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Measuring Customer Satisfaction in 
Bowen University Library, Nigeria
Grace Omolara O. Olla, Bowen University, Iwo, Nigeria

Paul Adesola Adekunle, Bowen University, Iwo, Nigeria

Roseline Mitana Oshiname, Bowen University, Iwo, Nigeria

Ayoola Oluwaseun Ajayi, University of Ibadan, Ibadan, Nigeria

ABSTRACT

Thisstudyexaminesusersatisfactionwiththelibraryproductsandservices,facilitiesandconduciveness
ofthelibraryenvironment,andeaseofobtainingmaterials,astheyaffecttheirdecisioninpatronizing
thelibrary.ThestudypopulationcomprisesBowenUniversitystudentsfromdiversedisciplines,levels
andages.Datawascollectedwithanadaptedquestionnaireadministeredtoover400respondentsusing
conveniencesamplingtechnique.Descriptivestatisticswereadoptedinmeasuringusersatisfaction.
FindingsrevealedthatBowenUniversityLibraryusersweresatisfiedwiththeproducts,services,
facilitiesandconducivenessofthelibraryenvironment.Nevertheless,amajorityoftherespondents
reportedthattheyseldomobtainmaterialsfromthelibrarypromptly.Itwasthereforerecommended
thatlibrarymanagementshouldworkmoreontrainingusersonhowtoaccessmaterialsthrough
availableservices(e.g.OPAC,LibraryPortal)providestableinternetservices,functionalreference
service,regularshelfmaintenance,providecurrentinformationresources.

KeywoRdS
Academic Libraries, Bowen University Library, Customer Satisfaction, Information Resources, Library Facilities, 
Library Services, Library User, Nigeria, User Satisfaction

INTRodUCTIoN

The library as a service-oriented institution is user-centric. All activities ranging from resource
acquisition,toprocessing,storage,disseminationandpreservationareuser-centered.Thedesireto
satisfyusers’needshasalwaysbeenthedrivingforcebehindalllibraryactivities.Itisthereforenot
surprisingthatlibrariesallovertheworldareinterestedinmeasuringtheircustomers’satisfaction.
Hence, Hernon and Altman (2010) realized that a library that adheres to all the professionally
approvedrulesandproceduresforacquiring,organizing,managing,andpreservingmaterialbuthas
nocustomerscannotclaimqualitybecauseamajorelementismissing-satisfyingpeople’sneeds,
requests,anddesiresforinformation.

Fromherhumblebeginningofaninheritedbuilding,BowenUniversityLibraryispresentlya
networkoflibrariescomprisingthreelibraries:themainlibraryalsoknownas“TimothyOlagbemiro
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Library,”BowenUniversityMedicalLibrary,andtheLawLibrary.Allofferingcutting-edgeservices
totheirteemingcustomers.Inlinewiththis,in2007BowenUniversityLibraryautomateditsservices,
adoptingKohaILSforbetterservicedelivery.Inordertoremainrelevantandkeepcustomerssatisfied
therefore,BowenUniversityLibrarycontinuestoprovidegoodqualityservicestoitscustomers.

LITeRATURe ReVIew

Presently,librariestheworldoverareincreasinglyreorganizingmanagementandworkpracticesand
constantlyupdatingresourcesandservicesinordertomeettheneedsofawiderangeofcustomers.
Thisdemonstratesthatlibraries,likeotherserviceproviders,arebecomingmorecustomer-oriented,
customer-driven,andcustomer-focused.CozinandTurrini(2008)opinedthatthefocusoftherenewal
oflibrariesaretheusers,evidencedbytheiropinionabouttheservicesprovidedfromtheavailability
ofinformationinvariousdatabasestotheperformanceoftheprofessionalprovidingservicesthere.

Theurgentneedforlibrariestogivegoodqualityservicestocustomershasledtotheautomation
of some or all library activities. According to Choukhande (2003), “nowhere has the impact of
computers been felt greater than in the field of library and information services… libraries are
movingfurtherandfastertowardstotalautomationandlibrariesthatcannotadjusttothesetrends
willnotsurvive.”Withautomation,librariesarecomingupwithdifferentwaystomeasurecustomer
satisfactionasseenascustomer’sperceptionthattheserviceprovider’sperformancemeetsorexceeds
thecustomer’sexpectations.

Customersatisfaction isalso referred toasusersatisfactionorclientsatisfaction.Applegate
(1997)definesitaswhetherusersaresatisfiedornotwithaserviceorresourcesinalibrary.Similarly,
Salokun(2007)saysitistheextenttowhichafirmfulfilsacustomer’sdesiresandexpectations.
Automationmakesthelibrarysystem,resourcesandservicesmoreattractiveandinteractive,while
beinglesscomplexandtedioustherebyhelpinglibrariestomeettheusers’expectations.Libraries,
theworldoverservevariouscustomerswithvaryingneeds.Asuccessfullibrarywillthereforebe
seenasonethatdeliversgoodsandservicesthatconsistentlysatisfytheneedsofitsusers,clientsor
customers.Thus,theonusliesonthestaffofalibrarytorecognizecustomers’needsandrisetothe
occasiontosatisfytheseneeds.

Variouslibrariesperiodicallyconductcustomersatisfactionsurveystolearnhowtoimprove
library services and products and keep customers satisfied. These libraries include Iowa State
UniversityLibrary(PublicServices&CollectionsDivision,),VictoriaUniversityLibrary(Parker,
Maquignaz&Miller,2001),LeedsUniversityLibrary(2012),TheAdministrativeServicesTeam
(AST)oftheCollegeCenterforLibraryAutomation(CCLA)(Jewell,2009),AssociationofResearch
Libraries(ARL,2010),LoughboroughUniversityLibrary(Walton&Leahy,2012)andAuckland
UniversityofTechnologyLibrary(AUT,2006).Afewlibraries inNigeriahavealsocarriedout
customersatisfactionsurveys,thoughnotperiodically,todeterminetheextenttowhichusersare
satisfiedwithproductsandservicedelivery(Ugah,2007;Adeniran,2011;Ezeala&Yusuff,2011;
Iwhiwhu,&Okorodudu,2012;Uganneya,Ape&Ugbagir,2012;Uganneya,Rematu,Abah&Ape,
2013;Onuoha,Omokoje,&Bamidele,2013;Onuoha,Ikonne&Madukoma,2013;Ijiekhuamhen,
Patrick,&Omosekejimi,2015;Adekunjo,Adepoju,&Adeola,2015;Ekere,Omekwu,&Nwoha,
2016;Tiemo&Ateboh,2016).

Customersatisfactionsurveyshelptoprovidevitalinformationabouthowcustomerneedsand
expectationsarebeingmetbylibraryservicesandresources.Satisfactionsurveysalsopointtoareas
wherethelibraryneedstoimproveservicequalityinordertobettermeetcustomers’needs.Theareas
focusedonandtherangeofindicatorsinmostsurveysincludeslibraryfacilitiesandequipment,staff,
servicedeliveryandquality.Customersatisfactionsurveysalsohelptoinitiatechangesintheprovision
oflibraryservicesthataffectlibraryusersandwhattheydo.Theyalsoinfluencechangesintasksand
workhabitsoflibraryuserswhichinturnwillaffecttheprovisionoflibraryservices.Satisfaction
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hasalsobeendescribedasasenseofcontentmentthatarisesfromanactualexperienceinrelation
toanexpectedexperience(Hernon&Whitman2001)inOnuoha,AdesinaandBamidele(2013).

Jewell(2009)alsorecognizesthatconductingcustomersatisfactionsurveyswillenableprocesses
tobereviewedonaperiodicbasistodetermineiftherearebetter,moreefficientwaystoprovide
customerswithincreasedcustomerservice,toprovideamediumforcustomerstogivefeedbackon
theorganization’sperformance,andtomakecustomersmorepatientwhentheyknowtheorganization
listened to themand is takingsteps tomake improvements.Hence,Larson,andOwusu-Acheaw
(2012)reportedthat theirstudyprovidedevidencefor theInstituteforEducationalDevelopment
and Extension (IEDE) management to allocate sufficient and regular budget because funds for
libraryitemsweremoreoftenignoredorglossedover.Accordingtotheauthors,thefindingswould
alsoenablemanagementoftheInstituteincollaborationwithlibrarymanagementtore-focustheir
attentiononthelibrary.

TheUniversityofMelbourneLibrarypioneeredcustomersatisfactionsurveysin1997when
aclientserviceperceptionsurveywaspiloted.VictoriaUniversity(VU)Libraryalsoundertooka
surveyovera7-yearperiodandwasabletoimprovecustomersatisfactionbyfocusingonquality.
Similarly,LiuandAllmang(2008)assessedcustomersatisfactionintheNationalInstituteofStandard
and Technology (NIST) Research Library. It was realized that mounting customer expectations,
explosionsintechnologiesandcontents,andrisingcostsanddecliningbudgetshavemadeassessment
activitiesaroutinepartoflibrarymanagement.Acomprehensivecustomersatisfactionsurveywas
conductedin2001,buttechnology,contentdeliveryandstoragechangedsomuchthatafollow-up
surveybecamenecessary“tomakesurethatthelibrarywouldremaininsyncwithcurrentandfuture
customerneeds.”Acampus-widecustomersatisfactionsurveywasconductedin2007.

Likewise,Seneviratne(2006)discussedtheresultsofacustomersatisfactionsurveyasaguide
toimprovingthecollectionandservicesofalibrary.Accordingtothesurvey,mostrespondentswere
somewhatorverysatisfiedwithoveralllibraryservicesandstaffperformance,moderatelysatisfied
withtheprintcollection,andleastsatisfiedwithspaceandventilation,lackofstudyareas,andthe
noisyenvironment.Thehelpfulnessofthestaffwasrankedhighest.Basedonthefindings,several
stepsweretakentomodifyorchangecollectiondevelopment,servicesandcustomercarewhilethe
moregrievingproblemsstilltoberespondedtobytheauthoritieswereforwardedtotheappropriate
authorities.Furthermore,thesurveyledtomoreintimateanalysisofthestrengthsandweaknesses
ofthelibrary,anditillustratedthatsuchstudiesareneededatregularintervalsforimprovementof
thelibraryproductsandservices.

KentandSamarchi(2008),inastudydemonstratingthebenefitsofaqualityapproachtomanaging
directsatisfactionatVictoriaUniversity(VU)library,Australia,examinedtheemergenceofcustomer
satisfactionsurveysinlibrariesusingtheSERVQUALmodeldevelopedbyHernonandAltmaninlate
1980’s.ThismodelwaslaterdevelopedintoLibQUAL+®fortheAssociationofResearchLibraries
(ARL).KentandSamarchinotedthat214librariesworldwideusedtheLibQUAL+®Surveyin2008.
WithLibQUAL+®,librariescansolicit,track,understandandactuponusers’opinionsofservice
quality. According toARL (2010), more than1,000 libraries haveparticipated inLibQUAL+®
includingcollegeanduniversity libraries, community college libraries, health sciences libraries,
academiclawlibrariesandpubliclibrariesintheUS,Africa,Asia,AustraliaandEurope.LibQUAL+®
enablesuserstotellthelibrarywhereservicesneedimprovementsothatthelibrarycanmanage
theirexpectations.Italsohelpslibrariestocomparetheirdatawithotherlibrariesandexaminethe
practicesofotherlibrariesevaluatedhighlybytheirusers(AssociationofResearchLibraries,2010).

RatherthanusingLibQUAL+®,NISTResearchLibrarymanagementdesigneditsownsurvey
instrumentafterdecidingthat“LibQUAL+®wouldnotbethemostusefulinstrumentforNISTLibrary
withitsdistinctmissionandclientele.”Itemsinthesurveyinstrumentaddressedlibraryresources,
services,customerpreferencesandimpactofthelibraryonthecustomer’swork.

Begum(2009)gaveabird’seyeviewof libraryautomationinEastWestUniversity(EWU)
Library and reported the level of users’ satisfaction after the system was improved. The library
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conductedausersurveyon100usersofthelibraryrepresentingEWUcommunityinordertomeasure
thesatisfactionlevelofuserswiththelibrary’sautomatedservices.Amongotherresults,thesurvey
showedthatsome68%weresatisfiedwithoverallservicesandmentionedthatautomationhelps
searchandlocateresourcesquicklyandefficiently.

Inthesamevein,Sellers(2010)reportedtheexperienceofOCLC(OnlineComputerLibrary
Center,Inc.)inmaintainingcustomersatisfactionwithperformanceofitsonlinesystem.Asaservice
provider,OCLCwasconcernedwithcustomersatisfactionwithitsonlineservicesofcataloguing,
interlibraryloan,serialscontrolandacquisitions,butanimportantcomponentofthatsatisfactionis
onlinesystemperformance,primarilymeasuredbyresponsetimeandsystemavailability.Inorder
toimproveresponsetimeandsystemavailability,considerableefforthadtobedevotedtosystem
supportactivitiesand thesewere reported tohavehadapositiveeffectonusersatisfactionwith
OCLC’sonlinesystem.

Mahawaretal.’s(2009)studycoversthesatisfactionlevelofpost-graduatelevelstudentsinthe
UniversityofLucknowLibrarywiththeservicesprovidedbythelibrary.Itstudiedthefrequency
of libraryvisits, satisfactionwithopenhoursof the library, library collections, user satisfaction
withlibraryservicesandtheuseofreferencesourcesinthelibrary.Theresultsshowthat,although
theusersoflibrarywerepartiallysatisfiedwiththepresentlibraryservices,theywerenotsatisfied
withlibraryopeninghours,slowlibraryautomationprocess,disorderlyarrangementofthebooks
onshelvesandcatalogues,insufficientnumberofcomputerstoprovideeffectivelibraryservicesto
users,andinsufficiencyoftrainedanduntrainedstaff.Mostofthiscouldbeeradicatedifthebudget
wassufficientandmoreregular.

Similarly,Larson,andOwusu-Acheaw(2012)conductedastudytodiscoverusersatisfaction
with services and resources at the Institute forEducationalDevelopment andExtension (IEDE)
LibraryinUniversityofEducation,Winneba,Ghana.Findingsrevealedthatstudentsweresatisfied
with thepresentservices,althoughtherewasneedfor improvementconcerningtheservicesand
resourcesofthelibrary.

SeveralauthorshavealsoconductedsimilarstudiesinNigeriatomeasureusers’satisfactionwith
differentlibraryservicesandfacilities.Whilesomestudiesreportedusers’lackofsatisfactionwith
thefactorsmeasured(Adekunjo,Adepoju,&Adeola,2015;Ezeala&Yusuff,2011;Onuoha,Ikonne
&Madukoma,2013;Ugah,2007;Uganneya,Rematu,Abah&Ape,2013),severalothersreported
thatuserswerehighlysatisfied(Adeniran,2011;Ekere,Omekwu,&Nwoha,2016;Ijiekhuamhen,
Patrick,&Omosekejimi,2015;Kwaghgba,Chorun&Goshie,2015;Onuoha,Omokoje,&Bamidele,
2013),althoughtherecouldbeneedforimprovementinafewareas.Otherstudieshoweverreported
bothsatisfactionwithsomefactorsandlackofsatisfactionwithothers(Iwhiwhu,&Okorodudu,
2012;Tiemo&Ateboh,2016;Uganneya,Ape&Ugbagir,2012).

Petri and Graumann (2014) note that customer satisfaction has many benefits. Customer
satisfaction is very important for any good service provider as it keeps customers loyal to the
company,anditisveryimportantforthesuccessofanyorganization.Theyalsonotedthatwithbetter
customersatisfaction,anorganizationisabletogainanunderstandingofhowsatisfiedandloyalits
customersare.Withcustomersatisfactionsurveysthealsoacquireapreciseunderstandingofwhat
therealdriverstoimprovecustomersatisfactionandretentionare,amassdetailedknowledgeabout
thestructureofitscustomers,identifytheorganization’sstrengthsandweaknessesintheeyesofthe
customeratthelevelofeachsingleproductorservice.Theyalsoidentifykeyareaswherethereis
highneedforactionasregardstocustomermanagement,investingonlyintheproductsandservices
thatpromiseimprovedcustomersatisfactionandretention,andcompareitsperformancewithsimilar
libraries,evenoveranumberofyears.

Smith (2001)concludes that customerswillusuallycomeback if theorganizationkeeps its
promises,iswillingtohelp,inspiresconfidence,treatscustomersasindividuals,makesiteasyfor
customerstodobusiness,andifallphysicalaspectsofitsproductorservicehavefavorableimpressions
amongitscustomers.
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Automatedlibrariesrepresentasignificantimprovementthatwillhelpkeeppromisesandmake
iteasiertoattendtocustomersbecauseittakeslesstimetoperformmanytasks,therebypotentially
increasingstaffproductivityandenhancingcustomersatisfaction.Itisevidentthatautomationmakes
iteasiertoupdateresourcesandimproveservicesregularlyinordertoachievecustomersatisfaction
that has become the ultimate goal in today’s changing information industry. Crawford (2008)
concludesthatcustomersatisfactionisthekeytosuccessforanyserviceproviderwhileKotelnikov
(n.d.)recognizesthatitisacriticalcomponentofprofitability.

Inordertoremainrelevantandkeepcustomerssatisfied,BowenUniversityLibraryintendsto
providegoodqualityservicestoitscustomers.Ijiekhuamhen,Blessing,andOmosekejimi(2015)
notedthattheextenttowhichtheusers’needsaresatisfieddependsonthesizeandcollectionofthe
library,theadequacyandaccuracyoftheorganizationofitsmaterials,theusefulnessofitscatalogs
andfindingtoolsinprovidingaccesstoitscollection,theabilityandcooperationofthelibrarystaff
inbringingthesematerials(orinformationonthesematerials)totheattentionoftheusers,andthe
abilitytoexposeuserstotheseresourcesandtootherlibraryservices.Acustomersatisfactionsurvey
becomesanimperativetodeterminewhereproductsandservicesneedtobeimproved.Asurvey
instrumentwasthereforedesignedbasedonliteraturestudiesinsteadofadaptinganyscientificmodel
ofusersatisfactionandservicequality.Thequestionsinthesurveyinstrumentaddressedthelibrary
collection,electronicresources,facilities,staffandservices.

Toaidthissurvey,thefollowingquestions,adoptedfromastudybyPetriandGraumann(2013),
willbeanswered:

1. Howsatisfiedaretheuserswiththeproductsandservicesofferedinthelibrary?
2. Howsatisfiedaretheuserswiththefacilitiesandconducivenessofthelibraryenvironment?
3. Howsatisfiedaretheuserswithobtainingmaterialsfromthelibrarypromptly?
4. Howsatisfiedaretheuserswithcustomerservicesofthelibrary?
5. Whereshouldtheservicesbeimprovedandwhy?
6. Whatmeasuresshouldbetakeninordertoimproveusersatisfactionandretention?

objectives
1. Toinvestigatetheextentofusers’satisfactionwiththeproductsandservicesofferedinthelibrary.
2. Toinvestigateusers’satisfactionwiththefacilitiesandconducivenessofthelibraryenvironment.
3. Todetermineusers’satisfactionwithobtainingmaterialsfromthelibrarypromptly.
4. Tofindoutifusersaresatisfiedwithcustomerservicesofthelibrary.
5. Toexaminewheretheservicesshouldbeimprovedandwhy.
6. Todeterminewhatmeasuresshouldbetakeninordertoimproveusersatisfactionandretention.

MeTHodoLoGy

Research design and Sampling Procedures
Thesurveywasdesignedtoinvestigatecustomersatisfactionofthelibrary’sproductsandservices,
facilitiesandconducivenessofthelibraryenvironment,obtainingmaterialsfromthelibrarypromptly
andcustomerservices.ThepopulationcomprisedBowenUniversitystudentsfromdiversedisciplines,
levelsandages.Anon-probabilisticsamplingtechnique,conveniencesampling,wasusedtoselect
352respondentsfromthestudypopulation.

Instrumentation
AstructuredquestionnairewasusedtocollecttherequireddatafromBowenUniversitylibraryusers.
Thequestionsusedinthesurveyweregleanedfromavailableliteratureparticularlyfromthestudy
byMartensenandGronholdt(2003)“ImprovingLibraryUsers’PerceivedQuality,Satisfactionand
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Loyalty:anIntegratedMeasurementandManagementSystem,”andthePierceCountyLibrarySystem
questionnaire“CustomerSatisfactionSurvey”byParikh.Thesurveyinstrumentcontained25questions
whichaccordingtoMartensenandGronholdt(2003)“areflexibleandcanbeusedacrosslibraries.”

Data Collection and Analysis
Thesurveywasconductedthroughface-to-facecontactwithBowenUniversitylibrarypatronson
campusindifferentlocationsincludingthelibraryitselfatdifferenttimesandondifferentdaysinorder
togetabroadsampleofstudents.Thiswasdonewiththeassistanceofstudentresearchassistants.
Inall,fourhundred(400)copiesofthequestionnaireweredistributedbut398(99.5%)copieswere
retrievedand352(88%)copieswerefounduseableforanalysis.

ReSULTS

demographic Characteristics of the Respondents
Respondents’ Demographics
ThedemographiccharacteristicsoftheBowenUniversitylibrarypatronsaspresentedinFigure1
revealedthatthemalerespondentsaccountedfor43.2%whilethefemaleaccountedfor56.8%ofthe
totalrespondents.Nearlyalltherespondentswerebetween18to29yearsofage(98.9%).

Since the target respondents were Bowen University Library patrons, respondents who had
advanced in their studies (400 level students) were the majority (53.7%) while one fifth of the
respondentswerein300level(21.6%),18.5%oftherespondentswerein200levelandtheremaining
6.3%oftherespondentswerein500level.

ItisinterestingtonotethatthemajorityofrespondentsvisitedoneoftheBowenUniversityLibrary
branchesatleastonceaweek(44.0%),someothersvisitedthelibraryonceeverythreeweeks(17.3%),
onceamonth(17.6%),onceeverysixmonths(10.2%),onceayear(7.1%)whilejustasmallnumberof
therespondentsnevervisitedanyofthelibrary’sbranchessincetheywereadmittedintotheUniversity.

Figure 1. Demographic characteristics of Bowen University Library patrons
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Respondents were asked to indicate which of the libraries they visited most. Most of the
respondentspatronizedtheTimothyOlagbemiroLibrary(88.9%),afewotherrespondentspatronized
theLawLibrary(6.3%),andMedicalLibrary(1.1%),whileasmallnumberofrespondentsutilized
boththeTimothyOlagbemiroandLawlibraries.ApartfromBowenUniversityLibrary,respondents
whoindicatedthattheyusedotherlibrarieswere38.9%whereasmajorityoftherespondents(59.7%)
claimedtheydidnotuseotherlibrariesapartfromBowenUniversityLibrary.

ReSULTS oF ReSeARCH QUeSTIoNS

Theresultsofresearchquestionsarepresentedinthissection.Sixresearchquestionsadoptedfrom
astudybyPetriandGraumann(2013)areansweredasfollows.

Research Question 1:Howsatisfiedaretheuserswiththeproductsandservicesofferedinthelibrary?

TheresultsinTables1,2,3,and4andFigures2and3showthatBowenUniversityLibraryusers
weresatisfiedwiththeproductsandservicesofferedinthelibrary.Theresultsalsoindicatedthata
majorityoftherespondentsagreedthatservicesofferedinthelibraryweregenerallysatisfactory.

Table1revealsrespondents’opinionsinthefollowingareasofserviceasgood:Referencedesk
(87.2%),check-outdesk(86.9%),multimediaroom/items(76.4%),e-library(84.1%),toilets(89.5%),
readingrooms(94.6%)andavailabilityofinternetcomputers(68.5%).

TheopinionsdisplayedinTable2indicatethatmorethantwo-thirdsoftherespondentsconcurred
thatservicesofferedinthelibrarywerebyandlargesatisfactoryagreeingwitheachandeverystatement
onservicesofferedinthelibraryasclosetotheidealexceptfortraining,seminarsandworkshops
organizedbythelibrarywhereinaboutone-third(31.3%)disagreed.

Inrespondingtothequestionsabouttheservicesofthelibrary,Table3revealsthatamajority
oftherespondentsused(e.g.read,viewed,listenedto,browsed)materialswhileintheLibrary
(20%),justahandfulofthemaccessedanonlinedatabaseatthelibrary(6.5%)aswellaslibrary
servicesfromalocationotherthanthelibrary(7.1%).Someothersborroweditems(e.g.books
and/orothermaterials)(12.5%),usedthelibrary’sequipment(e.g.computers/workstations,audio/
videoequipment,copiers)(13.8%),attendedevents,programmesormeetings(18.5%),usedthe
library’sfacilities(e.g.chairs,tables,rooms,washrooms,parkinglot)(7.1%)whileothersaccessed
theinternetwhileatthelibrary(13.9%).

Table 1. Opinions on the following areas of service

S/N Areas of Service
Response (%)

DU(1) P(2) G (3) NR

i ReferenceDesk 6.0 1.4 87.2 5.4

ii Check-outDesk 5.7 1.7 86.9 5.7

iii Multimediaroom/items 11.4 4.3 76.4 8.0

iv E-library 7.1 4.5 84.1 4.3

v Toilets 3.4 4.5 89.5 2.6

vi ReadingRooms 1.4 2.0 94.6 2.0

vii AvailabilityofInternetComputers 7.7 20.7 68.5 3.1

Key: % =Percent, G=Good, P=Poor, DU=Don’t use and NR = No Response
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Table 2. The following statements were rated on the services offered in the library

S/N Services Offered in the Library
Response (%)

D(1) A(2) NR

i Thelibrary’sservicessatisfyyourneedsforknowledge,learninganddevelopment 6.0 88.6 5.4

ii Thelibraryplaysacrucialroleforyou 14.5 81.0 4.5

iii Thewaitingtimeatthelendingcounterissuitablyshort 12.2 80.4 7.4

iv Thewaitingtimeattheinformationcounterissuitablyshort 14.5 77.3 8.2

v Itiseasytosubmitsuggestionsandcomments 28.1 63.1 8.8

vi Materialsdescribingavailableservicesareexcellente.g.theOPAC,LibraryPortal,
Libraryguideandbookmarks 11.6 82.1 6.3

vii Openinghoursmeetyourrequirements 12.8 81.3 6.0

viii Thelibraryfulfilsyourexpectationstoagreatextent 15.9 79.0 5.1

ix Training,seminarsandworkshopsorganizedbythelibrarymeetmyrequirements 31.3 57.3 11.4

x Itiseasytoborrowmaterials 16.8 77.8 5.4

xi Itiseasytoreservematerials 19.3 72.4 8.2

xii Itiseasytorenewloans 19.9 69.6 10.5

xiii Borrowingperiodissuitable 15.3 76.7 8.0

xiv Imaginealibrarywhichisperfectinallaspects,BowenUniversityLibraryiscloseto
thisideal 19.0 75.6 5.4

xv YouaregenerallysatisfiedwithyourexperienceofBowenUniversityLibrary 13.1 80.1. 6.8

xvi Youintendtobeusingmoreofthelibrary’sservicesinthefuture 13.6 81.5 4.8

xvii Youwouldrecommendthelibrarytootherusers 7.4 87.2 5.4

Key: % =Percent D= Disagree, A= Agree and NR = No Response

Table 3. Services of the library used by the respondents in the past year

S/N Services Offered in the Library Response (%)

i Borroweditems(e.g.booksand/orothermaterials) 12.5

ii UsedmaterialswhileintheLibrary(e.g.read,viewed,listenedto,browsed) 20.0

iii UsedtheLibrary’sequipment(e.g.computers/workstations,audio/videoequipment,copiers) 13.8

iv Attendedevents,programsormeetings 7.7

v UsedtheLibrary’sfacilities(e.g.chairs,tables,rooms,washrooms,parkinglot) 18.5

vi AccessedLibraryservicesfromalocationotherthantheLibrary(e.g.onlinefromthehostel/
office,overthephone) 7.1

vii AccessedtheInternetwhileattheLibrary 13.9

viii AccessedanonlinedatabaseattheLibrary 6.5

Total 100
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Whilstrespondentsindicatedthedurationoftheiruseofthelibrary’sonlineservicesasshown
inFigure2,halfofthemsaidthattheystartedusingonlineservicesinthepreviousyearwhilethe
remaininghalfsaidthattheyhavebeenusingitforthepastonetofouryears.

InFigure3,aboutone-thirdoftherespondentsindicatedthattheyvisitedthelibrary’swebsite
aboutonceamonth(32.1%),18.2%saidseveraltimesamonth,12.2%saidseveraltimesaweek,
12.2%saiditwastheirfirstvisitwhilejustasmallnumberindicatedthattheyvisitedthelibrary’s
websitedaily(3.1%).

InTable4,thestatementsonelectronicresourceswereratedfavorablyhighwithmorethantwo-
thirdsoftherespondentsbeingwell-disposedtoalltheitemsonelectronicresources.

Research Question 2:Howsatisfiedaretheuserswiththefacilitiesandconducivenessofthe
libraryenvironment?

Figure 2. Duration of use of the library’s online services

Figure 3. Frequency of visits to the library’s website
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TheresultsinTables5and6showthatBowenUniversityLibraryusersweresatisfiedwiththe
facilitiesandconducivenessofthelibraryenvironment.

Asshown inTable5, respondentswereof theopinion that the library’sdesign,atmosphere
andarrangementwereingoodshape(88.1%).Theyalsoratedveryhighthecleannessofthetoilets
(85.5%),libraryenvironment(92.0%)andthereadingrooms(70.7%)exceptforthefunctionalityof
theairconditioners/fansthatwasratedlow(33.2%).

Respondents,asdisplayedinTable6,indicatedsomehighlevelofsatisfactionwiththelibrary
facilities: Multimedia (65.1%), Reference (58.6%), E-Library (61.1%), Electronic Databases
(52.9%),Librarycollectionintheirdiscipline(textbooks,journals,referencematerials,etc.)(63.6%),
Reprography/Photocopy(64.8%),Toilets/Convenience(68.8%),Readingroom(furniture,lighting,
ACs,ventilation)(63.9%),Staff(66.5%),Reception(69.0%),LibraryBuilding(77.8%)andLibrary
Environment(72.2%).

Research Question 3:Howsatisfiedaretheuserswithobtainingmaterialsfromthelibrarypromptly?

TheresultsinFigures4and5,andTables7,8and9showthatjustafewBowenUniversity
Libraryusersweresatisfiedwithobtainingmaterialsfromthelibrarypromptly.

AsshowninFigure4,morethantwo-thirdsoftherespondentssignaledthatthey“rarelyfind”
information resources they were looking for in the library (71%). Some others stated that they
“sometimesfind”materialstheywerelookingforinthelibrary(12.2%),justafewindicatedthatthey

Table 4. Electronic resources

S/N Electronic Resources
Response (%)

D(1) A(2) NR

i Electronicresourcesinthelibrarymeetyourrequirements 16.2 72.7 11.1

ii Morecomputerstoaccessthecollection 20.7 65.9 13.4

iii MoreInternetaccess 26.1 62.5 11.4

iv MoreCD-ROMworkstations 23.3 58.2 18.5

v Improvedaccessfromhomecomputers 19.9 65.4 14.7

vi Wordprocessingandspreadsheetcapability 15.9 66.5 17.6

vii Moreon-linedatabases 19.6 62.2 18.2

Key: % =Percent, D= Disagree, A= Agree and NR = No Response

Table 5. Regarding library facilities, the following statements were as follows

S/N Library Facilities
Response (%)

D(1) A(2) NR

i Thedesign,atmosphereandarrangementoftheLibraryarefriendly 6.5 88.1 5.4

ii Thetoiletsarealwayscleanandreadyforuse 8.5 85.5 6.0

iii TheLibraryenvironmentisalwaysclean 2.3 92.0 5.71

iv Thereadingroomsarealwayscleanandwellventilated 23.3 70.7 6.0

v Theairconditioners/fansarealwaysfunctioningperfectly 61.4 33.2 5.4

Key: % =Percent D= Disagree, A= Agree and NR = No Response Source: Fieldwork
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“alwaysfind”books,materialsorinformationtheywerelookingforinthelibrary,while13.1%ofthe
respondentssaidthey“neverfind”books,materialsorinformationtheywerelookingforinthelibrary.

AsshowninTables7and8,informationwasobtainedregardingrespondents’reasonsfornot
gettingwhattheywerelookingforontheirlastvisit.Almostone-thirdoftherespondentsstatedthat
libraryhadnomaterialonthesubjecttheywerelookingforontheirlastvisit(31%),another30.2%
saidtheycouldnotfindtheneededmaterialontheirlastvisit,while21.9%indicatedthatthedesired
itemwascheckedoutasatthetimeoftheirlastvisit.Otherreasonsincluded:staffcouldnotfindthe

Table 6. Level of satisfaction with the library facilities

S/N OPAC
Response (%)

Unsatisfied 
(1) Satisfied (2) Not 

Sure NR

i Multimedia 4.3 65.1 17.9 12.8

ii Reference 7.4 58.6 22.4 11.6

iii E-Library 8.2 61.1 19.6 11.1

iv ElectronicDatabases 6.8 52.9 23.0 17.3

v Librarycollectioninyourdiscipline(textbooks,journals,
referencematerials,etc.) 9.1 63.6 16.8 10.5

vi Reprography/Photocopy 8.2 64.8 16.2 10.8

vii Toilets/Convenience 8.0 68.8 14.7 8.5

viii Readingroom(furniture,lighting,ACs,ventilation) 13.4 63.9 14.5 8.2

ix Staff 8.8 66.5 16.2 8.5

x Reception 7.1 69.0 16.5 7.4

xi LibraryBuilding 4.3 77.8 8.0 9.9

xii LibraryEnvironment 3.1 72.2 7.7 17.0

Figure 4. Availability of books, materials or information in the library
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Table 7. Reasons for not getting what you were looking for on your last visit

S/N Reasons for Not Getting What You Were Looking for on Your Last Visit Response (%)

i Itemwascheckedout 21.9

ii Libraryhadnomaterialonthesubject 31.0

iii Youcouldnotfindthematerial 30.2

iv Staffcouldnotfindthematerial 3.2

v Thesystemsweredown 2.8

vi Thecomputerswereallinuse 2.5

vii Youdonotknowhowtousethecomputers 1.1

viii Therewaspoweroutage 7.3

ix Others,specify 0

Total 100

Table 8. Methods used in looking for information

S/N Methods Used in Looking for Information Response (%)

i RequestassistancefromaLibrarystaffmember 24.2

ii Locateinformationonyourown,withoutassistance 25.0

iii UseaLibraryworkstation(e.g.OPAC) 27.2

iv Followthesignageandbrowsethecollections 9.6

v AccessLibraryservicesfromlocationsoutsidetheLibrary 5.5

vi Useothersources 8.5

Total 100

Figure 5. Collections in areas requiring improvement
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material(3.2%),thesystemsweredown(2.8%),computerswereallinuse(2.5%),inabilitytouse
computers(1.1%)andpoweroutage(7.3%).

Whenaskedtoindicatepreferredmethodsusedinsearchingforinformation,24.2%ofrespondents
statedthattheyusuallyrequestassistancefromalibrarystaffmember,25.0%locateinformationon
yourown,withoutassistance,27.0%usealibraryworkstation(e.g.OPAC),9.6%followthesignage
andbrowsethecollections,5.5%accesslibraryservicesfromlocationsoutsidetheLibrarywhile
8.5%useothersources.

The responsesobtained inTable9,whereinmajorityof the respondentsagreedwithall the
statementsregardingtheirsatisfactionwiththelibrarycollections,givecredencetothefactthatmost
oftherespondentsaresatisfiedwiththelevelatwhichinformationresourcesarepromptlyobtained
fromthelibrary.

InformationobtainedonthesubjectareasrequiringimprovementisshowninFigure5.

Research Question 4: Howsatisfiedaretheuserswithcustomerservicesofthelibrary?

TheresultsinTables10and11showthatBowenUniversityLibraryusersweresatisfiedwith
customerservicesofthelibrary.Bowenlibraryuserscanbesaidtobesatisfiedwiththecustomer
servicesrenderedbythelibrarystaffasshowninTable9withthehighratingoftheitemsoncustomer
servicesbytherespondents.

ResponsesrecordedinTable10givecredencetothefactthatBowenlibrarystaffoffertheir
servicesinafriendly,pleasant,helpfulandprofessionalmannerwiththelibrarydesignedinauser-
friendlyway.

Research Question 5:Whereshouldtheservicesbeimprovedandwhy?

TheresultsinTables11indicatedthattherewasaneedformorestudyrooms,morestudy
tables, more study carrels, more meeting rooms/space, larger building, quiet reading space,
computer/internetstationsandbookselectionarea.Table11revealshowsatisfiedrespondentsare
withBowenUniversitylibrarywhencomparedwithabookstore,informationavailableacrossthe
internet,media,andotherlibraries.TheyregardedBowenUniversitylibraryasmuchbetterthana
bookstore(51.7%),havinginformationresourcesalmostequivalenttotheinformationaccessibleon
theinternet(44%),media(40.9%)andotherlibraries(43.8%).Nevertheless,respondents’opinions

Table 9. Concerning the library collections, the following statements were rated

S/N Library Collections
Response (%)

D(1) A(2) NR

i Printedpublicationsinthelibrarymeetmyrequirements 13.9 74.7 11.4

ii Therangeofbookswithinmyfieldofinterestisgenerallyadequate 23.0 67.3 9.7

iii Therangeofperiodicalswithinmyfieldofinterestisgenerallyadequate 22.7 63.7 13.6

iv ItiseasytolocatematerialsIwantontheshelves 20.7 70.5 8.8

v Materialsarecurrent 29.3 59.7 11.0

vi Materialsareuseful 6.0 84.9 9.1

vii Locatinginformationissimpleandeasy 21.9 70.2 8.0

viii Youareoftensuccessfulinfindinginformationyouareseekingfor 23.0 67.9 9.1

Key: % =Percent, D= Disagree, A= Agree and NR = No Response
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ontheirsatisfactionwithBowenUniversitylibrarystaffwereeithermuchmoreorequivalentto
anotherpersonotherthanalibrarian.

AreaswheretherewasaneedforimprovementinBowenlibraryareindicatedinFigure6with
theComputer/Internetstationsbeingthemosthighlighted(23.1%).

Research Question 6:Whatmeasures shouldbe taken inorder to improveuser satisfaction
andretention?

TheresultsinFigure6,andTables12and13showthemeasurestakeninordertoimproveuser
satisfactionandretention.Respondentswereoftheopinionthatlibrary’scollectionofmaterialsand
servicesneededtoberegularlyupdatedinspecializeddisciplineswithimprovedaccesstocurrent
electronicresources/materialsinthelibraryandaccesstolibraryservicesfromlocationsoutsidethe
library(Table12).

Feedback from respondents displayed in Table 13 indicates where majority of respondents’
opinionslie.

Table 11. Satisfaction with the library in comparison with others

S/N Areas of Comparison
Response (%)

ML (1) ET (2) MM(3) NR

i Bookstore 11.1 23.9 51.7 13.3

ii Informationavailableacrosstheinternet 20.5 44.0 22.4 13.1

iii Anotherpersonotherthanalibrarian 18.8 31.0 30.0 20.2

iv Media(television,radio,newspapers,etc) 19.6 40.9 21.9 17.6

v Otherlibraries 13.6 43.8 21.6 21.0

vi Othersources,specify 0 0 0 0

Key: % =Percent, MM=Much more, ET=Equivalent to, ML =Much less & NR = No Response

Table 10. Customer services provided by library staff

S/N Customer Services Provided by Library Staff
Response (%)

D(1) A(2) NR

i Serviceprovidedbystaffmeetyourrequirements 13.1 80.4 6.5

ii Staffprovidegoodandprofessionalguidanceandusefulassistance 14.2 79.3 6.5

iii Staffisfriendly,pleasant,helpfulandrespondinaprofessionalmanner 16.2 76.1 7.7

iv Staffwasnottoobusytohelpyou 17.9 74.7 7.4

v Yourinquiriesareansweredinatimelymanner 16.8 75.9 7.4

vi Yourinquiriesareroutedtotheappropriateperson 12.8 79.0 8.2

vii Consideringtheservicesused,youaresupportiveofLibrarystaff 13.1 79.8 7.1

viii Theoverallqualityofserviceprovidedbystaffisexcellent 16.2 76.7 7.1

Key: % = Percent, D = Disagree, A= Agree and NR = No Response; Source: Fieldwork
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dISCUSSIoN oF FINdINGS

Users’ Satisfaction with the Products and Services offered in the Library
FindingsshowthatBowenUniversityLibraryusersweresatisfiedwiththeproductsandservices
offeredinthelibrary.Similarly,thefollowingproductsandservicesofferedinBowenUniversity
Librarywerefoundsatisfactorybymajorityoftherespondents:OPAC,libraryportal,libraryguide,
bookmarks,referencedesk,check-outdesk,multimediaroom/items,e-library,easeofuseofanonline
databaseatthelibrary,availabilityofinternetcomputers,readingroomsaswellaslibrary’sequipment.

Thespecialsignificanceofusersatisfactionwiththeproductsandservicesforcustomerloyalty
andretention isasundisputed in the librarysectoras it iselsewhere.This isparticularly true in

Figure 6. Areas requiring improvement in the library

Table 12. Respondents’ opinion on additions to be made to the library’s collection of materials and services

Opinion Frequency Percent

Provisionofrelevant,currentandadequatebookswithinvariousfieldsofinterest. 16 4.8

Provisionofnon-educationalmaterials,booksforleisureorentertainmentandNigerian
fictionalliterature. 7 2.1

Improvedaccesstocurrentelectronicresources/materialsinthelibrary 19 5.7

Provisionofsteady,fastandaccessibleinternetservices 17 5.1

Propermaintenanceandacquisitionofmorelibrary’sequipment(e.g.computers/
workstations,audio/videoequipment,copiers,printers,internetdevices) 11 3.3

Improveandupdatelibrarycollectioninspecializeddisciplines(textbooks,journals,
referencematerialsetc) 7 .3

Makingitpossibletoaccessedlibraryservicesonlinefromhostel/home,overthephone
orothermobiledevices) 9 2.7
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thefieldoflibraryandinformationservicesasavailablestudiessuggest.ThestudybyAdekunjo,
Adepoju,andAdeola(2015)revealedalackofsatisfactionwiththerequiredproductsandservices
that,inevitably,affectedtherateoflibrarypatronageinthestudyarea.

Inthesameway,Kwaghgba,ChorunandGoshie(2015)revealedthatthereisahighcorrelation
betweencustomersatisfactionwiththeproductsandservicesandtherateoflibrarypatronageamong
customersofacademiclibrariessituatedinZariametropolis.AsimilarstudybyAdeniran(2011)
revealedthatusersutilizedthelibraryregularlybecausetheyweresatisfiedwiththeservicesofthe
library.Furthermore,CozinandTurrini(2008)opinedthatthefocusoftherenewaloflibrariesare
theusers,representedbytheiropinionabouttheservicesprovidedfromtheavailabilityofinformation
invariousdatabasestotheperformanceoftheprofessionalsprovidingservicesthere.

Users’ Satisfaction with the Facilities and 
Conduciveness of the Library environment
FindingsshowthatBowenUniversityLibraryuserswereoftheopinionthatlibraryfacilities,library’s
design,atmosphere,environmentandarrangementwereingoodshapeaswellasthecleannessofthe
toilets,exceptforthefunctionalityoftheairconditioners/fansthattheyratedlow.

AstudybyUgah(2007)showed thatasignificant relationshipexistsbetween libraryusers’
retentionandtheirperceptionaboutthefacilitiesandservicequality.Iwhiwhu,andOkorodudu(2012)
alsofoundthatthelibraryuserswereonlysatisfiedwiththreeservicesprovidedinthelibrary,namely
hoursofservice,labellingservicesandbinderyservices,andalsotheavailablefurniture,butthey
weredissatisfiedwiththeinformationresourcesandservicesoftheEdostatecentrallibrary.Ekere,
Omekwu,andNwoha(2016)reportedthatrespondents’intensityofuseseemedtoberootedintheir
satisfactionwiththeavailabilityofe-resourcessuchastheWorldWideWeb,WIFIandsearchengines
asopposedtoonlineindexesandabstracts,videoCDs,CD-ROMs,onlinedatabasesandportals.

Users’ Satisfaction with obtaining Materials From the Library Promptly
Itisinterestingtofindoutthat,despitethehighlevelofBowenUniversitylibraryusers’satisfaction
withthefacilities,conducivenessofthelibraryenvironment,productsandservices,thisstudyreveals

Table 13. Respondents’ feedback

Feedback Frequency Percent

Staffshouldimproveontheirinterpersonalrelationshipskillsandbemoreprofessional
intheirconduct. 9 9.28

Propermaintenanceandacquisitionofmorelibrary’sequipment(e.g.computers/
workstations,audio/videoequipment,copiers,printers) 11 11.34

Improveandupdatelibrarycollectioninspecializeddisciplines(textbooks,journals,
referencematerialsetc) 7 7.22

MaketheLibrary’sfacilities(e.g.A/C,chairs,tables,rooms,restrooms,parkinglot)
morecomfy. 22 22.68

Makeitpossibletoaccesslibraryservicesonlinefromhostel/home,overthephoneor
othermobiledevices 9 9.28

Ensuringquitereadingspace 9 9.28

Thereisneedtoorientatestudentsonhowtomakeeffectiveuseofthelibrary. 12 12.37

Thelibraryisingoodshapeatthemomentwithactiveandwarmstaffongroundbut
needtointroduceadditionalservices 10 10.31

Provisionofaseparatereadingroomforeachfaculty 8 8.25

Source: Fieldwork
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thatjustafewusersweresatisfiedwithobtainingmaterialsfromthelibrarypromptly.Thereasonsfor
thisfindingmightnotbeunconnectedwiththeusers’inabilitytoproperlyhandlematerialsdescribing
availableservices(e.g.theOPAC,LibraryPortal,Libraryguideandbookmarks),perhapsirregular
internetservices,improperreferralservice,disorderedshelfmanagementofbooks.,outdatedmaterials
aswellasstaffunresponsivenesscanalsobecontributory.

ThiswasthecasewiththestudycarriedoutbyUganneya,Ape,andUgbagir(2012)whichrevealed
thatreferenceandcirculationserviceswereprovidedbytheagriculturalresearchlibrariesinNigeria
andamajorityofusersweresatisfiedwithbothservices.However,therewasareporteddissatisfaction
withreferralservicesandshelfmanagementofbooks.Someconstraintstousersatisfactionincluded
irregularandexpensiveinternetservices,outdatedmaterialsandstaffunresponsiveness.Thefinding
ofthisstudyalsocorroboratesthatofTiemoandAteboh(2016),whoreportedthatusersweresatisfied
withthelendingservicesofthelibrary,renewaloflibrarymaterialsandlongerhoursofinternet
servicesinthelibrary.However,theyweredissatisfiedwiththelimitedreferencematerialsintheir
varioussubjectareasandnationalandinternationaljournalswhichwerenotuptodate.

Thefindingofthisstudy,however,differinthisregardfromthatofIjiekhuamhen,Blessing,
andOmosekejimi(2015),whonotedthattheextenttowhichusers’needsaresatisfieddepends
onthesizeandcollectionofthelibrary,theadequacyandaccuracyoftheorganizationofits
materials,theusefulnessofitscatalogsandfindingtoolsinprovidingaccesstoitscollection,
theabilityandcooperationofthelibrarystaffinbringingthesematerials(orinformationon
thesematerials) totheattentionoftheusers,andinmaximizingtheexposureoftheusersto
theseresourcesandtootherlibraryservices.Bowenlibraryusersappeartobemoresatisfiedby
facilitiesandconducivenessofthelibraryenvironmentthanresourceacquisitionandpromptness
inobtainingmaterialsfromthelibrary.

Users’ Satisfaction with the Customer Services of the Library
Just like inother indicatorsofcustomersatisfaction (librarycollection,electronic resources,
facilities, services) measured in this study, customer services rendered in Bowen University
librarywerefoundsatisfactorybytheuserswhichmightbeoneofthemainreasonsfortheir
decisiontopatronizethelibrary.

Resultsshowthatstaffwerefriendly,pleasant,helpful, responded inaprofessionalmanner,
andprovidedprofessionalguidanceandusefulassistancetolibraryusers.Thisgivescredencetothe
factthatcustomersarelikelytoeitherstopusingasystemorfindalternativesthatdeliverdesired
resultsiftheyarenotsatisfied.Smith(2001)concludesthatcustomerswillusuallycomebackifthe
organizationkeepsitspromises,iswillingtohelp,inspiresconfidence,treatscustomersasindividuals,
makesiteasyforcustomerstodobusinessandifallphysicalaspectsofitsproductorservicegive
afavorableimpression.

Areas/Aspects Requiring Improvement
Findings from this study reveal that therewasaneed formore study rooms, study tables, study
carrels,meetingrooms/space,largerbuilding,quietreadingspace,computer/internetstationsand
bookselectionarea.

Itwasalsodiscoveredfromthestudythatmostrespondentswere,toalargeextent,satisfied
withoveralllibraryservicesandstaffperformanceexceptforhowmaterialsareobtainedfromthe
library, insufficient computer/internet stations, study areas andnon-functionality of someof the
airconditioners/fans.Theprofessionalismofthestaffwasratedhigh.Basedonthefindingsitwas
observedthatthereisaneedtoimprovesomeofthefacilities,updatelibrarycollections,andmake
itpossibletofrequentlyaccesslibraryservicesonlinefromhostels/home,overthephoneorother
mobiledevices.Whentalkingaboutalibrarythatisperfectinallaspects,BowenUniversityLibrary
issaidtobeclosetoideal.
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CoNCLUSIoN

Thisstudyevaluatedcustomersatisfactionwiththelibrary’sproductsandservicesincludingcustomer
services.EmpiricalevidenceillustratesthatBowenUniversityLibraryusersweresatisfiedwiththe
productsandservices,customerservices,facilitiesandconducivenessofthelibraryenvironmentbut
thatmajorityoftherespondentsreportedthattheyrarelyobtainmaterialsfromthelibrarypromptly.
ThefindingscouldhelpBowenUniversitylibraryinparticular,andlibraryservicesprovidersin
general, toworkmoreonproviding adequateorientation for the libraryusersonhow tohandle
materialsdescribingavailableservices(e.g.OPAC,LibraryPortal,Libraryguideandbookmarks),
providestable internetservices,suitable referralservice,shelfmanagementofbooks,up todate
materialsandensurethatlibrarypersonnelactinprofessionalmanners.

Basedonthisbackground,thefollowingrecommendationsaremade.Staffshouldimproveon
theirinterpersonalrelationshipskills,orientstudentsonhowtomakeeffectiveuseofthelibraryandbe
moreprofessionalintheirconduct,propermaintenanceandacquisitionofmorelibraryequipment(e.g.
computers/workstations,audio/videoequipment,copiers,printers)shouldbeprioritized,andmaking
theLibrary’sfacilities(e.g.A/C,chairs,tables,rooms,restrooms,parkinglot)morecomfortable.
Librarymanagementshouldimproveandupdatelibrarycollectioninspecializeddisciplines(textbooks,
journals,referencematerialsetc).

Otherrecommendationsincludetheprovisionofrelevant,currentandadequatebookswithin
various fieldsof interest, provisionof non-educationalmaterials, collectingbooks for leisureor
entertainment and Nigerian fictional literature, providing improved access to current electronic
resourcesandothermaterialsinthelibrary,provisionofsteady,fastandaccessibleinternetservices,
ensuring quiet reading space, and making it possible to access library services online from off
campus,overthephoneorothermobiledevices.Also,increasedopeninghours,provisionofregular
internetservices,andpromptresponsetousers’requestsbystaffwillensuremoreeffectiveservice
deliveryandconsequentlyleadtocustomersatisfaction.EmezieandNwaohiri(2013)opinedthat
withadvocacy,useofsocialmedia,useofmobilephones,informationpackaging,goodreference
serviceandthelibrarypartneringwithacademicunitstoteachstudentsinformationliteracyskills
sothattheycanbecomeeffectiveusersofinformation,effectiveinformationservicedeliveryinthe
21stcenturycanbeachieved.
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