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Abstract: In the realm of highly competitive industries, value creation serves as a fundamental 

endeavor for businesses seeking to distinguish themselves and attract discerning customers. This 

paper extends this concept to the academic sphere, focusing on the value creation efforts within 

academic libraries. Drawing from insights provided by Zhang and Chen (2008), the study 

underscores the pivotal role of academic libraries in delivering value to their users, including 

students, faculty, and the broader institutional community. As academic libraries evolve, librarians 

are increasingly tasked with ensuring that library services and resources align with the diverse needs 

and objectives of stakeholders, ultimately contributing to student success, faculty support, and 

institutional advancement. Through a nuanced exploration of value creation dynamics, this research 

sheds light on the multifaceted ways in which academic libraries enhance the educational experience 

and foster scholarly endeavors within the academic community. By examining the intersection of 

value creation and library management, this paper aims to inform strategic decision-making and 

resource allocation processes, empowering librarians to optimize the impact and relevance of library 

services in achieving institutional goals. 

Keywords: Value creation, Academic libraries, Student success, Faculty support, Institutional 

objectives  

 
 

INTRODUCTION  

Value creation is an exercise engaged in mostly by businesses in highly competitive industries with the 

aim of providing customers with a defined notion of value and the reasons to choose their products and 

services over that of their competitors (Zhang and Chen, 2008). The value of the academic library to its 

users has become a critical issue in the management of academic libraries. Librarians are now 

concerned with how the library services and resources benefit the students‘success, faculty and the 

overall institutional aim. For academic libraries to be successful, not just in these uncertain times, but 

in the future, Thomas (2010) succinctly stated that:  
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We must reinterpret our organisations to reflect contemporary needs and values. This means 

charting a course that remains true to principles that have guided us since the development of 

librarianship as a profession, but which also looks to the services we can provide that represent the 

greatest value for our clients.  

 Academic libraries are in competition with other sectors of their institutions for limited funding due to 

budgetary pressures (Tripathi and Jeevan, 2013) as cited in Tetteh  

(2018). This confirms Heider et al. (2012)‘s claim that due to financial challenges, departments and 

divisions in higher education institutions are being examined for  their impact on the overall 

performance of their institutions. As a result, many academic libraries too have been asked to assess 

the value of their resources and services to teaching, learning and research. This supports a report that 

due to financial constraints, libraries in developing countries have difficulty paying for e-resources 

(Asamoah-Hassan, 2014). Besides, the emergence of new sources of information as a result of 

technological innovations has negatively affected the image of libraries (Hinchliffe, 2011; Ribble, 2011) 

In view of these, academic libraries are being called upon to demonstrate their value in order not to 

become peripheral to the activities of the institutions they serve.  

Germano (2011) investigating cause of and remedy for the decline value of libraries, asserted that lack 

of competition is the underlying factor for the decline of library‘s value. However, this is not a problem 

with products and services, instead a lack of marketing of library‘s usefulness. Libraries are therefore 

being called upon to establish a ‗societal, cultural and educational benefits of libraries‘that is reflective 

of user needs. Also, a more sophisticated marketing, customer communication and service delivery 

which is based on users‘needs should be employed to justify library usefulness, and demonstrate their 

impact and value by evaluating their resources, their services, their contribution to the realization of 

their institutions‘mission and goals as well as their return on investment in order to find out practical 

ways to ensure continuous improvement in service performance (McCreadie, 2013). According to 

McCreadie (2013), libraries are well perceived by faculty. In developing countries, the value of the 

library is determined by the quality of the collection. However, in the developed world, it has been 

realised that access to materials is no longer critical, rather collaborative relationship between 

librarians and faculty through general marketing of library‘s support for teaching and research is key 

to demonstrating value. This confirms the assertion that library marketing raises the library‘s profile 

among teaching and research staff (Creaser and Spezi, 2012). Besides, Albert (2014) established that 

libraries are able to demonstrate value when they collect data on usage and impact of their support to 

their institutions. This supports the claim that libraries must go beyond evaluating their services to 

communicate the results of the evaluation in order to demonstrate value (Hinchliffe, 2011).  

The study aims to assess the value of the Ghana Institute of Journalism (GIJ) and Ashesi University 

libraries based on user satisfaction. This research used the explicit approaches to measure the value of 

library resources, services and physical environment. This is done by investigating the following:  
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1. Users‘ satisfaction with library services,   

2. Users‘ satisfaction with library resources   

3. Users‘satisfaction with staff conduct.  

4. Contribution of the library to the academics of users  

 The motivation for this study is to demonstrate the value of the library in order to justify funding for 

resources, as well as identify users‘needs towards better service provision. Putting this study into 

perspective, some existing literatures have been reviewed.  

Demonstrating the value of academic library  

Throughout history, academic libraries have served their institutions as repository, information 

provider, recreational facility, computer and information literacy training provider, and advocator 

among others. These services evolved as a result of changing needs of users and community. In spite of 

these achievements, libraries are said to be struggling with expressing and quantifying their value to 

stakeholders (Jaeger et al., 2011).  

Tenopir (2011), discussing ways of measuring the value of library products and services mentioned:  

1. The implicit value where focus is put on downloads or usage logs. This approach assumes that 

because the library is used, it has value. This however does not show purpose, satisfaction or outcome.   

2. Explicit value focuses on the impact or the outcome on research, teaching and learning,   

3. Derived value deals with the cost benefits of library resources. This is also referred to as Return 

on Investment (ROI).  

 According to Tenopir (2011), Tenopir et al. (2009b) and Tenopir et al. (2009a), most libraries have 

demonstrated implicit value for some time using usage statistics. For instance, Tenopir (2011) stated 

that usage logs revealed increase in downloads of e-resources over the last decade. Besides, a reading 

survey showed that reading among academics increased steadily from 150 articles in 1977 to about 280 

by 2006 over the past. Implicit value assessment however does not demonstrate purpose, satisfaction 

or outcome of use, hence Tenopir (2011) advocated that the value of library should not only focus on 

implicit value where focus is put on downloads or usage logs but also on the explicit and derived values 

where impact on research, teaching and learning, and the cost benefits of library resources are assessed.  

Some researches built upon this approach by not just collecting frequency of use but also assessing the 

purpose, motivations and outcomes. In a study of seven universities in the USA and Australia in 2004 

to 2006, it was discovered that half of the scholarly article readings were for research purpose. 

Furthermore, Cobblah and Van Der Walt (2016), Dunne et al. (2013) and Botha et al. (2009) 

demonstrated explicit value of libraries by assessing user satisfaction of library services, resources and   

expertise.  A  survey  conducted  by  the  School  of Library and Information Science at the University  

of South Carolina reported that 92% of users think that library improves the overall quality of life and 

73% feels that the library enhances personal fulfilment (Jaeger et al., 2011). Similarly, Sriram and Rajev 

(2014) and Poll (2012) posited that impact and outcome is required to establish value. Moreover,  
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Chandrashakara and Adithya (2013), Arinawati (2011) and Harvey (2004) demonstrated library value 

by assessing the acquisition process of library materials, use of budget and maintenance of stock.  

The popularity of the explicit value approach was due to the development of some methods and 

standards of assessing library services and resources. Markless and Streatfield (2006) identified four 

criteria for measuring users‘satisfaction with library resources:  

1. Attitudinal change or change of perception 2. Knowledge about sources of relevant information. 3. 

Behavioral change – doing things differently  

4. Doing things more effectively.  

Furthermore, the SCONUL Impact Initiative also proposed stages in assessing the impact of higher 

education libraries (Payne, 2006). Also, library collaborations have developed toolkits, methods and 

procedures such as the ACRL Standards 2011, LQAF (Library Quality Assessment Framework) for NHS 

libraries in England, the new international standard, and the ISO 16439 to provide clarity and 

consistency to library assessments (Hiller, 2013; Poll, 2013, 2012; Dunne et al., 2013). Moreover, 

Weightman et al. (2009) and Abels et al. (2002) made separate contributions on measuring the impact 

of health libraries.  

Despite the above measures, Dunne et al. (2013) asserted that measuring satisfaction is problematic 

because:  

1. LIS impact studies tend to rely on users subjective views.   

2. It is difficult to isolate cause and effect as they apply to use of service and subsequent change.   

 This notwithstanding, LIS impact study can still be useful as long as researchers accept their 

limitations, reduce bias and make the study relevant to learn from Urquhart (2004).  

In recent times, policy makers and business minded stakeholders especially sponsors require library 

value measurement based on fiscal benefits of resources. In response to this, libraries especially public 

libraries adopted the Return on Investment (ROI) approach to demonstrating value, which associates 

library services with costs or potential prices. Libraries in Wisconsin, Pennsylvania, Florida and South 

Carolina have used the ROI model (Jaeger et al., 2011). Also, Sykes (2003) asserted that ―library value 

is often seen through the lens of a business model particularly a Return on Investment perspective‖. 

The approach involves the use of value calculators‘which quantifies library value into the amount of 

money saved when a user borrows from the library rather than paying for the material. The problem 

with these concepts is that, the accuracy of services listed and corresponding prices quoted cannot be 

established. The risk associated with this therefore is that, the services could appear too expensive or 

simply cost-inefficient‘thus creating negative reactions‘(Germano, 2011). Jaeger et al. (2011) also 

argued that since libraries are social institutions, translating their services and products into monetary 

terms becomes unsuccessful. Explaining further, the research stated that information, knowledge and 

data do not have monetary value unless they are used to create a commodity then perhaps monetary 

figure can be imposed.  
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 Another way by which library (especially public library) value has been demonstrated was by looking 

at library usage during times of economic crisis such as the Great Depression and the decade old 

economic crunch. Jaeger et al. (2011) citing Griffiths and King (2011); Carlton (2009); Yates (2009), 

Gwinn (2009), Jackson (2009), and van Sant (2009) reported that in the USA during the economic 

crunch, library usage increased significantly as patrons sought internet access, assistance to apply for 

jobs, social services and options for entertainment among others. Statistics collected shown that there 

was 5% increase in library cards issues, 10% increase in library visits and 17% increase in visits to library 

websites. In the studies, internet service revealed great potential to measure and express the economic 

value of public libraries by enabling assistance in education, technological literacy, job seeking, 

applications for social services, and other measurable contributions to the economy. About 3.7 million 

people have been reported to have successfully obtained employment through the use of library 

computer service (Jaeger et al., 2011).   

In view of the limitation with measuring library satisfaction, Tanner (2012) suggested both the 

economic value and the social value approaches for demonstrating library value. It is also necessary for 

libraries to share assessment data with stakeholders to facilitate funding. Consequently, libraries 

should demonstrate value by establishing the intrinsic worth of their services based on patrons ‘needs. 

This can be done by assessing the need of users and understanding the industry in which libraries 

operate so as to offer more attractive options for potential users who patronize other information 

providers.   

  User satisfaction as an indicator of library value  

 According to Hernon and Altman (2010), ―satisfaction is an emotional reaction, the degree of 

contentment or discontentment with a specific transaction or service encounter‖. If the service 

performance falls below users‘expectations, they become dissatisfied. However, if service performance 

matches expectations, users become satisfied (Bua and Yawe, 2014). Therefore, satisfaction can be 

personal and it is the degree at which users are pleased with the library services, with staff attitudes, 

and the library environment in fulfilling their needs and expectations. Giese and Cote (2000) explained 

that a user‘s respond while a service is being delivered or after service delivery is indicative of user 

satisfaction. It can therefore be inferred that satisfaction is an individual response to a service and it 

can be subjective depending on the time and needs of a user. It may or may not directly relate to the 

performance of the library. In service organizations, satisfaction plays a major role, and according to 

Alasandi and Bankapur (2014), it is the positive feeling created after receiving a service that makes 

users desire to use the service again. In view of this, all libraries strive to satisfy the information needs 

and expectations of users (Warraich and Ameen, 2011). According to Bua and Yawe (2014), the extent 

to which an academic library services satisfy its users defines how effective or efficient that library is. 

For the purpose of this study, user satisfaction shall mean the fulfilment of users‘ (students and faculty 
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staff) expectations and needs as they use the library services and resources for learning, teaching, 

research and other purposes.  

Academic libraries provide services and information resources ranging from print publications, e-

resources, conducive environment, book lending, reference services, catalogue, photocopying, printing, 

study desks, computer and ICT facilities, information retrieval and delivery services, user information 

alert, interlibrary loan, research support, publishing support, technical support, information literacy, 

advocacy and policy formulation functions among others. These have been identified as key 

determinants of service quality in the libraries. Sriram and Rajev (2014) cited Abagai (1993) who also 

ascertained that the availability of the skilled staff, knowledge materials and physical environment can 

guarantee user satisfaction. Onuoha (2010) also assessed library services at Babcock University in 

Nigeria, and the findings revealed that circulation service, reference, photocopy and binding services 

were considered by the majority of the respondents to be effective, while compilation of bibliographies, 

indexing and interlibrary loan services were considered to be ineffective. Biradar et al. (2009) and 

Martin (2003) investigated the quality of library services and their findings revealed that the users were 

generally satisfied with library services but had specific concerns with areas such as access to electronic 

resources, catalogues and insufficient space.   

Also, in a study conducted by Mohindra and Kumar (2015) to assess library service quality (LSQ) based 

on user satisfaction of AC Joshi Library, Panjab University in Chandigarh, India, found that library 

environment  and  h and Nyantakyi library services outscored library collections in predicting user 

satisfaction. The findings of another study on a Malaysian University also revealed that (i) academic 

staff perceive the quality of library services to be just above average, (ii) library staff are considered 

quite helpful and able to instil confidence in library users, (iii) academic staff also believe that the library 

has a positive impact on their teaching, learning and research, and (iv) the overall satisfaction with the 

library services received a satisfactory rating (Kiran, 2010). Besides, Heider et al. (2012) recorded that 

studies have shown that library materials contribute to faculty‘s publications as a result, faculty‘s 

comment on their evaluation of resources and services was that libraries should expand access to 

eresources and e-services. Other researches on the value of libraries based their assessment on the 

relevance of libraries‘collections – both print and electronic (Heider et al., 2012).   

Furthermore, printing and photocopying facilities were found to have significant impact on user 

satisfaction in the Sur University College Library, Sultanate of Oman (Sriram and Rajev, 2014). Also, 

Cobblah and Van Der Walt (2016) investigated the contribution of effective library and information 

services to academic achievements at universities in Ghana and concluded that there was a correlation 

between effective library and information services, and academic achievements at the universities in 

Ghana. The study also established that library users were generally satisfied with the services provided.  

The provision of study space, book lending and internet services were the most effective and highly 
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patronised services. The study also indicated that inadequate staff training programmes affected the 

ability of library staff to deliver effective library services.   

These literatures have established that library collections, services and facilities include space, are key 

to user satisfaction. As stated earlier, user satisfaction is a personal response which can be determined 

by the needs and expectations of the user, hence even though some found satisfaction in library 

collections, others were impressed with services and yet others were pleased with library facilities such 

as computer, internet and space. It can also be realised that while earlier researches employed user 

satisfaction to determine implicit value of libraries, later publications established the explicit value of 

libraries which focuses on the impact of library services and products, to establish user satisfaction.  

  Effects of library use on student’s academic achievement  

 Academic libraries are essential in providing information resources and services to support teaching, 

learning and research. Vichea et al. (2017) supported this statement with the assertion that information 

is very important in order to achieve academic success. In view of this, many researches have 

established a strong correlation between library use and students performance.  

Investigating library use at Huddersfield University, West Yorkshire, Goodall and Pattern (2011) 

acknowledged that students who read more; as measured in terms of borrowing books and accessing 

electronic resources attain better grades. In addition, Cox and Jantti (2012) and Wells (1995) assessed 

the impact of library use at the University of Wollongong, New South Wales and the University of 

Western Sydney, Macarthur respectively and established that there was strong correlation between 

students‘ grades and use of library information resource. This is supported by a study done to evaluate 

the impact of library on students‘retention and performance in the University of Minnesota, 

Minneapolis. The findings of the study suggeste that ―first-time, firstyear undergraduate students who 

used the library had higher GPA for their first semester and higher retention from fall to spring than 

non-library users (Soria et al., 2017).   

In another study however, the relationship between academic performance of students and library use 

could only be established partially (De Jager, 1997). This raised the question as to whether books 

borrowed from library were always read or understood by students. This notwithstanding, majority 

opinion still established that library use positively impacts students‘academic success. It has also been 

established that, ―undergraduates attending research universities with greater academic library 

resources had higher selfreported gains in critical thinking‖ (Whitmire, 2002). Moreover, Atta-Obeng 

(2016) citing  Amusan et al. (2012), Wijetunge (2000), Haggstrom (2004), Igbinovia (2016) and Eve et 

al. (2007) ascertained the contributions of academic libraries in promoting lifelong learning skills such 

as information literacy skills, research publishing, communication, presentation skills, ICT skills, and 

students‘ ability to collaborate and share knowledge. Through this, libraries would be able to resolve 

the demand for accountability for students‘achievements. In essence, libraries should not only focus on 

usage and download counts as well as users impressions to determine library value. The trends are 
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changing where libraries are being required to also establish value through impact. In this study, user 

satisfaction has been used to establish both the implicit and explicit values of libraries.   

  RESEARCH DESIGN  

 The study is a survey of two university libraries namely, the Ghana Institute of Journalism (GIJ) 

Library, and Todd and Ruth Warren Library, Ashesi University College (AUC), Ghana. The researchers 

used questionnaires and interviews to collect qualitative data from third year students, faculty and 

library staff on their perceptions of the libraries ‘resources and services. Faculty and library staff were 

interviewed while third year students were given questionnaires consisting of open and close-ended 

questions to complete. The reasons for choosing third year students are because most of them were 

continuing students who had the opportunity to use the library for a long period. Also, from 

observation, unlike final year students who due to the intensity of their academic work are not willing 

to participate in other activities, third year students are more available and willing.  

Four hundred and ninety-six (496) third year continuing students were proportionally sampled from a 

total student population of 2,216 from both universities. This constitutes 349 out of 1,697 students from 

GIJ and 147 out of 619 students from Ashesi University College (AUC). Since not all the 349 GIJ 

students were continuing students, purposive sampling was used to further select the 185 continuing 

students out of a total of 349 third year students. To enhance the response rate and also to have different 

opinions of the quality and value of the library‘s services, 30 out of 45 faculty staff were sampled from 

both institutions base on their availability at the time of data collection. This constitutes 15 out of 26 

faculty staff from GIJ and 15 out of 19 faculty staff from AUC. Eight (8) out of 10 professional and para-

professional library staff were also sampled purposively for interview. This constitutes 5 out of 6 GIJ 

library staff and 3 out of 4 AUC library staff. In all, data was collected from a total of 370 respondents 

sampled out of a population of 2,271 students, faculty and library staff.  

The response rate for the questionnaires was 73% (135) for GIJ and 83% (120) for AUC while that of 

faculty and library staff was 100% for each of the institutions.   

The researchers used both open-ended and close-ended questions. The close-ended question comprises 

both multiple options and rank scaled questions. The questionnaires for GIJ differ slightly from that of 

AUC in that, questions on e-resources and reprographic services are excluded because the library did 

not offer those services.   

The questionnaire constitutes questions on (a) requested background data of respondents, (b) 

availability and evidence of usage of services and purposes for which the services are used, (c) the 

awareness of the various services provided by the libraries, (d) users‘ perceptions of service quality, and 

(e) perceptions of the value of using the library services.   

Some of the questions were adopted from the data collection instruments employed by McCreadie 

(2013) in her investigation into library value in selected developing countries. McCreadie‗s study used 

instruments such as quantitative questions for both library staff and faculty, qualitative telephone 

mailto:contact@americaserial.com
mailto:contact@americaserial.com


International Research Journal Of Library And Information Studies 

Volume 12 Issue 1, January-March 2024 

ISSN: 2837-651X 

Impact Factor: 7.04 

Journal Homepage: https:// https://americaserial.com/Journals/index.php/irjlis, 

Email: contact@americaserial.com 

Official Journal of America Serial Publication 

 

International Research Journal Of Library And Information Studies 
https:// americaserial.com/Journals/index.php/irjlis, Email: contact@americaserial.com 

32 | P a g e  

interviews with selected librarians and qualitative open-ended questions which were emailed to faculty 

staff. The purposes for adapting these questions for the present study were that they are appropriate 

for the investigation. Examples of questions adopted from McCreadie are: On a scale of 1 to 10 how do 

you value your library? Which of the services provided by your library is of most value to you? What do 

you value most about the services of your library?  

The questionnaires were self-administered at the libraries and lecture halls of both institutions because 

the respondents were within reach.   

Unstructured interviews were conducted in the offices of the respondents (faculty and library staff) by 

the researcher after booking appointments with the lecturers and library staff. The interviews were 

recorded and later transcribed.  

SPSS 21.0 was used to organize and analyse the data.  Data was analysed using the descriptive and 

frequency distribution methods of data analysis. Findings were illustrated using tables and graphs.  

  RESULTS AND DISCUSSION  

 Users’ satisfaction with library services   

 According    to   Albert   (2014),   libraries   are    able    to demonstrate value when they collect data to 

assess library usage and impart. Also, according to Cobblah and Van Der Walt (2016), academic 

libraries need to critically examine the effectiveness of their services in order to judge their 

performance. In view of this, students, faculty and library staff of the GIJ and AUC were asked to value 

the quality of services offered in their libraries. The results are displayed in Tables 1 and 2.  

It can be realised from Table 1 that photocopying services has less responses (120). This is because only 

one institution offered photocopying services. With a scale rating of 1 - 4 where 1 = ‗no response‘, 2 = 

‗dissatisfied‘, 3 = satisfied‘ and 4 = ‗very satisfied‘, the mean distribution of the variables for library 

services are captured in Table 2. As shown, orientation service records a mean of 2.3412, bibliographic 

records 2.0627, computer/internet services records 2.4941, lending service records 2.8549, reference 

services records 2.4118 and photocopying records 3.4333.  

Comparing the means, it is obvious from the analysis that photocopy service has the highest level of 

satisfaction (m = 3.4333). The next level of satisfaction is scored by lending service (m = 2.8549). 

Comparatively, users derive the least level of satisfaction for bibliographic instruction service (m = 

2.0627).  In view of this, measures have to be taken to enhance bibliographic instruction. That 

notwithstanding, the mean of 2.0627 is moderate since it is within the middle of the scale (1-4). It can 

therefore be posited that, the general overview of users‘perception of library services is satisfactory.   

The findings support the research of Sriram and Rajev (2014)  that   printing   and   photocopying  

facilities  have significant impact on user satisfaction in the Sur University College Library, Sultanate 

of Oman. Cobblah and Van Der Walt (2016) also confirms this by asserting that ―…library users were 

generally satisfied with the services provided by the university libraries‖.   
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Again, the findings confirmed results from a survey conducted in 2012 about users‘expectations of the 

GIJ library. In that study, students were more satisfied with the services than with the physical library 

and their access to information (Nyantakyi-Baah and Afachao, 2012).  

In spite of the generally high satisfaction for service, the study recorded some dissatisfaction.  Figure 1 

reveals the general perception of users on library services.   

A total of 34% of users gave no response or were dissatisfied with library services offered. The reason 

for not responding could probably be due to lack of awareness of the existence of the services, which 

equally shows poor service. Reasons for users ‘dissatisfaction are revealed by responses from the 

interview where users complained that:  

 1. The libraries have few computers,  

2. Slow internet,  

3. No information literacy training for users and 4. Poor assistance for students ‘projects.  

 This therefore requires necessary action to increase the computer systems and the broadband. Also, 

more library staff should be employed and trained to offer information literacy training and better 

assistance for students ‘projects. 

  Table 1. Users ‘perception of library services.  

 Grading   
Orientati

on  

Bibliograph

ic 

instruction  

Computer/In

te rnet 

services  

Lendin

g  

Referen

ce 

services  

Photocopyi

ng  

Total 

frequen

cy  

Very 

satisfied  

32  14  18  59  23  59  205  

Satisfied  102  95  130  135  123  55  640  

Dissatisfi

ed   

42  39  67  26  45  5  224  

No 

response  

79  107  40  35  64  1  326  

Total  255  255  255  255  255  120  1905  

  

  

  

Table 2. Mean distribution of service variables.  

  
Variable  Minimum  Maximum  Mean  Std. 

deviation  

Orientation  1.00  4.00  2.3412  1.04865  

mailto:contact@americaserial.com
mailto:contact@americaserial.com


International Research Journal Of Library And Information Studies 

Volume 12 Issue 1, January-March 2024 

ISSN: 2837-651X 

Impact Factor: 7.04 

Journal Homepage: https:// https://americaserial.com/Journals/index.php/irjlis, 

Email: contact@americaserial.com 

Official Journal of America Serial Publication 

 

International Research Journal Of Library And Information Studies 
https:// americaserial.com/Journals/index.php/irjlis, Email: contact@americaserial.com 

34 | P a g e  

 

Satisfaction with staff conduct  

Bibliographic instruction  1.00  4.00  2.0627  1.00588  

Computer/ internet 

services  

1.00  4.00  2.4941  0.84121  

Lending  1.00  4.00  2.8549  0.92989  

Reference services  1.00  4.00  2.4118  0.96344  

Photocopying  1.00  4.00  3.4333  0.61812  

 

Figure 1. Students‘ satisfaction with services offered by library.  

  
 Figure 2. Satisfation with staff conduct.  
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 With respect to staff conduct, a total of 86% of the respondents indicated satisfaction (Figure 2). The 

above perception was supported by a positive response from faculty staff. They were pleased with staff 

conduct and hard work irrespective of the challenges staff faced. Some lecturers commented as follows:  

 I have been contacting the library to teach my English class on how to use library and the Internet 

for searching for information.  

I haven’t met all the library staff but the ones who have served me, I will say their conduct was very 

satisfactory and I am very satisfied.  

I am very satisfied because the staffs are doing a good job, they are helpful.   

I am satisfied because they keep updating us on new resources all the time.  

 Reasons for their satisfaction were that they offered instructional services, and library staff was 

dynamic, very helpful, update faculty on available materials, and they made it easier for faculty to access 

information.   

These responses were confirmed by an annual satisfaction survey and feedback undertaken at the AUC. 

However, two of the library staff stressed that their users were satisfied but not completely satisfied, 

because of some challenges.  In confirmation, library staff member remarked that:   

They are satisfied but I wouldn’t say they are 100% because there are certain things that they are looking 

for which we are not able to provide, but they are okay.  

Library staff from GIJ confirmed that users are satisfied with the services because they receive fewer 

complaints now from students.  

This finding confirms the assertion of Hernon and Altman (2010) that the attitude of library staff when 

delivering service affects user satisfaction. It is clear that satisfaction with service was regarded as 

synonymous with how service providers conduct themselves in the process of service delivery.  

On the other hand, 14% minority as shown in Figure 2 expressed dissatisfaction. This is probably due 

to complaint that staff do not interact with faculty to know their information needs. Also interview 

responses from faculty and library staff revealed that the number of library staff is too small and some 

library staff show bad attitude towards users. In response to poor attitude of staff, customer relation 

trainings have been undertaken with the hope of improving staff conduct. In effect the institutions 

surveyed would have to hire more library staff and train them to build the needed capacity to serve. 

This supports Cobblah and Van Der Walt (2016)‘s claim that inadequate staff training affects library 

staff‘s ability to deliver efficient service. The libraries should collaborate with faculty by introducing 

liaison librarianship service in the institutions.   
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Figure 3. Satisfaction with library environment.  

Satisfaction with information resources  

 As indicated by Saikia and Gohain (2013), the collection of a library plays a major role in determining 

the effectiveness of the library. Therefore, the collection should  be   selected   in   a   way   that   will    

meet    the expectations of users and satisfy their information needs. Adeniran (2011) had also 

emphasised that meeting the information needs of library users demanded the provision of actual 

information resources that satisfy users. When students were asked to appraise the relevance of books, 

magazines, journals, online information resources, newspapers and other information resources in 

their libraries, Figure 3 shows that 80% majority respondents were satisfied with the information 

resources while 20% were dissatisfied.  

In GIJ, staffs were divided on their opinion about information resources. Some faculty staff were 

satisfied with the information resources in the library, because they perceived the materials available 

to be relevant and meeting their information needs. The Dean of Communications and Social Science, 

who was one of the interviewees shared his view:   

I have noticed that you have relevant books in my field of studies, communication studies and I am 

also conscious of the fact that you are always sending us list of new additions, so for me I think I am 

satisfied.   

 On the other hand, others were not satisfied and they were of the opinion that the library is not 

sufficiently well resourced. For instance, they mentioned that the library does not have e-books and e-

journals and some of the materials were out-dated. These were the same reasons they gave for not 

considering the library materials as of high quality. A comment from a faculty staff who was dissatisfied 

was:  

 No, I am not satisfied because there are no journals, ebooks and e-journals and some of the books are 

old, a lot more room for improvement.   

 Fortunately, this complaint of lack of e-journals and ebooks have been resolved since the GIJ library 

has recently joined the Consortium of Academic and Research Libraries in Ghana (CARLIGH)  and  

now  have access to extensive electronic information resources.  
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Again, response from library staff confirms users‘dissatisfaction with information resources. Reason 

given being; most books on the open shelf areas were old. A comment from a library staff member was:  

Users are generally satisfied with the reference materials but they express dissatisfaction with the 

materials on the open shelves though access to reference textbooks is restricted.  

 With regard to the AUC Library, interview responses from faculty and library staff indicated that the 

information resources were commendable. Only one faculty member complained that he was not 

satisfied with some of the magazines because they were not current. However, the rest were very 

impressed especially with the electronic resources. A faculty member made this comment:  

 I am satisfied because the electronic resources are relevant.    

 The library staff confirmed users‘ satisfaction with a special mention of the textbook policy which 

enables individual student to have access to textbooks and to keep them till the end of a semester.  

Both positive and negative responses revealed the importance of providing adequate and relevant 

information resources for libraries. This supports the argument that libraries are still relevant in spite 

of alternative sources of information.   

 Figure 4. Satisfaction with information resources.  

 Satisfaction with library environment  

 The library environment and physical facilities play a major role in providing quality and a satisfactory 

service to users. The building should be purposely built to facilitate the  maximum  use  of  all  the  

resources  in  the library. Abbasi et al. (2014) recommended that the library should be situated in an 

appealing and attractive environment; it should have appropriate lighting systems because it creates a 

conducive atmosphere for learning. The fittings should be comfortable and attractive in appearance 

with enough balance between informal and study type seating.   
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When students were asked to evaluate the physical library building with its facilities, Figure 4 revealed 

that a total of 79% of respondents indicated that they were satisfied while (21%) thought that the library 

environment does not meet their expectation as far as a place of learning and conducting research is 

concerned. At AUC, reasons given for the dissatisfaction were noisy at night, crowding at certain times, 

and inadequate air condition.   

All faculty staff interviewed responded that they were satisfied with the library environment due to its 

unique architectural design and the interior arrangement. A lecturer commented:   

 I am satisfied because it is a welcoming place and the building is so distinctive.    

Surprisingly in GIJ, even though majority of students were generally satisfied with the library 

environment, faculty and library staff was however not satisfied with the library environment. Perhaps 

students were considering the well organised nature of the library, besides, they might not have been 

exposed to other libraries unlike the lecturers who might have had the opportunity to use bigger and 

well stocked libraries.   

The perception of faculty was that the library environment was of poor quality because the library space 

is inadequate. Therefore, it is not a surprise that they were dissatisfied. Some comments from faculty:   

 That is where I have a problem, I think the library in terms of space is very small and it is a challenge 

for me as a lecturer. 

 I haven’t seen any significant change but I think it will also be disingenuous on my part to say there 

hasn’t been improvement, especially the arrangement in the library is orderly and bit more user 

friendly than when I was a student- a lecturer and an old student.  

 The responses from the library staff support the responses of the faculty staff about their 

dissatisfaction with the library environment. All library staff interviewed stated that the library space 

is too small; creating congestion during peak time. This finding therefore demands action to enhance 

the GIJ Library space. 

Table 3. Help received from the   library.   

 Response    Frequency  Percentage  

Assistance with locating a book  72  24.5  

Assistance with project work  41  14  

Assistance with retrieving old newspapers  27  9.1  

Assistance with orientation  31  10.5  

Assistance with searching for scholarly materials online  29  9.9  

Never received help from the library  14  4.8  

They helped me with the photocopier  when it jammed  34  11.6  

They helped me with some literature searches  6  2  

The library staff helped me print my assignment  6  2  
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 Number of respondents= 155       

Usefulness of the library to users   

 In assessing the contribution of library services to the academics of users, respondents were asked to 

give the kind of help received from the library and what that help enabled them to achieve. On a whole, 

95.2% respondents have received various assistances from the libraries while only 4.8% had never 

received any help from the library as shown in Table 3. In one of the libraries, students received most 

help, with locating books or relevant materials (24.5% responses) and assistance in doing assignments 

and project work (14% responses). Other help received were in the form of orientation, or searching for 

information using the Internet. The assistance given to users was really considered beneficial and they 

appreciated it. The following are comments from students:   

 I was doing a project on the use of library by students of GIJ and the head of the library gave me all 

the assistance I needed. I was able to get the necessary information and it earned me good grade in 

that particular course. I needed reference books to write my  assignment  for  end of semester project 

and the library staff helped me found one, I had a high mark that I think I couldn‘t have gotten without 

the library.  

 This notwithstanding, the response from 4.8% that they have never received help from the library need 

to be addressed. This response could either be due to complained such as overcrowding, noise, poor 

staff attitude, and lack of irrelevant and inadequate resources of the respondents do not know the 

relevance of library to them. In either case, it is necessary that these complaints be addressed. Besides, 

library services and resources should be publicised. Also, off campus services should be introduced 

through online portals, so that all students can benefit from library services.  

 The respondents as displayed in Table 4 enumerated how the help they received from the library has 

impacted positively on their academic work. Sixty-four (23.8%) indicated that the use of the library 

enabled them to submit their assignments on time. Forty-two (15.6%) mentioned that the assistance 

from the library enabled them to understand their subjects. Another significant benefit that is worth 

noting is that ten (3.7%) of the respondents achieved a good grade in their exams. This confirms the 

claim by Soria et al.(2017) and Cox and Jantti (2012) that students who use the library frequently get 

higher GPA.   

The other benefits such as the ability to search for the appropriate information online, ability to do 

project work, ability to acquire presentation skills and the ability to print and photocopy own work were 

The e-resources helped me do my literature review  7  2.4  

I had my assignment bound in the library with the help of 

the staff  

4  1.4  

No response  23  7.8  

Total responses  294  100  
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also mentioned. Some of these skills mentioned have been confirmed by AttaObeng (2016) that 

academic libraries have enabled students to acquire lifelong learning skills like presentation and 

information literacy skills among others.  

Below  is  a  comment  from  a  student:  

One of the staff helped me search for information for my assignment and actually taught me how to 

cite all the references. In fact I couldn‘t have done it without him.  

 The faculty staff also confirmed that the library had been helpful to them in their last research or 

project. Every faculty member interviewed had received help from the library especially in the area of 

facilitating access to relevant documents for various purposes. Here is a statement made by a faculty 

staff member:   

 I had a document from the library on election campaign and that is exactly what I am doing so my 

contact with the library goes a long way to enrich my thesis.  Yes, they gave me a book and it was on 

Aristotle‘s view on colours that informed the writing of an article on branding that I needed to do and 

how colour can be used as part of branding, it was insightful, and it gave me another perspective of 

colour and branding.   

In addition, there were seven responses that indicated other support the library had offered to faculty 

staff. Such support had been in the form of accessing relevant materials that enabled them to prepare 

and teach new courses and being informed in their research interest area. A comment from a faculty 

staff:  

The head librarian helped me to identify appropriate resources and it enabled me to have the idea of 

what other people are doing in my research interest area.  

  The library staff were asked whether the use of the library by the third year students had any positive 

influence on them   for   example,   acquiring   skills   in  searching   for information and what evidence 

they had for that. The library staff said yes it had indeed been helpful to students. However, the head 

librarian was of the opinion that the impact is personal as it varies from a user to user depending how 

frequently individuals had used the library since their first years.  

 I think it is personal, but those that have been coming to the library since first year now don’t depend 

on us so much to search for information, some can now search and use information properly, but for 

those who do not patronise the library services, I don’t think they have had much impact.  

 Library staffs were also asked if they thought that the use of the library by the third year students had 

any positive influence on the students. They all responded in the affirmative, that the use of the library 

enabled the students to acquire lifelong skills like searching for information through the one-on-one 

assistance they offer to users. They mentioned that through observation they realised that the 

dependence of the third year students on staff for assistance has actually reduced over time.  A comment 

from a library staff member was:   
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 Yes, students are positively influenced unlike most of the first and second year students, third year 

students don‘t depend much on staff of the library when searching for information or conducting 

research.     

 I think it is personal, but those that have been coming to the library since first year now don‘t depend 

on us so much to search for information, some can now search and use information properly, but  for  

those  who  do  not  patronise the library services, I don‘t think they have had much impact.  

 The above comments from faculty and the services providers are indications that the library has helped 

students and faculty, especially in accessing information, and the help has influenced them positively. 

 Number of respondents = 255.  

    CONCLUSION AND RECOMMENDATIONS  

 The survey has ascertained that academic libraries are of high value to both students and faculty. 

Library services, resources, physical environment and staff conduct all recorded high satisfaction. 

Among the services, book lending and photocopy services recorded highest levels of satisfaction. The 

study also revealed that through the library students have been able to obtain some lifelong learning 

skills such as presentation skills, ability to use internet, and the ability to find information materials in 

Table 4. Success with ibrary use 

 Response  Frequency  Percentage  

It enabled me do my assignment on time  64  23.8  

It enabled me have a better understanding of the subject  42  15.6  

It enabled me search for materials in the library  27  10  

It enabled me do my project work  20  7.4  

It enabled me search effectively the internet  10  3.7  

It enabled me improve my oral presentation skills and self 

esteem  

4  1.5  

It enabled me get a good grade  10  3.7  

It enabled me have the needed information for my project 

work  

23  8.5  

It enabled me seek alternative means of information  2  0.8  

It assisted me print/photocopy my work  25  9.3  

It helped me finish my work with ease  9  3.3  

It helped me keep a better track of the books I borrow  1  0.4  

The help made me enjoy my leisure reading in the library  2  0.8  

No response  30  11.20  

Total responses  269  100  
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a library. Again, it was recorded that through the library some students got good grades. Moreover, 80% 

majority of respondents were satisfied with library information resources. This supports the argument 

that libraries are still relevant in spite of alternative sources of information.  This confirms the impact 

of libraries as mentioned by Cobblah and Van Der Walt (2016). Furthermore, 79% majority of 

respondents showed satisfaction for the library environment.  However, a total of 34% of respondents 

showed dissatisfaction with library services, 20% showed dissatisfaction with information resources 

and 21% showed dissatisfaction with library environment. Even though these are minority, their 

responses raise concerns for necessary measures to be taken. It is therefore recommended that the 

libraries should be equipped with relevant and adequate information resources. In respect to this, 

online resources are critical. In addition, the number of computers as well as the size of broadband 

should be increased to address challenges with online service delivery. Moreover, the number of library 

staff should be increased and continuous professional development provided to build their capacity to 

serve. This can improve staff conduct and facilitate collaboration between the library and stakeholders 

especially faculty. Furthermore, it is recommended that the library space be expanded and adequate air 

conditions provided to make the place comfortable and less noisy. Finally, marketing of library services 

and resources is highly recommended to create awareness, educate users and demonstrate value.   

In conclusion, it should be reiterated that for the academic library to be perceived as valuable by its 

community, it should reflect the academic society that it serves and should be made approachable to all 

users in the community who need the library to satisfy their information needs. The library should make 

sure it is deeply embedded in the university community by contributing to the teaching, learning, 

research and other activities through provision of relevant and accessible information services. By so 

doing, libraries will be able to meet the expectations of their stakeholders, demonstrate value to justify 

funding as well as establish their relevance over alternative sources of information.  

  Further research  

 The following are areas of further research necessary to compliment this study:  

1. Users‘satisfaction with online services, staff ICT competence, advocacy and policy formulation 

functions of the library.  

2. Library value from the perspective of university management.  

  Research limitations  

 The assessment of value was limited to users ‘opinion.  

The perception of the universities ‘management was not considered.  
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