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Abstract 
The researcher in this paper surveyed the patrons of the university libraries of Delhi and NCR 

to find out varied web-enabled information services provided by the university libraries, their 

effectiveness and satisfaction level of patrons of these services. The scope of the study is limited 

to state universities of Delhi & NCR. National Institutional Ranking Framework (NIRF) 2017 

was used to limit the scope. There was only one state university in the top hundred universities 

in NIRF 2017, which was Guru Govind Singh Indra Prastha University (GGSIP), Delhi. 

Content analysis of websites and interview of the librarian was used to find out the web-enabled 

information services provided by the university under study. Review of literature helped in 

creating tools for the collection of data. Google spreadsheet was used for statistical analysis. 

The findings revealed that GGSIP is providing many web-enabled information services. Only 

(71.6%) patrons are aware of them and being used by (57.3%) of their patrons while the rest 

of them are not using them. Out of these (57.3%) patrons, (89.52%) are satisfied and only 

(10.48%) are dissatisfied with the services. (74.2%) patrons find these services effective in 

accessing relevant information. It may be interpreted that quality web-enabled information 

services are being facilitated by the GGSIP university library but are not well promoted. The 

library professionals need to make more efforts to market or promote the library resources and 

services by using varied web 2.0 tools and technologies. 

 

Keywords: University libraries, State University library, Web-enabled information services, 

Information communication technology, Effectiveness, User satisfaction, Feedback, GGSIP 

1. Introduction 

Due to revolutionary and rapid developments in information communication technologies 

(ICT), every organization has changed a lot in the 21st century. The implementation of ICT 

has brought a paradigm shift into the working style. The university libraries have also adapted 

these changes of ICT. The pattern of information acquisition, organization, storage, processing 
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and dissemination has transformed. The way information services are facilitated has also 

changed due to ICT and world wide web (www). Present-day generation is known as tech 

natives and demand libraries to provide the learning resources in the form they are comfortable, 

which is digital in nature and they also want access to these resources sitting at home. They do 

not want to physically visit the library. This demand has brought a dynamic change in the 

provision of information services. These have changed to ICT enabled information services 

and web-enabled information services with the implementation of ICT and www respectively. 

The library professionals also need to be competent enough to adapt the ICT, implement them 

into their libraries and facilitate and maintain these services. 

The libraries are known as Library 2.0 as they are using various tools and technologies of web 

2.0, which is read-write web or interactive web. Implementation of web 2.0 in libraries provides 

ease of communication, collaboration and sharing of information. It has also enabled library 

professionals to create various personalized services to their patrons as per their need which 

was impossible to facilitate manually. Libraries provide most of these web-enabled information 

services through interactive websites, an important tool of web 2.0. The library professionals 

need to know whether the services provided by them are effective in achieving their objectives 

and patrons are satisfied with the services

2. Review of Literature 

The literature review is the first and important part of conducting the research. It helps to make 

the researcher aware of the earlier study done in that particular area. Some of the reviews are 

as follows: 

(Osareh et al., 2009) discussed that the revolutionary development of ICT has changed the role 

of libraries and they need to supplement or replace the traditional services with online services.  

(Gosling et al., 2009) explained that libraries are utilizing web 2.0 tools to serve and interact 

with their patrons. (Xu et al., 2009) reiterated that academic libraries are adopting and 

incorporating Web 2.0 applications into their information services. (Kumar and Singh, 2009) 

studied the use of information services by the patrons. The study concluded that the majority 

of the respondents are satisfied with the library. (Seena and Pillai, 2014) stated that ICT has 

made a reasonable impact on library users and the way they want information as it provides 

new opportunities for information retrieval. The growing impact of ICT and web technologies 

has compelled the libraries to use these technologies effectively to provide services to the users 

according to their demands. (Hossaina and Munshib, 2015) recommended that an organization 
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must find out what the customers want and use this information to create satisfactory services 

and products. It means to provide excellent services and make every effort to satisfy customer 

requests. The library is also a service organization and needs to make efforts to satisfy their 

customers. (Kumar and Rajan, 2015) explored user satisfaction of library information services 

provided by them. The study concluded that 55.25% of respondents are satisfied with the 

library and also recommended to educate users about recent innovations and trends by 

information service tutorials. They also suggested that college libraries regularly do user 

studies. (Colepicolo, 2015) suggested regular evaluation of the satisfaction level of the patrons 

whenever e-information service is implemented, used to search and retrieve information for 

academic research. (Veena and Kotari, 2016) investigated the user’s satisfaction and in their 

study revealed that the majority of the patrons are highly satisfied. They recommended that the 

college library information centre need to study users on a regular basis and try to find out their 

needs. (Patel, 2018) investigated CKSVIM library. The study revealed that patrons are not 

getting needed guidance, training and assistance from the library professionals. They lack the 

knowledge to search the required and relevant materials. It was recommended that the 

CKSVIM library hold varied training programmes for the effective and better use of ICT 

services and resources. It was revealed by the literature review that there is a gap and no study 

has been undertaken to study the satisfaction of patrons of web-enabled information services 

of selected university libraries. The study conducted helped in providing insight into the status 

of web-enabled information services from the patrons’ perception in the selected university 

libraries. It will also help the university library to take action and improve their services.  

3. Objectives 

The paper aims to study the satisfaction of patrons and effectiveness of web-enabled 

information services of selected university libraries of Delhi and NCR. The research questions 

framed for this particular study are:  

 RQ1 - To study web-enabled information services facilitated by the selected university 

libraries to their patrons and their awareness of the services. 

 RQ2 - Use of web-enabled information services by the patrons of selected university 

libraries of Delhi and NCR. 

 RQ3 - Level of satisfaction of patrons of web-enabled information services facilitated 

by the selected university libraries of Delhi and NCR. 

 RQ4 - General effectiveness of web-enabled information services from the patrons’ 

point of view. 



144 
International Research: Journal of Library & Information Science | Vol.9 No.2, Jun., 2019 

 

4. Scope and Population 

For the timely completion of the study, the scope of the study is confined to the following 

limitations:  

● Geographically in the study, the area covered is universities of Delhi and NCR. The 

Delhi & NCR encompasses the entire NCT (National Capital Territory) of Delhi and 

several districts surrounding it. Major cities of NCR included in the study are Delhi, 

Ghaziabad, Faridabad, Gurgaon, Noida & Meerut. 

● To select the universities of Delhi and NCR, University ranking list of NIRF - 2017 of 

Ministry of Human Resource Development (MHRD) was used to select the universities 

of Delhi and NCR (National Capital Region) for study. The scope of the study is limited 

to state university only.  

● There was only one state university in the list, which was Guru Gobind Singh 

Indraprastha University (GGSIP), NIRF ranking (82). 

● The study period was March 2018 to August 2018.  The patrons using the university 

library at the time of the study were the population of the study. Most of them were 

students. 

5. Methodology 

● The literature review and the previous studies in the study area helped the researcher to 

prepare a  structured questionnaire and survey the patrons to collect primary data. The 

researcher personally visited the GGSIP to collect data from the patrons. The method 

of observation and interview were also used to study the perception of the patrons 

towards their ULIC. 

● The random sampling was used to collect primary data. The simple descriptive analysis, 

google spreadsheet and statistical tools like mean and percentage were used to study 

and analyse the data.  

● The hundred (100) questionnaires were distributed randomly to patrons of GGSIP 

through random sampling during the study period. The respondents consisted of 

faculty, students and other staff also.  But the majority of them were the students 

(Undergraduate, postgraduate, and research scholars) of GGSIP. 
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6. Profile of GGSIP University Library 

It is known as the University information resources centre, fully air-conditioned and spread on 

two floors. It has reading rooms for both students and faculty, a separate reference section, 

periodical section, e-resource lab as well as a seminar cum book exhibition hall. Library uses 

‘Troodon’ for automating its all housekeeping operations. Library OPAC is available on the 

campus (Intranet) and through Delnet on the Web. For remote access, User ID and passwords 

are provided by the library. Its collection consists of approximately 65,000 books, journals etc. 

It subscribes to print as well as online national and international journals (Current 338 and 

bound 7794 approx.). It provides access to a large number of e-resources through a consortium 

with Inflibnet and Delnet. Turnitin and Urkund are the two software being used as tools to 

check plagiarism. It subscribes to 28 online databases and has access to millions of ebooks 

through the National Digital Library (NDL).  

7. Findings 

Hundred (100) questionnaires were distributed to the patrons. Out of which only eighty-nine 

(89) responses were received back. Three (3) responses were from research scholars, Fourteen 

(14) from postgraduate students and Seventy-two (72) were from undergraduate students.  

 

7.1 Types of Users 

(Figure 1: Type of users) highlights that the highest number of 

responses were received from undergraduate students 

(80.9%), followed by postgraduate students (15.7%) and 

lowest from Research scholars (3.4%). No response was 

received from the faculty and other staff. All the respondents 

are students of the universities and it may be interpreted that 

majorly students use the libraries for their study, research and 

course assignments.  
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The following chart (Figure 2: Age of users) presents 

the age groups of the patrons of GGSIP. It shows that 

(95.5%) patrons are below 25 years of age, which is in 

agreement with the (Figure 1: Type of users) result, 

highlighting that the highest number of patrons are 

students using the library for their learning, research 

work and course assignments etc. 

 

7.2 Feedback of the patrons 

Analysis of data collected through the questionnaire 

(Figure 3: Feedback from the patrons) revealed that 

only (42.7%) responded in positive stating that the 

library takes feedback from them while (25.8%) 

responded in ‘some time’ and (31.5%) responded 

negatively to the query. It is important for the library to 

take mandatory feedback from the patrons to maintain 

and innovate web-enabled information services. The 

GGSIP university library is lacking in this area. 

 

7.3 Frequency of visiting the library website 

The web-enabled information services are facilitated through the interactive website and other 

social media tools. It is important for the researcher to find out the frequency of visit of the 

library website by the patrons. The data analysis of (Figure 4: Frequency of visit of the library 

website) represents the highest number of patrons (31.5%) never visit the library website, 

(21.3%) weekly, (18%) daily, (15.7%) occasionally and (10.1%) monthly. A negligible number 

of patrons (3.4%) visit the library website fortnightly. Such a large percentage of patrons never 

visiting the library website is a matter of concern and the librarian needs to address the issue, 

publicise the library website and services facilitated through it. They need to make efforts to 

attract more patrons and make them aware to visit it and use the web-enabled information 

services. 
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Figure 4: Frequency of visit of the library website 

7.4 Research question (RQ1): To study web-enabled information services facilitated by the 

selected university libraries to their patrons and their awareness of the services. 

Google search engine was used to find out the official website/web pages of the selected 

university library (GGSIP). The URL is http://www.ipu.ac.in/library.php. Study of these 

web pages revealed that GGSIP is facilitating many web-enabled information services. Out of 

many traditional services many of them like Online Public Access Catalogue (OPAC), Current 

awareness service (CAS), SDI, Reference, User orientation and education, Interlibrary loan 

(ILL), Document delivery,  Information literacy, Digital Library, Referral service, Research 

Support Service are available through the implementation of Information Communication 

Technology and are also web-enabled. The OPAC is accessible on Intranet only and Ebsco 

discovery system is the single window access system to all e-resources. Remote access to e-

resources is also facilitated through User ID and Password.  

Before finding out the level of satisfaction of the patrons of web-enabled information services, 

it is important to find out whether they are aware of the web-enabled information services of 

GGSIP. Analysis of the following (Figure 5: Awareness of patrons of web-enabled information 

services) presents that the (71.6%) of patrons are aware of the web-enabled information 

services and (28.4%) are not aware of them. Which again brings the issue of marketing or 

promoting the web-enabled information services to the forefront. 

http://www.ipu.ac.in/library.php
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Figure 5: Awareness of web-enabled information services 

7.5 Research question (RQ2): Use of web-enabled information services by the patrons of 

selected university libraries of Delhi and NCR. 

The patrons were asked this question through the structured questionnaire. Analysis of data 

(Figure 6: Use of web-enabled information services) so collected revealed that (57.3%) of 

patrons use web-enabled information services facilitated by GGSIP and (42.7%) are not using 

the services. It is a startling finding of the study as the library has good infrastructure, and 

resources but the interview of the librarian revealed that there is a shortage of staff and it might 

be the reason for not being able to promote the library and its web-enabled information services 

for optimum usage by patrons.  

 

7.6 Research question (RQ3): Level of satisfaction of patrons of web-enabled information 

services facilitated by the selected university libraries of Delhi and NCR. 

The Likert scale of 1 to 5 was used to measure the level of satisfaction of the patrons. The scale 

was represented by “fully satisfied”, 

“satisfied”, “neutral”, “dissatisfied” and 

“very dissatisfied” levels. Weightage of 5 

was given to fully satisfied, 4 to satisfied 

and so on. The responses are pictorially 

presented in the following figure (Figure 7: 

Level of satisfaction of patrons). The 

analysis of data presents that the highest 
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number (61.4%) of patrons are ‘Fully satisfied’, followed by ‘Neutral’ (19.8%), ‘Dissatisfied’ 

(9.6%), ‘Satisfied’ (8.4%) and ‘Very dissatisfied’ (0.9%). Collectively (89.52%) patrons are 

either ‘fully satisfied, satisfied or neutral’ about the service. Only (10.48%) patrons have 

responded in the “dissatisfied” & “very dissatisfied” categories. 

 

7.7 Research question (RQ4): General effectiveness of web-enabled information services 

from the patrons’ point of view. 

The response to the effectiveness of the web-enabled information services has been represented 

through the following graph (Figure 8: Effectiveness of web-enabled information services) and 

its data analysis highlights that the (74.2%) patrons of GGSIP responded that web-enabled 

information services are effective in getting the required information. While (25.8%) patrons 

responded that services are not effective in retrieving information. By taking feedback or 

suggestions from the patrons and implementing them may lead to the betterment of the services. 

It may also lead to the provision of innovative services as well as some personalized services 

for the patrons.  

 

 

8.  Conclusion and Recommendation 

The overall analysis presents that GGSIP is facilitating many web-enabled information 

services. Only (71.6%) patrons are aware of these services. The services are being used by 

(57.3%) of their patrons while the rest of them are not using them. Out of (57.3%) patrons, 
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(89.52%) are satisfied while only (10.48%) are dissatisfied with the services. (74.2%) patrons 

responded that these services are effective in getting the required information. It may be 

interpreted that quality web-enabled information services are being facilitated by the GGSIP 

university library but are not well promoted. The library professionals need to make more 

efforts to market or promote the library resources and services to optimize the usage by patrons. 

They also need to sensitize their patrons of these services along with their benefits. As the 

major fraternity consists of techno-savvy generation, they will be happy to be made aware of 

these services and use them to access the required information 24 x 7 x 365.  

It is recommended that librarians make more efforts to market their services through the 

internet, world wide web,  & web 2.0 tools, especially social media to increase the usage and 

effectiveness of the services. All of them need to organise more user orientation & education 

programmes and information literacy tutorials to educate the patrons of their services, resources 

& products and to increase the usage, satisfaction level of patrons and effectiveness of the web-

enabled information services in getting relevant information. The professionals of these ULICs 

also need to update themselves with new technologies through workshops, webinars and 

faculty development programmes. It is also recommended that librarians take feedback from 

the patrons to know about the shortcoming or weaknesses of the services and improvise them 

as per the need of the patrons. Except for the interactive website, Web 2.0 tools are not being 

used by the library. It is also recommended that web 2.0 tools and technologies like Facebook, 

Twitter, RSS, Instant messaging are used to promote library resources and services. 

10. Further research 

The study in this paper provides insight into the usage of web-enabled information services, 

their effectiveness and satisfaction of patrons towards these services. But a study in detail is 

needed to find out the extent of welcome of these services by the patrons. It is also 

recommended to individually study web information services. The user studies need to be done 

regularly. It is needed to develop a system of acquiring feedback from the patrons. Best 

practices of other university libraries may be studied to scale up the level of information 

services. 
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