 

students on the other (Martin, 2013). How they 

perform as libraries is determined by the quality of 

information they can collect, timely acquisition of 

information and through the application of effective 

acquisition processes. Libraries have to improve the 

quality of their services which will enable them to 

meet user expectation in this era of information 

explosion (Adeniran, 2011). When libraries exceed 

user expectations, the likelihood of achieving high 

degrees of user satisfaction becomes feasible (Hiller, 

2001).  

Simmonds and Andaleeb (2001) posited that by 

providing quality services and satisfaction to users, 

academic and research libraries can distinguish their 

services through friendly, helpful and knowledgeable 

advice and the best technological resources available. 

Because academic libraries users have varying needs 

and expectations, it is the responsibility of the library 

staff to know these needs and expectations and strive 

to meet them. Simmonds and Andaleeb (2001) stated 

that the effectiveness of libraries has often been 

measured by the volume of library materials available 

to clients, the amount of use of services and 

resources, and the apparent or quantified satisfaction 

of clients. 

Some libraries in Africa have relied heavily on grants 

and donations which makes it difficult to acquire 

information materials in their absence (Walters, 

2013). Secondly, some of the libraries are dependent 

on the institutions for funding which has been limited 

by lack of diversifying their sources of fund. Financial 

resources is a critical element that enables a library to 

fulfill its mandate of collecting, preserving and 

ensuring the information materials are accessible to 

users. The sustainability of library functioning is 
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heavily reliant on the financial resources available to 

the libraries, which will be affected by issues such as 

rate of growth of student population, university 

expansion, quantity and quality of the research 

materials and teaching information that makes the 

university meet their academic objectives. For 

example lack of funding can impede on the lease 

accessibility of a library to online copywriter 

information sources thus affecting the credibility of a 

library, or shortage of funds may make the university 

libraries have difficulties in acquiring enough for its 

users. 

Pwani University is a public university in the Kilifi 

County in Kenya, located 60 km north of Mombasa in 

the resort town of Kilifi, within the larger Kilifi County. 

Prior to the award of a charter, the university was a 

constituent college of Kenyatta University. The 

college, formerly the Kilifi Institute of Agriculture, was 

established on 23 August 2007 by an order signed by 

H.E President Mwai Kibaki. The university is 

positioned close to the Kilifi bay along the Mombasa-

Malindi highway. It occupies approximately 

239 hectares of land, giving room for future 

expansion. Pwani University was founded on 23 

August 2007. The first group of around 200 students 

was registered on 20 October 2007, mainly in the 

field of Education (Science) and Education (Arts) 

(Pwani University Website).  

Pwani University Library has a history of collection 

building and sharing collection materials with the 

broader scholarly community since inception in 1987 

as Kilifi institute of Agriculture. The library plays an 

integral part in the achievement of the University’s 

mission and vision. The vision of the university is “To 

be a world-class university in social-economic and 

technological advancement”; while its Mission is “To 

generate, disseminate and apply knowledge while 

sustaining excellence in teaching, learning and 

research”. Pwani University Library plays a central 

role in teaching, learning, research, and community 

service activities of the University; and its mandate is 

to acquire, organize, and preserve materials in all 

formats and provide instruction in their use (Pwani 

University Website). 

Pwani University modern library can accommodate 

over 1500 sitting capacity, the library is well equipped 

with printing press facilities, digital lab, full wi-fi 

coverage and also subscribes to a number of 

worldwide electronic sources, which give access to 

thousands of e-journals, e-books, Open access, Maps, 

Open Courseware and other Intranet Services. The 

main objective of PU Library is to ensure that users 

get the right information and also have access to 

various information materials available both print and 

electronic, so as to enable them achieve their goals. It 

is committed to supporting both students and staff in 

achieving the Mission and Vision of the University, 

through provision of efficient and effective quality 

information services. The vision of the library is to be 

a world class University library in providing 

information services advancing research, education 

and innovation. Its mission statement is to provide 

the highest level of service in responding to the 

information needs of Pwani University Community 

and beyond (Pwani University Website). 

Currently the library has about 51,000 volumes of 

books comprising of about 18,000 book titles, 

subscribed and access to thousands of refereed e-

journals through Kenya Library and Information 

Services Consortium. This collection is organized using 

the Library of Congress Classification Scheme and the 

Anglo, American Cataloguing Rules. The library also 

has two laptops and one projector for information 

literacy training. It is fully networked, and has 24 

hours’ Internet connectivity through structured and 

wireless connections. It is connected to the Campus 

wide LAN and users can access the library OPAC from 

offices or computer labs. PU Library is installed with 

CCTV and motion detectors for the security of the 

information materials and other equipment in the 

library. 

Operations are automated using KOHA Library 

management system. Cataloguing and Circulation 

services are automated, and users can access the 

https://en.wikipedia.org/wiki/University
https://en.wikipedia.org/wiki/Kilifi_County
https://en.wikipedia.org/wiki/Kilifi_County
https://en.wikipedia.org/wiki/Kenya
https://en.wikipedia.org/wiki/Mombasa
https://en.wikipedia.org/wiki/Kilifi
https://en.wikipedia.org/wiki/Kenyatta_University


1083 | The Strategic Journal of Business & Change Management. ISSN 2312-9492(Online) 2414-8970(Print). ww.strategicjournals.com 

library databases through the Online Public Access 

Catalog. The library has adequate furniture and 

equipment for convenient use by all clients. Services 

offered in the library include; circulation services, 

reference services and referral services, Internet 

services, periodicals and special collection services, 

archives and audio visual services photocopying and 

printing services and bindery services (Pwani 

University Website). 

The provision of library services in Kenyan public 

universities is characterized by inadequate resources 

in terms of funds, information materials, equipment 

and staff (Kavulya, 2003). Private university libraries 

experience these problems albeit to a lesser degree 

(Ouda, 2015). Although there is widespread opinion 

among students, lecturers as well as university 

administrators that university libraries play a critical 

role in the teaching, research, and learning activities, 

there is also awareness that university libraries in 

Kenya, especially those in public universities are not 

effectively providing services which has limited their 

role in research and learning in the university 

(Kavulya, 2003). 

The quality of information resources have influence 

on the use of library services. The quality of a library’s 

information resources has been identified as one of 

the yardsticks for measuring the library users’ 

satisfaction of library services. Maigari (2005) 

describes poor library services as a problem in Kenya, 

which he attributes to lack of quality information 

sources. Kolo (2004) reinforced this view when he 

revealed that library services in Nigeria have been of 

poor quality, which he attributed to acute shortage of 

quality information resources for an effective 

academic and other educational activities in the 

country.  

Universities in Kenya have tried to implement a 

number of strategies to improve on service delivery in 

their libraries. For example, employing latest digital 

technology in library operations, regular training of 

library staff to improve their skills as well as to keep 

them abreast of the latest technological advancement 

in the area, having information literacy programs like 

library open days and exhibitions to show case library 

services to the users. However, there is minimal 

research that has been conducted to assess if these 

strategies have an impact on user satisfaction in the 

library (Kavulya, 2003). 

Library users’ frustration, low patronage of university 

library information resources are some of the factors 

that affect information service delivery and as a 

consequent user satisfaction (Phiri, 2006). In Pwani 

university, the university management have made 

several efforts to upgrade and equip the library with 

ICT services, computers, digital library, provision of 

current books and other reference materials to 

improve the level of user satisfaction. The library 

staffs have been on the forefront to assist the library 

users whenever they needed help, carry out 

orientation programmes as well as library open day. 

However, a significant number of library users in 

Pwani university still complain of dissatisfaction with 

the current status of the library services. The question 

arising from these is; how can university libraries’ 

information resources yield satisfaction to library 

users? Based on the above premise therefore, this 

study sought to investigate the effect of library 

services on user satisfaction at Pwani University 

Library. 

 

RELATED LITERATURE 

Theoretical Framework 

Value Expectancy Theory 

This research was guided by the value expectancy 

theory (VET) that was proposed by Martin Fishbein in 

1970 after refining the gratification theory 

(Watkinson, Dwyer and Nielsen, 2005). The theory 

postulates that behavior is a function of the 

expectancies that an individual has and the value of 

the goal towards which they are working to fulfill. The 

theory states that when a particular behavior is 

exhibit and chosen, then it has the largest 

combination of expected success and value. In this 

case when library users exhibit library usage behavior, 
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they do so with the expectations of value they will get 

from its usage and the culminating success 

thereafter.  

The value expectancy theory posits that individuals 

are goal oriented and that goal is the aim that makes 

them pick up a particular behavior. This behavior is 

premised on the beliefs, and the beliefs are a function 

of the behaviours they exhibit with the purpose of 

achieving a certain outcome. The feeling of 

gratification in the outcome of achieving a specific 

need through indulgence in a particular behavior is 

the manifestation of the users’ satisfaction with 

library services, hence the provision of library services 

impacts on the users utilization of library services 

(Watkinson, Dwyer and Nielsen, 2005). This can be 

perceived in the context of the psychological, social 

and academic needs of users who utilize library 

services to meet their objectives in academics, 

entertainment and social value. When users feel that 

they have got value from the use of the library, then 

there is a positive outcome in the feeling of being 

gratified and hence user satisfaction is realized. If the 

value is not commensurate with their expectations 

before they use the services, then dissatisfaction is 

realized. 

 

Assimilation-Contrast Theory  

The study will be guided by assimilation-contrast 

theory. Assimilation-contrast theory was introduced 

by Anderson (2003) in the context of post-exposure 

product/service performance based on Sherif & 

Hovland’s (2001 as cited by Anderson ,2003)   

discussion of assimilation and contrast effect. 

Assimilation-contrast theory suggests that if 

performance is within a user’s latitude (range) of 

acceptance, even though it may fall short of 

expectation, the discrepancy will be disregarded – 

assimilation will operate and the performance will be 

deemed as acceptable. If performance falls within the 

latitude of rejection, contrast will prevail and the 

difference will be exaggerated, the produce/service 

deemed unacceptable. 

The assimilation-contrast theory has been proposed 

as yet another way to explain the relationships 

among the variables in the disconfirmation model. 

This theory is a combination of both the assimilation 

and the contrast theories. This paradigm posits that 

satisfaction is a function of the magnitude of the 

discrepancy between expected and perceived 

performance. As with assimilation theory, the 

consumers will tend to assimilate or adjust 

differences in perceptions about product 

performance to bring it in line with prior expectations 

but only if the discrepancy is relatively small. 

Assimilation-contrast theory illustrates that both the 

assimilation and the contrast theory paradigms have 

applicability in the study of user satisfaction. 

Particularly for this study, assimilation-Contrast 

theory suggests that if the performance of the library 

is within the users’ range of acceptance, even though 

it may fall short of expectation the discrepancy will be 

disregarded. However, if the library performance falls 

within the latitude of rejection no matter how close 

to expectation, contrast will prevail and the 

difference will be exaggerated, the services will be 

deemed unacceptable by the users. 

 

Conceptual Framework 

 

 

 

 

Independent Variable  Dependent Variable 

Figure 1: Conceptual Framework 

Library Services 

ICTs have had a far reaching impact on library and 

information institutions and services worldwide 

(Abdelrahman, 2009). A study by Haneefa (2007) 

indicated that libraries and information centres have 

been employing ICT and electronic information 

resources and services to satisfy the diverse 

information needs of their users. Intense efforts have 

been made by various libraries in employing ICTs in 

Library Services 

 

User Satisfaction at 

Pwani University Library  
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their various operations with information retrieval 

systems are being designed to suit the needs of end 

users as well as to simplify the process. The ICTs as 

used in academic libraries attempts to deliver 

numerous applications such as wide-area network 

applications, local area networks, online information 

services (the Internet), online databases, library 

databases, CD-ROMs, online access catalogues, 

retrieval networks, digital online archives, mainframe 

computers, microcomputer labs, and other digital 

content services (Ghuloum and Ahmed, 2011). 

With the advent of computers and 

telecommunications technologies, libraries and 

information services can now provide access to these 

resources through workstations such as personal 

computers (PCs) and terminals that are in patrons 

'offices, as well as in the library building. Another 

emerging trend is that of libraries acquiring electronic 

resources management systems. The management of 

electronic resources relies increasingly on the 

effective uses of technology to integrate the 

processes involved and standardize the ways in which 

they are performed. The number of electronic 

resources available on the Internet is growing at a 

phenomenal rate. One of the major search engines 

Alta Vista has reported in 2008 that it has indexed 60 

million Web pages. By 2012 the number of Web 

pages indexed by this search engine has leaped to 

more than 100 million (Ghuloum and Ahmed, 2011). 

Technology has resulted in convergence of two 

movements in the libraries affecting information 

access, namely: New forms of information; and new 

technologies that have transformed library holdings. 

New forms of information have implications on 

transformation of library holdings. Abdelrahman 

(2009) points out that ICTs have transformed the way 

library holdings provide endless possibilities of going 

over the same material in a variety of formats. For 

example one can find in literature a piece of work in 

monograph/hard copy, on a CD-ROM as text, on a 

video tape or DVD as a play being acted. These are 

some of the benefits that arise from use of 

information technology in academic libraries. New 

technologies have also impacted on library holdings. 

The impact of automated technology is evident in 

various online services, especially the value of remote 

access to electronic resources.  

 

User Satisfaction 

It is imperative that libraries undertake surveys to 

determine their user satisfaction with availability of 

information materials and other resources (Onifade 

et al., 2013). While studies look at user satisfaction 

with availability of information materials, few of 

these studies connect the acquisition strategies that 

universities have of acquiring information materials 

with the end user’s satisfaction. There is need to 

connect utilization of library resources, access to the 

available information with the acquisition strategies 

they employ. While this has been done in some 

Nigerian universities, a literature search indicates this 

has not yet been done in public universities libraries 

in Kenya. User studies is considered an authentic tool 

for libraries to know how they are rated in the 

provision of their services to their clients (Onifade et 

al., 2013). 

Librarians need to carry out assessment of their 

resources and services from time to time to ensure 

continual relevance to their parent organizations. It 

appears that service quality is not a new concept; 

however, measuring and managing service quality 

from the consumers’ point of view is still a developing 

and challenging issue. Both from the academic 

community point of view, and in business practice, it 

is well established that measurement of service 

quality is an important procedure for improving the 

performance of the overall service quality 

(Jayawardhena, 2004; Tih, 2004). Nwalo (2007) 

defines library evaluation as the quantification and 

comparison with laid down standards of library 

provisions and services. In simple terms, library 

evaluation is carried out to check and balance library 

activities with its mandate. This helps to see how the 

library is meeting its users’ needs and also what 
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decision to take and those to be revised. This is why 

library evaluation has been referred to by some 

scholars as a management activity. Libraries are 

service oriented organizations established for the 

provision of relevant information resources and 

quality services to meet their users’ information 

needs. Meeting the information needs of users 

requires the provision of the actual information 

resources and services that will satisfy the needs of 

users. Simmonds and Andaleeb (2001) stated several 

factors that can influence user’s satisfaction; these 

factors include responsiveness, competence and 

assurances, tangibles and resources.  

 

RESEARCH METHODOLOGY 

A research design is a plan indicating how the 

problem of the study will be solved (Orodho and 

Kombo, 2003). The research design employed in this 

study was mixed methods. Mixed methods involved 

both qualitative and quantitative research designs. 

The size of the target population for the study 

included 2560 regular library users. Ten percent of 

the target population was considered as a sample size 

for the study. Thus, the desired sample size 

comprised of 265 respondents.  The study used 

regression analysis to determine the relation 

between the independent variable and the 

dependent variable. The regression equation was  

Y = β0+ β1 X1 + Ɛ. 

Where Y = User satisfaction (dependent variable) 

β0 =   Constant of Regression 

β =   The Beta coefficients for the corresponding X 

(independent) terms, representing the net effect the 

variable has on the dependent variable, as X's in the 

equation remain  constant. 

X1 =   services offered 

Ɛ =    Error of term 

 

RESEARCH FINDINGS  

Respondents were requested to indicate services 

offered by Pwani University library in a Likert scale. 

The range was ‘strongly disagree (1)’ to ‘strongly 

agree’ (5). The scores of strongly disagree and 

disagree have been taken to represent a variable 

which had a mean score of 0 to 2.5 on the continuous 

likert scale. The scores of ‘neutral’ was taken to 

represent a variable with a mean score of 2.5 to 3.4 

on the continuous and the score of both strongly 

agreed and agreed were taken to represent a variable 

which had a mean score of 3.5 to 5.0 on a continuous.  

 

Table 1: Services offered 

 N Minimum Maximum Mean Std. Deviation 

reference services 191 3 5 3.57 .547 
Circulation services 191 2 5 4.20 .734 
Acquisitions services 191 2 5 4.01 .923 
General Reading services 191 2 5 4.00 .808 
Reprographic 191 3 5 4.09 .679 
Technical services 191 2 4 3.97 .673 
Multimedia services/E -resources 191 1 5 2.98 .982 
Valid N (listwise) 191     

 

From Table 1 the results obtained from the 

respondents to find out services offered by Pwani 

University library to its users indicated that reference 

services, circulation services, acquisitions services, 

General Reading services, reprographic services and 

Technical services were mostly offered services by 

the university library with a mean average of 3.97. 

This implied that the mentioned services were 

frequently offered to the respondents in the library. 

However respondents indicated that the multimedia 

services were not commonly offered by the university 

with a mean of 2.98. Respondnets gave neutral 
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response to this service due to the fact that the 

services were not more frequently offered by the 

library.  

The study indicated that acquisition of information 

resources was a core function that must be 

undertaken by any university library as discussed by 

(Adesanya, 2015) According Wanyenda (2013) many 

campuses of public universities had a serious 

challenge in acquisition of printed information 

materials and access to online platforms yet manage 

to achieve their core mandate of teaching and 

undertaking research as depicted by the findings on 

services offered at Pwani University.  

However a study by Haneefa (2007) indicated that 

libraries and information centres have been 

employing ICT and electronic information resources 

and services to satisfy the diverse information needs 

of their users. Intense efforts have been made by 

various libraries in employing ICTs in their various 

operations with information retrieval systems are 

being designed to suit the needs of end users as well 

as to simplify the process and offer a variety of 

information services. 

Conclusions  

From the summary of findings, the study concluded 

that the library should always focus on user 

satisfaction while offering information services to the 

users. Libraries should have all essential services 

under respective sections and departments to meet 

the needs of a user. The library should understand 

the need of its users and measure their level of 

satisfaction in order to provide custom made services. 

Availability of quality and adequate information 

materials both in print and soft should be given 

priority in order to meet users demand. The library 

should always provide strategies and way forward to 

improve its services at all time and make sure that 

the users are satisfied. 

Recommendations  

The user community should be adequately informed 

of what materials were available on the library 

website and other online forums e.g. emails. The 

management of Pwani University library should 

endeavor to seek the opinion of users as to how the 

library services could further be improved.  The 

management of the library should intensify effort in 

enhancing the internet access in the virtual library. 

The Pwani University library management should 

organize in-house training for staff to further 

improve the quality of their services. Students should 

be sensitized to the importance and type of materials 

in the library during library orientation and how they 

can use the materials for assignment and research 

work. 

 

Suggestion for further research  

The study sought to investigate the effect of 

provision of information services on the user 

satisfaction at Pwani University Library. The study 

was carried out at Pwani University and further 

research work can be done on other public university 

libraries, private university libraries and special 

libraries. Further specifics can be used to come up 

with new research questions besides one used in this 

study. 

 

REFERENCES 

ACRL. (2011). Collection Development Policy. ACRL. ACRL Standards for Libraries in Higher Education. 

Aina, L.O. (2004). Library and Information Science text for Africa. Ibadan: Third World Information Services Ltd, 

Ibadan 364.  

Amin, Martin E. (2005). Social Science research: conception, methodology and analysis. Kampala Makerere 

University. 

Abdelrahman, O. H. (2009). The state of ICT implementation and training at the University of Khartoum 

library system (UKLIS). ICAL 2009 – Vision and roles of the future academic libraries. 



1088 | The Strategic Journal of Business & Change Management. ISSN 2312-9492(Online) 2414-8970(Print). ww.strategicjournals.com 

Adelele, A. A. and Olorunsola, R. (2009). ICT and library operations: more on the online  cataloguing and 

classification tools and techniques in Nigerian libraries. The Electronic  Library, Vol. 28 No. 3, pp 453 – 

462.  

Ajayi, G.O. (2002), Information age virtual technology – opportunities and challenges to  Africa, paper 

presented at: UNESCO National Workshop on the Pilot Virtual University Laboratory Project, the 

Obafemi Awolowo University, Ile-Ife A, 9-12 September. 

Amutabi, M. N. (2009). Information and communication technology in Kenya: some reflections. Studies in the 

economic history of Kenya. The Edwin Mellen Press: New York. 

Ani, O. E. Esin, J. E. and Edem, N. (2005). Adoption of information and communication    

technology (ICT) in academic libraries: a strategy for library networking in Africa. The Electronic 

Library,Vol. 23 No. 6, pp 701 – 708  

Abagai, T. (2008). The Use of Library in a Non-Residential College: A Study of Kaduna State College of Education. 

Forum Academic Multidisciplinary Journal of Education 1 (1) 104-111. 

Akinyemi, S. (2013). Funding strategies for qualitative university education in developing  economies: the case of 

Nigeria. International Journal of Higher Education, 2(1),53-59. 

Anderson, J. L., (2003). User satisfaction Theory: International Journal of Library and Information Sciences, 7(2), 

40–46. 

Arnold, A. (2004). Approval slips and faculty participation in book selection at a small university  library. 

Collection Management, 18, 89-102. 

Atta-Obeng, H. (2007). Initiating a collection development policy for Kumasi polytechnic  library.  Ghana Library 

Journal, 19 (2), 103-114. 

Adeniran, P. (2011). User satisfaction with academic libraries services: Academic staff and student perspectives. 

International Journal of Library and Information Sciences,3(10), 209–216. 

Adesanya, O. O. (2015). Acquisition patterns in academic libraries: A case study of Michael Otedola College of 

Primary Education, Norija Epe Lagos State. International Journal of Library and Information Sciences, 

7(2), 40–46. 

Ameen, J. (2000). Somalia: Building Sovereignity or Restoring Peace? In Elizabeth M. Cousens, et al. (eds) Peace 

building as Politics: Cultivating Peace in Fragile Societies. Boulder: Lynne Rienner Publishers. 

Bristol University Library. (2016). Inter-library Loans. Bristol University Library. Retrieved from 

http://www.bristol.ac.uk/library/using/borrowing/interloans/ 

Commission for University Education (2013). Commission for Higher Education (CHE).  Standards and 

guidelines for university education in Kenya. Nairobi. 

Connelly, L. M. (2008). Pilot Studies. Medsurg Nursing, 17 (6), 411-412. 

Cooper, D. R. and Schinder, P. S. (2006). Business research methods. 9ed. Boston: McGraw-Hill 

Crowley G. H and Gilreath C. L (2002). Probing user perceptions of service quality: Using focus  groups to 

enhance quantitative surveys. Performance Measurement and Metrics. 3(2):  78-84. 

Cullen R (2009). Perspectives and User Satisfaction Surveys-Academic Libraries. Library  Trends,  spring. 

Dadzie, P. ., and van der Walt, T. (2015). Planning for Digitization of University Libraries in Ghana: Challenges and 

Prospects. Library Philosophy and Practice (e-Journal). Retrieved from 

http://digitalcommons.unl.edu/cgi/viewcontent.cgi?article=3247andcontext=libphilprac 

Dr C. Wanyenda Chief Librarian- Technical University of Kenya. (2013, June 21). Budgetary Allocations to Public 

University Libraries. Retrieved from Interviewer- Paul E. 



1089 | The Strategic Journal of Business & Change Management. ISSN 2312-9492(Online) 2414-8970(Print). ww.strategicjournals.com 

Ducombe, R., and Boateng, R. (2009). Mobile Phones and Financial Services in Developing Countries: A Review of 

Concepts, Methods, Issues, Evidence and Future Research. Third World Quarterly, 30(7), 1237-1258. 

Emmanuel, G. and Sife, A.S. (2008). Challenges of managing information and communication   

technologies for education: Experiences from Sokoine National Agricultural Library. International Journal 

of Education and Development using Information and Communication Technology. (IJEDICT), 2008, Vol. 

4, Issue 3, pp. 137-142. 

Evans, G. E. (2005). Developing library and information centres (2nd ed) Littleton, Colorado: Libraries Unlimited.  

Eze, I. O. and Eze, J. U. (2006). Collection development in academic libraries. In:  Administration  of academic 

libraries: a book of readings. Nsukka, UCO:  academic Publishers Nigeria Ltd. 

Fraenkel, J. R. and Wallen, N. E (2006). How to Design and Evaluate Research in Education. New  York: McGraw 

Hill. 

Ghuloum, H. and Ahmed, V. (2011). The Implementation of New ICT Services in Kuwaiti    

Academic Libraries.The Built and Human Environment Review, Volume4, Special Issue 1 

Gould, E. and Gomez, R. (2010). New challenges for libraries in the information age: a comparative study of ICT 

in public libraries in 25 countries. Information Development. 26(2) 166–176 

Hagenaars, M. (2007). Socio-cultural factors and ICT adoption. International Institute for  Communication and 

Development (IICD). http://www.iicd.org/articles/IICDnews.import2069 [Accessed on 02/08/2011] 

Haneefa, M. (2007). Application of information and communication technologies in special   

libraries in Kerala (India).Library Review. Vol. 56 No. 7, 2007 pp. 603-620 

Heinrichs, J. H. and Lim, J. S. (2009). Emerging requirements of computer related competencies   for 

librarians. Library and Information Science Research, 31, 101-106. Retrieved from 

http://www.sciencedirect.com.doi:10.1016/j.physletb.2003.10.071 

Hellen, N. (2007). IFLA Library Building Guidelines: Development and Reflections, Walter de   

Gruyter, Berlin. 

Herring, Susan D. (2002) Use of electronic resources in scholarly electronic journals: A Citation analysis.College 

and Research Libraries, Vol. 63, No. 4, Jul. 2002, pp. 334-340 

Hiller, S. (2001). Assessing User Needs, Satisfaction, and Library Performance at the University of Washington 

Libraries. University of Washington. Retrieved from 

https://www.ideals.illinois.edu/bitstream/handle/2142/8375/librarytrendsv49i4e_opt.pdf?sequence=1 

Holley, P. R., and Ankem, K. (2005). The effect of the Internet on Out-of-Print Book Market: Implication for 

Libraries. Library Collections, Acquisitions and Technical Services,29(2), 118–139. 

Ingutia-Oyieke, Lilian (2008).Information and communication technologies in teaching and learning: A 

comparative evaluation of two university libraries in Kenya. Thesis (MIS) - University of Pretoria. 

Igben M J (2003). Students' Use of Selected Services in the Polytechnic Ibadan Library. Nig.  Lib.  Inf. Sci. 

Rev., 11(1and2): 11-17 

Jankowska, M. (2007). A call for sustainable library operations and services. ACRL. Retrieved from 

http://crln.acrl.org/content/69/6/323.full.pdf 

Jayawardhena, C. (2004). Measurement of service quality in Internet banking: the development  of an 

instrument. Journal of Marketing and Management, 20: 185-207. 

Jayasundara CC (2008). User Perceptions and Expectations on E-Information Literacy  Development 

Programmes. National University Library, 10(4): 82.  

Jenkins, P. O. (2009). Book reviews and faculty book selection. Collection Building, 18(1), 4-5. 



1090 | The Strategic Journal of Business & Change Management. ISSN 2312-9492(Online) 2414-8970(Print). ww.strategicjournals.com 

Jewell, T.D. (2001) Selection and preservation of commercially available electronic resources: Issues and 

practices. Available: http://www.clir.org Washington, D.C: Digital Library Federation (DLF) accessed: Jan. 

5, 2012 

Kakai, Miriam, Ikoja-Odongo, R. and Kigongo-Bukenya, I.M.N. (2004). A study on the information seeking 

behavior of undergraduate students of Makerere University, Uganda. World Libraries, Vol. 14, No. 1, 

Spring 2004 

Kamba, M.A. (2011). Implication of ICT’s in Libraries of Higher Education Institutes: A  Panacea Catapulting 

Library Development in Africa. DESIDOC Journal of Library  and Information Technology, 

Vol. 31, No. 1. pp. 65-71 

Kavulya, J. M. (2003). Challenges facing information literacy efforts in Kenya: a case 

     study of selected university libraries in Kenya, Library Management. Vol 24.4/5 

Khan, A., Bhatti, R., Khan, G., and Ismail, M. (2014). The Role of Academic Libraries in Facilitating Undergraduate 

and Post-Graduate Studies: A Case Study of the University of Peshawar, Pakistan. Chinese Librarianship: 

An International Electronic Journal, 38. Retrieved from URL: www.iclc.us/cliej/cl38KBKI.pdf 

King DB (2005). User surveys: Libraries ask, 'Hey, how am I doing?' Law Lib. J., 97(1): 103- 115. 

Kotler P (2006). Marketing management. 12th Ed., NY: Prentice Hall. 

Kolo, S. S. (2004). Library services to adult literacy in Nigeria. Lagos Librarian, 15, 34-43. 

Liu CH andYen LC (2010). The effects of service quality, tourism impact, and tourist satisfaction  on tourist 

choice of leisure farming types. Afr. J. Bus. Manage, 4(8): 1529-1545.  

Levine-Clark, M. (2014). Access to Everything: Building the future academic library collection. Libraries and the 

Academy,14(3), 425–437. 

Maceviciute, E., Borg, M., Kuzminiene, R., and Konrad, K. (2014). The acquisition of e-books in the libraries of the 

Swedish higher education institutions. Information Research, 19(2). Retrieved from 

www.information.net/ir/19-2/paper620html 

Martin, L. K. (2013). Guide to Collection Management. San Jose State University. Retrieved from 

https://library.sjsu.edu/faculty-services/guide-collection-management 

Maigari, J. A. (2005). Role of libraries in quantitative education. A paper presented at the official launching 

ceremony of Niger state chapter of the Nigerian Library Association p.14. 

Majid S, Anwar MA, Esienchitz TS (2001). User perceptions of library effectiveness in  Malaysian  

agricultural libraries, Lib. Rev., 50(4): 176-186 

Makori, E. O. (2009). Reinventing academic libraries in Kenya. Library Hi Tech News, No. 5/6.  pp 10 – 13. 

Martensen A, & Gronholdt L (2003). Improving library users' perceived quality, satisfaction and loyalty:  An 

integrated measurement and management system, J. Acad. Lib., 29(3): 140-147. 

Moropa, R. (2010). Academic libraries in transition: some leadership issues – a viewpoint, Library Management, 

Vol. 31 No. 6 pp. 381 – 390. Retrieved from www.emeraldinsight.com/0143-5124.htm 

Mugenda, O. M. and Mugenda, A. G. (2003). Research methods: Quantitative and qualitative  Approaches. 

Revised Edition. Nairobi: Acts Press. 

McGrath, M. (2016). Interlending and document supply: a review of the recent literature; 91. Interlending and 

Document Supply, 44(1), 1–6. 

Milunovich, K. (2000). Issues in Law Library Acquisitions: An Analysis. Retrieved from 

http://www.aallnet.org/mm/Publications/llj/LLJ-Archives/Vol-92/pub_llj_v92n02/2000-18.pdf 

http://www.clir.org/


1091 | The Strategic Journal of Business & Change Management. ISSN 2312-9492(Online) 2414-8970(Print). ww.strategicjournals.com 

Neuman, W. (2006). Social research methods: Qualitative and  quantitative approaches, 6th ed. Boston, MA: 

Pearson Education. 

Nnadozie CO (2006). Evaluation of Library resources and services in Federal Medical Centre, Owerri, Nigeria. Coal 

City Libraries (3) April, pp. 39-50. 

Nkhoma-Wamunza, A. G. (2003). Re-thinking changing roles of academic and research  librarians in Tanzania; 

reflections, prospects and challenges. University of Dar es  Salaam Library Journal, 5 (2), 35-46. 

Nwalo, K. I. N. (2007). Measures of library effectiveness in Nigerian polytechnic libraries with  emphasis on 

user satisfaction. Unpublished doctoral dissertation, University of Ibadan. 

Odero-Musakali, D. and Mutula, S. (2007). Internet adoption and assimilation in Kenyan    

university libraries. Library review. Vol. 56 No. 6 pp. 464 – 475. Retrieved from 

 www.emeraldinsight.com/0024-2535.htm.  

Okojie, V. (2010). Innovative financing for university libraries in sub-Saharan Africa, Library   

management, Vol. 31. No. 6, pp. 404 – 419. Retrieved from www.emeraldinsight.com/0143-5124.htm 

Omoniwa, M. A. (2001). The computerization of Kashim Ibrahim Library of Ahmadu Bello University, Zaria, 1972-

2001, Nigerian Libraries: Journal of the Nigerian Library Association, Vol. 35 No. 1, pp. 15-22. 

Orodho, J.A and Kombo O (2003). Techniques of Writing Research Thesis and Reports in Educational and Social 

Science: Nairobi, Harlifax Printer and General Supplies 

Otike, J. (2004). The development of libraries in Kenya. Innovation. No. 28. 

Olanlokun, S. O. and Adekanye, E. A. (2005). Collection development in an unstable economy:  A case study of 

the University of Lagos library. African Journal of Library, Archives and  Information Science, 15 (2), 

141-148. 

Oyegade, E. A. Nassarawa, A and Mokogwu, W. O (2003). Forty Years of Public Library  Services in Nigeria: 

Past, Present and the Future. In S.O. Olanlok un(ed) Forty Years of  Public  Library Services in 

Nigeria. Lagos: Nigerian Library Association PP 1-72. 

Ogbuiyi, S. U., and Okpe, I. J. (2013). Evaluation of library materials usage and services in private universities in 

Nigeria. Arabian Journal of Business and Management Review,2(8), 33–41. 

Onifade, F. N., Ogbuiyi, S. U., and Omeluzor, U. S. (2013). Library resources and service utilization by 

postgraduate students in a Nigerian private university. International Journal of Library and Information 

Sciences, 5(9), 289–294. 

Percy, J. (2013). E‐book lending: the challenges facing interlibrary loan. Interlending and Document Supply, 

41(2), 43–47. 

Phiri, Z. M. (2006). Performance of library profession in Zambia. International Library Review, 18(3), 259-266. 

Ray, K, and Day, J (1998). Student attitude towards electronic information resources. Information Research,Vol.4, 

No.2, Oct. 1998: pp. 267-290  

Republic of Kenya. (2014). Kenya Gazette Supplement No. 164 (National Assembly Bills No. 40). Kenya Gazette. 

Retrieved from 

http://www.isk.or.ke/userfiles/Public%20Procurement%20and%20AssetDisposalBill%202014_.pdf 

Song Y (2009). Designing library services based on user needs: new opportunities to reposition  the library. 

World Library and Information Congress: 75th IFLA General Conference  and Council 23-27 August, 

Milian, Italy. 

Sowole, I. A. (2005). Information Weeds of Farm Management Personnel: A Case Study of two  Universities and 

two Agricultural Research Institute in Western Nigeria. Lagos Librarian  16(1) 38-46. 

http://www.emeraldinsight.com/0024-2535.htm


1092 | The Strategic Journal of Business & Change Management. ISSN 2312-9492(Online) 2414-8970(Print). ww.strategicjournals.com 

Siddike, A.K. Munshi, M.N Sayeed, M.A. (2011). The adoption of information and communication technology 

(ICT) in the university libraries of Bangladesh: an exploratory study. International seminar “vision 2021: 

the role of libraries for building  digital Bangladesh” Library Association of Bangladesh. 

Simmonds, L. P. and Andaleeb, S. S., (2005). Explaining User Satisfaction with Academic Libraries: Strategic 

Implications. College and Research Libraries. Retrieved from 

http://crl.acrl.org/content/59/2/156.full.pdf 

Sekaran, Uma. (2003). Research methods for business: A skill-building approach.   4TH ed. New York: John Wiley. 

Sheriff, J. L. and Hovland, H. I., (2003). User satisfaction Theory: International Journal of Library and Information 

Sciences, 7(2), 40–46. 

Soria, K. M., Fransen, J., and Nackerud, S. (2013). Library Use and Undergraduate Student  Outcomes: New 

Evidence for Students’ Retention and Academic Success. Libraries and   the Academy, 13(2), 

147–164. 

Starr, L. (2006). Same time this year. Available at http://www.educationworld.com/a_tech/tech075.shtml 

Swanson, D.R. (2000). Libraries and the Growth of Knowledge. The Library Quarterly, Vol. 50, No. 1. pp. 112-134 

Tih, S. (2004). Service quality and its influences in the Internet context. Unpublished PhD. Thesis  submitted to 

University of Strathclyde, Glasgow, United Kingdom. 

Tong, M. C.-K. (2003). An examination of the acquisitions: The case of University of British Columbia Press (M). 

University of Guelph, Guelph. 

Uma, S., and Roger, B. (2013). Research Methods for Business (6th Edition ed.). Chennai: Printer Trento Srl. 

Walters, W. H. (2013). E-books in Academic Libraries: Challenges for Acquisition and Collection Management. 

Libraries and the Academy,13(2), 187–211. 

Watkinson, E. J., Dwyer, S., & Nielsen, A. B. (2005). Children theorize about reasons for recess  engagement: 

Does expectancy-value theory apply? Adapted Physical Activity Quarterly,  22, 179. 

Younghee, N., Min-Ju, C., Yong-Wog, C., Sin-Won, J., Jung, E. J., Lee, K.-W., Da-Jeong, S. (2011). An Analysis of 

User Satisfaction of K University’s Library Service. International Journal of Knowledge Content 

Development and Technology, 1(1), 61–79. 

Zell, H. (2001). The Internet, e-commerce and Africa’s book professions. Bellagio Publishing Network. Retrieved 

from http://www.bellagiopublishingnetwork.com/newsletter28/zell.htm 

Zickuhr, K., Rainie, L., Purcell, K., Madden, M., and Brenner, J. (2012). Libraries, patrons, and e-books. 

Washington, DC: Pew Research Center. Retrieved from http:// 

libraries.pewInternet.org/2012/06/22/libraries-patrons-ande-books/ (accessed 15 March 2016) 

 

 


