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Abstract ool I : -
The university library being an integral part of an academic msltrzmavn_ is saddled .wrrh the
responsibility of providing print and electronic information resources o ﬁlcujrtate the antammenr of
the university’s vision and mission. In view of the importance of the library .serw.ce quality
assessment and lack of existing software for library services quality evaluated as identified in the
literature review, the researchers conducted a survey to determine the extent of users’ satisfaction
with the library electronic resources and services provision; designed a prototype for Expectancy
Disconfirmation Theory (EDT) using the five dimensions of the SERVOUAL instrument to evaluate

users’ perception and expectations of library services quality. T’ earch method used was
descriptive survey design, 722 posigraduale students participare:i ¢ survey while only 50
library users were tested during the usability evaluation exercise. Daio collected were analyzed

with frequency counts, percentage checklist, charts using SEM, SPSS and STATA. The study
discusses the Actor and use case, obtained a domain to fast track the empirical usability testing
process. It was statistically proven that the usability of library electronic resources has negative
relationship with users’ satisfaction and service quality has a positive influence on the level of
library users” satisfaction with electronic resources in federal university libraries in Nigeria and
users preferred fext messaging to other chanmels of communication. The study discussed the

security measures, regular evaluation of libra
subject based resources, reviewing of librg

e
community through SMS. "V policies and r egular

sensitization of the users

Keywords: Prototype, library services, SERV UAL
evaluation. 2 > EDT Model, satisfaction, usability
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delivery to its ever-increasing user communities a, it
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academic excellence, use
influenced users’ ingent
information resources el
users’ satisfaction assesg

rs’ satj S >
i slﬁl:s{\las?ﬁ?b:-::mmal- Users'® satisfh_clicp has heen' reported to have
ewhere of nof usin) l_l[’)esources .and swncl\]l]g behaviour (seeku:lg for
ment should b g library Sen_-‘lce§ at all) (Schiebler, 20!_9). To this end,
c a !‘egular exercise in the university libraries because it is
resources. In other words . but it is not possible 10_ coerce users to use the provided
nd informatiy © treated like kings and queens, if the huge
University library resources ang servi e s A ot amOun o veAste
activities of their paren; i ces are Fende.red 1o support teaching, leamning and research
institution is saddled with the regpe. . s university library s an integral part of an academic
o support the vision ang missl?o"s'b”“)' Ofprovld]ng'pript and electronic information resources
particularly the universitios Wer:)lt]; Of'dl|je parent institution. Nigerian academic institutions,
(2019) into three clusters in terr. rog Iy categorised by the Nigerian Universities Commission
€15 1n terms of ow nership namely; federal. state and private universities.

T:he motive behind the establishment of these universities is no doubt connected with the needs for
b]gh-lcvcltl Srepower development. An important need for human development is to seek for
information rrespective of the format it is presented. University libraries have. therefore, go beyond
mere slorel_m‘u'ses of books but are now seen as the technology-driven users’ information literacy
§k|lls acgulsmon centres where users™ information needs are turned into reality. The need for
information cannot be over-emphasised. in corroboration with the view of the authors. Udensi and
Akor (2014) posited that information is “life™ — that is. information has become an essential part of
everyone’s daily activities because nothing happens without information.

Information provision in federal universities in Nigeria has taken a new dimension as the librarians
now move from manual ways of discharging library services to digitalised methods of acquiring,
processing and disseminating library resources and services, In other words. the task of university
librarians has transformed from being a carctaker of information to being an information
professional, who manages a system of information in multiple formats. This information is
disseminated through specifically designed services as per the users' request and library's
perception of users’ information needs to justify the aim and objectives of establishing a library in
any institution of higher learning. Thus, the librarians must be able to aCQI:IirE relevant informa‘Fion
resources, process, preserve, store, and disseminate these resources at the right time and to the right
user using different Information and Communication Technology (ICT) tools.

Advancement in research has brought about the application of Information ?"d Communication
Technology (ICT) in our day to day activities wl-_nch.has also ‘chan‘ge the library’s tra_dl_t:_ona] method
of service delivery to a modern system of handling information right from the acquisition stage, up
to the dissemination and feedback stages, meaning tht}t libraries and mt‘“omlatmn centres use
computers and telecommunication devices to carry out their f_iﬂy tﬂldab‘ _OP"[”atf‘O“S- ” . ;
Accordingly, universities and libraries are operating in a rapidly c_llqngmg n Omi];mfeil;?mmt';nn
(Feret, 2011). Hence, libraries have been retooled to serve as facilitators to vzea : bo] i fgxation
far beyond the physical collection, providing regular and mstanfaneousda.c?e?s 0 % nt:ﬁl)rrl Iocalaand
through online resources and systems, and they also create their D“I'.IL igita CL;“ ?’?be el
global access. In the process of creating their own local contents, libraries su1 iflem o clouony
databases as -well as developing database of open access r;:?; :he: Iggr::ymtlljs:rs.

subscribed electronic resources to satisfy the information nee

i haracterised with
ideri igerl the post covid adverse effect ¢
e ot 600110::|}‘;nd lots more. This problem has been reported to have

cession, inability ion secti ‘ blem has to hay
mesg:oﬂ, .lnab.lllty to fundt}e\:u;:tailabimy of electronic. resources in ngetr,tan' bffeder?l ?::v::;:i
'Ifh l‘a:;:sgat]lfﬁ lr;:pac;qz:“y hampered some university libraries from subscribing to 1mp
= alIes, is has
edirgs 116
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ing of the
databases or electronic resources which mak ‘
resources availability. 42
Statement of Research Problem = : € se
In view of the importance of users satisfaction study has observed a communication gap
th federal university fbaces, T2 pwﬁﬁges in the utilisation of elegrm:; l;ﬁﬂﬂrces
the university libraries arid the user co : ically affect e use of :
b; ﬂi::::é lllibrrinries covered by the swdy W'hmh hus- BoastiEEEd .m.
clectronic resourcesinth federal universty TOSCCR, oy 5 gt to imvestigate the causes) of ow 5
It is against this backdrop that the researchers have e::; sing different statistical methods
utilisation of the library electronic resoumes_and service N sers’ satisfaction with e .
the influence of usability and quality of library SEIVICES the users’ expected service deli By
e el 2 using the ServQual questions 1o determine 02 0P e o on For the desig
as against the perceived service delivery in order to gather the D% g o
and implementation of the expectancy disconfirmation theory (E

assessment i0 providing effective service

Objective of the Stady
Objectives of the study are to: - i O
i, determine the usability of electronic resources in federal university llbm'nes n N[B‘“i}- :
ii.  determine the quality of library services rendered by the federal university librarics in

Nigeria. : :
jii. design a prototype for assessing users’ satisfaction with an embedded Really Simple
Syndication (RSS) feeds for current awareness services using short message services

(SMS).
Hypotheses on the influence of usability and quality of library services on users’
satisfaction with electronic resources® provision in federal univer=ii; iibraries in
Nigeria
The following null hypotheses will be tested at 0.05 level of significancc.
e Usability will have no significant influence on the level of library users® satisfaction with
electronic resources in federal university libraries in Nigeria.

. There is no significant relationship between the quality of library service and users’
satisfaction with electronic resources in federal university libraries in Nigeria.
Review of Related Literature
Usability is how easy it is for library users to access, navigate, download, save or print from the
library electronic resources website or portal to satisfy their information nec’ds‘? P lfl if users get
lost on the library website or database home page without any library staff to L t(Lssn 3};; oy
may leave the site, or if they find it difficult to navigate from one do put them throu
feel unfulfilled. cument to another they may

Similarly, Manandhar (2019) viewed usability assessment encgo
their products or resources better. The inquiries such as how is
the users judiciously utilising the resources provided? Is the
objectives? At last the inquiry is the item justified, despite
library electronic resources is an important factor tow:
resources.

urages service providers to know
the item worked by the users? Ar®
item viable to arrive at their i

any trouble? Therefore, the usability of
ards. effective utilisation of electronic

" Availability of electronic resources in the university |ip i
) ib :
rather the ease _of use; ease of access; users’ o Piniﬂl:ya_nd ;:ligvdoes not necessitate utilisation bn_Jt
the level of utilisation. In corroboration, International Standard S“C‘fe to u§erss area of study can ai€ =
by Hassan (2014) described usability as the extent to which a m(‘;gamsatmn, IS0 9241-11as quotel_‘_l_ E
to achieve specified goals with effectiveness, efficiency ﬂﬂdpsati:;at ‘t’_a“ be used by specified ux:ﬂ’s 3
ctioh in a ified context O =
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e, In @ simtlar view, Speich
!"013]- defined usability as the
2 e A

using electronic information re:

LT as quoted by Adepojy
Hecll\'encss v,
SOurces,

Oyefolahan, Abdullahi ang Mohammed

. eﬁ'l(‘ienc : sy

¥~ and satisfaction that the users achieved in
This can be evaluated through TeSPOnSe time. eqee o r
corroboration With Speicher's yiey W . ease of
pecome irrelevant if users canpoy
which library usér can view,.

ad, Frosimgn a:;erjﬂieasf 0‘:118\'!galing the information. In
easily access G, TT(_.Q[D) said that “library collections
read, downlogy + Accessibility has to do with the extent to

Or use library electronic resources. Libraries can

subscri : es but may no

. . 3 : now w ink .
inactive, if' not properly monitored and used as it i po h'etrvll i i
iactive tomorrow due 1o syste e > POssible to see an active |ink y i
inactive System maintenance or upgrade, today becoming
Usability means more than just "ease of use™. The five *Fg° ffici ff

. < 5 X i =5 = eclticient, effecti 2 i ;
tolerant and easy to learn describe the multi-faccted chpa ¢ t_L fective, engaging, error was
Hodsging e o ) s ©d characteristics of usability. Interfaces are

evaluated agains ¢ combination of these characteristics which BeR deicribe (i

: - dacleristics st describe the user’s
rffql-llll’f‘ll"m”lz‘j flﬂr Mf’?}t]L]-\h ~JI'IL;|j satisfaction (Quesenbery. 2001), corraboration. Nielsen (2012)

, Lin and Lu (2 ). an aters 270 A ., . % * A e
0 I s ceton : hich ar M‘mr_"_ Rizzo and Carughi (2006) “modelled usability with five
qualify .CUn‘hll'l!Llh which are qurnahniu_\. effectiveness. efficiency. memorability. error rates and
satisfaction™. That means that usability is about performing a great task within a short time using a
particular electronic resource to carry out a given task successfully™, }
Matusiak (2012) reported in a study of “perceptions of usability and usefulness of digital libraries
among faculty and undergraduate students of Midwestern University, United State of America. The
study revealed that staff and two hundred level geography students of Midwestern University use
academic full-text resources from digital libraries but later changed to open Internet sources to
access visual and multimedia resources through search engines.

The idea of using open Internet sources by the respondents was as a result of their negative
perception towards digital libraries as most of them viewed digil_a] im_ages. The -resp[)m.:le.;)ls
indicated that low usage of digital libraries was connected with the following perceptions: digital
library systems were not user-friendly thereby discourages them from uullzn_ng them Judlctous[hy
academic libraries were perceived as places where textual resources are Pm:‘l‘d?fi alnd used b)ti :he
faculty staff and students, perception of usefulness to the respondents especially in terms of the

televance of contents, coverage. and currency. has been_ viewed as negiamJ'm“:ardihzhzs:;?|i?f
digital libraries especiél]y when searching for visual malena]ls. No dou.;t’ﬂ. [trﬁsr;d\ |:i\:lcoen Qi thi
m(‘m’l‘firy portals/website/ electronic resources were not judiciously u

interfaces provided to users were not friendly™.

i 4) that “the standard in the library can
s A:D;a;i[:ili:y and utilisation, meaning that the
u;zeiudged by its co!lectiFms. fa.cilitiesf and staff
on that the services which satisfy high degree
d other users can contribute to the success of

n effective manner”.

Service quality has been described by Ude

&t be determined by looking at library reso
effectiveness of the library services can only b
Performance”, The authors were of the “opini
ormation and research needs of faculty, students anin H
educational and developmental goals of the institution

igeri ibrar:
The dug further concluded that since the Nigerian Litroly

. ice espe
*andard that wil] be used to judge the I{brar'yfsc:;r;;eandpi o
Etvige delivery should be based on users’ satis ac

Is Perceived to below. . e
P¥elock and Wirtz (201 1) opined that “service C:sn g;uipment
I angibles: refers to physical aftrla'cﬂ“_?lnfib;ary service
employee performance”, Tangibility !
rence Book of Proceedings

Association is yet to design a common
cially in tertiary institutions, quality of
dissatisfied then, the standard

; 4 i
m 5 dimensions, namely;
. fe‘arr(:d materials used by the library, as

has to do with the conduciveness of
a

We" a :
g 118
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areas, collectiop centres. The.

ib ace, reading .
library sp: learning and res <h activities

i hase
the libracy spaces b to enhance teaching,

to provide adequate facilities
strategic place possibl)ih at 11?[1: centre of the un

: iversity. but when planning the library necessary measures
s, i yis cofisidered in whatever facility the library will

g to ensure that users interest ‘ ¢ |
ﬁ“llt:sltnbih}:: away from the market areas or lecture halls to avoid noise po!lutxon.md i
from distracting library users, sanitation and general neatness of the environment must be

ascertained. Information and communication faciI.iLics must be an.:l]equ?te_ilgfﬁdepéoyed 0 avoig
wasting the time of users, and for effective service delivery. Tml:at_ acili Res °'-“°m“!.“
physically challenged people must be available and keep clean at a tlmis% ?ctmon facilities
such as television, satellite receivers, computer games and c_o'n.stam Interne! acli ities must also be
put in place for the retention of users. Other important facilities should be made available to the

user”.

Library building must be located at 2

2) Reliability: This refers to the library's “ability to prmgde adequate service repeatedly
without making any mistakes and deliver services at the right time™. Users will be coming to use the
library to come back to re-use the information resources, the library staff should keep a proper
record of the resources consulted by users”.

3) Responsiveness: concerning the willingness and ability of the employees to help users and
respond to their requests, and informs when services will be provided™ and then provide such
services quickly without wasting users” time.

4) Assurance: The behaviour of the library staff that fosters customer’s trust towards the library
and the library can create a sense of security for the user. Assurance sl means that library staff is
always being polite and master every knowledge and skills necded io handle any questions or
concerns from the users.

5) Empathy: It is defined as the caring, individualized attention provided to the users by the
library staff. This dimension tries to explain empathy through personalized or individualized
services that users are unique and special to the library. The focus of this dimension is on a variety
of services that satisfies different needs of users, individualized or personalized services etc. In this
case, the service providers need to know users” personal needs or wants and preferences. It implies
that the library staff understands users’ problem and act in the interest of users. and provides
personalized attention to, and has convenient hours of operation for maximum satisfa::tion.

The above 5 dimensions were the highlights of what the users e
can lead to effective service delivery.
for the fifth dimension that needs a li
services. In the context of this study, the dimensions 1 — 4 will b
variables in this study while “empathy” which is the fi
new dimension named ‘Effectiveness’ since dimensio;
(Responsiveness) can take care of the “Empath

Th ; 2 xpect as the qualities of service that
us, the 5 dimensions are vital to libraries services except

ttle modification for it to be appropriate for measuring library

i ¢ slightly modified to reflect the
fth dimension will totally be replaced with 2
mension number one (Tangible) and number three
y” in a library setting,

Therstore. i i vopsideag unnecessary in the context of this study. The idea of effectiveness in this
study is to ensure that_the.alm and objectives of provi ding library .Servip,es e el::tl_vcnc i
Every library tries to pm\lldg? good quality services o its users BCas are not being nf:g o
delivered then the users will not feel the impact of the libr. fthe services are not effect Y
research. ary in their teaching, learning an
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wion effectiveness incjy g

» dimen=t il O CHBRSGR :
o 5 se. ease of na dCcess ¢
fal. €85¢ of use aVigating the |p, and Ouytgjg ! Ilhra".‘ resources, availapil: i
P ary portal. adequate bandwigy, s side lin ] ability of library

: P S 0n lib
b . 2 accesg o ; rary porta
e ]’\ glectronic resources links, regular g ”'!L t‘lcctromc I pottal,
brary or iy
"‘-mérrth“:d power supply. regular g,
il tion and Communication TCChnoihu\ (IC

ormd ‘T)in
I‘\]zctronic resources. fraslFLU:tural fa
4

regular updating of
ation Jigae, . TYES. regular checking of fhe
hscril}linn to rnmfrau U'almng . Hosary ol an;l e
St used electronic resources and adeq‘ua{‘

: S S <

cilities to Maximize the use of

qua““ of resources provided by unive
+quality 3

: rsity librarjes
{he resources. an electronic resource ; y

s said 1o be i -
o ; e of high . =
;uih(‘f“m well knfn\-n. Its content covers what it is CXJ‘L‘CIedL‘n C}llal|l} W her_l the credentials of the
g5 been peer-reviewed and when the content jg el
195 s

T Ol overlapping - .
: able or high impact database or website. PPIng and has been accessed from a

contributed to the quality of 4 o PR

Al these (,L_ﬂl Rpoiit ] IRyal: ‘s__'n‘ud electronic resource and will pe i i,

iied “ServQual™ dimensions. Usere® o it easured by using the
wife, = | heir | vel of o Pectations and perception will be measured with 4
T cale 1o rate ther level of qoreeme 1 -
point Likert sca S which th I& LI ol .:L_[Tmuu or dlsdgrucmcnl (1-strongly disagree and 4 -

/ agree). hic ¢ highe Wil i oy 5y disag ]
SUOHEI} agree). 11 Eher number will indicate higher level of expectation or
perﬂfp“‘-‘"-“- " .
perceptions will be based on the actual service they receive in the
Nigeria while expectations w !” also be based on past experiences and information received about
Ibvary services. Service quality scores will be the differences between the users™ perception and
apectation scores which can be mathematically represented as SeryQual = P-E,
Theoretical Framework
Expectancy Disconfirmation Theorv (EDT) = . »
Bpectancy disconfirmation theory is a theory that has been used significantly in measuring
unsumer’s satisfaction especially in banking and different client related sectors of which be;ary
it always an exemption. The principle is one of the prominent theories us;d !(;‘r mdcasm_'lbn_g 3:\
i : ‘ identified the the : appropriate for describing the
W or bad an agency is doing. The study identified the theory T‘En applnpcorroboration Ll
i - s : aEEasl  the Y-
flnce between users EApRSition add R -:0011 ;I;L 'l\\mt;JE\pectanm Disconfirmation
1<l y i < 3) VIeWeE S af
dbers' decision o use the theory. Elkhani and Bakri (h['on of expectation or users” advantageous
. T ati ) 35

. B8 wealofie differencedn d1!~_C0fﬂlfm son’s perception of the performance of the
Werible preference, because of this fact each time a persor o i assumed that high-quality
Qualit : e ic higher than the expectations. it 1

A of library service is higher thar

*fimation has happened.

is very
Very important to the effective utilisation

federal university libraries in

y Theory (EDT) turned into constructed
CDT) that's viewed as a dissonance be?ée?}
: hile a person’s notion of the performan

wiht

T gy Pronounced that the Expectancy Disconfirmatior

M the idea of Coeniti o ce Theory
A ognitive Dissonan i ] uality of
Eﬁh?mn of something and its truth. Slmll?rlyr.'edicte 4 or preferred ﬂppl'(:)xln?t:iﬂieel)c’t ItSl::Z nqﬁrma’t’ioll
WY Seryi o what's p ; bout, PosttIve -

Iy 0 erl‘ce qu.al‘ny'ls s lhalr;W disconfirmation has come;:as dissatisfaction. Figure 2.1
b m{gs, it indicates that nega -n cause the consum firmation theory (EDT).
oy USEIS” satisfaction and disconfirmatio £ the expectancy discon!

€ Connection between the components 0
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Disconfirmation Theory Model

Perceived Library
Comnarison
P> P—F [ pr |
l_!’osltive DiscunﬁrmstioLI Conﬁrm@ Negative

Satisfaction

Figure 1: Expectancy Disconfirmation Theory Model
Source: Adapted from Oliver {1977)

_Fig.2.1: Expectancy

Expected Library

Methodology

Research Design . .
A mixed approach methods (that is, qualitative and quantitative) were used to describe the situation

under study. Descriptive survey, observation and interview designs were used for this study. Mixed
approach is appropriate for this study because it will investigate the Tuence of usability, quality of
library service delivery and users’ satisfaction by giving a clearer ur inding of the variables.

This study used focus group to conduct a direct observation of the demonstrable skills of a numbet
of library users. Focus group is found suitable to observe the user’s effectiveness, efficiency and
satisfaction with the library electronic resources. The researchers see mixed approach as the design
suitable for measuring a wide variety of unobservable data on usability and quality of service
delivery as well as users” satisfaction and its ability to collect data remotely from a large population
that is too large to be observed directly.

Sample and Sampling Technique
The Sifmplc sizs: for this study was 772 while 50 postgraduate users. This study applied multistage
samling ciav [ arive he sl iz hat will ersen the rgiterd posgrdist

: i m the six geo-political zones of Nigeria. Purposive
sampling techmqllles were used to select federal universities running postgraduat geria. e
the.{3 federal uruvc!'sities in Nigeria. In selecting the 6 universities thagtr '1111a . programt: 6 geo-
political zones of Nigeria, stratified sampling technique was adopted dWI' represent e! eli b
random selgctlon Wwas used to select one Federal University from each zm.1 seplba
The following university libraries were randomly selected to rem‘esen?]:.: ire si litical
zones of Nigeria: University of Technology Library, Owerri, (south-gast) :biﬂtlre o g;eo-PE.bmry
Complex, Usmanu Danfodiyo University, Sokoto (north-west), Tbrahi tils § Fo::hyobl da
lerary,' Federal Umve'rsny.of Technology, Minna (north-central)! = ém Badamosi Ba a&i{y
Obafemi Awolowo University, Tle-Ife (south-west), Ramat Libl‘ary’ . zekiah 01uwa§anm1 _Ll rth:
east) and Johl:l Harris Library, University of Benin, Benin City, Ed; Sl;\ferslty of Maiduguri (r;pﬁ s
zone) respectively. The sample was drawn from the total po :11 - te (soutl?-south geo-poli .
library users for 2017/2018 academic session. pulation of all registered postgradu
This study used 2 sets of questionnaire and usability

: : evaluatj :
collection. Two sets of structured questionnaires were d uation taols as instruments for 02

esigned. for this study; two were desigh
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for the postgraduate students of g,

e selepte
were used to gather more selected u

; niversiti .
data from the participange VIS 2uide and o

pants, bservation checklist
The researchers embarked on f
reSearch instruments for data ¢
jibrary to help in the collection
rcst‘ﬁfChCr to observe the dempo

under study.

eld trips 1 .
s 1o the six ge a2
* Eco-political zones of Nigeria to administer the

ollectio
N, tWo resea 2
™ = rch ass
o ssistants w : : :
f the instruments while the were employed in each university

nstrable skills of the ten USSRty eeth ovecs it o il
Postgraduate users of the university libraries

The data collection exercise lasted for e
bl tosing the Siu:\:‘?u.i::ir ;lhg_z_lur\weks (2 Months) and the data collected was analysed
lectronic. resources fdiilahasc's) s ink Aloud technique for evaluation of universi l'gl :
ducted in each of the six Ii ™ order to prepare the participants fi i
con 'U-LdL i he six libraries under study 1o enable use pags for the test. a pretest was
required time for the completion of the 4 tasks. .Emer\‘ie\\ Lhe- Lgi:é\}gé‘é;é‘gp:;ﬂagirlllaS!iSaa;ld_the
4 B e al(:lpnsma

_to-face formal interacti i
fiice ~t nal interaction 1o further extract the dormant information from them

Based on the design of the research insir
s : nstrument. the data collec
. 5 o . cted were analysed by frequenc
csttmuncltsl;]:ll|nip(:uuar;iu:cull\lin:5.Inu_.md and standard deviation using SPSS version 21 and S('}'ATA)
ructural Equation Model 1o determine the relationships b ) = *
S elationships  betwees e ility
satisfaction. ps between the usability and users

Discussions

Data were L‘vullcctcd from two different sets if questionnaire to determine the user’s level of
agreement with the statements usability of electronic resourees in the federal university libraries in
Nigeria. Findings from data analysed were discussed ’

Availability of Electronic Resources in Federal University Libraries in Nigeria
¢ The study found that electronic information resources such as Open Access Journals/ Books.
OPAC. Open Educational Resources (OERs) were available in the libraries. while Oxford
University Press. EduDonor. Hepseu. Oakleaf Books. Baobab, eGranary. AJOL. West Law,
IEEE. Emerald and Educational Module Contents (eLearning Platform) were not available
in the libraries. Similarly. Elsevier ScienceDirect. CABDirect. JSTOR. Law Pavilion.
ProQuest. EbscoHost. TEEAL. ARDI. OARE. AGORA. Lexis Nexis, Hein _Online‘. Ebrary,
Scopus, Legalpedia. IMF ELibrary. Springer. Others: EIFL.net were not available in fe_deral
University Libraries in Nigeria. Participants were asked to log on to any of the available

databases for usability tasks.

Channels of C jcati d by the Libraries
ommunication used by e . . Rl
¢ Thechannelsof communication used for dissemination of information about the availability

i e d from M = 2.14 (“University

ic res the users. These responses Iange e
(l:;afi:]liectl'?ﬁs ;f&ﬁu;‘li:;})om M = 2.89 (-‘General study course-use of library )ﬁThcfrgsm;
Showz%haltsozt gf the fourteen items listed for respondents 10 indicate the way show tedera

b d s i high

i i -graduate students; seven iems have higl
i ity li issemi formation t0 post-gradu? L ,
university li rarg lsse2 ;";t;;n hese items include internal memo, Fresher’s
mean scores above <.

h et o iversi ite; 1, Notice board,
orientation, and general study course-use of libra{"yj.1 ll:t?:‘\;ersny website/portal, N _
and library social platform and University News
an SCOres below the bench mark of 2.50
post-graduate students as
rity of the respondents
1t, notice board and

. ed low mean =
On the other hand, seven items produc te information to the

because they were not used 10 dissemite’” ~ignifies thet major
ose items Were ist/email ale
expected. Consequently, th lis

jversi iling
it niversity mal
responded that their libraries do not use U ; o
proceedings %
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electronic bill board a-d mobile short message services

information and they have never attended any iti ny

of electronic resources in their libraries. 7

o Usability Test Report 2o

Among the fifty participants for the usability testing only10 were able to complete t
given to them after pre-tasks while other fifty, could not complete within the time frame,
of the participants disagree with the questions asked about the effectiveness, efi
satisfaction with the library electronic resources and services provision.

o Interview/ Focus Group Report
A total number of 7 questions were prepared
interview has been presented using thematic approac
questionnaire.
Fig.4.1: Structural Equation Model of the rel
Usability

to guide the interview. Data collected from the
h to validate the findings gathered from the

ationship between user’s satisfaction and

The ﬁnc!ings of the test of hypothesis of relationship b, ili

e s Tt et S o i

having a p-value of (p>0 i;;tgatlve relationship between usability and user’s satisfacltzion paand

had no significant inﬂuer;ce onn::&?r;: thla : tht? null hypothesis is accepted. Conclusivel usai?ility

federal university libraries in Nigeri vel of library users” satisfaction with electroni - i
geria. ectronic resources int

Hypothesis Two
Hs; There is no significant relationshi
; ¢ ationship between th i i
with electronic resources in i qlfallty oF ity syl e :
e Tedleral university libraries in Nigerty e and users® satisfaction
The finding of the test of hypothesi
h y s of relationshi
with electro ] s ip betweer i i isfacti
i o ety T o s
2 ; 1gn of significant positi : Atie standantt S8
uality on users’ rese: 3 e o wve rolatippshi i i
:}1 i m?;] s e rea::th work and user’s satisfaction, with a l'i-Shllp for fhe flueciic B
Libr * safsfaction o Conclusively service quality had arnr s (P<0-001) which connotes
ary users’ satisfaction with electronic resources in federal s e outhell 2
Flow Chart of the Expectancy Disconfirmation Model e
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The flow chart shows the seque
theory model by comparing the
expectations 1o determine theijr le
Fig5.1:Expectancy Disconf

nce of tasks 1o pe
Scores of perceiveqd
vel of satisfaction wi
T'mation Theory (EDT)

erfi . = =
|'|frkm“fd by the expectancy disconfirmation
'}bral“)' Services and the users’ library service
th the Ilbrar} service provision. See fig. 5.1.
Process Flow

complrted form

Administrator logs into the system

Administrator shares a link to the online data capturing instrument (questionnaire) using

google form

User visits the link

User fills and submit the form*

System processes the form

System stores the data N )

Administrator requests a report summary. search filters (i.c. Gender. Age range. Date.

Session or Semester)

System searches the database

The system processes the data b

and 2. Perceived Library Service) . ) Ay L

If Pesceived Service is éreater Than Expected Library Service then the dgctston is Positive

Disconfirmation (i.c the user is satisfied me?mngEsaut;f?Icef::l:(nhzsxozccgic L)ibra Service it

X . = 1o y Expected Library Service

.If the result of Perceived Scrv:cfie'; g]‘;'t‘ v Neutqrﬂl (Neither Satisfied nor Dissatisfied,

means Confirmation has occur

s zone of Tolerance. ‘ ; :
L ;?at;:" Hls;)if: reit;erride;(; aT[um Expectation it means Negative Disconfirmation
L reeps

(Dissatisfaction)
13, Administrator saves or print the results |
14. Administrator navigates to share the resu s
3. Administrator inputs contacts of receivers P
16. Administrator can share the results with ot

y comparing the 2 mean scores (1. Expected Library Service




Fig. 5.2: Actors and Use Case

i nein
Manage |lcere
Manage Oniesctinne
Manage
‘| f‘\-) View Ohiectione
| View Onestinnnaire
Chare Ouectinnnaire

Suhmitc Perennal Data i

‘ Selects Ancwer

Tiear Sithmite Ohiectinnnaire

Vidt the | ihrarv Portal

Cenerate Ronort

This prototype is designed to measure library service quality

i{lstrument (25‘ Survey Questions). The questions whereqforrlrtl}edﬁg;sl;%ho?int:g ap:zglijfi':i{;g%g?hl;
;lébrary ?pera;;ons and services. The SERVQUAL 5 dimensions are Tar?gible Reliability,
: ;]s)?[?)r.lswe, ssurance and Effectiveness instrument and Expectancy-Disconfirmation Theory
Designing the Prototype

In the process of developing this prototype a paper model was
about how features and functionalities of the system should lo
and upgrades to be made in order to add more valye and mak
based on the two defined services peculiarities (the Expected

first used to come up with the ideas
ok like so as to enable more updates
e an efficient tool for data collection
and Perceived services).

How the prototype works

This prototype provides features and functionalities wi i
. S wit

prototype. This user can login and perform series of taslkhs “_P;:Ch a user can be created to access the

his/her domain. Such users created are also administrators

questions based on their service categories (Expected and P

. . - erc i it 1 i
crcated, there is & provision for creating » quostoneai 1 eived services). With these question’

tle after which questions can be picl
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rom the pre-defined que
Jestionnaires can be viewed ang Managed
for sharing the questionnaire link yj, t;nai]
(heir demographic information and submjt
in Page y
Log I o7&

stio i
NS and finally , Questionnaj
¥ naire
After Creating a
or

tenerated. Users, Questions and
stionnaire. an option has been made
sers then follow this link and fill in

que
text messape. U

£y, Ubrary Servics Quality Assesment Sotman

Users process

There are two major types of user recognise ;

public user. They are however called th : h‘l\ e lelm}pL e s
e o -, ¢ actors of the syste > ) o B

authoritatively are referred to the use cases, ystem and the tasks they perform

Admlmstljatnr.: An aul!m‘n/ud. ll\l.'l"\\hn creates public users and share questionnaire to user

can be a Librarian. administrative officer or lecturer who

o Administrator logs in to the system with

super administrator

s. This
wants to evaluate his/her course(s).
a pre-defined username and password created by

e Administrator will land on dashboard and menu options and their sub-menus as follows:

Dashboard

This provides a summary report at a glance as per the system activities. Information on the
dashboard includes a total number of Questions. Questionnaires. Administrative users and list of
respondents.

o

 ——
’——
- —
=
au

B

e e et .

|
|
I i 1 s pr g 4 L S

User
This is a menu that enables admin to manag
Create User View: Used for creating and view
Process of Creating User
. Administrator logs in to the prototype s to “creatc user’
Admin goes to ‘users’ main meny and gocs 0 - o rmation and click process
3. Administrator fills the form with the new user in
User Inf ;
ormation : ian, Lect
*  Full name, Gender, Email address, Role (Librarian,

€ users.

other administrators who are users on the system.

urer, Sales manager)

e system The administrator can update or

: . n th

d“ew User: Displays the list of available users
Clete users® record as well.
Uestionnajre View

d, listed and shared.
18 1S Where questions and questionn

aires are create

26
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Allows administrator t0 create, questif)t_ls. T ‘ 4
Lists all questions created by the administrator. This page also permi

dit or delete question. ; :
re: Allows the creation of a new questionnaire. See figure 5.6

Lists all existing questionnaires created by the admifjmr_ Through this

ecord can be updated or deleted. ) By ]
Enables administrator to share questionnaire link to public users through

Create question:
View Questions:
administrator 10 e
Create Questionnai
List questicn nairef

menu, a questionnaire
Share Questionnaire:

email or text messages.

Link Sharing Preview oot ) !
This administror can send voice, video or text message to all registered user using text message,

Report
There is a provision for an administrator to generate report from the user responses so as to gather

the scores obtained for a particular questionnaire shared on a particular date. To generate this repor,

the admin need to select the questionnaire title, the date it was shared, service category and users®

gender. This prototype provides a comprehensive report in tabular form and allow for the results to-

be exported in CSV or MS-Excel formats.

Current Awareness Services View
The current awareness services platform enables the administrators to share current news, events,

resources and services of the library with the registered users for effective utilisation of library
resources.
Findings of the Study
Based on the data collected and analysed, the study found out that:
. Postgrgduate users were naturally disconfirmed with the library electronic resources
provision.
e Most participants hardly use library fee-based electronic resources. '
* All participants preferred test message as the best channel of communication. i
e Participants were not happy with most of their university library management software ;
(LMS) performance during the usability testing, : :

e Many participants got frustrated and could not compl i 7
ete the th i
due to slow Internet connectivity. P con ke SEIERE S :
e Usability of library electronic resources show negative relationship with users’ satisfaction. k

e Service quality has significant influenc i
_ . e on the level of library users’ satisfacti ith
electronic resources in federal university libraries in Nigeria o e e
The stu ¢
dy recommended the prototype for regular evaluation of library services since there

is no standard software for measuring li
. s , ing libr servi :
services for disseminating information to userms y ce quality that uses short message

Conclusion
In view of the review of the related literature and the

previous studies conducted on users’ satisfaction have findings of the study, it is obvious that

failed to identify the factors responsible for

reso
such as lack of remote access, ineffective urces for users research works, other factors

in fom’ tion and lack of constant training, umkilincommunicationf information dissemination ¢
of the llbrar_y had contributed to users dissatisfacti%,,



t

e

¥
I

Recommendations

e Libraries sho i ; : »
il embark )llld)‘rrnpm\.e on the service delivery by adjusting their rules and regulations
P ihary o, (I:l F.Leular sensitization of the users” community through SMS.
Y should increase their b i i N 3 :
: : and width to facilitate eas g : : 3
Library should advi Sy access to electronic resources

ce all database owners t e the home p Ti / an
by o make the home page friendly and easy to use
e Library should adopt Ep [
is, o Pt EDT software for measuring librarv servi ity and users
g suring v service quality and users

* Libraries should he conducting usab

e : ility test for all selected electronic resources before
subscription to avoid low utilisation

of the aggregator databases.
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