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Abstract 

This research has been conducted to identify the impact levels of the various staff support 

services and promotional activities of library on the user satisfaction. Primary data were 

collected from 640 library users and analyzed using different statistical measures such as 

central tendency, measures of deviation, simple and multiple linear regression analysis.  

A model of impact has been developed based on the results. The high, medium and low impact 

factors of the library services and promotion on user satisfaction have been identified. Also, 

the recommendations for the library managers, academicians and management to encourage 

the library users to use the library facilities and staff support services to enhance their 

knowledge have been expressed.  

Keywords: Library Services, Library User Satisfaction, Library Staff expertise, Library 

facilities 

 

Introduction 

The primary objective of the library and information professionals of the academics libraries is 

to satisfy the needs of the end users of the system who are ultimately students and the 

educators. Each year new students will be coming to the universities and colleges with various 

expectations and different kind of desires. Apart from these all, the library supporting staffs, 

the librarians and the learning resources managers faces lot of challenges in promoting the 

library activities and its support services. Moreover, the identification of the specific usage of 

the library services will be difficult in the perspective of the library.  
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Normally, academic libraries plays an important role in supporting research, coursework and 

study materials preparation in order to help the students and faculty members to fulfill their 

daily tasks conveniently. Now-a-days, with the help of various surveys and studies, we can find 

the tremendous relationship change between the researchers and libraries and its users. Both 

the users and libraries have welcomed the change and trying to adapt and pursue to achieve 

their potential in full and moving forward for the future development by working together and 

also the help of new developments and technologies the libraries may overcome the expectations 

and challenges of the users. By providing the best services greater satisfaction of the library users 

shall be obtained. Apart from these, we need to look into the perspectives of the academic 

libraries by visualizing the librarians’ strategies on future development of library services.  

In this research, we have selected the different library promotional activities and staff support 

services and measured their impact on the library users of the Sur University College. We have 

developed an impact model based on the analyses and results.   

Review of Literature  

Basil and Patience (2012) have conducted a study and reveals that the facilities, services, 

information resources are the major facets which make more impact on the satisfaction of the 

users of the library. Wang and Shieh (2006) have done a study and find the results that overall of 

quality service has a expressively positive outcome on overall satisfaction of the library users. 

Velnampy and Sivesan (2013) have conducted a study on service quality in the university 

libraries in Srilanka. The study contains twenty three different variables which help to find the 

measurement of the quality service provided by the university libraries and extracted four 

different factors with the help of factor analysis, which is expedient access to collection, 

collection completeness, suitable opening hours and contemporary information.  

Daisy (2006) have done a study and found that the respondents were very or somewhat satisfied 

with the overall services of the library and performance of the staffs; print collections were 

moderately satisfied and ventilation and space were minimum satisfied by the respondents due to 

deficiency of study areas and environment is more noisy one and finally the helpfulness of the 

library staff are the best rated one in the study. Norliya, Khasiah and Haslinda (2008) published 

that customer satisfaction study helps to disclose many things regarding the activities of the 
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library which should be benefit able for the users of the library. Kiran (2010) has conducted the 

study and found that the academic staff discriminate that the eminence of library services is just 

above the average. The library staffs have gained the trust of the users by providing the complete 

support to them in the library services. Exceptional service quality will provide the best result in 

the higher level of the satisfaction of the customer (Naeem, and Saif, 2009).  

Norliya (2009) conducted a study and identified that the university libraries should need to adopt 

the direction of the strategic planning in creation and delivery of service according to the 

satisfaction of the users which plays a vital  role and also found that the average respondents 

were fairly satisfied with the collection of the library, infrastructure, space, and place and library 

services. It has been perceived that the respondents were comparatively most satisfied with 

infrastructure, place, space, collection and information, library services to users in that order. 

Lee (1999) has described the six dimensions of the library services evaluation process which is 

approach of the staff, collection usage, environment and physical amenities, operations of 

circulation, serving behaviors and consultancy and education.   

Kiran ( 2006) has described the SERVQUAL is the best measurement tool for measuring the 

service quality and Parasuraman, Zeithaml and Berry (1991), identified that the service quality 

should be inclusive of understanding, consistency, receptiveness, tangibles and assurance. 

Sivathaasan and Chandrasekar (2013) revealed that the study has contributed the identification of 

the different variables in order to determine the satisfaction of the users about the library 

facilities and services.  

Objectives and Hypotheses 

Objective 1: To identify the influence level of promotional services 

Though the library provides various services to its users, the user satisfaction depends on some 

promotional activities. Each activity has its own impact level on the user based on the users 

purpose they visit the library. The library timings should be sufficiently enough to the users. 

Apart from that the library timings should also suit to user’s free time. The next promotional 

service is notice board. The library notice board should contain all necessary information about 

the library. The notice board should help the users to get all the required details. The learning 

resource center website should have the necessary links that will help the users in getting the 
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information on time. Also, the library should conduct orientation programs to its users in regular 

intervals in order to educate the users about library systems. To measure the impact levels of the 

above services the following hypotheses are set. 

H1: Library Timings have high impact on library user satisfaction 

H2: Notice Board has high impact on library user satisfaction 

H3: Library website / web page has high impact on library user satisfaction 

H4: Library orientation program has high impact on library user satisfaction 

Objective 2: To identify the control of staff helpfulness on user satisfaction 

Though the library provides various services still the user’s need assistance in different issues in 

this library system. Some users may need even in basic issues such as book search, catalogue 

search and other issues. These can be resolved only by the library staff members. Thus the 

following hypothesis has been set to measure the impact of staff helpfulness in user satisfaction.   

H5: Library staff helpfulness has high impact on user satisfaction 

Objective 3: To measure the impact of staff expertise on user satisfaction 

When the staffs provide help to the users, the staff expertise in the area of work helps a lot to the 

users in different ways. The user prefers to come to library repeatedly only when they get 

satisfied with the staff expertise. Thus the following hypothesis has been set. 

H6: The staff expertise has higher influences on user satisfaction.           

In this paper, we are discussing about two major factors on which the above foresaid factors shall 

be fit into. That major factors are: promotional services and staff supports to the library users.  

Proposed Model 

Based on the above objectives and hypotheses following two models are proposed for the 

research purposes.  

The below defined conceptual model is proposed to identify impact levels Objective 1, Objective 

2 and Objective 3 and the corresponding hypotheses H1 to H6.   
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Fig 1: Proposed Conceptual Model for Impact Factors 

 

Research Methodology 

A questionnaire was prepared with different variables and factors. The questionnaire had 5 

demographic questions and 17 questions related to different influencing factors. The 

questionnaire was distributed to 640 library users of Sur University College with various 

profiles. Quota sampling method was used to collect the primary data from the users. The 

students studying foundation level, diploma and bachelor level were considered for this study. 

The students were asked about their frequency of visits to the library to know the reasons for 

visits. The questionnaire was even distributed to the academic and administrative staff members 

to know their views and opinions of the library systems and services. The 5 point likert scale was 

used for analysis purpose (Strongly Agree – 5, Agree – 4, No Idea – 3, Disagree – 2, Strongly 

Disagree – 1). One question was asked to measure the users overall satisfaction on library 

services with points: 5 – Highly Satisfied, 4 – Satisfied, 3 – No Comments, 2 – Dissatisfied; 1 – 

Highly Dissatisfied.    

 

Analysis and Findings: 

 

General and Demographic Analysis: 

Table 1 shows the demographic analysis of the questionnaire.  

Table 1: Demographic Analysis 
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Type of User No of Respondents 

Academic & Admin Staff 11.09% 

Foundation Level Students 21.72% 

Diploma Level Students 43.13% 

Bachelor Level Students 24.06% 

 In the above number of users, 42.3% of respondents were male and 57.7% were female. The 

users were from various age groups. 58.13% were between 18 and 30, 35% were between the 

ages 30 to 40, 6.1% were between the age group 40 to 50 and 0.8% of the respondents were 

above 50 years.  In diploma level users, 34.8% were visiting the library once a day, 33.3% were 

visiting the library several times a day, 16.7% were visiting once a week and 12.1% were visiting 

once a month. Out of bachelor level students, 15.4% were visiting the library once a day, 26.9% 

were visiting the library several times a day, 19.2% were visiting once a week and 19.2% were 

visiting the library once a month.     

 

Analysis on Research Questions 

 

Library Timings: 18.4% of the respondents strongly agreed that the library timings are sufficient 

and helpful for their uses and hence they have impact on their satisfaction. 31.2% of the 

respondents agreed that the library timings are comparably have impact on their satisfaction. 

19.2% said that they do not know the impact, 18.4% disagreed on this fact and 12.8% strongly 

disagreed that the library timings have impact on their satisfaction.  

 

Notice Board: 26.4% and 30.4% of the respondents either strongly agreed or agreed on the fact 

that the notice board in the library has sufficient impact on their satisfaction. 14.4% and 9.6% of 

the respondents either disagreed or strongly disagreed on this fact. 19.2% of the respondents said 

that they do not have any impact by notice board.  

 

Website: 16%, 21.6%, 22.4%, 20.8% and 19.2% of the respondents strongly agreed, agreed, had 

no idea, disagreed and strongly disagreed that the library website has positive influences on their 

satisfaction.  
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Orientation Program: 36% of the respondents are highly satisfied with library orientation 

program. 32% of the respondents agreed that the orientation program has significantly high 

impact on their satisfaction. 15.2% has said that they do not know whether the orientation 

program has any impact on their satisfaction. 9.6% and 7.2% of the respondents have said either 

disagreed or strongly disagreed on this statement.  

 

Staff Helpfulness: 37.6% and 32% of the respondents have stated that either they have either 

strongly agreed or agreed that the library staffs are highly helpful to them and their satisfaction is 

significantly have positive impact due to this. 18.4% of the users said that they do not have any 

impact on their satisfaction. 8% and 4% of the respondents have reported that they either 

disagree or strongly disagree with the statement that staff helpfulness have impact on their 

satisfaction.  

 

Staff Expertise: 36% and 35.2% of the respondents have either strongly agreed or agreed that the 

library staff have sufficient expertise on the issues related to library system. 17.6% users said 

that they do not know whether they have any impact or not. 8% and 3.2% of the users said that 

they either disagreed or strongly disagreed that the library staff has sufficient expertise.   

 

Overall Satisfaction: Table 2 shows the number of respondents and their overall satisfaction on 

library services.  

 

Table 2: Overall Satisfaction No of Respondents and Relative % 

Response No of Respondents Relative % 

Highly Dissatisfied 26 4.06 

Dissatisfied 41 6.41 

No Comments 159 24.84 

Satisfied 246 38.44 

Highly Satisfied 168 26.25 

Total 640 100 

 

The above table shows that the only around 10% of the respondents are not satisfied with the 

services provided in the library. Nearly 65% of the respondents are either satisfied or highly 
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satisfied with the library services. Still nearly 25% of the respondents have given no comments. 

This is relatively little high. Figure 3 shows the corresponding bar graph of the result.  

 

 

Fig 3: Overall satisfaction on library services 

 

Variable Assumption: 

 

For analysis purposes, the variables are assumed as follows: 

Library Timings – X1   

Notice Board – X2    

Website – X3    

Orientation Program – X4 

Staff Helpfulness – X5   

Staff Expertise – X6    

Overall Satisfaction – Yi    

 Yi = a0 + a1X1 + a2X2 + a3X3 + a4X4 + a5X5 + a6X6    

 where ai is the corresponding X - intercepts. 

 

Descriptive Statistical Analysis: 

A descriptive statistical analysis with mean, standard deviation was conducted. The analysis 

values are tabulated in Table 3. The analysis was conducted to identify the ranks of the impact 

factors based on highest mean and lowest sample Standard Deviation (SD).   
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Table 3: Mean, SD, CV, Skewness and Kurtosis of the questionnaire 

Variable Mean Sample SD CV SE Mean Skewness Kurtosis Rank Impact 

X1 3.24 1.30 40.24% 0.12 -0.30 -1.05 5 Low 

X2 3.50 1.29 36.80% 0.12 -0.51 -0.82 4 Low 

X3 2.94 1.36 46.12% 0.12 0.02 -1.20 6 Low 

X4 3.80 1.23 32.40% 0.11 -0.87 -0.20 3 High 

X5 3.91 1.11 28.49% 0.10 -0.89 0.08 2 High 

X6 3.93 1.07 27.28% 0.10 -0.89 0.19 1 High 

Y 3.77 1.04 27.62% 0.09 -0.74 0.24   

From above Table 3, the variables shall be ranked with respect to highest mean value. The mean 

value of staff expertise (
6

3 93.X  ) has the maximum mean value. Thus staff expertise has been 

ranked 1 and
6

X Y . The Staff helpfulness has the 2nd rank with 
5

3 91.X  and also
5

X Y . The 

library orientation program has the 3rd position with
4

3 80.X Y  . Library notice board has 

scored the 4th rank with
2

3 50.X Y  . The library timing has the mean
1

3 24.X Y  and gets 5th 

rank. The library website has scored the last rank 6 with
3

2 94.X Y  . From the above table it 

can be observed that the sample SD of the variables have the similar ranking with X6 as the least 

value and X3 as the highest value. This shows that the user responses are more consistent in the 

same order of mean values.  

 

 

Regression Analysis 

Simple linear regression analysis was conducted between each individual variable with user’s 

satisfaction to identify the regression equation, coefficient of determination (R2) and the 

corresponding p – value to measure the impact level. The variables are ranked based on the 

highest R2 and lowest p – value with p < 0.0001. Table 4 shows the simple linear regression 

equation and the individual independent variable impact.  

 

Table 4: Simple Linear Regression, Individual Independent Variable Impact 

Factor Regression Equation R2 p - Value Rank 

(X1) 0.50X1 + 2.14 0.397 3.60E-15 5 

 (X2) 0.53X2 + 1.91 0.434 6.67E-17 4 

(X3) 0.40X3 + 2.59 0.272 4.47E-10 6 

(X4) 0.64X4 + 1.36 0.563 7.51E-24 3 

(X5) 0.81X5 + 0.61 0.749 1.04E-38 2 

(X6) 0.85 X6 + 0.43 0.765 1.77E-40 1 
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From Table 4 following interpretation shall be made. Staff expertise (X6) has the highest impact 

on the user satisfaction with 76.5% (R2 = 0.765, p < 0.0001). Thus Staff expertise has been 

ranked 1. The Staff Helpfulness (X5) has the second highest impact with 74.9% (R2 = 0.749, p < 

0.0001). Library Orientation Program (X4) has also an impact on the library users with 56.3% 

(R2 = 0.563, p < 0.0001). Library notice has 43.4% (R2 = 0.434, p < 0.0001) impact on the user’s 

satisfaction. The library timings has taken the 5th position with 39.7% (R2 = 0.397, p < 0.0001). 

The library website has the least impact on the users’ with 27.2% (R2 = 0.272, p < 0.0001).  

 

 

Multiple Regression Analysis: 

As the simple linear regression showed a significant impact of all the variables on the user’s 

satisfaction, multiple linear regression analysis was conducted. The regression equation is: 

 

   Yi = -0.07 + 0.03X1 + 0.06X2 + 0.11X3 + 0.07X4 + 0.36X5 + 0.39X6 

  Coefficient of Determination R2 = 0.895  

  p – Value = 2.76E-55 

 

From the above analysis, it is evident that all the variables together have significant impact with 

89.5% and p < 0.0001.  

 

Table 5 shows the corresponding correlation matrix between the impact variables and the overall 

satisfaction.  

Table 5: Correlation Matrix 

 

Overall L. Time N. Board Web O. Pgm S. Help S. Exp 

Overall  1.000              

L. Time  .630   1.000            

N. Board  .659   .549   1.000          

Web  .522   .504   .418   1.000        

O. Pgm  .750   .522   .516   .316   1.000      

S. Help  .865   .547   .632   .332   .722   1.000    

S. Exp  .875   .555   .541   .424   .716   .758   1.000  

 

640 sample size 

    

 

± .176  critical value .05 (two-tail) 

   

 

± .230  critical value .01 (two-tail) 
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From the above analyses, it is evident that all the variables have significant impact on the user’s 

satisfaction as p < 0.0001. Thus, the mean values above the overall satisfaction mean and 

coefficient of determination is higher than 50% (R2 > 0.50) shall be considered to have high 

impact on the user satisfaction. The variables having mean values less than that of overall 

satisfaction mean value and R2 < 0.5 shall be considered to have low impact on the user 

satisfaction. The above analysis shall be interpreted as the variables X6, X5 and X4 have high 

impacts on the user’s satisfaction and X2, X1 and X3 have low impact on the user satisfaction.  

 

 

Discussions and Interpretation: 

The user’s satisfaction depends on various factors. One such factor is promotional services. The 

library promotional services depend on the provisions available and the users requirements. The 

nature and type of the library, library size and user size the promotional activities may differ. The 

user’s interest plays a vital role in these promotional activities. According to the user’s ethical 

background, knowledge acquisition necessitates and requirements, the promotional activities and 

services may be decided. Based on the size and type of the library, the staff should be appointed 

with proper expertise and helpfulness to the users.  

From the above analyses,  

 H1 is not accepted as the assumption is that the library timings have high impact. But the 

variable cannot be totally rejected as it has low impact on the users with 39.7%.  

 H2 is not accepted as stated. It should also be considered as a low impact variable with 

43.4% impact on the users. 

 H3 is also cannot be accepted as it is. It also shall be considered as low impact variable. 

 H4 is accepted as stated. The variable shall be acknowledged as high impact variable on 

user’s satisfaction.  

 H5 is accepted as second highest impact factor. 

 H6 is accepted as the highest impact factor at first rank with mean 3.91, and R2 = 0.765. 

 

Thus Figure 4 shows the impact factor conceptual model based on the impact levels.  
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Fig 4: User Satisfaction Impact Model 

Conclusion and Recommendations 

From the above analyses, it is evident that the staff expertise has the highest impact on library 

users. This is mainly because the staffs promotional activities and staff support services reach the 

users uninterruptedly as they are in direct contact. This leads to make a confident in the mind of 

the users. The staff helpfulness has got the second highest impact. This may be due to the 

services provided by the library staff at the stipulated time when it is needed by the users, 

especially whenever the students approach the library staff regarding their project works and 

other reference needs. The Orientation programs got the third highest impact because of the 

training programs and library tour conducted often by the Sur university college library for its 

users. 

 

The Notice board facilities have lesser impact on the users. This may be due to lesser 

attractiveness of the news got displayed or else it got more news on the educational point of view 

rather than the co-curricular and extracurricular activities. The library staffs should concentrate 

more on other activities, news and current affairs while displaying. The Library timings got 

second lowest impact factor due to the restricted time of eight hours a day. The users prefer to 

use the library more than the working hours. It is suggested to increase the opening hours of the 

library and also if it is possible it can be open even in the holidays too for the benefit of the users.  

The web page of the library got very low impact comparing to all other determinants. This is due 

to the construction and development of the library webpages and linking to the college website. 
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As the webpages are still under constructions and need lots of web links and information 

regarding the electronic databases, electronic newspapers, online resources such as digital 

libraries and also the open access resources in order to entice the library users. 
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