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Abstract

Academic libraries around the world often have to justify high maintenance
costs. High maintenance costs of university libraries are often justified by the belief
that regular use of an academic library improves the grades of students. However,
this is a difficult statement to support, therefore demonstrating the link between
library use and student outcomes is critical to ensuring that library investment

continues.

Questionnaires and interviews were conducted and the findings were analysed
to derive users’ perceptions. The findings revealed interesting results regarding how
users make use of the library and how users feel the library improves their personal
performance. Overall, the perception of all three groups of the academic libraries
within Kuwait is positive, however many users are dissatisfied with some academic
library services. Students answered positively regarding their grades and use of the
academic library. Academics and administrators were generally positive and offered
an experienced insight into the quality of the library. This study offers the first
perception based results in Kuwait. The inclusion of administrators’ perceptions is
also novel in terms of the Gulf States. A refined model was designed based on the
overall findings within the study. This model can be applied to any academic library,

regardless of size or collection type.

Based on findings, the researcher recommends taking the following points into
consideration in order to improve library services and facilities for all users.
Improvements could be made in the structure of library training courses and
academic libraries should be providing flexible spaces for individuals and group

study as well as social activities.




Table of Contents

(VAT o] 0 P URSUPPR i
ADSTFACT ... i
Table OF CONEENTS ... ii
LISt OF FIQUIES ...t bbb X
LISt OF TADIES. ... Xi
LiSt OF ADDIEVIALIONS. .....c.eiiiiiiieiieiiiee s Xiii
Statement of Original AUtNOISNIP .......c.ocviiiiiice e XV
PUBIICALIONS TIST ...t XVi
ACKNOWIEAGMENTS ... XVii
CHAPTER 1:INTRODUCTION ...ccuiieiiimiiiiiiiiiiiiieiiieiiniiiineiiseiiseesesirasernsersesnsenes 1
1.1 Background Of the STUY .........cccooiiiiiiiiiiee e 1
1.2 Definitions OF TEIMS....c.oiiiiiiiieite ittt 4
1.3 Statement of the ProbIem...........ccooiiiiiiiiie e 5
1.4 Significance of the STUAY .........ccoiviiiiiic e 7
1.5 Aim and Objectives of the STUAY........cccceiiiiiiiiii e, 8
1.6 ReSEarch QUESTIONS.......ccuiiieieeieieesie e stee st eee st e ste e ste et e e e e steereesreesseaneenreas 8
1.7 ReSArCH OULCOMES ....ocueiiiiiiiiitiiti ettt 8
1.8 OVerview 0f Method.......cc.coviiiiiiiiiiie e 9
1.9  Outhing OF the STUY ........ooveiiiiiiiiie e 10
CHAPTER 2:LITERATURE REVIEW .......cccuiiiiiiiiiiiiiiiieiiineiirneinrnes e neesssenanens 13
2.1 The Reasons for EValuation...........ccccooeiiiiiiiiiiecee e 13
2.2 Background and History of Library Evaluation .............ccccccovviviiiiiiienc e, 14
2.2.0 19708 .ot 15
2.2.2 198BS ...ttt ettt nan e e 16




2.2.3 19908 ...t 19

2.2.4 20008 ...c.veiveieieieeieie ettt e e ere e eens 21
2.3 SerVIiCe QUANILY ....ocveeiieie ettt 30
2.3.1 SERVQUAL ..ottt 31
2.3.2 LIDQUALL ..ottt 32
2.4 Performance INICALIONS .......ccveviiieiiiie et 32
2.5 Academic Library Usage and Personal Performance ............c.cccocvvveivevvenene. 34
2.6 Influencing Factors (Independent Variables) ..........cccooevveveiiciiece e 37
2.6.1 Library TraINING .....ccooeiiiiiisieieiee et 38
2.6.2 Library and Information Technology .........cccccovviiiiiieninininiceeee, 43
2.6.3 Library ColleCtion ..........cccoiieiiiiiiiese e 46
2.6.4 Library FACIlIties ........ccccieiiiiicic e 48
2.6.5 The Library’s Physical EnvIironment ............ccocevevvenenieniniennneseeeenen, 49
2.7 Academic Library Users (Dependent Variables)...........ccoooeveniieiiniiinieienn, 52
2.7. 1 STUENTS ...ttt 53
2.7.2 ACAURITICS ...ttt bbb ns 55
2.7.3 AUMINISIIALOIS .. .eveeciieieee et e e re e sreenee e 59
2.8 Models for Academic Library and Usage Perception...........ccccocevenirvnnenennnn 61
2.9 CONCIUSION ..ottt sr e 66
2.00 SUMIMAIY ceiiiiiie ittt e et e et e e e sab e e e b e s s beeeabeeeanbeeeanneeeas 69
CHAPTER 3: THEORETICAL FRAMEWORK .....cccittuiimniirnicincincinsiesiensiensssnssrssnaens 71
200 101 oo L1 i £ o] o FO USSP 71
3.2 The Theoretical MOdel.........cccooviiiiiii e 72
3.3 Model TerminolOgy .......cccoiiiiiiiiiieiee e 78
3.4 Measuring the Input and Output Variables............cccoevvieiieerrcieiie e, 78
3.5 Review of the Multiple Regression Model .............cccooiieiiiiiiiicc e, 80
3.5.1 Multiple Regression COeffiCIENtS.........cccvvviiriinieiieseee e, 81
3.5.2 Interpretation of the COeffiCIENtS .......cccvevviiiiiecce e, 81
3.5.3 The Coefficient of Multiple Determinations, R2 ............ccccccevivevieivennenn, 81




3.6 QUANTALIVE SEIUCLUIE ......eiveeiieiieciieie ettt nreas 82

3.7 SUIMMAIY ..ttt e ettt e s st et e e s bb e et e e sreeebeesbneenbee e 83
CHAPTER 4:RESEARCH METHODOLOGY ....ccceuuiineiinnnienscrncrncrsscisssiosssenssensssnsssnes 85
Ot 101 (oo L1 i [ o USSR PRPRRR 85
4.2  ReSLAIrCN QUESTIONS.......eiiiieiiiiieitierie ettt st sbe e nreas 85
4.3 The Development of the QUESLIONNAIIES ........cceevveieiieeie e 86
4.3.1 REHADIILY ..o 88
4.3.2 VaAlIUILY ...cuveieieec e 89

4.4 The Development of the INTEIVIEW ........cccooiiiiiiiiiiece e, 89
4.4.1 Reliability and Validity ..........ccccooiiiiiiie e 92

4.5 ASSUMPLIONS ..oeciiiiiieii ettt te e sre e teesaesre e teeneenreas 92
4.6  Sampling Design and Data ColleCtion..............ccocvviiiniiienc i, 93
I S 100 (< | S UR 95
4.6.2 ACAULIMICS ...oovveveie ettt st 95
4.6.3 AAMINISIIALONS ....c.viviiiiiei i 96

4.6.4 The Statistical Analysis of Quantitative Data ...........ccceeevvverviieivenenne 96

4.6.5 Qualitative ANAlYSIS ........ccooiiiiiiieic e 104

4.7 Relationship between Questionnaire and Interview Methods......................... 106
4.8 RESEANCN RIGOUT......ciuiiiiiiiiiie ettt nae e 110
4.8.1 PHOU STUY ...t 110
4.8.2 Ethical CoNSIAEratioNnS..........ccoueiveiieiieieeiesiese e e nee e 111
4.8.3 Problems Encountered in administering the Questionnaire.................. 113

4.8.4 Problems Encountered in Running the Interviews.........c.cccccoveveieennnnn, 114

4.9 SUMMAIY ..ttt bt b et b e bt et nne e 115
CHAPTER 5:INTRODUCTION TO KUWAIT UNIVERSITY LIBRARIES........c.ccceerunnree 117
5.1 Kuwait University Library HiStOry........cccccooviiiiiii s 118
5.1.1 Library ColleCtiON ........ccviueiieiiee et 118

5.1.2 Library BranChes ........cccccvoeiiiiiiii et 119

5.1.3 Instruction and Orientation SEIrVICES..........cccervrerreereriieseenieeee e, 122




5.2 GUST LIBAIY ..ot 122

5.2.1 LIDIary SEIVICES .....cc.oiiiiiiiiiiiieieiesie ettt 123
5.2.2 Library ColleCtion .........cccevveiiiiiie e 124
5.2.3 INfOrmation LItEraCy........ccccveiieiieiiiie e 124
5.3 AUK LIDIAIY .ot 125
5.3.1 Overview Of Library SErviCes .........cccocveriiiiiinieienenese e 126
5.3.2 Information Literacy Instruction Program ...........cccccoevevivevesiveneainennnnn 127
5.4 Library and Information Skills — Kuwaiti University Libraries..................... 129
5.5 Information Technology- Kuwaiti University Libraries............cccccoevervnnnnnen. 130

5.6 Strengths and Limitations of Previous Research about Kuwaiti University

I o] = T TS PSP PR URPSRPRIN 132
5.7 CONCIUSION 1.ttt sttt 133
CHAPTER 6: QUESTIONNAIRE FINDINGS ......cccotuirmiimniimniinenineninasiasiasieesieeees 135
B.1  INrOAUCTION....c.eiitiiiiiiciee ettt 135
6.2 The Statistical Analysis of Students’ Data ............cccoovvviiiiiiiniins 135
6.2.1 The Statistical Analysis of the Demographic Variables........................ 136

6.2.2 The Statistical Analysis of the Library Usage Variables ...................... 142

6.2.3 The Statistical Analysis of the Perception Variables .............c..cc.cco...... 147

6.2.4 Testing Research Questions regarding Students ............cccocevveveinennn, 149

6.3 The Statistical Analysis of the Academics’ Data.........cccocceeviiiiniiiniinineene, 152
6.3.1 The Statistical Analysis of the Demographic Variables........................ 153

6.3.2 The Statistical Analysis of the Library Usage Variables ..................... 156

6.4 The Statistical Analysis of the Administrators Data.............ccccccevveeiveineenne. 161
6.4.1 The Statistical Analysis of Demographic Variables.............c.ccccceovennnne. 163

6.4.2 The Statistical Analysis of the Library Usage Variables ...................... 166

6.5  Summary of FINAINGS......c.ccoiiiiiieiie e 172
6.6 CONCIUSION ...oveiiii ettt enneas 175
CHAPTER 7:INTERVIEW FINDINGS......ccccotmuiiiimiiiiniiiiiiiieiinseiienesnenssnsassnsnnnes 176
% S 101 (0o [0 Tox oo OSSR TP USRS 176

Vi



7.2 DeSCription Of DAta.........cccoiiiiiiiieiee it 176
7.3 ANAIYSIS OF DA ..o 179
7.3.1 Value of Academic Library t0 USerS.........ccccovveveiieneciesiese e, 179
7.3.2 Library Impact on User Performance..........c.ccccooceveeieiieiiene e, 182
7.3.3 User Satisfaction of Library SErviCes.........ccvvvevviiienenienennenieeseeneenn, 185
7.3.4 Preferred Use of Information RESOUICES.........cccovvvverieiieiienieeieseeean, 189
7.3.5 Students’ Preferred Use of Library Services........ccovvvviiiiiiiiiniiveeiiinnens 194
7.3.6 Library Support of Faculty Programs and Student Studies................... 195
7.3.7 Perception of Library ColleCtions ..........cccooeiiiiiniiiiiicccee, 196
7.3.8 Collaboration between Librarians and Academics..........c.coevrvvrvereennen. 198
7.3.9 Student Satisfaction Of IT SErVICES .......ccccuvvvrireriie i, 199
7.3.10 Student Perception of Training.......ccccceceiieieciieiiese e 200
7.3.11 Communication with the Library.........c.ccccceoviiiniiiiccee, 201
7.3.12 Overall Perception of Library’s Physical Environment...................... 205
7.3.13 Library Use and Academic Achievement..........c.cccocvevevveivecieieennnnn, 207
7.4 Summary Of FINAINGS ....ccooiiiieiiecece e 208
S T O] o 11 ] o o PSR 211
CHAPTER 8:DISCUSSION ....ccuciiiuiiieiiiiiiiiiiininiiteeinieeineeesteeseseseseneassssnssennes 212
8.1 General Discussion of FINAINGS..........cccceiveiiiiieiice e 212
8.2 University Library Usage in KUWAIL.............cooviiiiiiiiicnesceseseeeeeeeees 212
8.3 Concluding Remarks of Questionnaire Data............ccccvevereriiereereeinsneneennns 216
8.3.1 Library ValUe ........ccvoiiiiii it 216
8.3.2 Library Impact 0N PPP .......ccoviiiiiiece e 217
8.3.3 Library Usage PreferenCes .........cocooiiiiiniiieieie e, 218
8.3.4 Information Technology within the Library...........c.ccoooiiiiiinneen, 218
8.3.5 Library Physical ENVIrONmMEeNt ..........ccoovieiiiiieciec e 218
8.4 Results and Remarks on Interview Data...........cccceveririinnenieneeneee e 218
8.4.1 Library ValUe .........ccccviiiiiiieiese et 219
8.4.2 Library Impact 0N PPP .........ccooiiiiiiee e 219
8.4.3 Library Usage PreferenCes .........coccoveiiieiieieeie e 220
8.4.4 Information Technology within the Library.........ccccoooiiiininieinnnnnn, 221

vii



8.4.5 Library COMMUNICALION ........covviiiiiiesieiiesiese e 222

8.4.6 Library COIECHIONS. .......cooiiiiieiiieee e 222

8.4.7 Academics/Librarian Collaboration ...........cccccovvveveneneninisinees 223

8.5 ReSEArCh ODJECLIVES.....ccuiiiiiieeece et 224
8.6 FALU RETINEA ... 226
8.7 SUMIMAIY ...ttt ettt ettt b e ettt e e e e et e et e e e nne e snneennes 231
8.8 CONCIUSION ...ttt bbb 231
CHAPTER 9:CONCLUSIONS.....ccititirniinitenranieiisiiesiosiaiissresrsstassssssastassassssssesses 233
T A 101 (0o [ Tox 1 oo USSR PSSR 233
9.2  Overview 0Of the StUAY ........ccceiiiiicece e 233
9.3 Major Contributions and IMplications...........ccccccevvieie e 236
0.4 LIMITALIONS ...eevtieiie ettt e e esreenneeneeaneenneas 239
9.5 Generalisation Of RESEAICN .........ceeiieiiiiie e 241
9.5.1 Applicability outside KUWaIL.............ccccceeviiiiiiicie e 241

9.6  RECOMMENAALIONS. .....covieiierieieiie sttt 243
9.6.1 Recommendations for Library Improvements ...........ccocoocevvnereninennenn 243

9.6.2 Recommendations for Future ReSearch ...........cccccvevvvivevvsiesieneeieenns 244

9.7  ThesiS CONCIUSION.......cuiiiiiieiie e 245
REFERENCES ......ceiituiieiieiiniieiieiieiiasieiisesiesioiisisestosiasiasssssrastassssssessossassassssssassans 246
APPENDICES ......coveerreerreseeessesssessssessesessessesessssessessssessesesessssensssensessssessesensenes 263
Appendix A: Survey Questionnaires (English Version)..........ccccevceveneenene. 263
Appendix B: Semi-structured interviews (English Version) ...........ccccceevenen. 276
Appendix C: Survey Questionnaires (ArabiC VErsion) .........c.ccocveervriveeennnn, 284
Appendix D: Semi-structured interviews (Arabic Version) ...........ccccccveeneee. 295
Appendix E: Questionnaire Coding........cccvveiiiiiieiie i 304
Appendix F: QUestionnaire VErifiers.........ccocvvveiiienieieie s 308
Appendix G: Interview Themes and Coding ........ccccvevvvrieerenriesieeseerieseennenn, 309
Appendix H: Information Letter for Participants ...........cccccooveveeiviiinninnnnn, 363
Appendix I: Participant Consent FOrm ..., 365




Appendix J: Letter of Permission .............cccco......
Appendix K: Letter of Support...........ccocvvvvenennne.

Appendix L: Approval letter of ethical clearance




List of Figures

Figure 2.1 Conceptual framework for library metrics. Adapted from "Examples
of the comparison of electronic and print journal collections and
collection services,” by D.W King and B. Boyce, 2003, Library
Trends, 51 (3), P- 379 it 63

Figure 2.2. Developing performance and impact indicators. Adapted from

“Evaluating the Impact of Your Library” by S. Markless and D.

Streatfield, 2006, London: Faced Publishing............c.cccceevviviiiiiicnciiene, 65
Figure 3.1 Implementation of FALU MOCEI(S) .....coervvririniiiiieeiese e, 74
Figure 3.2. The basic components of library user perception process.............c........ 75
Figure 3.3. The FALU model as a system with input, output, and process................ 76
Figure 6.1 Distribution of students across the three universities .............c..ccccveuue.n. 136
Figure 6.2 Distribution of students across the three universities ..............ccocceevenene. 137
Figure 6.3 Academic year Of STUAENTS .........c.coeiiiiiiieiere e 138
Figure 6.4 Frequency of library visits (StUENES) ......ccevvevviiieiieiece e, 139
Figure 6.5 Plot of residuals vs. predicted values of the regression model ............... 151

Figure 6.6 Histogram of residuals from fitting regression model with normal

CUNVE TMPOSEA ...ttt 151
Figure 6.7 Distribution of academics from Kuwait Universities............c.cccoevvvennee. 153
Figure 6.8 Frequency of library VISitS ..........ccccoviiiiiiiie i 154
Figure 6.9 Distribution of administrators from Kuwait Universities..............c........ 162
Figure 6.10 Distribution of responses across the departments and divisions........... 163
Figure 6.11 Frequency of library VISItS/age ..........cccoevieiiieiiie i 165

Figure 8.1 Model of Factors for Academic Library Usage (modified based on
STUAY FINGING) 1o e 230




List of Tables

Table 2.1 Table of the Literature REVIEW .........cccoieiiiiiiiiiieneee e 27
Table 3.1 Measure of factors impacting library Use..........ccccceeviviiiive i, 79
Table 3.2 Interview questions subject of fOCUS..........cccccvevveiieeiiiiii i, 82

Table 4.1 The Library Usage Statements Common to all Three Questionnaires....... 98

Table 4.2 The Perceived Personal Performance (PPP) Statements on Students’,

Academics’, and Administrators’ QUEStiONNAIIES ...........ccvveeeeerivreeeeriivnneenns 99

Table 4.3 The Definitions of Model Variables Using the Statements in Tables

AL ANA 4.2ttt nre s 101
Table 4.4 Classification of Cronbach’s Alpha Values..........cccoceviiininiiiniciennenn, 102
Table 4.5 Content analysis - themes and coding...........cccooveveiiieie i i, 105
Table 5.1 Circulation Policy of Kuwait University Libraries..............cccocvevveieennenn. 121
Table 5.2 Information Literacy and Resources at AUK Library ...........ccccoovienne 128
Table 6.1 The gender distribution of students' sample...........cccocooiinniiiiiicnn 139
Table 6.2 Time spent in the library per Visit..........ccccocovveie i, 140
Table 6.3 Electronic resources used by students in the library ............c.ccccoeenennen 140
Table 6.4 Purpose of library visits (multiple choiCe) ..........cccoeviiiiiiiiiiice 141
Table 6.5 Counts of responses to library usage statements for students’ data......... 143
Table 6.6 Reliability results for the library usage factors for students' data............ 144
Table 6.7 Counts of responses to PPP variables for students’ data..............c..c.c..... 148
Table 6.8 Item analysis of the PPP variables for students' data...............ccccceueneen. 149

Table 6.9 ANOVA:? table using multiple regression model for students' data......... 149

Table 6.10 Coefficientsa of multiple regression model for students' data................ 150
Table 6.11 Respondents DY age group .......oceeeeiiriiiie i 153
Table 6.12 The gender distribution of academics' sample ...........cccooeiviiiiiiiinnnnn, 154

Xi



Table 6.13 Use of library resources (by academics) .........ccccevvrveiiienienieseenenienens 155
Table 6.14 Reliability results for library usage factors for academics' data ............ 157
Table 6.15 Item analysis results of the PPP variables for academics' data.............. 158
Table 6.16 Counts of responses to library usage statements for academics' data.... 159
Table 6.17 Counts of responses to PPP variables for academics' data..................... 160
Table 6.18 ANOVA ? table using multiple regression model for academics' data... 160
Table 6.19 Coefficients® of multiple regression model for academics' data........... 161
Table 6.20 Respondents by age group (administrators)..........ccccccvvveveeveeieeseeriennin, 164
Table 6.21 Reliability results for library usage factors for administrators' data ...... 167
Table 6.22 Item analysis results of PPP variables for administrators' data.............. 168
Table 6.23 Counts of responses to PPP variables for administrators' data .............. 169

Table 6.24 Counts of responses to library usage statements for administrators'

Table 6.26 Coefficients * of multiple regression model for administrators' data ..... 172

Table 7.1 Interview partiCipants OVEIVIEW ..........c.cooirerereeiierienie e 177

xii



ACRL
ACK
ASUL
AUK
CAUL
CIS
CWL
DEA
EIS
EL
FGI
FTP
FYE
GAC
GPA
GUST
GT
HIP
IBEC
ICT

ILL
ISO

JACL
KW
KU
KUL
LC
LE

List of Abbreviations

The Association of College and Research Libraries
Australian College of Kuwait

Arizona State University Libraries

American University of Kuwait

The Council of Australian University Librarians
Computer and Information Science

College for Women Library

Data Envelopment Analysis

Electronic Information Services

Education Library

Focus Group Interview

File Transfer Protocol

First Year Experience

Gulf American College

Grade Point Average

Gulf University for Science and Technology
Grounded Theory

Horizon Information Portal

Information Behaviour in Everyday Contexts
Information and Communication Technologies
Information Literacy

Interlibrary Loan

International Organisation for Standardisation
Information Technology

Jaber Al-Ahmed Central Library

Kuwait

Kuwait University

Kuwait University Library

Library of Congress

Library Evaluation

Xiii



LIS
MSM
OPAC
PA
PAAET
PI

PPP
QUT
QUTL
SCONUL
SMS
SPSS
UK
USA

Library and Information Science

Maastricht School for MBA

Online Public Access Catalogue

Performance Assessment

Public Authority for Applied Education and Training
Performance Indicators

Perceived Personal Performance

Queensland University of Technology
Queensland University of Technology Library
The Society of College, National and University
Short Message Service

Statistical Package for the Social Science
United Kingdom

United States of America

Xiv



Statement of Original Authorship

The work contained in this thesis has not been previously submitted to meet
requirements for an award at this or any other higher education institution. To the
best of my knowledge and belief, the thesis contains no material previously

published or written by another person except where due reference is made.

==

Signature:

Date: 03/11/2011

XV



Publications list

Alharbi, A & Middleton, M (2011). The relationship between academic library usage
and educational performance in Kuwait. Quantitative and Qualitative Methods
in Libraries. (QQML 2011) International Conference, Athens, Greece, 26 May
2011.

Alharbi, A & Middleton, M (2012). The relationship between academic library usage
and educational performance in Kuwait. Library Management, 33(1/2), 86-94.

Alharbi, A & Al-Khurainej, N (2012). Undergraduate perceptions of library services
in Kuwait: A qualitative study. Quantitative and Qualitative Methods in
Libraries. (QQML 2012) International Conference, Limerick, Ireland, 22-25
May 2012, (in press)

XVi



Acknowledgments

I would like to start by thanking my Principle Supervisor Michael Middleton,
who guided me on this long and eventful task. His input and honesty has helped
shape this thesis. | thank him also for the incredible patience he has shown while
working so closely with me for the past few years. Also many thanks to Professor
Christine Bruce my Associate Supervisor, for her support, guidance and
encouragement. | would like to express my gratitude to Professor Amanda Spink for
giving me this opportunity to study at QUT, and for giving me the support | needed
to start this task.

My thanks also go to Emma Nelms for her help in the QUT library. Her
expertise and efforts helped shape the design of my questionnaires. Thanks also go to
Hillary Hughes for her feedback and the time she gave for my thesis and
presentation. Further thanks go to my PhD colleagues for their support and for

reminding me that ’'m not alone.

I would like to thank the academic library directors of KU, GUST and AUK
for making this investigation possible. Without their permission none of this would
have been possible. Special thanks are reserved for Dheya'a Al-Jasem due to the
freedoms she allowed me in carrying out my research. My gratitude for all the
participants in my interviews and surveys for giving me their time to help me in this

task, I am grateful for every response | received.

Finally, my family must be thanked for helping me during this time and
reminding me that there is more to life than writing my thesis. A thanks to my
children for being patient during this period, and to my wife who has had to listen to
my worries and troubles for the last four years and for that | am forever grateful.

XVii






Chapter 1: Introduction

1.1 Background of the Study

The Middle East has seen rapid growth in both financial investment and
international recognition. This rise has led to a younger generation who require high
levels of education in western style institutions. Kuwait is the location of the current
study, which has seen heavy investment in the education sector. The Kuwaiti
Government have invested heavily in public institutions and this has been combined
with foreign investment in privately run universities. Universities around the world
include an academic library in various forms (printed collections, digital collections,
and websites). The impact the library has on users is an area of discussion with some
users believing the library plays a significant role in the lives of university students
and staff. On the other hand, some believe the library is a drain of university
resources and is not necessary. Evaluating academic libraries is practised thoroughly
in western universities; however Middle Eastern universities do not give library

evaluation such high regard.

The rise of the internet and electronic resources has seen a change in the way
libraries are used and perceived. This has led to increased library evaluations to
determine how satisfied users are with library services. Several studies claim that
library usage affects personal performance in a positive way (Wong and Webb,
2011). Since high levels of personal performance are considered to be one of the
primary objectives and goals of higher education, academic libraries play an
important role in the progress and development of students, academics and
administrators. Educational performance is the reason students attend an academic
library, but for academics and administrators it is to improve their personal
performance. Therefore, this study aims to explain if academic libraries improve the

personal performance of its users, through quantitative means.

The current investigation aims to deliver a perception based review on user
attitudes in Kuwait academic libraries, using interviews and questionnaires. The
study has devised a model based entirely on user perceptions in academic libraries

called Factors of Academic Library Usage (FALU). This model is a new concept of




library evaluation based entirely on user satisfaction of various services provided by
academic libraries. Personal performance varies depending on what the user attends
the library for. Students’ personal performance is how the library affects their grades
and learning experience, academics’ personal performance is how the library
improves the quality of their lectures or research and administrators’ personal

performance relates to their work output and skills gained by attending the library.

The term perceived personal performance (PPP) is the primary measure of how
users deem the library improves their performance, and this is the main use for the
FALU model. Previous studies have examined student academic performance which
is known as student PPP within the current study (Hiscock, 1986; Whitmire, 2002).
However, as this study includes academics and administrators, PPP has varying
impacts on the outcomes of the user groups.

The secondary use of the FALU model gauges user satisfaction with library
services in the three academic libraries in the study. This indicates to library
administration how well they are performing their jobs and which services need
improving. This study is the first in Kuwait to use perception as the key component
of evaluation, and offers an insight into library users’ feelings and thoughts in the
Middle East.

Stakeholders and administrators of the academic library have encouraged the
use of library evaluation, to demonstrate how effective their investments are or to
justify their positions within the university. Heavy investments in academic libraries
require justification, so user feedback is regarded as an important part of the
justification process. Areas which users deem unsatisfactory may need further
investment to improve the service. Moreover, services which receive little usage will

have investment reduced to save funds for other services.

Academic libraries in the west are often regarded as the centrepiece of
academic study, with vast collections and huge study areas. Many western libraries
have been established for hundreds of years, and heavily invested in, throughout their
history. Prestigious universities such as Harvard and Oxford have huge library spaces
and house collections exceeding ten million volumes each (Harvard University
Library, 2011; University of Oxford, 2011). The shelf space in the libraries is

measured in kilometres, and figures of 90km are the standards set by these institutes.




Universities in the Gulf States do not have the history of western academic libraries,
but are receiving heavy investment. Kuwait academic libraries house collections
averaging 350,000 volumes, which is significantly lower than the prestigious
university libraries in the west. Western libraries realise the importance of
information literacy and meeting the demands of its users. The library evaluations
carried out in the western libraries are far more thorough than evaluations carried out
in the Gulf States.

Traditionally, university libraries try to build a high-quality collection of print
and electronic materials that are useful, cost effective and meet the users’ needs. The
quality and relevance of a collection greatly influences the functionality and
usefulness of the library. In a university, evaluating and updating a library collection
is important because courses change every year and students are expected to access
current research materials. Collection evaluation is a crucial factor for attaining a
well-developed collection, which in turn reflects the potential for educational

improvement and performance in students and academics.

Investments in academic libraries can improve user perceptions of the library,
but may not have a positive effect on the users’ academic performances. Investment
in IT services is important to almost all modern library users, as many people visit

the library with the sole intention of using a computer to work study or relax.

Information technology services in Gulf State university libraries have
recently witnessed significant expansion in terms of services provided to students,
academics and university administrators. IT services in academic libraries not only
provide traditional services but also provide several kinds of services to users in their

homes.

The need to access information and the number of students at most
universities is increasing each year. Therefore, academic libraries must consider
frequently changing their facilities to create a convenient physical environment. The
library’s physical environment consists of various variables, such as layout and
guiding, borrowing and returning, seating areas, heating and lighting, furniture and
colour schemes and their cumulative effect. Many researchers suggest that academic
libraries need to improve their physical environment by providing easy-to-read signs

and library maps, improving regulation of temperature and air circulation, as well as




using daylight-stimulation light-bulbs (Applegate, 2009; Clee and Maguire, 1993;
Waxman, Clemons, Banning and McKelfresh, 2007).

1.2 Definitions of Terms

Academic Library: A college or university library that consists of a building,
staff, a collection of printed or electronic materials and office facilities such as

printing, copying and internet access.

Collection: A number of documents (books, reports, records) assembled in a
single physical or virtual location by one or more persons, or by a corporate entity,

arranged in systematic order to facilitate retrieval (Reitz, 2005).

Collection Evaluation: Examining the value and usage of the libraries’
collections (printed and electronic) in order to maintain collections relevant to

current studies.

Factors of Academic Library Usage (FALU): A model designed with the
primary focus of evaluating user perceptions of academic libraries, taking into
consideration the services provided. This is a perception based approach, which aims
to develop the field of academic library evaluation. This model can be used in any

language and any academic library setting around the world.

Information Technology in the Library: Information technology refers to the
hardware and software that is used to store, retrieve and manipulate information in
electronic formats. Furthermore, it refers to all other technical equipment in the

academic library such as computers (quality and speed).

Library Facilities and Equipment: The range of facilities offered by an
academic library to help students, faculties and staff include computer labs, printing,
photocopying, scanning, audio visual equipment, group study rooms and presentation

practice rooms.

Library’s Physical Environment: The physical environment of an academic
library includes furniture, lighting, colour and workstations. Natural sunlight and air

temperature are also a part of a library’s environment.

Library Training: Free classes or workshops are held in the library campus for
students, researchers, faculties and staff. Training teaches how to use the library




catalogues and borrow items, find material for essays, projects, research assignments

and dissertations, reference and cite and access books or journals at other libraries.

Performance Measurement: Performance measurement evaluates how well
organisations are managed and the value they deliver to customers and other
stakeholders (Moullin 2007).

Perceived Personal Performance (PPP): The library users’ satisfaction with the
services provided by the library to support their needs, based on five variables
(training, collection, information technology, facilities and library’s physical
environment). PPP is a new term devised by the researcher and varies in definition

depending on the library user:

e Students: The students’ perceptions of library services that influence their

grades and educational outcomes.

e Academics: The perceptions of services academic libraries provide to
improve the teaching quality of academics, such as training and electronic
resources. Also, how the library improves the quality of their research.

e Administrators: The administrators’ perceptions regarding library services
which aid in improving their work output and efficiency, such as IT training

and workshops.

1.3 Statement of the Problem

Traditionally, university libraries focus on inputs, such as funding and staffing,
and measure outputs based on transactions and costs. However, the amount of usage
and the costs do not necessarily provide comprehensive feedback on the benefits for
users. Recent research suggests that library evaluation studies provide greater
understanding of a university library’s performance and should be analysing users’
perceptions about services. Therefore, the primary purpose of this study is to explore
the impact university libraries have on students, academics and administrators,
particularly with regards to library services, staff performance, quality of Information

Technology, facilities and equipment.




There are four main gaps arising from the current body of academic literature.

1. University library quantitative evaluation has been widely regarded as
the primary means of library analysis. In this thesis, user perception of
university libraries is developed to enrich the concepts of library
evaluation studies. This study attempts to move away from traditional
methods by taking a qualitative approach, supported by gquantitative

methods.

2. The majority of studies attempt to find a correlation between library
usage and academic performance through variables such as borrowing
resources and library skills (Barkey, 1965; De Jager, 2002; Hiscock,
1986; Lane, 1966; Pritchard, 1996; Schrader and Brown, 2008;
Whitmire, 2001). Many studies base their findings on grade point
average (GPA). In contrast, this study will examine the user’s
perceptions and ideas, and conclusions will be based on questionnaire

results and interviews rather than statistical measurement.

3. At the present time, huge changes in university practices and resources
have been brought about by the impact of major technology
developments on university libraries. Even studies from a few years ago
examining technological environment within the library (Barton and
Weismantel 2007; Vaughan 2004) are out-dated due to rapidly changing

technological circumstances.

4. Few Kuwaiti studies investigate library evaluation within the scope of
variables such as technology, gender, age, educational status, type of
academic institution and library skills (Al-Ansari, 1999; Rehman and
Mohammad, 2002; Rehman and Ramzy, 2004; Sullivan and Brennen,
1984). Most of them focus on Kuwait University libraries as the setting
for their research due to the population size of this academic institution.
In contrast, this study extends this assessment by investigating the
relationship between library usage and personal performance outcomes
at three types of Kuwait University libraries, at both public and private

higher education institutions.




This study builds on the understanding that academic libraries can play a major
role in shaping the academic environment for students, faculty members and
academic administrators. In addition, the missions of academic libraries attempt to
provide information that supports the missions of the institution. Therefore this
research investigates several factors relating to academic libraries’ achievements of
both library missions and university objectives. The findings show that encouraging
the development of academic library services is advisable. The FALU model
developed in this study uses up-to-date qualitative methods to define user impact as a

construct which needs to be estimated from the collected data.

Previous studies in this field do not give a full and current explanation between
library use and PPP. The vast improvements in technology over the last ten years
mean that most of the studies prior to the mid-2000s are almost irrelevant. This study
also covers various areas of library use and three user groups of academic libraries,

which previous studies did not.

1.4 Significance of the Study

The academic library has changed rapidly in the last decade, resulting in a
change in styles of library management and technology utilised within the library.
This study aims to use a theoretical approach by using perception to analyse the
services of Kuwait academic libraries. This type of study is one of the first in
Kuwait. The main significance of this study is to investigate what value a library has
in improving the perceived personal performance (PPP) of library users. PPP gauges
how library users perceive any improvements in their personal performance by

attending the academic library.

The analysis of the academic libraries is carried out using FALU. This model
was designed to focus on key library services found in academic libraries. These
factors influence user perceptions of the library. In addition, this model is used to
derive outcomes for the academic library and possible improvements to be

implemented.

This study supports the theory for cooperation between higher education and
libraries, in particular between library and faculty, and between library and academic

administrators.




1.5 Aim and Objectives of the Study

The aim of this study is to explore the relationship between library usage and

perceived personal performance. The specific objectives of the study are:

1.6

1.7

to describe the trends of academic library usage particularly, with regard to

students, academics and administrators

to determine the library satisfaction of students, academics and university

administrators

to assess the needs of university library users for better training,

collections and IT

to identify the needs of the university library in developing programs to

improve academic performance of students

to offer recommendations for how university libraries in Kuwait could

become more effective in supporting library services

to examine the objectives of both the university and the academic library.

Research Questions

This study addresses the following two research questions:

Is there a relationship between academic library usage and perceived

personal performance? If so, what is the relationship?

What are the perceptions of academic library users towards library services

in Kuwait?
a) Which library services are significant to users?

b) Which library services require improvement?

Research Outcomes

Investigating the link between PPP and academic library usage will be the

primary outcome of the research, therefore promoting the value of academic libraries

in Kuwait to stakeholders and university administrators’. Understanding the impact




an academic library has on users will enable improvements to be made in the key

services which improve user PPP.

The results of this study will be used to determine activities that best promote
libraries, activities that increase library use and patterns of usage by the various
groups. It is also hoped that the results will provide an understanding of the
differences and similarities between Arabic library usage theories and those of other

cultures.

This study conducted at libraries of universities in Kuwait, involved students,
academics and administrators from the three Kuwaiti universities. The theoretical
outcomes of the research include the development of Factors for Academic Library
Usage. The practical outcomes of this research will provide university libraries in
Kuwait with an evaluation framework based on an integrated approach that measures

the influencing factors of university library services.

1.8 Overview of Method

The primary methods used in the current study were based on perception,
therefore utilising questionnaires and interviews to derive conclusions. The initial
stage of the research was to produce a literature review. Based on this literature
review a theoretical framework was produced from information gaps found in the
literature. Using the theoretical framework, an initial model was created to carry out
the study. Questionnaires were designed and randomly given to the library
population when entering the academic library. Both descriptive and inferential
statistics were used in this study. Data relating to the demographics of the sample
group was first subjected to descriptive statistics. Inferential statistics, specifically
multiple regressions were used to explore the perceived user impact of university
libraries on students, academics and administrators regarding the five independent

variables.

Using findings from the questionnaires, interviews aimed to clarify any areas
that were lacking and build upon it. The questionnaire instruments were re-examined
to make results comparable and consistent. Information technology was broken down
into categories of web pages, databases, use of library IT resources, use of other

technologies, as well as specific library use of IT by research librarians and other




librarians to develop collections and issue IT alerts for students and academics. The
interviews were examined on various levels to show how useful the findings were
and if they could be used to represent a general consensus. Based on how well the
initial model performed throughout the study, a refined model was produced.

1.9 Outline of the Study

Chapter 1: Chapter one introduces the study. It outlines the background of the
roles of university libraries and the research problem which concerns library
evaluation. The research aims and objectives of this study are to explore the
perceived personal performance of university libraries. The research questions were
presented and the justification of this study was explained as a reason to assess the
perceived personal performance of libraries.

Chapter 2: This chapter presents a literature review about the academic library
evaluation system, from when it began during the 1970s up to current day. The
reasons for academic library evaluation are covered since they relate directly to the
purpose of this area of study. Library performance is important as it is vital for a
library to perform all the tasks it is required to do. Service quality is covered as
libraries should offer users a good service. Performance indicators are discussed and
results analysed. Performance indicators are useful in assessing library performance
if the results are valid. This chapter also demonstrates the link between academic
libraries and educational performance. The influencing factors behind library usage
are discussed and topics such as training and general library services are covered.

The final section discusses several related models that measure library evaluation.

Chapter 3: This chapter describes the development of an entirely new
theoretical framework created by the researcher called the Factors of Academic
Library Usage model (FALU), and explores the relationship between FALU model
and several external and internal factors relating to university library usage. The
section on measuring input and output variables describes 18 measures covering five
factors that influence the output of the model and measures (PPP) for students,
academics, and administrators. Also, this chapter presents multiple regressions as a
statistical technique which includes multiple regression coefficients, interpretation of
the coefficients and the coefficients of the multiple determinations. The final section

outlines the qualitative method and how this complements the quantitative method.
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Chapter 4: This chapter details the development of questionnaires designed
for the three core groups: students, academics and administrators. The results of the
questionnaires led to phone interviews of library users about library services and how
they use the library. Data is presented and explanations are given for the questions
asked in the questionnaires, for the three core groups. The analysis of the results
attained from the questionnaires and the interviews is explained, and broken down
into key areas of library use. Research rigour and the way data is used and analysed
in a non-bias way is covered in this chapter. This is broken down into three parts:
pilot study, ethical considerations, and problems encountered in organising both the

questionnaire and the interviews.

Chapter 5: This chapter describes the locations of data collection; for
example, general information about Kuwait, facts about higher education and
specific information about the three chosen libraries at Kuwait University, American
University of Kuwait and Gulf University for Science & Technology. The libraries’
aims and targets are explained, and outcomes they aim for their users to achieve. The
training and information provided for library users is also outlined in this chapter,
plus descriptions of what this training includes. Previous studies into academic
libraries in Kuwait and the link between library usage and academic achievement are
analysed. Finally, this chapter describes the situations of those libraries and the
reasons for the percentage of participants in comparison to the development of

academic libraries in western countries.

Chapter 6: This chapter looks at the results of the quantitative data collected
and the statistical analysis of the data. The quality of the data is questioned, to see if
the results can be regarded as trustworthy. This chapter covers analysis of areas such
as student distribution between universities, academic year and frequency of library
usage. Also, it shows the analysis of the independent variables of the three main
groups. Regression is analysed and graphical representations of data collected. A
number of figures and tables provide the validity of the quantitative data collected.

Chapter 7: This chapter analyses interview data with the three main
participant groups at three Kuwait University libraries. Interview questions focused
on the relationship between library usage and perceived personal performance.

General questions asked of all three groups regarded overall library services. The
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interview questions elicited a wide range of responses including student evaluations
of different library services, strengths and limitations of library training availability,
efficiency and effectiveness. The results from interviews with academics are
included on subjects such as satisfaction with library services. University
administrators were questioned regarding the roles of the library and how personal

performance was affected.

Chapter 8: This chapter describes the trends of influencing factors on
academic library usage, and the key areas of library usage such as collection and IT
services. The library results are discussed as well as library usage and educational
performance. Overviews of the data collected in the questionnaires and interviews
are discussed. The relationship between data collected in interviews and
questionnaires is discussed and compared. A summary of the research objectives is
included in this chapter to see if the objectives of the research had been met or
completed. Finally the initial model in chapter three is discussed as well as the

alternative model and the reasons behind the changes made to it.

Chapter 9: The final chapter discusses research outcomes regarding factors
relating to academic library usage and perceived personal performance. It discusses
the contributions of the thesis and the significance of research aims and objectives.
Limitations of this study are included and possible changes to the study for future
purposes. This chapter outlines a new way for the generalisation of this thesis for
FALU model, including its applicability for usage outside of Kuwait. Furthermore,

some recommendations are presented based on the findings of the research.
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Chapter 2: Literature Review

The literature used within this study covers a wide range of relevant academic
library topics. The literature used in section 2.1 describes the reasons why libraries
require evaluation, and what methods can be used. Section 2.2 gives an outline of the
history of evaluation in academic libraries and includes studies from the last four
decades. How libraries measure performance and how libraries compare their
performance to others, is described in section 2.3. Section 2.4 covers library service
quality, and the tools commonly used to evaluate service are explained. Performance
indicators and how they work based on a library’s size and attendances are explained
in section 2.5. Section 2.6 covers the topic of perceived personal performance in
academic libraries, and whether libraries improve user education. This is one area in
which many studies consider, in proving or disproving this theory. Section 2.7
contains the independent variables of academic library usage, and why these
variables are used in almost all studies into academic library usage. Section 2.8
explains the dependent variables, being the academic library users. The models used
in previous studies are described in section 2.9, as they are models which can be used

in any academic library.

2.1 The Reasons for Evaluation

Most academic libraries have similar reasons for evaluating their services. One
reason is to assess the overall satisfaction of their users in order to improve their
services. Evaluation tools provide libraries with feedback and help define the goals
of the organisation.

Crawford (2000) names several reasons for undertaking evaluation. Firstly,
collected information facilitates decision making and justifies changing expenditure.
Secondly, the necessity for future improvements can be evaluated by either
qualitative or quantitative methods. Thirdly, contradictory needs of different user

categories can be specified since not all services benefit all users.
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Matthews (2007) states library evaluation is conducted to improve services and
provide feedback to define the goals of the organisation. Library evaluation focuses

on the application of results to the real world and serving people.

Blagden and Harrington (1990) consider two reasons to monitor library
management performance. Firstly, library evaluation convinces stakeholders that
investments deliver the expected benefits. Secondly, it can be used as an internal

control mechanism to ensure the effective and efficient usage of resources.

Wallace and Van Fleet (2001) see library evaluation as an important tool to
preserve the viability and the visibility of the library since the change in user
perception over the last ten years. The development from a paper-oriented to a
technology-oriented society is an important consideration. Evaluation also enhances
efficiency and avoidance of errors through appropriate policies, processes, tools and

techniques.

Drawing on the literature mentioned above, the researcher believes that library
evaluation is important to satisfy users, improve services and quality, justify decision
making, provide feedback and internal control, enhance the visibility of library
services and ensure the survival of the library itself in the current ever changing
technological environment. Evaluation in Kuwait academic libraries is irregular and

infrequent, which is one of several reasons for the current study.

2.2 Background and History of Library Evaluation

Evaluation has been used by librarians as a tool to determine the quality of
their library services for several decades. The literature review begins by exploring
studies from the 1970s because at this point, various new methods of evaluation were
being devised. This section investigated the main developments in collection

evaluation and performance management over the last decades.

The study of university library evaluation started in the 1930s with the study of
Zook and Haggerty (1936), which attempted to explore the criteria and measurement
needed to evaluate university libraries. The study was the first of its kind and used a
new style of academic library evaluation moving away from usage and size of
collections. Other studies were undertaken before 1970, but these studies were not

focused on finding the value of academic libraries, but the usage of the collections
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and which books were being used frequently. King and Bryant (1971) confirmed that
in the 1950s and 1960s, evaluation of information services was a topic about which
much was written but little actual research was conducted. Following is a

chronological outline of studies from the 1970s until the current time.

2.2.1 1970s

In the 1970s, Orr’s (1973) study gives a general framework of different
quantitative measures, citing selected reports to illustrate significant points. Orr
designed new tools for library evaluation that were divided into direct and indirect
measures of quality and value. Direct measurement is when evaluation is based on
ultimate criteria, for example, measuring the services of a library. Indirect
measurement is when some presumably related criterion is substituted as the basis
for judgment, such as measuring the number of items circulated per member of the
potential user population. Also, Orr suggests that practicality is of prime importance
in considering measurement intended for routine use, if it is going to be of assistance

to the evaluator.

The common question of how effectively and efficiently a library is serving the
needs of its users places library evaluation in an administrative context. Lancaster’s
(1977) study highlighted the importance of effectiveness and efficiency, and this
stance is shared by authors in library administration literature. Similarly, Lynch
(1979) places evaluation in the context of decision making. However, she also states
that no evaluation, regardless of how well designed and well conducted it may be,
can be the sole basis for decisions. Knightly (1979) also defends the administrative
point of view, stating that the main purpose of evaluation is to obtain valid data to

make judgment about the effectiveness of library services.

Lancaster’s examination of a variety of studies to evaluate the different
services provided by libraries is highly regarded in library evaluation services. His
review of library evaluation studies covered numerous areas of library usage such as
collection and resources used. He also stated that evaluation of library services
should be regarded as a management tool, applied to determine how effectively and
efficiently the library is serving the needs of its users, to identify limitations and

failures of services, and to suggest ways that the services might be improved.
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Performance measurement

In the early 1970s, the idea of measuring the performance of libraries was
created. Several methods of evaluating academic libraries were devised by various
authors. Measurements included static components such as standards, dynamic
variables such as cost and time and serendipity measures. Some examples are Beeler
et al. (1974), who published a handbook on the practical quality measurement of
library services in special and academic libraries; and Pritchard and Auckland
(1974), who calculated the data collected through a library effectiveness survey with

a formula.

During the mid-seventies, Rodwell (1975) reports that the majority of library
performance measurements were still based on mathematical calculations and mainly
explored the correlation between effectiveness and cost. Rodwell shares this opinion
with Bommer (1975) who states that the emphasis on figures is too high. In 1976,
another study suggested performance measures and criteria for libraries, including
the consideration of objectives, planning and performance budgeting (Noble and
Ward, 1976).

In the late 1970s the development towards a more performance related
measurement of libraries continued. Harter and Fields (1978) developed a model
with the aim to make the performance of any given library comparable, whilst stating
that future studies should focus on output measures. Moreover Burns (1978) focuses
on the library user as the most important performance variable instead of monetary
means and circulation statistics. Another study (Buckland, 1978) states that
quantitative research and the evaluation of library objectives and user behaviour was
relatively undeveloped while the progression of statistical analysis continued
throughout the 1970s. Nevertheless, Buckland concluded that the progress in the
consideration of quantitative approaches in performance measurement models was

slowly increasing.

2.2.2 1980s

Compared to the 1970s, the field of academic library evaluation experienced
increasing importance in the 1980s. In the USA, Europe and Australia, for example,
authors started to explore new ways of evaluating academic libraries more effectively

and efficiently. This decade saw the implementation of the first electronic
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information resources as well as the development of the first quality measurement
systems to achieve full user satisfaction. Parasuraman, Zeithaml and Berry (1985)
first mentioned service quality measurement systems from which LibQUAL was
developed.

Collection evaluation

Whitehead (1989) evaluates a list of evaluation variables and concludes that
the ability to compare one library with other libraries is important in order to
understand one’s own collection and measure a general library standard even beyond
national borders in a global context. Moreover Herubel (1989) explores library
evaluation according to a wide variety of methods, for example the checklist and the
self-list method, circulation statistics and on-site observation, while focusing on
monographs, periodicals and references. These methods help to save time and keep

service quality high.

Another study by Agnew, Meneely and Thaxton (1989) examines the use of
audiovisual material with the result that most faculties of the respective university
preferred books over audiovisual materials. The authors describe the findings of the
survey as “very enlightening” due to the practical benefits for academic libraries. In
the late 1980s, audiovisual materials were a new component of academic library
collections. Therefore, this study was important for the evaluation of library
collections at that time.

Performance measurement

In the 1980s, an increasing amount of literature appeared on the subject of
university library evaluations. The study by Palais (1980) at Arizona State University
Libraries measures the success or failure of the users of the libraries to engage with
desired materials. The author mentioned five factors: acquisition performance,
circulation performance, library operation performance, catalogue user performance

and user performance.

Libraries are organisations that are also sociological and cultural institutions.
They are value-laden institutions, in which ideas of social obligation and public good
are combined with cost effectiveness and efficiency (Cameron & Whetten, 1983).
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These authors explore the structure of academic libraries and find that it is the same

as in other organisations, even in the private sector.

As for library services, D’Elia and Walsh (1983) evaluate the performance of
different services within the library to measure the given library’s overall level of
performance and to compare these levels of performance with those reported for
other libraries. The study discussed the relationship between the user satisfaction
scale, demographic characteristics of the user and the user’s evaluation of the

specific services within the library.

Powell (1988) suggests that user studies and performance measures provide
two major approaches for evaluating the effectiveness of library services. He
explored the objectives and approaches in user studies, as well as offering an
overview of the literature. Powell recommends that libraries should be most
concerned with measuring their ultimate product, performance or effectiveness,
based on user data. Also, he recommends that a real need exists for libraries to be
accountable for measuring the performance of their services. Vickery and Vickery
(1987) have provided a useful framework for assessing performance in reaching
objectives. These include the effectiveness of a system, the economic efficiency of a
system and the value of a system. By effectiveness these authors mean the degree to
which it minimises the cost of achieving an objective. The combination of these three
factors results in cost effectiveness. The value of this study is the degree to which the

results are stated in monetary terms and compared with cost benefit analysis.

Moore (1989) states that are three levels at which one can evaluate a library:
the measurement of efficiency, effectiveness and performance. Moore’s
consideration of performance focuses on how a library could utilise fewer resources
to achieve the same level of service. It is therefore a measure of cost-effectiveness,
which is itself an assessment of the impact that a service has on its users, or an

examination of how it is fulfilling or satisfying the needs of its user community.

The quality and relevance of a collection is a useful indicator of the value of a
library to its users. In a university evaluating and updating a library collection is
important because courses are changing every year and academics expect students to
be able to access current research materials. Collection evaluation can be the crucial
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factor for attaining a well-developed collection. Most collection development

activities are reviewed in some way during a collection evaluation.

2.2.3 1990s

In the 1990s, evaluation was the process of identifying and collecting data
about an organisation or its specific programs and services. The data, viewed within
a decision making or policy setting context, provides insights into the effectiveness,
impact, efficiency and value of a program, services or operation. The data also
provides a basis for making recommendations for development (Hernon and Altman
1996).

Blagden and Harrington (1990) state that this management approach sees
monitoring performance as an integral part of good management that is undertaken
for two reasons: firstly, to inform the clients that the library service is delivering the
benefits expected when the investment was made; secondly, to provide an internal
control system to ensure that resources are used effectively and efficiently. Bawden
(1990) explores a different approach to evaluation, discussing various
methodologies. He describes user orientation evaluation, which aims to improve

services and the motivation and competence of librarians.

Saracevic and Kantor (1997a) explore the importance of studying the value of
library and information services in more specific terms than ever before.
Understanding the definition of library value is regarded as important as evaluating
the library. If the value or definition of what users value in the library is wrong, then

implementing changes will be ineffective.

In the second part of the article Saracevic and Kantor (1997b) produced a
model for studying the use of information services for individuals using a service in
relation to a given task or problem. To use this framework, they interviewed over

500 users of 18 services in five large research libraries.

In the early 1990s, the demand for performance evaluation by various types of
libraries noticeably increased. This increased interest in performance evaluation can
be attributed to some degree to the increased desire of libraries for the development
and improvement of library services to current and potential users. Not only was

increased demand for performance evaluation witnessed in the early 1990s, but also
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seen were calls for the development and improvement of the methods and techniques
used to conduct performance evaluation. These calls for improvement suggest the

importance of library performance evaluation.

The increased interest in performance evaluation in the early 1990s can be
attributed to the dramatic expansion of the library itself in terms of both services and
facilities, and to the increased numbers of users of library services, such as students
and the public. In addition, the ambitions of library management to improve the
library service also contributed to the increased demand for performance evaluation.

Poll and Boekhorst (1996) note three factors that limit the effectiveness of
performance indicators. The first factor for this limitation is the existence of a large
number of performance indicators. There are some indicators that are related to
impractical issues, therefore measurement is problematic. The second limitation of
these indicators is related to the reliability of the data collection methods used. Since
these indicators are based on the reliability of the data collected, the reliability of the
collection method used is an issue. The third limitation of these performance
indicators is related to the difficulty in establishing a set of general standards that are
applicable to all types of libraries. However, this third limitation can be mitigated by

setting specific standards for each type of library (Poll and Boekhorst, 1996).

Performance indicators contribute to the process of evaluation. Lancaster
(1993) supported approaching evaluation from the perspective of performance
measurement and used a systemic approach. It is a method which emphasises
subjects relating to technical services, such as weeding of stock, and illustrates a
tension between the two main types of measures user-orientated measures: and
technical services. Technical services have a strong quantitative emphasis and may
also impact on services to users, for example, speed of cataloguing of sought-after
materials, while user-orientated measures are more qualitative and could be similar
to those which users would choose themselves. Abbott (1994) suggests there is an
important relationship between evaluation and performance measurement.
Performance indicators are simply management tools designed to assist library
managers in determining how well their service is performing. They provide

evidence from which to base judgment, but are not substitutes for that judgment,
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since performance data needs to be interpreted before such assessments can be made.

In considering performance indicators, researchers are rarely dealing with absolutes.

Morgan (1993) discovers the nature and extent of performance assessment
occurring in higher education libraries in the United Kingdom. About two-thirds of
the libraries surveyed had no written policies on performance assessment, while book

and periodical collections were evaluated by around half of the libraries.

Chen (1997) uses Data Envelopment Analysis (DEA) to evaluate the relative
performance of 23 university libraries in Taiwan. It approximates mathematically the
maximum possible aggregate efficiency score, by integrating the combination
relationship of inputs and outputs of 23 non-profit comparative libraries. The author
decided on four output measures (reader visits, book circulation, reference
transaction and online search), and three input items (library staff, book acquisition
expenditure and the area of library space and interblending services, such as facilities

and equipment).

2.2.4 2000s
In the 2000s, Hernon and Whitman (2001) distinguish between the terms

assessment and evaluation, explaining that assessment is the process of gathering
data, while evaluation is the final stage in which the data is interpreted and “value
judgments” are made. This study argued that value judgments are made throughout
the entire process of needs assessment, planning, service provision, assessment and
analysis, and that these judgments strongly affect the nature of the service, as well as
the means of evaluating it. Like all public and private sector services, libraries are
fighting for funds and are therefore called upon to justify their expenditure, and even
their existence. Service efficiency and quality measurements are provided in order to
petition for on-going or increased revenues, and in order to engage in dialogue with
stakeholders (Sheppard, 2002).

Kyrillidou (2002) suggests that libraries are social institutions, being part of the
social capital available to a community. As such their value needs to be articulated in
relation to “the value they provide to the user”. Therefore service quality is the extent
to which a service meets the information needs of its community, not only in relation

to what users say they would like when they tick boxes in a survey, but also in

21



relation to what benefits the whole potential user community. Quality evaluation,

then, also has to consider needs assessment.

Collection evaluations are becoming necessary for improving university library
access. Agee (2005) describes three major approaches to collection evaluation — user
centred evaluation, physical assessment, and specific subject support. Each approach
employs a variety of specialised evaluative techniques. The benefit of using any of
these techniques is that a focus can be developed for any aspect, such as the subject,
quality and age of the collection. Also, evaluation of the collection allows librarians
to know what resources are already available, what may be needed, and whether
future collection development can be filled most effectively through print or

electronic resources. Agee advocates the importance of collection evaluation:

“Without collection evaluation that provides a clear assessment of available
resources, future collection management — budgeting, format consideration,

selection or deselection — may be inefficient and at risk” (p. 95).

Libraries have to decide what types of indicators are most suitable for
evaluating their particular services and products. The decision should be taken in
consideration of the library’s mission, goals, and objectives, and the population it is

set up to serve.

The evaluation of library services is an important research area and an activity
in all countries with established library services. Bawden, Petuchovaite, and Vilar
(2005) compare methods for evaluating the performance of library services in three
European countries — Lithuania, Slovenia and the United Kingdom. They examine a
variety of approaches for measurement of the effectiveness of library services in

these countries.

Likewise Satoh, Nagata, Kytomaki and Gerrard (2005) discuss evaluation of
the university library service quality through focus group interviews (FGIs)
conducted at four university libraries in three countries (Japan, England and Finland).
They added to the 29 items used for the questionnaire survey at the four university
libraries. The FGIs were carried out following a common framework at four

universities in these countries. Mapping the results brought about the requirement for
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additional questionnaire items to be included for the usability of the computer

system, for example, OPAC outside databases and e-journals.
Measuring Library Performance

The objective behind measuring any academic library should be to evaluate
performance and therefore improve or maintain its current standards. By focusing on
staff and resources, an assessment can be made as to their effectiveness and whether

they are working efficiently or not.

The need to measure library performance has increased since the 1990s, in part
due to the increase in technology available to carry out these investigations. The use
of computers in libraries has changed how libraries function, so measuring how they

perform is important to management and shareholders.

As an important managerial activity, the roles of performance measurement are
widely recognised as: supporting the management process; demonstrating
institutional effectiveness and accountability; tracking quality achievements of an
institution; supporting decision making and improving library and information

services and comparing different sources of data and planning strategy

Brophy (2006) suggests that all researchers working on a performance
assessment of a library should devise an evaluation plan before starting any data
collection or similar activities. This is to ensure that no area or topic is omitted,
resources are organised and there is a clear path for evaluation. Within his fifteen
points, he suggests that before carrying out any research, a number of questions need
to be posed such as, “what services are currently provided and why, what are the
expected and actual outcomes of a current service, who will be affected by this
assessment and what is their interest in it, how long will this assessment take, what
are we going to mark performance against, what methods and resources are going to
be used and who is to be the sample or whole-population study?” Whilst the details
of his advisory points are aimed at large-scale research of a series of larger libraries,

it is still worthwhile consideration for smaller studies.

The evaluation of performance is a comparison of what currently exists with
prescribed, intended outcomes. In discussion of differing evaluation models,

Matthews (2007), describes four main “levels of analysis”. Initially this involves an

23



evaluation of an individual library user’s experience, although most evaluations are
carried out at a higher level where the evaluation of a library staff member is referred
to as a personnel evaluation. A service evaluation, the most common focus of library
research, focuses on a particular program or service and uses the experiences of a
group of library users for evaluation. At an organisational level, there is a focus on
all the services of one particular library which are then used to compare this library
to similar libraries. The final level of analysis is societal. This focuses on the

evaluation of an individual library and its impact on the wider community.

The researcher agrees that the service level of analysis is very common and
many successful studies into library performance use service evaluation. The current
study offers a complete evaluation of the academic libraries in three separate
universities within Kuwait, examining the major services provided by each of the

libraries.

The measurement section of performance research is the collection and
analysis of data from which evaluations can then be drawn. The data itself simply
shows what exists and how it is then interpreted and evaluated will depend on the
expected outcomes of the service or program that is under research. In their
description of evaluation and measurement, Van House, Weil and McClure (1990)
use an adaption of the evaluation process by Suchman (1967), stating that evaluation
is a “cyclical, goal based process”. It begins with the “definition of effectiveness”.
The next step is the establishment of goals which will provide performance markers.
Following these first steps, criteria are suggested as “indicators of effectiveness”.
Once these are in place, data can then be collected for each measure. At the final
stage, performance assessment, results are measured and evaluated and the definition
of effectiveness is reconsidered. Van House et al., go on to explain that “the key
point is that the measurement results are compared to the library’s goals in reaching

evaluation judgements”.

It is important that the data collected as a measurement in research is used
appropriately. There have been instances in the past where data from library studies
has been collected but not analysed correctly, or no changes have been made to
services due to the findings. Researchers need to consider the wider picture and have

a clear understanding of how the data is to be used in the evaluation process. The
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source of data collection should also be taken into consideration. For example,
Munde and Marks (2009) note the response of librarians involved in data collection
who regarded it as “busy work”. They then went on to conclude that, “when that
opinion becomes the prevailing view, then measurement will be flawed and
assessment is doomed”. Further to this, the personal opinions of librarians regarding

the purpose of academic libraries may skew results.

The researcher observed a small change from the 1970s in comparison to the
1960s. The latter decade saw a development in new theories regarding libraries and
their performance. Many academic libraries became more concerned about the

evaluation of their performance than they had done previously.

Due to the increasing technological advances of the 1980s, most academic
libraries began using information technology, such as computers, to evaluate the
processing of services. In turn, the services began to expand and many academic
libraries had to turn their focus to collections as they moved from printed to
electronic resources. Studies started to focus on library environments to ensure that
libraries were modernising alongside other academic institutions with regard to new

technologies.

During the 1990s many new programs and assessment tools were developed, a
significant tool being SERVQUAL which provides an outcome measure for
academic library services. As technological advances continued, the introduction and
development of the internet resulted in the expansion of library services as they
introduced new tools. In particular, each library created their own website in order to
promote their existing services. As a result, it became harder to determine
performance indicators due to rapid and extensive changes. Most authors began to

use the internet to measure their evaluation of academic libraries.

Since the turn of the millennium, the evaluation of academic libraries has
become widespread due to the increase in the number of performance indicators. The
great changes and expansions in technology led to several more areas in which
libraries could be evaluated. In particular, researchers had to gain an understanding
of the concept of digital libraries as their collections began to outgrow those of
printed resources. The expansion of digital library evaluations has been so great that

some authors now choose to only publish their work within these collections.
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Digital libraries offer library evaluators a valuable insight into the usage
patterns of library users. Transaction log analysis allows library evaluators to
highlight the types of data or information which users use frequently and through
doing so can suggest to the financial department to invest in further resources in the
specific area. (Jones et al, 2000) explains the uses of log analysis and further ways to
filter results. The study was conducted and makes use of demographic information of

users and cross compares demographics with search queries on the database.

Table 2.1 represents all the literature reviews included in the current study. It
offers a brief overview of each work, including the region, subject, author, methods

of study and date of publication.
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Table 2.1

Table of the Literature Review

No. Authors Year Dependent variables Region Independent variables Primary method
St Ac Admin
1 Agee 2006 v v USA Collection Evaluation
UK
B P hovai L . . . .
2 aW.d en,Petuchovaite 2005 v v Lithuania, Library services Evaluation and comparison
& Vilar !
Slovenia
3 R
Bibarz, Bosch, and 2001 v UK Collection Research
Sugnet,
4 Brophy 2006 v v v UK Multiple factors Research
5 Brown 1999 4 v USA Electronic Resources Survey
6 Bruckman 2005 v USA Internet Survey
7 Burns 1978 4 v USA Library Usage Evaluation
8 Chen 1997 v 4 v Taiwan Multiple factors Statistical
9 Chim 2007 v v v Hong Kong  Multiple factors Survey and Observation
10 Cook and Thompson 2001 USA Library services Evaluation
11 Curtis and Scheschy 2005 v v v UK Electronic Resources Research
Gardiner, McMene - .
L 1 J
12 and Chowdhury 2006 UK Digital Materials Survey
13 Futas 1995 v v USA Electronic Resources Research
Hennig, L i i
14 ennig, Langer, and 2001 v Germany Library Skills Survey

Hansen
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No. Authors Year Dependent variables Region Independent variables Primary method
St Ac Admin

15 Herman 2007 v Australia Communication Demographic Statistics
16 Kao and Hung 2008 Taiwan University Administrators Group Focus
17 King and 2002 4 v USA Electronic Resources Survey and Observation

Montgomery
18 Knightly 1979 4 v USA Library performance Mixed methods
19 KOI’ObI|!, Tilikidou, 2006 v v Greece Electronic Resources Survey

and Delistavrou
20 Kiyrillidou 2002 v 4 USA Learning Outcomes Evaluation
21 Lindauer 1998 4 v USA IT Services Survey
22 Mann 2001 v USA Collection Interview

Markless and 2001 Research

v v i
23 Streatfield 2006 UK Multiple factors
24 Marshall 2001 4 USA Communication Survey and Interview
25 Meier 2008 4 v USA Communication Research
1 _ . . .
26 Morgan 993 v UK Multiple Factors Quest!onnalres, Observation &
interview

27 Orr 1973 USA Service quality Qualitative
29 P?yne’ Crawford, and 2004 v v UK Impact Measurement Research

Fiander
30 Phipps 2001 v v USA Library services Survey
31 Poll 2006 v v Germany Impact of services Survey
32 Poll 2007 4 v Germany Performance Indicators Comparison
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No. Authors Year Dependent variables Region Independent variables Primary method
St Ac Admin
33 Rao 2001 v v India Communication Observation
34 Sahu 2006 v v India Service quality Questionnaire
35 Saracevic and Kantor  1997a v USA Value Evaluation Survey and Interview
36 Saracevic and Kantor  1997b v USA Value Evaluation Survey and Interview
o . Ly s
38 Schrader and Brown 2008 v USA Library Skills Survey and Interview
39 Soutter 2007 v Canada Collection Observation
40 Stein, etal. 2008 4 USA Multiple factors Eii?jirg\?vl ::géii:;ps’
41 Voorbij 2009 v v v The Benchmarking Comparison
Netherlands
42 Wallis 2005 4 UK ICT Research
43 Webster and Jackson 1994 v v USA 23&:?;3;:1;;;&;?3 University Case Study Design
44  Whitehead 1989 4 Australia Collection Quantitative evaluation
45  Williams 1995 4 Canada Library Using Survey

Note: St = Students, Ac = Academics and Admin = Administrators. Multiple factors = more than one factor used
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2.3 Service Quality

Service quality is an important issue for university libraries to ensure the level
of quality and to accomplish common goals. It cannot be adequately conveyed by
output and performance measures and needs to be separated from internal
observations of efficiency and effectiveness. It is important that librarians and library
management keep in mind that service quality is especially relevant to their users.
Thus, they have to see service quality from the users’ point of view (Hernon and

Altman, 1996).

Library service quality can be interpreted as the difference between users’
service quality expectations and perception. For this reason, the quality of offered
library services has to conform to users’ needs and requirements. Therefore, the user
decides if the quality of library services is acceptable or unacceptable (Barnard,
1993).

Sahu (2006) states that the library as a service provider is influenced by the
users’ demands. According to him, quality is not supposed to be a static system or
procedure. Service quality means the library’s first goal is to meet customers’
requirements, followed by standards and specifications. Service quality is a two-way,
symbiotic relationship between service provider and user while the main focus of a

library should be on the users.

Following the work carried out by the ILFA section for universities and other
general research libraries, a handbook was developed to guide the performance
management of libraries by providing a list of indicators against which performance
could be measured. Measuring Quality: International Guidelines for Performance
Measurement in Academic Libraries (1996) provides 17 indicators and has since
been translated into several other languages, demonstrating its global use. Whilst the
first edition was merely for use in academic libraries, ten years later a revision of the
original text by Poll and Boekhorst, (2007) which attempts to incorporate the major
shifts in the technological and information world and looks to include the

management of all libraries. The following subsections outline:
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2.3.1 SERVQUAL

SERVQUAL is one of the most popular assessment tools of service quality,
and was designed in the mid-80s by Zeithaml, Parasuraman and Berry. The tool
provides managers with an outcome measure to gauge their service activities. Kumar
(2010) states that SERVQUAL is based on the difference between customers’
expectations and their perception of services, while scores cannot be used as a
comparison tool between different institutions. The strengths of SERVQUAL lie in
its high reliability, its high internal consistency as well as the scale’s trait, the scale’s
face and the concurrent and predictive validity of the model (Parasuraman, Zeithaml
and Berry 1985, 1988, 1991). Moreover, the model can be adapted to individual
needs through modification of the wording and additions of context-specific items.
However, many authors also discussed poor statistical properties and restricted
variance in their studies (Cronin and Taylor, 1992, 1994; Van Dyke, Kappelman &
Prybutok, 1997). Parasuraman, Zeithaml and Berry (1988) also use an approach
containing different methods by using qualitative data collection in the first phase,
and continuing with quantitative data collection in the second phase. The main
purpose of using this method is to develop a multi-item scale that would measure
service quality and the reliability and validity of the scaling instrument. This method
of using a qualitative approach for the initial research, followed by quantitative
support is the basis for the current study. A qualitative approach is used to gauge user

perceptions, followed by quantitative results to determine reliability of findings.

Cook and Thompson (2001) examine the reliability and validity of scores
measured through the SERVQUAL protocol and found that scores were reliable.
However they didn’t cover the five SERVQUAL dimensions. Therefore, the validity
of the model in the context of research libraries has to be questioned. However, Cook
and Thompson suggest SERVQUAL as an effective tool to evaluate library quality
with the hint that librarians need to be aware of what the model actually measures

and importantly what it doesn’t measure.

Some authors use the SERVQUAL model to develop an instrument for
measuring service quality and satisfaction in academic libraries (Hernon and Altman,
1996).
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The questionnaires used in the current research use similar techniques to the
SERVQUAL model, but have been modified to suit the current research.

2.3.2 LibQUAL
LibQUAL, offered by the Association of Research Libraries (ARL), is a library

tool which tracks and understands users’ opinions concerning service quality. The
goals of this tool are to improve library services, help libraries understand their user
perceptions, collect user feedback over time, provide them with comparable
information from other institutions and identify best practice methods in library

services.

Phipps (2001) discovers that LibQUAL is valuable for the comparison between
users’ expectations and their perception of library service. LibQUAL data can lead to
an improvement of research libraries nationally and internationally. Moreover it
provides a connection to the combined set of customers, demonstrating a caring
attitude, feedback expectations, a commitment to quality improvement and a

dedication to partnering in transforming the educational process.

Cook and Thompson (2001) use LibQUAL to identify areas of potential
improvement and compare the data to the library services of other institutions with
more favourable profiles. In their study, the Higher University Library was rated
below average on all LibQUAL dimensions while participants were most

homogeneous in their ratings concerning the Services and Reliability subscales.

After the researcher’s investigation of the previous models, it was discovered
that both systems are of high quality and relevance among academic literature.
However, the researcher found the LibQUAL tool more appropriate for the
evaluation of academic libraries because LibQUAL’s advantage is the ability to
compare services of different institutions, while SERVQUAL does not compare

service actions among libraries since there is no normative data.

2.4 Performance Indicators

Many studies attempt to investigate performance indicators which affect
academic libraries. However, measuring the impact of academic library services is

still a problem, due to the varying sizes and systems of academic libraries. Each
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academic library has its own goals and objectives depending on its budget and size,
which means creating standardised indicators is not effective.

Lindauer (1998) links library performance indicators to the overall
performance of the university through reviewing the accreditation standards and
criteria, literature on library quality, library performance and effectiveness and
higher educational outcomes assessment research. The study states university
outcomes to which academic libraries contribute, mentions various progresses and
the impact of oriented performance indicators, and offers a framework for a positive
teaching-learning environment. One of the most significant suggestions Lindauer
makes, is the need for ongoing cooperative work between university and academic
libraries, not only at times of accreditation but also through permanent committee

work.

Poll and de Boekhorst (1996) designed a list of performance indicators:
General Library Use and Facilities, Collection Quality, Catalogue Quality,
Availability of Documents in the Collection, Reference Service, Remote Use and
User Satisfaction. The authors state the structure of the indicators. Every indicator
has been given a specific name. The outcome explains the relation between indicator
and a library’s goals, and the method describes the data collection and evaluation.
After the data collection has been conducted, results have to be interpreted and

solutions have to be found in order to increase effectiveness.

Voorbij (2009) suggests four categories of performance indicators to compare
libraries with each other. His first category, Financial and Human Resources,
contains indicators such as the percentage of the Library Expenditures/University
Expenditures. Secondly, he names the field of Products, Facilities and Services
which includes factors like the expenditure collection per capita. The third variable
focuses on the Efficiency of Internet Processes and includes for example the
performance indicator: Number of Processed Books per FTE Book Processing.
Finally, he takes a closer look at the Use of Products, Facilities and Services, which
includes for example the Number of Loans per Year/Number of Books Acquired in
the last five years. However, Voorbij questions the validity of the performance
indicators. According to the author, a university with 25,000 students, in comparison

to a university with 5,000 students, has to offer a larger collection but not necessarily
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five times as big since economy of scale applies. This example reflects the
researcher’s study, since Kuwait University has 25,000 students, while only 5000

students are enrolled at AUK and 3000 students go to GUST (see chapter five).

Chim (2007) covers four dimensions in his theoretical approach to performance
indicators, which in turn form the balanced scorecard. First of all, he names the
customer dimension. This delves into the user satisfaction; the user satisfaction with
reference services and the information desk enquiry services, as well as the response
time of lending services can be measured. Secondly, the author describes the
objective dimension. This dimension contains an insight into library weeding to
maintain a viable collection, the financial objective, the use of the library collection
and the user empowerment concerning participation rates of the library orientation
and workshops. The third dimension aims to collect more information about the
process itself with a focus on book processing time, IT application/digitisation and
the acquisition of e-journals. Finally, the organisation and staff indicator contains

insight into staff training and development.

Poll (2007) summarises the most significant performance indicators for library
evaluation in eight points. According to the author, the full extent of library services
and electronic as well as traditional services should be taken into consideration.
Indicators should mirror the importance and impact of libraries and create the
possibility of further comparison between participating libraries. Unfair treatment of
individual libraries should be avoided while indicators should allow individual
conditions in each organisation. Finally, they should deliver results that are easily

understandable for everyone and should consist of only a few different measures.

According to the literature, the researcher used common indicators: user
perception, level of user satisfaction and quality of service. This is similar to the
present literature and is appropriate for the needs of students, academics and
administrators for electronic as well as traditional collections, facilities and

equipment of the library and the library’s physical environment.

2.5 Academic Library Usage and Personal Performance

While this study attempts to investigate the relationship between library usage

and personal performance at universities, a number of other studies have addressed a
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similar topic in the past. Researchers have measured the correlation between library
use and educational performance, mainly assessed in Australia, Great Britain,
Germany and the USA. In the 1960s, the seminal study of Barkey (1965) attempts to
discover the relationship between students borrowing books and their grade point
average (GPA) at universities. Another study conducted around this time by Lane
(1966) explores the correlation between student characteristics and borrowing books.
The author found out that the number of borrowed books increased with each class
year and varied strongly between the different academic disciplines. For example,
while Education, English and History students used a high number of books,
agriculture students demanded less of the academic library collection. In general,

female students borrowed more books than male students.

Hiscock (1986) investigates the relationship between the usage of libraries and
academic performances. The study aims to explore whether students who used the
library frequently showed a higher academic performance than those who did not use
the library. Hiscock tests her nine hypotheses in the six different faculties of a South
Australian academic institution on five different campuses. Overall, the hypotheses
link the usage of libraries to students’ academic performance, as mentioned above.
The study found that even though some hypotheses have been confirmed, the
relationship between the usage of libraries and academic performance is not as strong

as expected.

After the mid-1980s, the number of library and information studies increased
immensely. They attempt to make a positive link between academic library usage

and educational performance.

De Jager (2002) compares the overall academic performance of undergraduate
students from different faculties of a South African university to their library usage
De Jager finds that students with high grades tend to use the library more than those
with low grades. She states that:

“It has yet again been confirmed that measuring the impact of library use
on undergraduate performance is neither simple nor obvious, but it has
also been possible to show that students who do well, tend to borrow more

open shelf library materials than students who do poorly ” (p. 296).
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The number of borrowed library material highly depends on the field of study: while
students in the arts and humanities sector need the most books, engineering, science

and economics students tend to borrow less material.

A study based on the relationship between academic library resource usage and
academic performance by Jantti and Cox (2010), states that libraries need to prove
their worth to users and stakeholders in improving users’ educational performance.
Proving this is difficult as users’ perceptions of academic performance are gauged
differently. The study suggests that students who do not use the academic library are
at a disadvantage to library users. The study states that students who borrow library
books have, on average, a 12 point positive grade difference (GPA) with students

who do not borrow books.

The study of Brazier and Conroy (1996) attempted to explore the relationship
between library usage and the performance of undergraduate students. They found
significant differences between students in different years of their study, different
genders and different regional origins. The authors found that students in their first
semesters of studies tend to borrow more books than students in their last semesters.
Females borrowed more books than males and the usage of library material varied
among the different regions. The study also found that students in their first year
performed better at their end-of-year examinations when using library material.
However, the library usage rate of students in their fifth year of study didn’t show a

significant influence on their performance in their examination scores.

Whitmire (2002) determines the academic library performance measures and
the library usage of undergraduate students and their educational outcomes at 36
colleges and universities in the United States. The author found that the age of
undergraduates does not seem to be a relevant factor for the borrowing rate, while
gender does; males reported a higher usage rate in almost all institutional types.
Students engaging in more faculty interactions, active learning and writing activities
showed a higher academic library use. Overall, the relationship between library

usage and educational outcomes is weak. However, the author states that:

“There may be stronger links between other educational outcomes and
academic library performance indicators, such as graduation rates”
(p.126).
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Whitmire (2002) recommends creating new models of academic library
quality. These models should use different available datasets containing information
about the characteristics of academic libraries. She states the importance of using
new methods to evaluate academic libraries, due to previous methods being out-
dated due to technological advances. Additionally, they need to examine students’
demographics and experiences which might have an influence on the usage of
academic libraries and educational outcomes. Moreover, focusing on other
stakeholders of the academic library, for example graduate students and faculty
members, is essential to draw more specific conclusions about the impact of

academic library performance indicators.

In her study, Pritchard (1996) summarises the measurements and definitions
of quality and effectiveness in academic libraries. The author focuses on assessment
in higher education and investigates the correlation between library quality and
educational outcomes. She suggests investigating how outcomes such as information

literacy, success in graduate school and job seeking.

Walters (2003) critically examines the correlation between library services and
student learning outcomes. The author argues that even though quality evaluation
systems such as LibQUAL can measure students’ perceptions of qualitative library
characteristics, they do not necessarily stand in real connection to educational
achievement. Another way of measuring the relationship between academic libraries
and educational performance is the First Year Experience (FYE) program. The study
by Schrader and Brown (2008) examines the FYE program in which the academic
and social skills of first-year university students are being analysed. One variable is
the ability to use the library resources and services efficiently. In general, students
benefit from the FYE program which makes it easier for them to get used to the

academic university environment and services such as the academic library.

2.6 Influencing Factors (Independent Variables)

This section aims to cover the variables incorporating academic library usage,
which govern library perception of the three main user groups. The first is library
training, which is a very important area with regards to correct library usage. Library
training includes courses or workshops on how to use the library, IT skills,
assignment structure and many other courses. Another area of influence is library IT
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and the equipment and programs available. IT has become one of the most used
resources within libraries, so providing adequate IT equipment is vital for a library to
function well. Without sufficient equipment user perception of a library will be low.
A library’s collection is made up of physical resources as well as electronic
resources. The quality of this information is an influencing factor on a user’s
perception, but quality is just as vital as ease of access to the material. Information
must be easy to find and use in order for users to have a positive perception of the
collection. A library’s physical environment is another factor which governs user
perception. The physical environment can change the mood of users within a library,
resulting in either a positive or negative reaction to the surroundings. If any of the
key factors do not meet the user’s needs, this will result in a low perception of the

library and could mean users will decide to go somewhere else to study.

2.6.1 Library Training

Nowadays, an important issue for academic libraries is to provide effective
academic training for students, academics and university administrators in
information literacy. Library training aims to improve users’ skills in information
literacy, which includes students ability to find information which is useful, relevant
and of high quality. Library training has been covered by many previous studies, as it
has an impact on the quality of work which students produce during their time in
university. Traditional methods of library training are carried out by librarians or
information literacy specialists, using face to face presentations or workshops.
However, modern technology has advanced the field of training, leading to many
university libraries offering digital training via the university network. The following
studies investigate the differences in traditional and digital training, and what the
future holds for library training.

Traditional library training in academic libraries is a valuable asset for students
to use during their time at university. Training provides students with the skills they
require to complete assignments and projects, and increases the quality of work
students provide from high school quality, to university standard. Haley (2008)
describes the positive reasons for attending traditional face to face training; being
able to ask questions is vital as it reinforces the instructions given, working in groups

also aids learning, people who lack computer skills will benefit from face to face
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training. There are several reasons for libraries to offer face to face training to users,
however the rise of digital training has seen a decrease in the use and need for face to
face training. As time passes and a greater number of students pass through
university with high levels in IT usage, this will only lead to a decrease in face-to-
face training. However students still declared an interest in training during her study,
with many students requesting more training should be offered. Haley states:

“Many participants expressed their desire for more training. Training not
only increases their knowledge and skills needed for their job, but also

provides opportunities to network with colleagues” (p.38).

Digital training is used in many academic libraries around the world, and is
seen as the future for academic library training. Haley (2008) describes user
preference for online training compared to traditional face-to-face training. The study
examines factors such as age, gender, race and prior education. She states that there
are several reasons to use digital training over traditional methods which are, low
cost after programmes are installed, no travel required, allows training to be
undertaken anywhere, and requires no member of staff with the required knowledge.

Studies at the start of the millennium regarding digital libraries explain the
implications of using digital training in the future. Hitch and Hirsch (2001) explain
the use of the internet and the library training. Due to the date of the study the
researchers explain the future of academic library training, and give insight into the

current situation of digital training.

McHarg, Goding, Caldarone and McLachlan, (2006) support the use of
traditional training methods in academic libraries, but suggest that traditional
methods should be used in conjunction with digital training. The authors state the
importance of well timed training in the use of electronic resources, stating that
students should receive training early on in their academic lives. Poor training is
described as one of the reasons students fail to use electronic resources regularly.
During their investigation, students declared an interest for further library training to
be provided, as training they had received was inadequate, which is also supported
by Haley (2008).
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According to the Association of College and Research Libraries (2008),
information literacy consists of a set of abilities that require individuals to recognise
when information is needed and then to have the ability to locate this information
and to evaluate it and use effectively the needed information. These skills are
becoming increasingly important in today’s complex environment of rapid
technological change and with the proliferation of information resources. Students,
academics and administrators are faced with an abundance of information choices in
their academic studies/workplace and personal lives. Information is not only
available through libraries but also through community resources/special interest
organisations/media, and the Internet with information available to individuals in

unfiltered formats that raise questions about authenticity, validity, and reliability.

Grafstein (2007) further broadens the definition of information literacy as an
intellectual framework that enables users to understand, find, evaluate and use
information-activities. Furthermore, this may be accomplished in part by fluency
with information technology but also by using sound investigative methods, but most
importantly through critical discernment and reasoning. Thus it is important that the
use of current technologies are taught and also used in academic and other learning
settings but also teachers should enable students to develop the skills to feel
confident in approaching and learning new technologies as they become available.
Grafstein shows there is a historical component in the current emphasis on the
importance of developing the capacity for lifelong learning. There is a lot of
information available for organisations stressing the importance of learning
organisations, knowledge management and other forms of organisational
development through the use of knowledge workers and the capture of knowledge
within institutions. Therefore, schools and tertiary institutions set the stage and make
sure employers get employees that have certain skills but also have the ability to
learn new skills through the education received in these settings teaching them to be

active rather than passive learners.

2.6.1.1. Information Literacy
Information literacy is a key outcome of higher education. Many academic
libraries focus on improving the skills of users through information literacy courses,

workshops and orientations. A commonly accepted definition of information literacy
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is defined by Bruce (1999) as “the ability to recognise information needs and to
identify, evaluate and use information effectively”. Likewise, Pawley, (2003) defines

information literacy as:

“...the skills to use and locate information in a variety of formats, and

the intellectual ability to evaluate such information, as techniques or
‘tools’ essential for a successful adaption to the rapid social and
technical changes that we will all face, we are told, throughout our
lives” (p. 423).

Johnson and Eisenberg (1996) confirm the importance of computer literacy in
their study which focused on computer skills in university that enables students to
use e-mail to contact their classmates or their faculty to discuss assignments, or to

prepare information for the class via presentation software.

Academic libraries have become progressively more technology intensive and
this has changed both library collections and the way they deliver services.
According to Sellers (2005), the future of colleges and universities is tied to
technology, and decisions are tied to technology output. Decisions about
incorporating alternative methods are connected to how much importance is placed
upon technology to aid academic administrators toward their goals.

Information technologies help users easily move between a library collection
and its information resources. Bruce (1997) comments on the role of information

technology:

“Information technology is the focus of attention and information is viewed
objectively, as something outside the individual. One of the major roles of
technology is to make that information accessible, or to bring it into
awareness. Technology also plays a vital role in allowing the information
user to stay informed and to manipulate information that has been located ”
(p. 117).

Information technology is an important subcategory of information literacy
since many knowledge resources can be accessed in the media and technology
environments. In order to successfully use a great variety of information, the

individual has to be comfortable and keep up with new developments in the field of
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technology. Information technology literacy is not only limited to the ability to use
technology but also includes the desire to randomly seek information (Bruce, 1997).

There are three information standards which academic libraries around the
world may incorporate in their operation. The standards of the Association of
College and Research Libraries (2000) are widely used in colleges and universities in
the United States and Canada. The standards were published in 2000 and many
librarians now base their information literacy instruction programs and assessment
instruction on the Information Literacy and Competency Standards for Higher
Education, including Vogel Library at Wartburg College and the University of
Louisville Libraries (Gullikson, 2006). Colleges and universities can use these
elements to shape and assess their information literacy programs. The principles used
in this standard are based around what an information literate person can achieve in

the library, by using the library services correctly.

The advantage of this standard is that it makes students identify their
information needs and then provides them with a framework for controlling, in

advance, how to interact with information in their environment.

Other standards used outside the USA consist of the Council of Australian
University Libraries CAUL (2004), and the Society of College, National and
University Libraries SCONUL (1999), used in Australia and the UK respectively.
CAUL first released its standards in 2001 after getting the approval from the
Association of College and Research Libraries (ACRL) in early 2000. The standards
have been designed to provide individuals in higher education with a set of skills,
competencies and fluency which are required in order to successfully use information
to complete higher education tasks and create a basis for students’ working and
social lives. The standards specify that a literate person should be aware of the need

for information while being able to access information effectively and efficiently.

However, the CAUL is a not an accredited standard in terms of global usage.
It can more specifically be called a curriculum framework document acting as a

guideline for libraries and their stakeholders.

SCONUL reinforces users with the idea that quality information is of value

and understanding what information is of value is a vital skill. The guidelines suggest
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that there is more to gaining information literacy skills than just spending a certain
amount of hours at the library. The continuous usage of IT and the Internet has a
positive impact on subject-specific and generic skill learning objectives, which
include information literacy skills. Therefore, the use of IT is one of the four key
skill areas students should improve during their studies, along with learning to learn
and numeracy as well as communication skills. The SCONUL model is currently

being used in many different ways, for example in program design (Town, 2000).

The three standards discussed aim to provide a basis to develop information

literacy education and improve the information literacy skills of library users.

2.6.2 Library and Information Technology

For libraries in today’s climate, it is impossible for any kind of library to
operate without a strong reliance on information technology (Jones, 2009). IT
services in university libraries have recently witnessed significant expansion in terms
of services provided to students, academics and university administrators. In fact,
information technology services in academic libraries not only provide traditional
services but also provide several kinds of services to end users in their own homes.
As a result the services provided by library IT and the ease in obtaining them, IT
services have become one of the more important functions of the library, in those
students, academics and administrators no longer fully benefit from library services

without using IT.

According to MacDonald, Van Duinkerken, and Stephens (2008), ‘“the
popularity of Google and the notion that all information is available on the Internet
has created a very competitive service environment for academic libraries” (p. 375)
and in competing effectively academic libraries have to aggressively market the
variety and quality of their information resources. This concept of marketing in
libraries, and specific library services in particular, has been discussed in the
literature for some time. Search engines are a useful tool only if users are aware of

how to find good quality information.

Information and communication technology (ICT) is described by Mlitwa
(2007) as being instrumental in all social transformations going back to the industrial
society of the twentieth century and culminating in the current network society of

this new age of “informationalism” linking the world through the internet. Mlitwa
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argues that “the adoption of teaching and learning technology such as e-learning and
of learning management systems (LMSs) is also on the rise among higher education
institutions” (p. 54) with no general agreement on the meaning of these concepts of

adoption and use within academia.

Ravjee (2007) discusses “digital universities” and in particular the African
Virtual University, consisting of more than 30 higher education institutions from 17
African countries in the context of the increased use of online learning in contact
universities. The author states that libraries should start to change their styles to a

“digital institution” for the future generations.

2.6.2.1. Library Web Pages

Web page servicing is an important factor of information technology that is
changing the face of university libraries, their organisational structures, and the way
in which they deliver services to their students, academic staff or university
administrators. Heinrichs, Sook-Lim, Su-Lim, and Spangenberg (2007) find that the
intention to use the university library web page had an impact on the user’s
satisfaction with the website, and the perceived usefulness of the website factors as

one of the main information technology impacts on users.

To ensure satisfaction and increased usage by university library users and
specifically students, web site evaluation should become a critical component in the
overall college or University library evaluation model. With the ever-rising use of
digital materials and webpage services, the evaluation of a university library’s web
page is important in considering the general quality of academic library services.
Consequently, academic library administrators should focus more on managing and
designing effective academic library web pages that fit the needs of all users of

university libraries (Heinrichs et al., 2007).

Detlor and Lewis (2006) recommend that university libraries adopt the

following general strategies for improving websites to positively impact on users:

a) Library administrators are encouraged to inspect and test their understanding
of what users actually do with library resources and then to build the Web
site around those central tasks rather than trying to base design on current

administrative structures, resource formats, and interfaces.
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b) Library websites should focus attention on information seeking activities
rather than administrative information that relates to the library itself. Also
search functions should be positioned where students, academics or library

visitors will find them easily.

c) Library administrations ensure that users can perform both a direct catalogue
search and a search of the library web page from the home page. Therefore,
users will get easy and quick electronic access to all types of scholarly

information.

2.6.2.2. Library Communication

Library communication has become a key theme for university libraries around
the world. The purpose of library communication is to increase the speed in which
messages can be delivered by the library and reduce time lost by library staff. Several
researchers ask how tools could be used to improve the way academic libraries
communicate (Marshall, 2001; Rao, 2001; Wallis, 2005). Examples of useful
communication tools include library administrators informing users that the title of
the new resource they have reserved is available, or informing library users that their

resources are due for renewal in the next few days (Wallis, 2005).

In terms of communication, university libraries are actively engaged in
incorporating electronic media on network environments (library catalogues and web

pages) to provide much-needed primary research information (Rao, 2001).

2.6.2.3. Networking

Online networking at university libraries has given users many ways to
communicate with their libraries. One way is by using chat widget providers, such as
Meebo (Java script), Plugoo (Flash), AIM WIMZI (Java Script or Flash) and Google
Talk. Devoe (2008) examines some features of chat widgets that enable quick
communication between libraries and users, for example, storage and retrieval of
chat transcripts, and the ability to observe the number and length of stay of visitors
on a web page. Chat widgets offer libraries and library users a simple way to
communicate online. Widgets also offer reference librarians a way to communicate
with users about the information they need. Other features of chat widgets include
confidentiality, being able to speak with more than one person at the same time,

designing the screen to the user’s taste and being able to receive e-mail messages
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from people who access the webpage. As reference tools, chat widgets are still being
improved and developed. Meier (2008) notes in relation to his research on the use of
chat widgets, that:

“The use of chat can be as simple or confusing as the website itself, but it
helps to make a choice that fits the Web design and the organisational
cultures ... Libraries are already institutions grounded in helping their

users, and chat widgets can be another bridge of communication” (p. 48).

As discussed earlier, university libraries provide several kinds of services to
students, faculty members and administrators. To ensure the quality provided to their
end users, libraries should maintain efficient and effective communication routes.
These communication routes are needed to provide information to users regarding
promotions of new resources, new services or any updating of the library. In
addition, university libraries can receive feedback from their users regarding how the
services provided can be improved. Consequently, efficient and effective
communication, library web pages and networking opportunities are essential

components of an impact evaluation for university libraries.

2.6.3 Library Collection

Traditionally, university libraries have tried to build a high-quality collection
of print and electronic materials that are relevant, cost effective and meet the user’s
needs. The quality and relevance of a collection are indicators of the impact
evaluation of a library to its users. In a university, evaluating and updating library
collections is important because courses are changing every year and academics
expect students to be able to access current research materials. Collection evaluation
can be the crucial factor for attaining a well-developed collection. Most collection
development activities are, in some manner, reviewed during a collection evaluation
(Baird, 2004; Soutter, 2007). Library collections are evaluated by library
administration, which can sometimes lead to shortfalls in the quality of the
collection. Pankake, Wittenborg and Carpenter (1995) state that a lack of specific

knowledge regarding certain studies can result in a lack of quality library materials.

Digital collections within a library are considered the future for libraries, with
many academic libraries heavily investing in e-materials. Bodi and O'Shea (2005)
recommend that libraries invest heavily in e-materials, as this is the future of
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academic libraries, but maintain a high quality printed collection. Also they suggest
that departmental learning outcomes should be complimented with regards to
collection by library administrators collaborating with academics. Analysis should
use a variety of tools to analyse the collection using both quantitative and qualitative
measures (Bodi and O'Shea, 2005).

2.6.3.1. Electronic Resources

Since the start of the millennium, electronic resources have been integrated into
libraries, including academic libraries. At present almost every academic library in
the world will have a collection of e-materials. Research has shown that one of the
advantages of e-learning was the amount of time saved in the retrieval of information
resources (Appleton, 2006). Further support for e-learning can be found within the
research. The idea of students learning from e-newspapers rather than conventional

handouts within class is more engaging, therefore a better learning experience.

Scoyoc and Cason (2006), investigate the use of the Internet and the role it
plays in student learning. They found that the majority of students use the Internet
first when it comes to research for their studies. Student questionnaires regarding
study techniques suggest that using search engines is by far the most popular method,

and the least favourable method is studying with librarian assistance.

Studies have suggested that students do not require high computer literacy
standards due to the ease of using the internet for research, meaning students use
databases less to find the information required. It is suggested there is no impetus for

students to look beyond the Internet for research (Scoyoc & Cason, 2006).

Mann (2001) focuses on the comparison between print collections and
electronic collections, showing that print books are an important factor still having a
large impact on library users. Print books need to be the maintained in academic
libraries as well as other kinds of organisations, many materials are published every
year so the library must keep updating collections annually. Since 2001 there have
been huge developments in e-materials and the speed and quality with which they

can be used and manipulated, meaning their popularity has increased.

The study by Curtis and Scheschy (2005) outlines the scope and variations of

electronic journals and how they can be placed in official bibliographic categories.
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This study has a very comprehensive study on why and how to gather statistics for
acquiring usage data of electronic journals and databases. The advantages and
disadvantages of presenting journals in HTML and/or PDF format are also discussed
as is search ability and likability. It acknowledges the difficulties inherent in this but
suggests useful standards and guidelines to follow, and how to process and analyse
this data once it has been collected.

The authors acknowledged that this kind of information is very useful as
libraries are increasingly being asked to justify how they spend resources and set
priorities. Analysing usage helps to determine which journals to keep and those that
need weeding. It assists in tracking change, supporting day to day operational
decision making and strategic planning. It also assists in comparing libraries and in
assessing quality according to Curtis and Scheschy (2005). Therefore Return on
Investment (ROI) and benchmarking is greatly assisted by having these statistics
collected, processed and analysed. The authors also detailed the problems that

librarians have run into in this area with publishers and vendors.

2.6.4 Library Facilities

Library facilities are important in running a successful academic library.
Judging the quality of these resources and deciding when to upgrade equipment is
vital in keeping library attendance high. Facilities are usually described as equipment
provided for public use within the library such as computers, printers, photocopiers
and meeting rooms. The quality of these will govern users’ perceptions of the library,
and could lead to users not using the library if resources are considered sub-standard.
It is important to understand what users need, and any improvements to the facilities
should be based on user feedback. One challenge for libraries is ensuring that any
change to their services and facilities actually meets client need and is not merely a

knee-jerk reaction to an assumed understanding of client needs.

It is suggested that computers play a large role in academic library usage;
therefore it is important to determine how many computers are needed in order to
meet peak capacities. Burke et al. (2008), state that one of the main aims of their
study was to determine which area of the library students wished to use computers to

study, as well as the quality of the computers and equipment.
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Computer workstations in modern libraries need to be carefully planned in
their layout. The shape and area provided for students to work can have a big impact
on their work output. McMullen (2008) describes that modern arrangements of
computers are often referred to as pods or clusters, and offer ample space for students
to spread out materials and books. Other arrangements are serpentine rows, clover
leaf, Y shape, circular or octagonal pods, curving rows, short straight and many more

combinations.

2.6.5 The Library’s Physical Environment

According to previous studies, the library’s physical environment influences
user perception. However, former researchers looked at different variables and
evaluated them with varying methods. Therefore, a precise definition of the library
environment is difficult to find. As for academic libraries, it is more effective to
focus on the combination of variables and its opportunities and threats within the
library environment, and evaluate it through an individual framework of evaluation
methods (Corrall, 2000).

Clee and Maguire (1993) investigate the relationship between the library’s
physical environment and the usage of academic libraries. They state that the library
environment consists of variables such as layout and guiding, borrowing and
returning, seating areas, heating and lighting, furniture and colour schemes, and their
cumulative effect. Besides interviews with students and library staff to discuss the
above named factors, they used the observation method and submitted questions on
future libraries to experts through the Delphi technique. The expert interviews
concluded that the university status will influence funding and perception. The
overall trend towards group work and research-based learning as well as the
increasing demand of IT networks and equipment will require future libraries to

change to meet users’ changing needs.

The final results of Clee and Maguire’s study state that all the variables of the
library environment influence the user perception. However, the combination of all
factors has the greatest effect. Although some users do not seem to notice certain
environmental variables such as decoration and atmosphere, they influence the
overall perception of the library environment. During the interviews, some users

suggested the following improvements:
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e provide a guiding and library map

e use daylight-simulation light-bulbs

o improve the regulation of the temperature and the air circulation
e increase the usage of natural decoration such as plants

« enforce quiet-study areas

rearrange library to offer more convenience to users.

The study of Shoham and Shemer-Shalman (2005) focuses on the impact of
furniture in the library environment. They observed the preferred seating areas of
students and the use of furniture including chairs, armchairs, computers and the
librarian station. They found that about half of the students tended to sit on reading
tables, while the other half used armchairs, computers, the librarian station, seating
areas next to the photocopiers and the space between the bookshelves as their study
areas. Shoham and Shemer-Shalman discovered that the majority of the academic
library users have a need for territorial control and personal space. It is also

important to provide enough study room for quiet learning.

Denda and Smulewitz (2004) consider a different variable of the library
environment in their study. According to the results of this study, an effective IT
environment increases the ability to work in a team, provides the framework for
individual working tasks and enhances flexibility. It also helps librarians to serve

users faster and more accurately.

2.6.5.1. Library Space and Place

Since the need for information access and the number of students at most of the
universities are increasing each year, academic libraries have to consider the constant

change of their facilities to create a convenient and inviting environment.

Waxman, Clemons, Banning and McKelfresh (2007) declare that the library
environment has changed from a pure study area into a social place where students
meet and socialise. Coffee and snack shops, an academic advisory centre, a tutoring
centre and a reading and writing centre equipped with comfortable seating areas help
to transform the library’s lobby into a meeting place for students. Within this

environment, spacious square or rectangular tables have proved to be most efficient
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for group and individual work. Moreover, views to the outside are preferred by the
majority of the students. If outside views are impossible, views to other parts of the

library are essential.

The study by Applegate (2009) considers the freedom to talk, and viewing the
library as a social environment, as one of the key components of library space. For
this reason, libraries should not only be a place where services such as reference,
instruction and computer use are provided but a place where needs such as personal
space, social activities and other requirements to the study space have to be taken
into consideration. Moreover, academic libraries have to offer flexible study areas
that effectively suit either individual or group work in the different work load stages
of the semester. Overall, Applegate agrees with the statement that library design
should go beyond basic library services but take a wide range of student needs into

account.

Stein, Edge, Kelley, Hewlett and Trainer (2008) describe a multiple-methods
approach to examining and enhancing the quality of walk-in service points at a major
university library. Selected methods include focus groups, benchmarking, surveys,
transaction analysis, activity mapping, and secret shoppers, which resulted in the
consolidation of service desks. The study deals with locating precisely the various
points of patron service and delving deeper into their functions. These include
offering patrons a place for social networking and studious collaboration with
wireless network access, 24 hour study lounge and coffee shop, group study rooms,
laptop loans, and a rich complement of electronic and digital library resources in a

medium-sized academic library environment.

2.6.5.2. Furniture, Lighting and Colour

Furniture, including lighting and colours, in academic libraries is essential
because it creates the basis for the working environment. The research of Webb,
Schaller, and Hunley (2008) describes the reasons for selecting a particular study
floor. The results show that the majority of the users find furniture the most
important component in their library environment, rather than window views,
computer and wireless access, whether the floor has the books needed or friends
studied on that floor. Moreover, they recommended implementing a group

computing area with comfortable furniture for a modern and social environment
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aimed at user retention and user satisfaction. Furniture that can be used for either
individual study or group work adds flexibility to the overall library environment.
Within this scope group study spaces have to be comfortable, facilitate interpersonal

communication and integrate basic human needs and desires with learning activities.

Lighting is another important component in the academic library environment.
As Houlihan (2005) states, the level of lighting is important since both a too bright or
too poorly illuminated room, decreases the usage rate of the respective library area.
The right type of lighting creates a comfortable zone in which students like to spend

their time for either study-related or social activities.

Margeton (1995) recommends asking an architect about the lighting-type and
lighting-intensity of the library. Moreover, experienced librarians should be asked for
advice about lighting. Aside from different types of electric light, windows affect
users’ moods the most and impart a sense of direction and location. Where outside
windows are impossible, windows to other areas of the building should be

considered.

The study of Clee and Maguire (1993) states that the majority of their
interviewees did not notice the colour scheme of the library while others strongly
disliked it. While the majority did not notice the colour scheme, it could still be put
forward that it is important for academic libraries to take the colour scheme into

consideration when designing study and social areas.

2.7 Academic Library Users (Dependent Variables)

University libraries attract affiliated users including students, faculty,
university staff and visitors. Therefore, quality services must be provided so that
these groups may access the specific information needed. Information needs of users
are changing. University libraries have a large electronic and online collection such
as internet connection, databases, e-books and e-journals. Debowski (2000) explains
that:

“With the increasing use of electronic resources, a change pattern of usage is
evident. The ability to connect to library services through the internet and to
access information services from other sources has reduced the capacity to

characterise and categorise users” (p. 175).
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2.7.1 Students

There is increasing demand for students in higher education to become
information literate and to improve their general skills such as critical thinking skills,
technology skills and training skills. Students’ increased exposure to ICT should
enable them to use ICT more effectively than in the past. General articles about how
this is achieved deal with specific examples, strategies and resources used. Hennig-
Thurau, Langer & Hansen (2001) investigate student library skills and how the
university library can be considered as one of the campus auxiliaries impacting on
students’ impressions of their university experience. This in turn leads to the question
of how a library impacts on a student’s university experience. Lawson (2004)
explores how libraries can support students by providing a place for socialising and
relaxation. There are other criteria used by students to measure a library’s worth and

these will also be discussed.

The skills of students vary with regard to how they use the university library.
In general, a new student who comes from high school may or may not have the
necessary study skills, such as IT skills and related skills, to have confidence in the

library system (Oyston, 2002).

Bruckman (2005) suggests that universities need to teach students how to
choose effective search terms, and how to use peer reviewed journal articles, eBooks,
magazine articles, and websites. She describes that teaching students on-line research

skills is similar to past practices of teaching students how to use the card catalogue.

Schrader and Brown (2008), find that students at tertiary institutions consider
acquiring library skills as an opportunity for acquiring the knowledge and skills that
will enable them to succeed in the workplace and in advancing their general
knowledge and life skills. The rate of entry into institutions indicates the degree to

which a country’s population has acquired higher-level skills and knowledge.

2.7.1.1. Undergraduate Students
University libraries are gradually reconfiguring their services to better support
undergraduate students and provide them with the opportunities to better understand
their information needs. The study of Whitmire (2002) examines the library use
patterns of undergraduate students and found that they used the online or card

catalogue to find related resources more than any other library service in the first
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year of their study. She suggests that academic library services should include
teaching undergraduate students particularly first year academic students, how to use
library catalogues, databases and other websites to meet their information needs.
Another relevant study, Sobel (2009) discovers that the undergraduate students in
their first year of university prefer library reference service promotions given in
person. It is important that academic librarians make a significant effort to promote
their services to undergraduate students through numerous methods. For example,
distributing flyers at freshman orientation, creating links on the library home page for

chatting, and reference services.

Undergraduate students have typically studied a conventionally designed
course, and therefore they may often lack the basic skills to make good use of
university libraries. They need to acquire a number of new skills in order to become
effective library users. For example, they need to come to grips with the sheer range
of resources and services at their disposal. As undergraduate students are the largest
group at most universities, they will expect a range of services to be available
(Brophy, 2000).

Lee (2008) discusses how undergraduate students seek information using
various methods. That is, they utilise the many ways that university libraries organise
information resources to assist students in evaluating and locating information. For
example, to save time for undergraduate students, most academic libraries have
designed areas for cartographic materials and resources. As a result, students looking
for maps do not need to go through other types of resources during the search

process.

2.7.1.2. Postgraduate Students

Many academic libraries are increasingly supportive of postgraduate students
through formal instruction programs. This is because postgraduate students need a
greater depth of information literacy specific services and materials than compared to
undergraduate students (Bruce, 1992; Jacobson & Williams, 2000). Libraries support
postgraduate students with services that offer personal consultations between
researchers and reference librarians. They also provide individual training and

research assistance as well as special courses or workshops.
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2.7.1.3. Distance Students’ Needs

Distance learning or off campus study allows students to study if they are
unable to attend university or college. Due to technology and Internet networking,
distance education has become more popular with many universities providing
undergraduate and postgraduate courses. Thanks to the Internet, course materials can
be uploaded from university websites, students can work from home based on
instructions received from the course tutor, and video conferences can be held with

tutors to discuss assignments and gain feedback (Bruce & Candy, 2000).

Distance learners also need IT support in order to complete their coursework or
assignments. These information technology needs are often met by librarians who
provide electronic tools and services to assist the distance education support staff and
faculty (McDonald and Turnage, 2003).

2.7.2 Academics

Most academics or faculty members have both teaching and research
responsibilities that academic libraries should support. University librarians usually
request reading lists from faculty members well in advance of the start of the courses

to support their teaching and to allow time for them to be proof read.

2.7.2.1. Faculty — Librarian Collaboration

Professional scholars and library administrators recommend the idea of
collaboration between faculty members and library staff. There are several
advantages to librarians working with faculty members because librarians are able to
provide assistance if faculty and students have questions regarding their study. This
saves time and improves research quality (McAdoo, 2010). If faculty members
support and understand the library and engage in regular collaboration, the research
library will survive and will have guaranteed the active and irreplaceable role of the

library in higher education.

It is important to keep in mind that faculty librarians can become expert subject
guides in the course of experience, collaborating and sharing knowledge with each
other (Cunningham & Lanning, 2002). In addition, Rockman (2001) suggests that
librarians must work closely and make good relations with faculty members to help

students find, organise, evaluate and apply the content of the information they need.
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Collaboration is regarded by Rockman as important for academic libraries to

improve.

According to Jenkins (2005), academics can rely on librarians to teach them
information literacy skills. Faculty members should never feel embarrassed if
librarians are telling them how to teach or what they should teach regarding
information literacy. Jenkins advised that not all faculty members are open to
learning about information literacy and encouraged librarians to concentrate first on
those more open to conversion. When enough faculty members are convinced of the

merits of information literacy, word of mouth will spread the good news.

Breivik and Gee (2006) provide useful ideas to improve the skills of academics
through training with librarians. Such lessons or workshops could increase
productivity right the way through the campus, and demonstrate how library services
and resources can help them perform their jobs more effectively and efficiently. The
authors suggest workshops to improve how academics approach certain factors,

including how they:
e schedule library information literacy workshops
e request purchase of library materials
e contact library liaison staff

e use other processes where attending a workshop can potentially save
both classroom instructors and library personnel a great deal of time

and frustration.

Faculty members have to consider that libraries are not only collections of
books and journals, but a place for improvement of many types of skills. In
university libraries, academic librarians can help students locate and evaluate
information by providing appropriate information skills, programs or specific
workshops. Faculty and librarian collaboration in information literacy can be more
effective and can build powerful programs and courses about information literacy
that serve the library and university. For example several studies demonstrate how
information literacy programs have generated valuable collaborations between
faculty members and academic librarians (Macklin & Fosmire, 2004; Somerville &
Collins, 2008).
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In order to improve library communication with academics, Yang (2000)
suggests that the university library must periodically remind academics of the library
services available to them and their students. Yu (2009) advises that the
establishment of an active relationship and good communication with the faculty
members is critical to ensuring a harmonious working relationship. Also, providing a
financial reward for faculty members based on their time and effort, or extra points
for their annual teaching evaluation, is probably a suitable incentive for them to

collaborate with the librarians in promoting resources and services of the library.

2.7.2.2. Academics Use of Electronic Resources

Academics are often referred to as the most frequent users of electronic
resources in academic libraries. Ollé and Borrego (2010) support this statement by
stating that the increase in electronic resources has led to academics being the most
frequent users of e-materials, although most use them remotely from their offices.
Research by Meho and Haas (2001) reveals that besides using traditional methods for
locating relevant information, social science scholars used the Web and email in their
information seeking. Approximately 90% of the social scientists examined in the

study indicated that they had used electronic resources in their research.

Smith (2003) supports the theory of academics using the libraries’ electronic
resources to a greater extent than the printed collection. The author states that
electronic resource usage had almost doubled in three years from 1999-2002. The use
of library subscriptions was high in this study, with 74% of all academics using
electronic resources either personal resources or library subscribed resources. She
concludes that although library attendances are falling, the use of library resources is

on the increase electronically.

Shelburne (2009) investigates the users of electronic resources within academic
libraries, and determines their satisfaction with the quality of the resources.
Academics used electronic resources the most, with 60% stating that they used
electronic books. Whilst working, 30% of academics claimed to use electronic
resources daily, which gives a good indication of the value of electronic resources to
academics. The author states that although academics have a preference for
electronic resources, many academics like to combine this information with printed

collections to complement their research.
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King and Montgomery (2002) show the impact of electronic journal collections
on academics. They describe the changes in the Drexel University Library that
resulted from the use of electronic resources. They found that 70% of academics read
electronic articles. They found that 80% of the electronic articles that were accessed
were five or less years old, while electronic articles over five years old made up only
45% of those accessed. This indicates that university or college libraries need to be
concerned about providing new issues of articles (published within the last five

years).

Lenares (1999) finds that the percentage of use of electronic resources by
academics from different faculties increased every year. Lenares presents a survey
that studies the percentage of use of electronic journals by scientists from different
disciplines. Also, the study found that the percentage of academics using electronic
journals had increased in all disciplines. Another result of this study showed that the
use of e-journals by academics in the biological sciences and physical sciences was
90%. This percentage reflects a positive impact of electronic resources on academics.
According to Brown (1999), who surveys academics of the Science Faculty at the
University of Oklahoma, approximately 43% of the academics of this faculty were
using electronic journals for teaching and research.

Gardiner, McMenemy, and Chowdhury (2006) conduct research based on a
web-based survey that sought to analyse the usage of and attitudes toward print and
electronic resources of university academics in Britain from five faculties. The study
found that academics from the Computer and Information Science (CIS) and
Language faculties used Library OPACs more than other faculty academics. In
addition, 71% of academics from the language faculty used books, printed and
electronic, at the highest level, in comparison with only 45% of business and
management academics using books, and 40% by CIS academics, indicating that

academic libraries are more useful and important to academic users.

Several studies have suggested strong connections between academics and the
use of electronic resources. The current study aims to investigate this link further and

collect relevant reasons as to why academics have this preference.
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2.7.3 Administrators

University administrators are aware that university libraries are the intellectual
centrepiece of the university, reflecting the culture and the value system of the
campus (Korobili, Tilikidou, & Delistavrou, 2006; McCabe & Person, 1995).
Qualified administrators of any university are in a position of power to influence
where the greatest increases can be acquired from developments in efficiency (Kao
& Hung, 2008). Webster and Jackson (1994) identified that university administrators
are driven by the challenge of containing the costs of higher education and that the
access model is an attractive alternative to the capital and operating cost
requirements of maintaining a comprehensive library record. In turn, the educational
institution provides the academic library with monetary resources to fulfil their
mission. Atkins (1991) describes the relationship between the university

administration and the academic library as follows:

“Every collegiate administration has the responsibility for the successful
running of its institution, and the library is considered by the administrators
as only a small part of this task. On the other hand, the library consumes a
significant portion of the resources of any college or university budget, and
at budget time the library seems like an uncontrollable drain on the

university’s resources” (p. 93).

However, individual university processes cannot be generalised. Goals and
objectives of universities vary slightly and every institution uses its own bureaucratic

behaviour.

This section will highlight how more active use of university libraries can
assist academic administrators in other ways such as providing workshops,

orientations and training on library databases.

Basefsky, (2000) suggests that university libraries should promote information
literacy abilities among administrators. This would enable administrators to achieve
goals and objectives because they have significant responsibilities for the function of
the academic organisation and their positions are important to the university. In an
effort to bring the library’s strengths in line with the objectives of the university,

administrators can be taught how to use the latest information tools, including
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databases, internet services and existing print and electronic practitioner materials

provided by the library. The idea behind the training sessions is to:

e increase the productivity of administrators by empowering them with the
ability to use sophisticated information sources. This includes training in
library research methods and multitasking (how to cut and paste from one
or several sources into word processing or email programs), with emphasis

put on the production of reports and memoranda

e enhance administrators’ creative alternatives by acquainting them with an

enlarged scope of information sources, ideas and communication processes

o demonstrate that the library can be an active player in making the

university more competitive by providing training and consulting services.

Celone (1988) describes training programs as instruction sessions or
orientation for faculty members, academic administrators and support staff in a
university. The study is a useful source of ideas on which to base an orientation
session. However, it does not account for the vast increase of computer use,

information technologies and electronic resources in libraries.

Hurst (2003) designed a model orientation program for administrators and
support staff to assist them with information and library services. The author believes
that administrators’ needs and behaviours as library users are different to the research
needs of faculty members and students. Also, this user group often seeks

demonstrations for ways of gaining the needed information.

This orientation program intention was to present the library and media
centre’s services and resources. It aimed to encourage administrators to make use of
their services and resources, and offered them some basic skills to begin to address
their information needs independently. Additionally, library staff wanted the

academic administrators, faculty and support staff to be able to:

o locate service points in the library

become familiar with the library’s physical and virtual spaces

be able to search the online catalogue and databases

order resources from other branch libraries
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o feel comfortable approaching library staff for help

e Dbecome aware of the ways the library can assist them with their

information needs.

Bibarz, Bosch, and Sugenet (2001) discuss needs assessment in academic
libraries. This is especially useful for university administrators as it goes into some
detail about the enormous costs that have been placed on libraries by the use of
journals in databases. But the most significant use for this document is that it sets out
in exact detail how to conduct a needs assessment and how to determine the
measures used. It also has extensive information on how to determine what
secondary data is and how it can be used to determine needs assessment and also
how user needs assessment can be most accurately determined by avoiding some
common pitfalls. It also has a useful glossary and bibliography as well as World

Wide Web resources.

This section of the literature review revealed that research is mainly focused on
students and academics with little attention paid to administrators. This gap in the
literature was addressed by the researcher by paying equal attention to all three
groups of users. The administrative group is a significant part of the university
community and the perceived personal performance of library services on this group

is a vital aspect of library use evaluation.

2.8 Models for Academic Library and Usage Perception

Traditional measures for evaluating the quality of college and university
libraries included collection size, number of staff, size of budget, number of users
and number of journals. In the past decade, standards for measuring university
libraries have been developed, including measures for assessing the changes brought
about by new services (Hernon, 2002; Poll, 2006; Weiner, 2005). These standards
provide powerful guidance on the best library performance measurement to be used
and on the ways data can be collected. Measurement of perceived personal
performance supports the management of change by offering a better understanding
of the effect on users of the innovations and changes that are implemented (Everest
& Payne, 2001; Payne, Crawford, & Fiander, 2004).
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In this study, several questions in the questionnaire and the semi-structured
interviews are designed to measure the correlations between academic libraries and

academic performance on users.

King, Boyce, Montgomery and Tenopir (2003) present the conceptual
framework for library metrics, as shown in Figure 2.1. It was designed to assess the
perceptions of library administration, library users, the library funders and the higher
community which serves through the library. The model has been adapted with
regard to the outcomes from the original model, with new definitions defined from
the original. The input of the services is the easiest to quantify and have been used by
staff for a long time; these include library collection, staff, facilities and equipment,
which are often measured only in dollars. Also, the outcome measures are usually
used to indicate the degree of library services, which are grouped into six broad
categories: amount of output, attributes of output, quality, timeliness, availability and

accessibility.
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Measurement

Perspectives Specific Metrics Derived Metrics
Library Inputs (Resources) < <
Amount of resources

Attributes of resources Performance

-

Outputs (Products/Services) <— _
Amount of output Cost- effectiveness

Attributes of output
Quality

Timeliness Effectiveness
Availability
Accessibility

User Usage (Use and Nonuse) - <«— Cost-Benefit
(Actual and Amount of use and nonuse
Potential) Factors affecting use and nonuse +—
Ease/cost of use (price paid)
Available alternatives
Purpose of use
Importance of and satisfaction with
Attributes of use
Awareness Pa—

Organisation Outcomes (Consequences of Information)
Time saved
Improved learning
Improved productivity
Improved quality of work Impact
Improved timeliness of work
Effects on Organisational goals
Higher order effects

Community Domain (Environmental Characteristics)

Served Target population
User/nonuser population characteristics
User/nonuser information needs/requirements
Externalities

Figure 2.1 Conceptual framework for library metrics. Adapted from "Examples of the comparison of
electronic and print journal collections and collection services," by D.W King and B. Boyce, 2003,
Library Trends, 51 (3), p. 379

According to the definition of King et al., outcomes are consequences of
having used the information offered through the library services; as a result outcomes
indicate the effect of services on the users. The performance is defined as the
relationship between the inputs/outputs and how well they perform. This model
helped to define PPP for the three groups involved in the study.
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The last step of King’s model is the domain, which is set in a networked
information economy. Domain metrics also consider characteristics of the
community served through a library service, for example experience, how many
users and number of users served. These characteristics consist of four categories:
target population, user/nonuser population characteristics, user/nonuser information

needs requirements and externalities.

Brophy (2005) provides the Level of Impact (Lol) model which is considered
to be the earliest in the e-learning field and which Brophy finds helpful for evaluators
of his “people’s network”, through its ability to analyse the data provided by staff.
This model focuses on improved user perceptions, which relates to the FALU model
which is entirely based on defining user satisfaction in academic libraries. Brophy

reported the need for further refinement of the model:

“The Lol approach has not yet been tested in longitudinal studies which are
designed to gauge how individuals move through different levels...the Lol
model was not sufficiently developed and established to be built into that
work. This would remain a possibility for the future...it is not clear whether
this kind of approach works well with broad service evaluation rather than
studies of individual projects and products. Again, further work is needed to
establish this...for libraries; there are difficulties in isolating the impact of
their services from the broader environment, since users are always
engaged with a wide variety of environments and services. However, by
shifting the focus to changed behaviours the Lol model may be helpful in

isolating particularly significant interactions” (p. 47).

Defining the impact or outcomes on the academic library leads to several
problems. Library services have a different value for each library user, which makes
finding the most important service a difficult task. The long term effects of impact
cannot be gauged as students leave universities every three or four years making it
difficult to prove any results that using the library improves user PPP. The final
difficulty is isolating the contribution of the library from outside influence such as

friends, teachers and the Internet.

Markless and Streatfield (2006) adopt the approach of developing a set of
useful impact indicators to work through the steps needed by library administrators
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or managers. As the model in Figure 2.2 shows, it is possible to link impact
indicators with the objectives which ask what is trying to be achieved. In the end of
the process, if managers want to go with it, they should choose the way to put
together a workable development plan and implementation timetable. In addition, the
authors recommended starting at the top of the model (with overall purpose/mission)
and systemically working towards generating appropriate indicators at each of the
steps: success criteria and impact indicators, output performance indicators and

process/performance indicators.

Overall purpose/mission

Objectives AN
What are you trying to achieve?

Areas where the service is trying to make a

difference (not activities) Success criteria and impact
How will you know if you are making a
difference?
Service infrastructure l
Processes that contribute to .

realising the objectives Output performance indicators

Including activities and capacity building j‘ l
Review your indicators Process/performance indicators

Baseline evidence ’
Collection to ascertain where the service is now <

Targets

Grounded in baseline evidence

Recommendations
to shareholders

Implement and monitor

Figure 2.2. Developing performance and impact indicators. Adapted from “Evaluating the Impact of
Your Library” by S. Markless and D. Streatfield, 2006, London: Faced Publishing.

There are five points to watch in this model as follows:

1. determine the objectives and translate some of them into impact

indicators which will take at least about two hours
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2. it is important to point out that you should spend time on the steps of
the model

3. it should start with the overall purpose/mission (the top line of Figure

2.2) and work systematically down the sequence

4. for showing the evidence of progress, you need to collect baseline

information through service or program which is having an impact

5. this model is useful for development planning with the collection of
relevant baseline information in order to be capable of setting sensible

targets.

Markless and Streatfield advise library managers to use this model; they should
work as a senior management team, because they will gain more if they work all the

way through the stages with colleagues than if they use this approach individually.

These models have been used for the current research based in Kuwait, and
have been adapted to suit the specific requirements of the study. Kuwait university
libraries use American style methods and standards, making the models suitable to
use in all three of the universities in the study. Therefore the outcomes and input
measures of American university libraries are aligned with those of Kuwait

university libraries.

2.9 Conclusion

After studying the literature, there are similarities between previous studies and
the current study. One similarity is measuring the relationship between library usage
and academic performance. The link between performance and library usage is one
of the priorities of the study. The current study is looking into the perceived personal
performance of all academic library users, but the researcher does not use GPA as a

measure of judging users’ personal performance within this study.

The other main similarities with my study and the literature are the study
variables used. The use of age, gender and satisfaction of library users is an area
which will be covered within the study by the use of questionnaires and interviews.

Also covered will be the cross analysis of factors such as gender and time spent in
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the library, which enhances the background of the Kuwait academic library usage
and profile.

Rehman and Mohammad (2001) investigate Kuwait University students and
their information literacy skills. The study used KU as the primary location for
questionnaire participants, specifically the science library branch of KU. This study
demonstrated that freshman and sophomore students in Kuwait have low levels of
information literacy skills, which is something the current study aimed to prove, as
training is substandard in most academic libraries in Kuwait. However the 2001
study is out-dated regarding the technology involved so the current study aims to

provide a current review of technology in Kuwait.

Academics within Kuwait are included in the current study, and as prior studies
are out-dated, the current study aimed to describe how academics use the library. Al-
Ansari (2006) describes academics’ computer usage for research, teaching and
general Internet usage. He also explained that library training regarding computer use
is dysfunctional as most academics self-teach, which is a theory the researcher aimed
to support. Electronic resources were also mentioned as was the recommendation
that quality resources should be added to the collection frequently, which is also an
area which the current research approves and supports in the study.

Rehman and Ramzy (2004) investigate the use of electronic resources by
academics in Kuwait Universities. The study showed low levels of electronic
resource use, as many academics had no understanding of how to use them or time
constraints prevented them from using them correctly. The current study explains the
current situation regarding electronic resources, and describes how academics

perceive the electronic collection.

Watson (2001) states the importance of universities having a suitable academic
library. This is a theory the researcher approves and aims to show the same support
for academic libraries within Kuwait. Watson used each academic student year
within his research, which is a trait the current research follows. Using each
academic year highlights trends and patterns which occur in student perceptions of

academic library services as they progress through university.
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Another similarity is the users of the library, with many studies focusing on
students and academics. Students are the primary focus of many studies, as they offer
the largest demographic of library users. Moreover, showing students’ improvements
in performance is the focus of many studies to demonstrate the value of academic
libraries. An addition to the current study was to include administrators in the current
study, which is a first for this area of study in the Gulf States.

However there are limitations within the literature reviews, therefore the
current study aims to offer a more comprehensive study into library usage and
perceived personal performance. Previous studies (Hiscock 1986; Whitmire 2001)
focus on GPA as a measure of academic performance, but this is not always a fair
measure due to study resources within most households in Kuwait at present. Higher
GPA is not a direct reflection on the quality of library services and this is what the
current study will try to show. Previous studies have suggested that new methods of
library evaluation should be adopted, as traditional methods do not give a complete

and full understanding of library issues as they only use quantitative methods.

Quantitative methods use statistics regarding the number of books borrowed,
and GPA differences (De Jager 2002). De Jager states that some students who
borrow no books can still achieve top grades, and that students who borrow no books
can fail. The researcher agreed with these statements, as reading a book does not
mean you absorb the information, therefore the current study does not use books
borrowed as a criteria to measure student performance. Statistics will not be relied
upon when collecting data but are used to support the questionnaire results. One of
the research gaps of the literature (section 1.3) was the fact GPA does not offer any
user perceptions of library services, and what users deem to be useful services in
improving their personal performance in using the library. As this study was
completed in Kuwait, this is the first study of its kind which is offering a rich and full

explanation of perceptions in Kuwait university libraries.

According to literature based on academic libraries in Kuwait, it was apparent
that almost all research based in Kuwait is out-dated due to the rapid changes in
technology. The researcher also understood the need for changes in academic library
evaluation, which led to the idea of a perception based study in Kuwait. The FALU

model was devised for use in academic libraries; the FALU model was based on

68



several models, such as one devised by (Markless and Streatfield, 2001). The model
Is used to pinpoint areas of library services which require improvement according to
user perceptions. King and Boyce (2003) suggest several areas of library evaluation
which are included in the FALU model. The factors of library use are one of the key
principles behind the FALU model, which is one area of the author’s model which
FALU has incorporated. Using organisational and user outcomes provides users and
library managers different ways to gauge the library’s performance; one is financial

and efficiency based while the other is based on satisfaction and is qualitative.

2.10 Summary

Chapter two contained the review of the relevant professional literature that
formed the foundation for this study. Major issues relevant to this study were
described; library evaluation study is a concept which is attracting increasing
attention in the literature. Many authors of library information science articles argued
that library evaluation has been used by librarians as a tool to determine the quality
of their library services for several decades. Studies in this field, such as Lancaster’s
(1977) examination of a variety of studies to evaluate the different services provided
by libraries, may be considered as milestones in the history of library evaluation. The
literature review outlines chronologically the previous studies conducted on

university library evaluation, as a background to the history of library evaluation.

In examining some related studies, the literature review has identified several
factors that may affect user’s perceived personal performance. These factors are

outlined below.

A: Collection: Library collections can be more effective if they offer
information related to users’ needs. Most university libraries attempt to provide
varied collections to support their teaching and research programs. An increasing
amount of information is becoming available in both electronic and paper resource

form.

B: Library teaching and training: Information literacy aims to help university
library users find their resources or develop their library practices, such as
information searching on websites and in electronic databases. Information literacy

consists of a set of abilities that require individuals to recognise when information is
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needed and then to have the ability to locate the necessary information and to

evaluate it and use it effectively.

C: Library and information technology: University libraries have recently
witnessed significant expansion in terms of IT services provided to users. IT services
have become one of the more important functions of the library, in that students,
academics and administrators no longer fully benefit from library services without

using IT.

The last section of the literature review demonstrated several models of impact
measuring. Most managers of university library evaluation chose evaluation models
because these could assist the library with more detailed understanding of the
relationships between the services provided and the outputs and outcomes achieved.
This section described some important standards for measuring university libraries
that have been developed, including measures for assessing the changes brought
about by new services (Hernon, 2002; Poll, 2006; Weiner, 2005). These standards
provide guidance for the best library performance measurements to be used and on
the ways data can be collected. Having identified the key trends underlying the study
in the literature review, the next chapter introduces the theoretical framework.
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Chapter 3: Theoretical Framework

3.1 Introduction

Development of a theoretical framework for research is important because it
guides the research and determines what will be measured and how they relate to
each other. This chapter explains how a theoretical framework, called the Factors of
Academic Library Usage (FALU), was developed for this study, based on ideas
presented in the literature review. The FALU model was developed to investigate the
effect of several factors related to the library on the achievement of the educational
objectives of the university. The FALU model works in conjunction with developed
statistical methods to define the effect independent variables have in relation to user

outcomes.

The broad research aim of this study is to explore the correlation between
university library usage and educational performance. This correlation has been
examined many times in prior research however few studies have focused on user

perceptions. This study has several objectives:

e To describe the nature of academic library usage factors particularly
with regards to students, academics and administrators. This objective
aims to find out exactly how library users use the library services and

which areas of the library are not used to their full potential or capacity.

e To determine the library satisfaction of students, academics and

administrators, using questionnaires and interviews.

e To assess the needs of library users for better training, collections and
IT. This includes finding out which areas library users deem important,
therefore requiring the most attention from library administration to
improve user perceptions of the library services. Investment could be
improved if one area was thought to be substandard compared to the

others.
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e To identify the needs of the university library in developing programs
to improve academic performance of students. Develop programs to

promote information literacy.

e To offer recommendations on how university libraries in Kuwait and
elsewhere might be more effective in supporting library services. This
study’s findings will be analysed to find the key improvements that
library users suggest during questionnaires and interviews. Future
studies can be based on any topics or areas in the current study that are
not fully covered.

e To examine the objectives of the university and the academic library.
This study will compare the objectives of the university with the
support offered by the academic library. For an academic library to be

successful, their objectives must be aligned with those of the university.

3.2 The Theoretical Model

Based on the literature review, the researcher devised a model of library
analysis which uses an alternative approach to library evaluation. After studying
earlier models of academic library analysis, the researcher deemed some areas in the
models weak, which allowed the researcher the opportunity to design a new model.
The areas of library usage are a key part of the model, as they give the researcher a
clear picture of exactly how users of the library use it. The model uses
complementary aspects of prior studies to create a perception based model of
academic library analysis. As the model takes into consideration three library user
groups; students, academics and administrators, the model includes various outcomes
for each of the user groups. The model is designed to give a picture of the current
climate and perceptions of the library, however due to changing users each year, the
long term effects of the library cannot be collected through the use of this model. The
model can give administrators and management a clear picture of how the academic

library is used in their institute, so changes can be made.

The FALU model offers library administrators an insight into the value of their
academic library, in discovering if users consider the library to improve their

perceived personal performance (PPP). PPP is governed by questions about how the
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library facilities help users in their tasks within the library. PPP is a way to
understand the goal of each of the library users, which varies depending on their
position within the university. The outcomes of model are used to answer questions
about the library, such as who uses the library, why and when, and what they think
about the service. The solution may be implementing changes, or investing in
physical improvements. The opposite side of who is using the library is who is not
using the library, and why? This is harder to gauge as they cannot express their
feelings through questionnaires unless they are carried out online using the library

website.

Much remains to be learned and understood from research on educational
performance. As the FALU model and PPP are new terms defined by the researcher,
previous literature cannot define the meaning or usage of the terms. In addition, none
of the works explicitly defines or theorizes the form of relationship between PPP and
the FALU model. As a result, to evaluate FALU using quantitative methods, one
needs to begin by formally defining FALU before moving on to further investigation
using the FALU model.

In designing the model, it is vital that the outcomes of the model are defined
and completely understood. The idea of efficiency and effectiveness can become
confusing if the outcomes are not correctly defined. There needs to be a measure for
how effective the model has performed, in order to refine the model for future usage.
Without definite outcomes the model is redundant, so it is important to focus on the
impact the model will have, rather than carrying out tasks without reason. Markless
and Streatfield (2006) suggest that many people forget to focus on the impact, and
tend to have ‘tick off when done’ indicators in order to complete their model.
Researchers find it difficult to think about the aims and objectives underlying the
study, but this is necessary as this tells them if they have achieved what they are

trying to do.

Figure 3.1 gives a full description of the steps undertaken in producing and
implementing the FALU model. Any improvements required after the study is
undertaken will result in a refined version of the FALU model, targeting the specifics

which may be absent from the original model.
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Related Studies

Leads to Leads to
¥ ¥
Research Gaps Research Questions Data Resources
Create Collect
¥ ¥
FALU Model Design
> Questionnaires » Interviews
(Based on literature
Review)
Analyse
¥ ¥
Results Results
Construct
L i ¥
New Model

(FALU Model Refined)

Figure 3.1 Implementation of FALU model(s)

The study was initiated by conceptualising and theorising the FALU model.
The operation for this model is gauging user perceptions and satisfaction regarding
the academic library. Figure 3.2 shows the basic components of the FALU model.
Students are conceptualised as a transitional component entering the university at
some point in time, and leaving it at another point in time. The other components are

relatively stable components, and monitor the library over a longer period.
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Administrators

University

Z

Students

Academics

Figure 3.2. The basic components of library user perception process

The implications of the conceptualisation of the perception process are
numerous, but most importantly is the interaction between the three components of
this process - the students, academics and administrators. It is this interaction that
determines the perception of educational performance in a university, and therefore
determines to what extent a university has succeeded in achievement of a high level

of educational performance.

It is assumed that a top priority and a main objective of any university is to
deliver quality educational performance. This objective is articulated in the mission
statements of almost all academic universities around the world, and is especially
true of universities in Kuwait, since they serve mostly undergraduate students and
offer mostly undergraduate programs. The graduate programs in Kuwaiti universities
are limited in a number of ways, including the limited number of enrolments and
number of degrees offered. Most importantly they almost exclusively offer Masters
Degrees, with few Ph.D. degrees offered. It is assumed that the impacts of library use
are most faithfully reflected in the educational outcomes and grades which students

achieve whilst attending the university.

In the light of the preceding paragraphs the researcher can now more formally
describe the FALU model. Figure 3.3 describes the FALU model as a system,
with inputs being factors related to library use, and outputs being measures related

to library activities. The activities and decisions made by the different components
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of the university are what define the process of this system. Changes were made

to the FALU model after it had been used within the study as weak areas became

apparent. These changes will be described in chapter eight.

Library services \

¢ Training Actions
¢ Collection Library Users: perceived
+ Information Library
technology - e Students Personal
Activities .
« Facilities & o Academics Performance
Equipment e Administrators

¢ Library physical
environment

\—/ Library A 4
improvements Evaluation of library usage H Results ]

Input

Output

Outcome

Figure 3.3. The FALU model as a system with input, output, and process

Further to Figure 3.3, the FALU model defines the terms in use throughout the

study, which are:

library services - the inputs of the model are library services in their
various forms. The five factors listed have the biggest influence on user

perception according to previous literature and research

library activities - how users use services provided within the library,

the time spent within the facility and the purpose of visits by users

library users - the three main groups, which are the focus of the study.
These groups will be the target groups for all investigative work into

library user perceptions

perceived personal performance - the factors which library users
believe influence their learning, study behaviours and performance.
PPP can also improve the students training, studies and ability to
establish the goals of different educational ways. Also being able to

access their account from home. The criteria on which performance is

76




based are personal outcomes as a result of using the library, such as
higher grades and higher quality materials for class.

e results - the perceptions of users towards libraries are measured on a
scale resulting in either a positive or negative outcome, although users
can be entirely neutral with their opinions of the academic library.
Qualitative interviews extract specific information lacking in

questionnaire results

e evaluation of library usage - using the results collected from interviews
and questionnaires, an evaluation process can find which areas of the

library are useful and which are ineffective.

Using the FALU model, one can now speculate on the kind of relationships
expected from the analysis. Firstly, the FALU model PPP variables are presumed to
be influenced by library services factors such as library training, collection,
information technology, facilities, equipment and library’s physical environment. For
example, the researcher expected to find positive association between FALU PPP
variables and the level of services provided. Secondly, the researcher expected that
FALU would vary across different collection categories. For example, electronic
resources were expected to be associated more with academics than with the other
two groups in this study, because the percentage of use of electronic resources by
academics from different faculties has seen significant increase over the years (King
& Montgomery, 2002; Lenares, 1999).

Prior studies (Burke et al., 2008; McMullen, 2008) have shown the importance
of facilities and equipment to the users of university library services: the higher the
quality of facilities and equipment, the higher the benefit to users. Therefore it was
expected that FALU would have a positive relationship with the quality of facilities
and equipment. Because library facilities and equipment directly reflect the library
environment, it was also expected that the physical environment would have a

positive association with FALU.
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3.3 Model Terminology

The terms used within the model will be explained in terms of this study. The
terms will be used throughout the model so defining their exact meaning is vital from
the start.

Perception — the thoughts and general attitude a library user has towards an

area of services.

Input — the resources and services provided to the academic library users. The

five inputs are the key areas of library use, and they govern people’s perception. The

inputs are:
e Collection
e Training

e Information technology
e Library’s physical environment
e Facilities and equipment

Output — a possible change to PPP due to library services implemented by
library administrators. Areas of concern are highlighted by using user perceptions to
indicate any dissatisfaction with specific library areas.

Library activities — what library users do with the services provided. How

successfully users carry out these tasks depends on training provided.

Evaluation of library usage — the use of questionnaires and interview analysis

strategies, such as likert scales and general opinions from interviews.

3.4 Measuring the Input and Output Variables

The previous section described the FALU model as a system with input and
output variables. Since a regression model was used to underlie the structure of these
two sets of variables, the input variables are the independent variables of the
regression model while the output variables are the dependent variables. The
independent variables are the variables related to library services, which are referred

to as library factors, or factors. These factors can be divided into internal and

78



external factors. The purpose of this section is to identify measures that faithfully

represent the input and output variables.

The study started with the input variables, and derives three or four questions,
or measures, for each of the five factors of library use. These factors and their
measures are listed in Table 3.1. In total, there are 18 measures covering the five
factors that influence the output of the model.

The factors and their measures in Table 3.1 cover the most important aspects
of the library use that relate to the fundamental role of a university - namely,
teaching and research. These factors were extensively reviewed in previous chapters,
particularly in the literature review, and thus they will not be discussed any further in
this chapter. The actual conversion of these measures into statements is included in
the next chapter. The 18 measures are also based on the researcher’s personal
experiences in academic libraries, and relate to what areas of libraries govern the

researcher’s opinions and perceptions.

Table 3.1

Measure of factors impacting library use
No. Measures

IT Services

Quality and speed of IT devices

Friendliness and accessibility of online search on-campus and off-campus
Ease of use and extent of information on library web page

A w0 b e

Support of IT help desk to users

Collection

Auvailability of references and resources, both print and e-material
Volume of references and resources

Availability and adequacy of library subscriptions

© N o O

Library collection up-to-date
Facilities and Equipment

9. Coverage of facilities to all basic study needs of library users
10. Accessibility and satisfaction of photocopying and printing services
11. High quality multimedia and presentation rooms
12. Accessibility and suitability of study facilities

Training

13. Education about library facilities and services
14. Qualifications of library staff
15.  User information literacy skills

Library’s physical environment
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16. Quietness and comfort of library environment
17. Sufficiency and suitability of library opening days and hours
18. Comfort of library furniture

Note. Factors are shown in boldface

Library users generally have expectations of certain services, and these 18
measures cover these expectations. Library users will quickly realise if the facility
they are using does not meet their basic expectations, and therefore have an
extremely low perception of this library. Perceptions and satisfaction are closely
linked, and instead of trying to find an absolute response for satisfaction, using
expectation and library experience is deemed the best way to find satisfaction levels
(Brophy, 2006).

3.5 Review of the Multiple Regression Model

Multiple regression is used to enable the researcher to understand why the
value of dependent variables change due to the value of one of the independent
variables changing, whilst the other values stay fixed. It is used to analyse which of
the independent variables relate to the dependent variable. In this study multiple
regression was used to see how much of an impact each of the library services have
on user perceptions. This method is used as a predictor to possible outcomes, based
on several independent variables, for example the student perception of library
training, based on their Gender, Faculty and Age. The independent variables are the
five main service groups, which are divided into 18 separate categories in which the
library services affect user perception. The dependent variables are the three user

groups of the library - students, academics and administrators.

The regression equation takes the form Y = b;*x; + ...+ by*Xx + ¢ + e, where Y
is the value of the dependent variable. The b(s) are the regression coefficients for the
corresponding x (independent) terms with ¢ a constant called the intercept. The e is
the error term reflecting failure of the independent variables to perfectly predict the
dependent variable. The regression coefficients, the b(s), are unknown constants,
whose values are to be estimated from the data collected on the dependent and
independent variables. The estimated b-values are denoted by b”s. When substituted
for the b(s) in the regression equation above, we obtain a predicted value Y~ for the
dependent variable. That is, Y = by *Xx; +...+ b™*Xk + c. Notice there is no error
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term here, since this equation represents the predicted values Y” of the dependent
variable and not the true values of Y.

This study can predict the value of Y for any particular combination of values
of X1, X2 ... Xp by inputting those values of x1, X, ..., xp into the regression equation
and seeing what we get for Y”. Of course, the actual Y value wouldn’t be exactly
equal to our prediction, because there’s some amount of variability. The prediction is

the single-number best guess for a Y value at those particular values of Xy, X, ..., Xp .

3.5.1 Multiple Regression Coefficients

Multiple regression coefficients are to be calculated using the computer
software package SPSS. The calculations for multiple regressions are extremely
complicated, as they predict an unknown element of an equation. Linear regression
can be used to fit a predictive model, which makes it a vital tool within the current

study.

3.5.2 Interpretation of the Coefficients
The regression coefficients, the b(s), are the average amount the dependent
variable increases when the corresponding independent variable increases one unit
and other independent variables are held constant. Put another way, the b coefficient
is the slope of the regression line: the larger the b, the steeper the slope and the more

the dependent changes for each unit change in the independent.

The b coefficients may be conceived as the ‘potential influence’ of the
independent variables on the dependent variable. The idea is that the higher the b, the

more y will change for each unit increase in x.

3.5.3 The Coefficient of Multiple Determinations, R2

The term R2 is the percent of the variance in the dependent variable explained
uniquely or jointly by the independent variables. R-squared can also be interpreted as
the proportionate reduction in error in estimating the dependent when knowing the
independents. In other words, R? is a measure of the precision in predicting Y values,

when the x values are known, from the regression equation.
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3.6 Qualitative Structure

Due to the topic of the study regarding user perceptions, a qualitative approach
is necessary for users to describe in full detail their opinions of library services. The
use of qualitative in combination with quantitative allows questions to be built upon,
with quantitative results being targeted during the interview phase of the research.
Due to the topic being relatively unexplored within Kuwait, and this study being the
first in Kuwait to focus on perception, the use of qualitative results aimed to give a
better understanding. Strauss and Corbin (1990) support the idea that qualitative
methods are best deployed when a topic is unexplored and with little information
available regarding it. Interviews were analysed using content analysis, which
connects any themes and trends which occurred in the questions. Qualitative results
with quantitative give a complete description of satisfaction within the library, and
due to the size of the sample these results are reliable. All the interview questions
were designed to relate directly to the research aim and objectives, as well as the
research questions. The following table 3.2 gives a representation of the reason for

each interview question, and what it aims to achieve:

Table 3.2

Interview questions subject of focus

Research aim/objectives Related interview guestion(s)

Describe the trends of academic library usage e  What type(s) of information resources

would be most useful for your assignments
and research? And why?

e  Which services in your library do you use
more than others, and why?

Determine the library satisfaction of students, e Do you think that you could complete you
academics and university administrators degree without making use of any library
services?

e What is your opinion about the services of
your library?

e Are you satisfied with the IT services at
your library?

Assess the needs of university library users for e How satisfied you are with your library’s

better training, collections and IT training in information literacy?

e How well do the library’s collections help
you in your study needs?

e Are you satisfied with the IT services at
your library?

Identify the needs of the university library in e Which services in your library do you use
developing programs to improve academic more than others, and why?
performance of students e Are you satisfied with the IT services at
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your library?

offer recommendations for how university
libraries in Kuwait could become more effective
in supporting library services

All questions

to examine the objectives of both the university
and the academic library

How well you feel that your university
library achieves your university’s objectives
and goals?

Research Questions

Related interview question

Is there a relationship between academic library
usage and perceived personal performance? If so,
what is the relationship?

Do you think that you could complete you
degree without making use of any library
services?

Do you feel that the library has an impact
on your overall academic performance
regarding your grades?

Do you think the library has an impact on
your teaching; does it improve the quality of
your lectures?

Is a relationship between your library and
the quality of higher education produced at
your university?

What are the perceptions of academic library
users towards library services in Kuwait?

e  Which library services are significant to
users?

e  Which library services require
improvement?

What is your opinion about the services of
your library?

Which services in your library do you use
more than others, and why?

Are you satisfied with the IT services at
your library?

How well do the library’s collections help

you in your study needs?

How satisfied you are with your library’s
training in information literacy?

How do you find the environment of your
library?

As you are an academic, what is your
opinion about the services of your library?

Other interview questions not mentioned within the table aim to add to the

information regarding academic libraries in Kuwait, such as library communications

and the idea of library staff working closely with academics.

3.7 Summary

This chapter presented the development of the theoretical model, called the

Factors of Academic Library Usage (FALU), and explored the relationships between

FALU and several external and internal factors related to the use of university

libraries. This chapter presented multiple regression as a statistical technique which

includes multiple regression coefficients, interpretation of the coefficients and the

coefficients of the multiple determinations. Qualitative structure is described within
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this chapter, explaining how and why it had been used in this study. The next chapter
will address the research methodology that describes the process of quantitative and

qualitative methods within this study.
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Chapter 4: Research Methodology

4.1 Introduction

This study examined the relationship between academic library usage and user
improvements in PPP. The study made use of user perceptions as the primary method
of collecting results, which were then analysed using a quantitative approach. Since
university libraries affect students, academics, and administrators differently, the
impact of the library on each of these three groups is studied separately. Therefore,
the researcher has developed separate questionnaires for each group. The
questionnaires were originally written in English and translated into Arabic to
overcome the language barrier for participants whose English was not sufficient to
communicate their ideas and responses. In this chapter we will describe some
methodological issues related to questionnaire development, sampling design and
data collection. This chapter also describes the pilot study, ethical considerations and

problems found in administering the questionnaires.

4.2 Research Questions

This study derived three research questions based on areas of library usage which
are relatively under-investigated. The initial question is the source of further research

questions, therefore all research questions relate to question one.

1. Is there a relationship between the factors of academic library usage and

perceived personal performance? If so, what is the relationship?

The theory of library usage improving academic grades of students has been
suggested for several years, but previous studies are based on GPA. This does not
always give a clear picture, as these results can be manipulated to suit various
outcomes. Investigating users’ perceptions will find if library users personally
feel an improvement in their development due to using the academic library.
Question 2 is divided into parts a and b, which are based on user perceptions of

library services in Kuwait.

2. What are the perceptions of academic library users towards library services in

Kuwait?
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a) Which library services are significant to users?

Examining user perceptions of the academic library gives the researcher a better
understanding of which services are performing well, and which are not. This can
lead to the production of refined models for future studies into library use. This
question is aimed at producing an overview of how academic universities in

Kuwait function.
b) Which library services require improvement?

This question aims to discover the services which Kuwait university libraries are
providing, but are considered substandard by library users. Understanding which
services require improvements is vital to improve the perceptions of library users.
Kuwait libraries are continually invested in; therefore listening to the thoughts of

users will enable investment to be allocated to the correct service.

4.3 The Development of the Questionnaires

Questionnaires are a typical research tool used to measure the quality of library

services. They are popular due to their simplicity, and they can be completed without

being overly time consuming. As mentioned, three questionnaires were developed in

this study, one for each of the three groups: students, academics, and administrators.

Despite this, it is emphasized that the three questionnaires were not completely

separate. They shared a common part related to the assessment of library use of

resources and services.

The objectives of these three separate surveys are:

1. to allow the performance of university libraries in Kuwait to be measured

and monitored over time

2. to recognise and manage the key issues affecting students, academics and

administrators

3. to compare the results of questionnaires with other studies of perceived

personal performance evaluation of university libraries.

The common part of all three questionnaires included factors affecting library

use of resources and services. Five factors were derived from the literature review:

Training, Collection, Information Technology, Facilities, Equipment and Library’s

86



Physical Environment. Having identified factors impacting library use, the next step
involved deriving rating measures for these factors. The purpose of the measures is
to highlight and substantiate the factors to establish the domain of impacts defined by
each factor. Between three and four measures were derived for each factor, totalling
18 measures for the five factors. The factors and their measures were described in
detail in chapter three and summarised in Table 3.1.

The questionnaires were used for two reasons within this study. The first was
to build on prior studies in the area of academic library user perceptions, as this will
test the FALU model for suitability. The second reason was to apply the FALU
model to a specific situation/location, which are Kuwaiti academic libraries.

The questionnaires were specifically designed after studying the literature
discussed in the literature review. The gaps in research presented questions which
would be useful in understanding academic library usage. Designing a questionnaire
requires a scale to judge user responses. In this study the Likert scale was chosen for
its ease and affordability. The Likert scale uses a five point scale from positive to
negative, which gives a good indication of each participant’s general happiness with
library services. The questionnaires were divided into three sections for the three user

groups to complete.
Each of the three questionnaires consists of three sections:

1. The first section asked demographic questions, which seek information
related to respondents’ academic and personal status, including university,
faculty, course/year level, gender and age. This section was common to all
three questionnaires with minor changes reflecting academic status

differences among students, academics, and administrators.

2. The second section describes the measures of the five factors impacting on
library use as described in the previous chapter and listed in Table 3.1.
There are a total of 18 questions in this section covering the five factors
impacting on library use. This section is common to all the three
questionnaires since they all address the same topic, which is assessing

library use.

87



3. The third section asks questions about the role and impact of library use on
students, academics, and administrators in achieving university objectives.
The three groups have different involvement in achieving university
objectives (Kuwait University Library Guidebook, 2006) and as a result,
this section differs on the three questionnaires. The purpose of this section
IS to construct a scale that reflects the role of each group of respondents in
achieving the university objectives and goals. Ten questions were used to
construct the scale in each of the three questionnaires, although the same
measurement scale was not used for the three groups. The questions were
carefully selected to achieve maximum internal consistency between the

questions. This is an important step to ensure a reliable scale for analysis.

The three questionnaires are listed in Appendices as A, B, and C.

4.3.1 Reliability

This study used questionnaires as a tool to gauge user opinions towards
university libraries and how they use them. The results of the questionnaires were

analysed and used as evidence of support or against the academic libraries.

Questionnaires must be reliable. ‘A good reliability is one that is as good or
better than the reliability of competing measures’ (Ary, Jacobs, Razavieh &
Sorensen, 2006). The main aim for the study was to achieve reliable results from the
questionnaires, so if for some reason good reliability was not achieved, and then an
investigation into why this had occurred would be carried out. Without reliability,
questionnaire results are almost useless, as they could be manipulated to suit a
particular purpose. Therefore consistent results in questionnaires are regarded as high

reliability findings, when used correctly.

The questionnaires were analysed using the internal consistency method, which
makes use of Cronbach’s alpha. The overall reliability of the questionnaires is
gauged using this alpha, with the maximum score being one for most reliable.
Reliability can only be estimated, not measured. The study’s aim is to be as close to
one as possible, so the questionnaire had to be carefully written to make sure

participants had a full understanding of the question they were answering.
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4.3.2 Validity

The validity of this study can be examined in several different ways. The most
basic way is to examine the questionnaires on face value, to see if the questions
achieved the required answers - which were checked by a third party to prevent bias.
Statistical validity was carried out on the questionnaire results, which gave an
indication as to how credible a conclusion can be made based on the results. External
validity could be applied in this study, such as other countries using this
questionnaire in their academic libraries to gauge if the library is a positive influence
or not. Keeping the questions generic and non-location specific was important for

external validity.

The questionnaire was field tested before the sampling design was selected and
implemented. To check the validity of the study, the questionnaires were submitted
to university staff with experience in library evaluation. Being in Arabic, Kuwait

university staff could read the exact document the users would receive (Appendix E).

4.4 The Development of the Interview

The second phase of the research was open ended interviews conducted with
students, academics and administrators of Kuwait University (KU) Libraries, Gulf
University for science and technology (GUST) Libraries and American University of
Kuwait (AUK) Libraries. The purpose of these interviews was to further explain the
questionnaire results and to provide insights into the user impact evaluation of
academic library usage in Kuwait. It has been claimed that approximately 90% of all
social science investigations use interview data (Holstien & Gubrium, 1995). The
interview is useful because it allows the researcher to focus the debate directly on the
research questions of immediate interest. Few other research techniques offer the

opportunity to customise the material and focus on specific questions (Swann, 2006).

Interviews provide rich data, offer the opportunity to establish rapport with the
interviewees, and help to explore and understand complex issues. Ideas that are
ordinarily difficult to articulate can be uncovered and discussed during such

interviews.

In this study, the purpose of interviews was to try to recognise primary

concepts and variables of which the interviewees themselves may not be aware. In
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addition, using the questionnaire during the interview helped the interviewee to
reduce mistakes, keep misunderstandings to a minimum and find missing data.
Interviewed students, academics and administrators were able to explain and describe
more about what they feel and think is happening at the university Libraries in

Kuwait.

To form proper research questions, adequate reading and a comprehensive
literature review is required. Important relationships between ideas need to be
established and these relationships need to be developed as the questions progress.
As the main part of the proposed research is based on empirical data, as the
questionnaire is quantitative, it needs to be balanced by qualitative research in the

form of observations and interviews.

Permission to conduct interviews was obtained through a preliminary hardcopy
letter to the directors of KU Library, GUST Library and AUK Library. Also, the
researcher held a meeting with each of the three research groups shortly after arrival
in Kuwait. The researcher had access and permission to enter and operate within
Kuwait university libraries, as he is a member of the academic staff at Public
Authority for Applied Education and Training PAAET. Written authorisation for the
specific task of perceived personal performance evaluation was obtained for the

purpose of ethical clearance.

Content analysis was used to examine the transcripts of the interviews. Content
analysis, which is the process of identifying, coding and categorising the primary
patterns in the data, is potentially one of the most important research techniques in
the social sciences. This type of analysis allows the themes to emerge from the raw
data (Krippendorff, 2004; Patton, 1990).

Each interview session lasted approximately one hour. Dick (1998) suggests
that in convergent interviewing an opening question be asked and the interviewee be
kept talking for 30 minutes to one hour. All the interviews were audio-recorded using
a digital iPod recorder. The calls were made using the free digital calls program
Skype. Reliability of analysis was achieved by keeping recordings of the interviews
(Mays & Pope, 1996). The interviews were on three subjects of open-ended

questions related to the research questions:
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1. The students’ interview consisted of five questions, focussing on university

library use and the impact it has on their perceived personal performance.

2. The academics’ interview consisted of six questions, focussing on academic
response to the library and services regarding their perceived personal

performance.

3. The administrators’ interview consisted of five questions, focussing on

administrator needs, library policy, library environment and future planning.

The first and second questions for each group were general questions, followed
by related questions. The interviews were supported by the empirical data from the
questionnaires. The interview questions were reviewed by Professor Yasser Abdul
Motey, an academic in the Faculty of Library and Information Science at PAAET.
The comprehensiveness and appropriateness of the interview questions was

confirmed.

The objective of the interviews was to explore the key issues that emerged
from the questionnaire pilot results. In addition, the interviews provided different
information about university libraries in Kuwait, and in more depth than a
questionnaire. Brog and Gell (1989) recommend that semi-structured interviews
provide an attractive combination of objectivity and depth, and often permit the
gathering of valuable data that could not be successfully obtained by any other
approach. A small pilot study was performed with three participants; a student, an
academic and an administrator. In general, the purpose of the pilot study was to pre-

test the interview techniques and questionnaires.

The reason for employing the questionnaire as a tool to measure library
performance was based on ideas presented by Cameron and Whetten (1983), who
argue that in most organisational measures, it would be ideal if a scientific approach
could be applied. It is usually easier to rely on quantitative, measurable and easily
definable factors to determine effectiveness. By personally administering

questionnaires to groups of individuals, the researcher can:
e establish rapport with the respondents while introducing the survey

e provide clarifications sought by respondents on the spot
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e collect the questionnaires immediately after they are completed.

In that sense, there is a 100% response rate. One disadvantage of administering
questionnaires personally is that it is expensive, especially if the sample is
geographically dispersed. Personally administered questionnaires are best suited
when data is collected from organisations located in close proximity to one another,
and from groups of respondents that can be conveniently assembled (Cavana,
Delahaye and Sekaran, 2001).

After the data was collected it was prepared for analysis. The data was stored
in folders by type of user; which were students, academics and administrators. It was
important to keep data safe and anonymous, as interviewees were told the interviews
were private and confidential. Anonymous interviews allow users to openly express
feelings without the concern of reprisal. The data was backed up after each interview

to prevent data loss, which would be detrimental to the study.

4.4.1 Reliability and Validity

The interviews in this study were initially examined for reliability and validity
using a pilot study. Pilot studies provide a good indicator of the responses you may
receive for each question in the interview. They also highlight any poor questions if
users fail to understand or provide answers which are unrelated. The reliability and
validity is further enhanced by the amount of users interviewed. In total 42 users
were interviewed overall, which is high in comparison to many studies using
interviews. This enhances any findings and percentages gathered from interview
data. The interview was produced in a non-location specific manner, as the libraries
involved had several different locations and campuses. Moreover the interview could
be used outside of Kuwait; therefore the interviews are generic in their questions

regarding the user’s library.

4.5 Assumptions

The assumptions derived in this study are realistic expectations which the

researcher deemed out of his control. The assumptions in this study are:

e the sample population is representative of university libraries throughout

Kuwait
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the three participant groups conveyed their honest opinion in questionnaire
and interview questions

the study population has enough understanding of the factors of library
services including collection, facilities and equipment

underlying the FALU model is the context of library assessment, which is the
perceived personal performance process within a university. It was assumed
that a top priority and main objective of any university is to improve the
perceived personal performance of users. This objective is articulated in the
mission statements of almost all academic universities around the world, and
Is especially true of universities in Kuwait, since they serve mostly

undergraduate students with mostly undergraduate programs.

These assumptions were based on the researcher’s experience in university

library services.

Sampling Design and Data Collection

The questionnaires were undertaken by the main users of the academic library,

which are the students, academics and administrators. The questionnaires were split
into three sections; the first section being identical for the three groups, and the
remaining two sections differing based on the user type. The questionnaires were
verbally completed by volunteers from the three groups while face-to-face with the

researcher. The questions were based on the following variables:

a) IT Services: IT services cover several areas of IT usage within the library.

The quality and speed of computers is important for user perceptions of
good IT services. Other areas of IT such as the programs and software
installed on the computer will dictate if the computers are used frequently.
The information given by the library webpage has to be informative and
useful, and if needed, help should be available to users. Library webpage’s
should be easy to access on or off campus at any time.
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b) Collection: The quality of the collection will change user perception
depending on how useful the collection is with regards to their subject of
study. Printed collection is only one part of the collection, as computers
store many thousands of different e-books, e-journals and databases. The
collection requires regular surveying in order to weed out unused or
outdated material in order for the collection to be relevant to user studies. It
is important to mention that the library catalogue has been clearly related to
collection. However, recently it’s more related to library IT as academic
library uses it in its websites. For this reason, in this study, catalogue here
refers to IT and not collection.

¢) Facilities and equipment: The facilities and equipment are used by all users
of the library, and the quality and how easy they are to access will change
user’s perceptions of the library. Photocopiers, printer/scanners and other
digital equipment are vital in modern libraries and most also include meeting
rooms and lecture theatres. The size and quality of workstations is important
to students, as they are used for many hours, so comfort and personal space

are paramount.

d) Training: Training is vital for user development and libraries are required to
offer a variety of training courses. Students require training in information
literacy in order to use the library correctly and efficiently, which improves
the quality of work produced. The frequency of training courses offered will
govern how people perceive the library training programs. Library staff are
required to have a good knowledge of all aspects of library use in order to be

helpful.

e) Physical Environment: The physical environment of a library can have a big
impact on user moods and ability to study within the library. A poorly
furnished library may have a low user perception. If one factor of the
library’s environment is uncomfortable or lacking, then users may find the
library a poor place to study. The opening times of the library must suit all

user groups of the library, as if not the perception will be negative.
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4.6.1 Students

Students make up the majority of participants in this study and this
section is concerned with student experiences during their academic life at
university. Students are mainly undergraduates in this study, however some
postgraduates are included. A large percentage of undergraduates are of the
same age due to trends in Kuwait, as many students complete high school and
enter university immediately. This trend is common throughout the three
academic libraries included in the study, therefore this could lead to similar
results with regards to students being similar ages and having similar
perceptions. This situation is not common in western universities as age
groups vary in undergraduates. The three universities included in the study
are mixed gender, however females account for a larger percentage of

students then males. This is a common trait of Arabian Gulf states.

Kuwait University library has eight branches which specialise in
different studies. All eight were visited during the study to collect data from
each library. This data was used to compare which studies have better
facilities than others. Examining all eight branches allowed analysis of
different disciplines. The other two university libraries have only one branch
each, so student opinions are based on just one library.

4.6.2 Academics

Academics are the second group of users included in this study. The term

academic is used to describe someone who is often referred to as a lecturer or

professor. The academics working within Kuwait University are highly qualified in

their field and are headhunted by KU because of results achieved within their

bachelor/masters degree. Most have graduated from western universities, mainly the

USA or UK. Therefore they have enough experience to evaluate an academic library

and their feedback is highly valued within this study. The private universities do not

have the financial power and influence to scout the world for academics, but do have

qualified and well trained staff. Private universities within Kuwait have not been

established for much longer than 10 years, so one advantage is that the libraries are

relatively new.
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Academics were chosen for this study due to their understanding of libraries
and their experience within educational environments. Moreover they have little bias
toward either positive or negative opinion, as they judge the library purely on an
academic scale. If the library is poor, they will say so. This is the purpose of the
questionnaires - to collect relevant and truthful responses from participants. The
questionnaires were handed out face-to-face within academic offices, and the

researcher attempted to include all faculties within the study at the three universities.

4.6.3 Administrators

The final group of library users with an opinion of the library are the
administrators. It’s argued that administrators’ personal performance do not directly
relate to students’ and academics’ performance, however in reality administrators are
in a position of power with regards to library changes and improvements, and
therefore it is their responsibility to improve the library when necessary.
Administrators have not featured in many prior studies, so their opinions will be
highly valued, and interesting to compare with those of academics. The opinions of
the administrators may be slightly biased towards a positive library perception
regardless of the actual library situation, but this will be an area of comparison
between students and academics. This study includes administrators in the position
of head of faculty, head of department and library administrators. The researcher
visited administrators within their offices to distribute questionnaires, or handed
copies to receptionists of administrators.

4.6.4 The Statistical Analysis of Quantitative Data

In this section, the statistical analysis procedure applied to survey data is
outlined. The general purpose of statistical analysis was to gain insight into the main
theme of the research, that is, the impact of library use on students, academics, and
administrators. However, the detailed objectives of the statistical analysis depended
on factors such as the models to be used, the hypotheses to be tested, the assumptions

to be made, and so on.

Both descriptive and inferential statistics were used in this study. In order to
describe the sample of the study, data related to demographic of the sample was first
subjected to descriptive statistics. Inferential statistics, specifically multiple

regression, were used to explore the perceived user impact of university libraries on
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students, academics and administrators, particularly with regard to library services,
staff performance, quality of information technology, facilities and equipment.
Tabachnick and Fidell (2007) argue that multiple regression is a popular technique
used in many disciplines to allow researchers to assess the relationship between one
dependent variable and several independent variables. Consistent with previous
studies that explore the impact of university library usage on personal performance
(Jiao & Onwuegbuzie, 1997; Simmonds & Andaleeb, 2001; Whitmire, 2002) the
current study will employ the multiple regression technique to investigate the data
collected from the separate questionnaires developed for each of the three groups:

students, academics, and administrators.

The variables were derived from the statements on the three questionnaires
described earlier in this chapter. Recall that each of the three questionnaires included
three sections, the first involved demographic statements, the second involved 18
library usage statements and the third involved ten statements on university

educational outcomes.

During the questionnaire stage, several areas of interest were highlighted for
further investigation, based on the literature review. All questionnaire data in the
study was used in aggregate to prevent any negative impact being portrayed of any
university involved. Library usage between genders was analysed in this study, due
to the belief that female students spend less time in academic libraries than males.
This was examined by using the collective questionnaire results to compare female
responses regarding duration of visits against male responses. Library electronic
resources are an area of interest in related studies, particularly who uses electronic
resources frequently and who does not. Previous studies stated that academics were
the most frequent users of electronic resources. This study questioned all user groups
of the library to determine who was using resources, and from which faculty they

were.

The 18 statements in the second section of the questionnaire covered the five
factors impacting library usage. These statements are reproduced below in Table 4.1
for ease of reference. Similarly, the ten statements in the third section from all three
questionnaires are shown in Table 4.2. Recall that while the second section was

common to all three questionnaires, the third section included different statements
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for the three questionnaires. Also, note that each question in Table 4.1 and Table 4.2

IS given a short name to be used below to define our model variables.

Table 4.1

The Library Usage Statements Common to all Three Questionnaires

IT Services

The IT devices (software, internet, etc) that the library uses are of high
quality and speed.

The service of online search is friendly and can easily be accessed on-
campus and off-campus.

The library web page is friendly and includes all the information that |
need to know about the services of the library.

When | have a problem using any of the IT services, I find all the help |
need from the library staff.

Collection

The library provides all references and resources required.

The library contains a large number of resources either as physical
documents or e-material.

The library is subscribed to major local and international journals and
periodicals in my field.

The library collection list is continuously updated to include new trends in
research and learning material.

Facilities and Equipment

The facilities and equipment (e.g. printers, photocopy machines, meeting
rooms, etc.) provided by the library cover all the basic study needs of the
library users.

The photocopying and printing services are accessible and satisfactory.

The furniture of the library including the desks, the chairs, and other
supplies are fairly new and comfortable.

The study facilities in the library including study rooms, meeting rooms,
seminar rooms, etc. are accessible and suitable.

Training

The library offers adequate learning opportunities to its users to learn
about its facilities and services, e.g., via online courses, seminars,
workshops, exhibitions, etc.

The library staff are well qualified and they offer their expertise to library
users whenever needed.

The library provides training that improve users’ skills

Library Physical Environment

The library provides quiet and comfortable environment for studying.
The library is open for sufficient days at suitable hours.
There are suitable areas within the library for relaxing and taking a break.
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Table 4.2

The Perceived Personal Performance (PPP) Statements on Students’, Academics’, and

Administrators’ Questionnaires

Students

Academics

Administrators

Academic training helps

develop critical thinking and
the ability to judge the worth
and validity of literature (st1)

The library provides suitable
training to improve student’s
educational skills e.g.
assignment writing
workshops. (st2)

Library items provided by the
library offer valuable
information related to
students studies.(st3)

Relationship between library
visits and grades. For
example, measure library
usage and educational
performance of a student.
(st4)

Teacher recommendations
regarding library resources.
Teachers advise students to
locate information which
helps with their studies. (st5)

Assignments require library
usage. Availability of
different types of resources
that are related to students
subjects. (st6)

The more time spent in the
library is productive
regarding the quality of
student output. (st7)

Suitability of the library as a
study environment, whether
individually or as a group.
(st8)

Availability of facilities and
equipment of the library.
(Printers, photocopiers,
scanners, computers etc) (st9)

To gauge the opinion of
library services, and if they
meet academic standards.
(acadl)

The library collections change
and improve based on the
current curriculums being
taught. (acad2)

The library provides quality
resources for research and
publishing. For example,
databases and electronic
resources. (acad3)

Gauge the academics value of
the academic library. (acad4)

Students should make use of
the library for research on
topics which will be covered in
lectures. (acadb)

Library training improves the
quality of lectures given by
academics, and the quality of
student assignments. (acad6)

Academics work output is
increased by attending training
workshops in the library e.g.
PowerPoint workshops
(acad7)

The library services are useful
and suit the needs of the
academics. (acad8)

The library databases are of
use to academics for lecturing
and research. (acad9)

Collect opinions of administrator’s
thoughts on the overall satisfaction
with library services. (adminl)

Discover if administrators believe
the academic library is helping to
improve the educational
performance of users. (admin2)

To gauge the opinion of the
administrators with regards to the
library’s physical environment and
if it’s suitable for study.(admin3)

Technology and equipment in the
library is suitable and modern, and
regularly upgraded to suit users’
needs. (admin4)

Find out if enough money is being
invested into the university library
based on administrator’s
knowledge of financial
information. (adminb5)

Library goals which are set by
administrators are met by the library
regularly. (admin6)

Student grades are improving due to
library courses in plagiarism or
academic writing training. (admin7)

Training provided in the library
helps to increase administrators’
work output e.g. Excel training
(admin8)

The library is vital for the university
to function as an academic
institution. (admin9)
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Library environment and Faculty and library staff To discover if administrators

study. Ambience and business  collaborate in improving the believe that library training is
hours suits students’ needs. library experience for users, as  suitable. (admin10)
(st10) well as personal improvement.

(acad10)

Table 4.1 represents the statements which define each of the five independent
variables. Table 4.2 lists the PPP statements for each of the three dependent
variables. The statements are directly linked to questionnaire and interview
questions, which are then linked to the researcher questions. The statements are
limited to ten relevant statements. Generally, participants are reluctant to respond to
questionnaires with too many statements, and they tend to become bored and less
careful in their responses as they proceed. This will produce noisy data, or
equivalently, less reliable data. Therefore it is important to include only those
statements which are thought to add substantial amounts of information to the
factors, keeping the total number of statements reasonably small.

The statements produced in table 4.2 have been based on previous studies
relating to student and academics use of academic libraries. Administrators’
statements were designed from conversations the researcher had with administrators
prior to commencing the current research. Whitmire (2001) lists a variety of college
experiences; with critical thinking (st1) ability being a primary skill which students
must develop. Critical thinking is a skill which many universities aim to develop and
encourage in students, and Kuwait universities understand the need for this skill. PPP
is influenced through critical thinking as a student’s ability of collect information can
govern the effectiveness of their library usage, and therefore their grades. Whitmire’s
framework also suggests student and academic’s maintain positive interactions which
relates to statement (st5), which aimed to uncover if students had interactions with
academics regarding the use of the library for resources. The study by Basefsky,
(2000) suggests administrators should promote information literacy, therefore
improving the academic performance of students (PPP). Therefore statements
(admin2 and admin?) relate to information literacy improving students’ grades, and

the opinions of administrators towards the libraries influence of PPP.
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The research methodology used by Watson (2002) states the importance of a
library environment regarding student performance within the academic library. The
Library environment is an area of importance for the study and is one of the five
independent variables. The Statements (st8 and st10) aimed to discover the user
perceptions regarding the comfort and suitability of the academic libraries. Statement
(st8) refers to the suitability of the study areas provided by the academic library, for
individual study and group study. Statement (st10) refers the general ambience or
environment of the library, if it is a suitable atmosphere to study in. Watson states the
importance of the facilities provided such as the quality of ICT and copy facilities
which closely relates to statements (st9 and admin4). These statements aimed to
discover the differences in perceptions between students and administrators

regarding the equipment provided in the library.

PPP statements regarding academics varied from that of students as academics
have different uses and perceptions of academic libraries to that of students. Jenkins
(2005) states the importance of academics collaborating with library staff, for
academics to improve information literacy skills, which can have an impact on the
quality of materials provided for student lectures. Statement (acadl0) aimed to
discover the frequency of academics collaboration with librarians and to what extent

librarians aid in academics research and study.

The statements provided in the current research are designed from a variety of
factors, such as the researchers experience in the field and various researchers
included in the literature. Overall all statements included in table 4.2 have literature
directly influencing there usage in the current study, which were discussed in the
literature review (chapter 2).

Table 4.3
The Definitions of Model Variables Using the Statements in Tables 4.1 and 4.2

Independent Variables Statements
IT Services = servl + serv2 + serv3 + servéd
Collection = coll + col2 +col3+col4

Facilities and Equipment = facl + fac2 + fac3 + fac4
Training = tranl + tran2

Library’s physical envl + env2 + env3
environment =
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Dependent Variables Statements

Students = stl + st2 + st3 + st4 + st5 +st6 + st7 + st8 + st9 + st10

Academics = acadl + acad2 + acad3 + acad4 + acad5 +acad6 + acad7+ acad8 +
acad9 + acad10

Administrators = adminl + admin2 + admin3 + admin4 + admin5 +admin6+ admin7 +
admin8 + admin9 + adminl10

The researcher also defined three dependent variables; students, academics,
and administrators. These variables measure the performance outcomes of Kuwait
universities on, respectively, students, academics, and administrators. Specifically,
the role for these variables is to capture the outcomes of the university personal
performance activities on the three groups of respondents in this study.

Before using the above variables, which are defined as sums of measures, it is
necessary to check them for reliability to make sure that the derived scales
consistently measure the underlying dimension. Therefore Table 4.4 is a
classification for Cronbach’s alpha values. Table 4.4 is used in the next section to
interpret the results of the statistical analysis of the data. It is to be noted that the
actual interpretation of the alpha values is subjective.

Table 4.4
Classification of Cronbach’s Alpha Values

Value Classification
alpha > .9 Excellent
alpha > .8 Good
alpha>.7 Acceptable
alpha > .6 Questionable
alpha> .5 Poor
alpha<.5 Unacceptable

Now this study has defined the model variables and checked their reliability,
the researcher formally introduces the analysis model. The model used in this study
to interpret the results of the analysis and to test the research questions is the well-
known statistical technique known as multiple regression. This model involves one
dependent variable and several independent variables. In this case there are three

dependent variables, students, academics and administrators, so the researcher
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applied the model three times, once for each dependent variable. Simply stated, in
this model, each participant was represented by a point and the regression model
found the best plane in the space of the points to closest fit the points. Algebraically,
this means that the researcher allocated to each independent variable a value
measuring the regression effect of the corresponding independent variable, where the
value itself is known as the regression coefficient. In addition, a constant was also
found, known as the intercept, which measures the overall mean for all the variables

in the model.

It is to be emphasised that all the information about the correlations between
the independent variables and the dependent variable are summarised in the
regression coefficients. One objective of the regression analysis is to find tests of
significance for the presence of the regression effects, estimate their values, and
assess their roles in the model through various statistical techniques. Since the
research questions of this study are about how the factors impacting library usage are
related to the PPP variables, the answers to these research questions are tied in with
the regression effects of the model. Hence, by examining these effects, the researcher

gained much insight into the research questions.

The first thing to look at in the regression output is the value of R-Square and
the standard errors of the estimates of the regression coefficients. These values are
the main indicators of the quality of model fit to the data. R-square is the
interpretation of percent of variation (or information) in the data that is explained by
the model. On the other hand, the standard errors of the regression coefficients reflect
the stability of the parameter estimates of the model. Last but not least, the researcher
often looked at the ANOVA tables for assessing the breakdown of the total variation

in the data with respect to systematic and random sources of variation.

A final note is in order about using the output of the regression model, and in
fact the output of any statistical model. Before using any model and making
inferences based on the model, one has to evaluate the model and check for evidence
from the data to the validity of its assumptions. Various analytical and graphical
techniques are available for this purpose. One of the most important assumptions
about regression models is the assumption of uncorrelated error terms with zero

means. This implies the absence of any systematic structure from the residuals, after
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the model has been fitted to the data. The practical implication of this assumption is
to ensure that inferences based on the model are not biased in any systematic way
and that any differences in the observed values are due to chance alone. The easiest
way to check this assumption is through plotting residuals against predicted values
and looking for patterns in the points. When the model fits the data, the points in the
plot are randomly scattered around a horizontal line at zero value of the residuals.
Another assumption often checked is the assumption of constant error variance,
which is also checked from the same plot. Finally, the normality assumption is

checked when tests of significance or confidence intervals are involved.

4.6.5 Qualitative Analysis

The qualitative data taken from the interviews was analysed using content
analysis, based on those steps introduced by Williamson and Bow (2002). The data

was analysed using content analysis:

e The data collected within interviews was categorised to see how many
positive and negatives occurred, and any words which occurred

frequently, such as descriptions of temperature or services.

e The next phase was to examine patterns that occurred with frequently
stated words, and how they were used. Deciding on the number of
categories to use was completed after all the data was analysed, as

several important words could be used frequently.

e Using the demographic questions, cross analysis was used to see if age
or gender had an effect on the key points found earlier. For example,
males may not like the seating in the library, or younger students may

think the library is not modern and sleek enough.
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Initially read Divide the text Devise codes for Reduce overlap Reduce codes

through text into sections of the segments of and redundancy  into themes
data information information of codes
\/
Numerous Numerous 30-40 Codes reduced

Codes reduced to
pages of text segments of text codes by half
5-6 themes

.

Figure 4.1Coding process for analysing qualitative data. Adapted from “Educational research:
planning, conducting and evaluating quantitative and qualitative research”, by J. W. Creswell, 2008,
Pearson: New Jersey, p. 251.

Table 4.5
Content analysis - themes and coding

Themes | 1. Value of academic library to user

Coding | a. Users need for the academic library

Questions Student response

As a student do you think English:

| often need to use the library for a variety of reasons, so the thought
of not having this service available would have a detrimental effect on
my study. | feel there is a definite need for the library and | feel that |
making use of any library | would not attend a university without an adequate library. I can’t stress
services? enough how vital the library is to myself and many of my study
friends

that you could complete

your degree without

Arabic:
Sl 03 g sall Hladal) Clall 038 a) (o 33wk il 4l s 4l
i () Sy Y ALy el Ul sl 8 alal) luass e Jladll V1 L 3
O aakaial ¥ Addhall oda lead 2385 4iCall il ) La pad 5 4Sall e andlall
Aokl AEaal (e aaell QIS 5 AaSall (g Lgiad Gl oilall (g oS 4N 438 L 30

As shown in Table 4.5 the content of each interview was analysed and
conclusions were drawn from user statements. The themes and coding included in the

analysis tables referred to the area of questioning and whether a positive or negative
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response was expected. The coding was used to analyse responses, in a qualitative
manner, to find themes and reoccurring ideas within interview data. Using the open
ended interview technique allowed users to state anything they wanted to say within

reason regarding the academic library.

4.7 Relationship between Questionnaire and Interview Methods

The study conducted quantitative questionnaires and qualitative interviews
across all three participant groups, which were student, academics and
administrators. This section attempts to find a relationship between these two
research methods, to prove the relevance for the overall research question and the
achievement of the study’s aims and objectives. Eighteen questions in the first
statement of the questionnaires outlined the user satisfaction concerning Library
Collection, IL Training, Library’s Physical Environment, Facilities and Equipment,
and IT Services. The interviews started with two open ended questions that were
similar for all three participant groups. Those general questions were asked to gain

background information about the overall perception of library services.

The questionnaires aimed to collect quantitative information about usage
preferences while the interviews asked for qualitative statements concerning the

reasons for these usage preferences.

To cover all five independent variables, three related research questions have
been conducted. They all attempted to acquire statements about the data collected
through the questionnaires. This part of the interview was different for all three

participant groups due to their different position within the university.

While the questionnaire aimed to attain quantitative data about the Library
Services, the respective interview question “Which services in your library do you
use more than others, and why?” focused on a qualitative approach. Through this
technique, reasons and background information about the data collected in the

guantitative survey could be gained.

The first variable of the questionnaire, IT Services, consisted of four items:

e S1: The IT devices (computers, internet, etc.) that the library furnishes

are of high quality and speed
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e S2: the service of online search is friendly and can easily be accessed

on-campus and off-campus

e S3: the library web page is friendly and includes all the information that

I need to know about the services of the library

e S4: when | have a problem using any of the IT services, | find all the

help | need from the library staff.

The qualitative interview questions for students and academics had several
differences. This is because the usage behaviour of IT Services for students focuses
more on the library environment while academics also implement IT Services in their
lectures and workshops. Therefore, students were asked to describe whether they
were satisfied with the IT Services at their library. Academics, on the other hand, had
to explain, which IT tools they use in the classroom and how those tools affect their

teaching.

The next section of the questionnaire contained four items concerning the

Library Collection variable:
e S5: Ifind all that I need of references and resources in the library

e S6: the library contains a large number of resources either as print or e-

material

e S7: the library is subscribed to major local and international journals

and periodicals in my field

e S8: the library collection list is continuously updated to include new

trends in research and learning material.

As described in the second variable, the interview questions for students and
academics were different and adjusted to their usage needs. Students were asked to
explain how the library collection supports their study needs. Academics had to
assess how well the library collection helps their students and their own research and

teaching activities.

The third section of the questionnaire covered the variable of Facilities and

Equipment with a total of four items:
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e S9: The facilities and equipment (e.g. printers, photocopy machines,
meeting rooms etc.) furnished by the library cover all the basic study

needs of the library users

e S10: the photocopying and printing services are accessible and

satisfactory

e S11: the furniture of the library including the desks, the chairs, and
other supplies are fairly new and comfortable

e S12: the study facilities in the library including study rooms, meeting

rooms, seminar rooms, etc. are accessible and suitable.

Interview data was collected from students and administrators about their
opinion of facilities and equipment. Students explained whether the current facilities
and equipment at their academic library satisfies their needs. Administrators, as the
responsible institution to fund the facilities and equipment had to assess whether this

area meets users’ needs and expectations.

Moreover, the questionnaire included three items concerning the Training

variable:

e S13: The library offers adequate learning opportunities to its users to
learn about its facilities and services, e.g. via online courses, seminars,

workshops, exhibitions and other facilities

e S14: the library staff are well qualified and they offer their expertise to

library users whenever needed
e S15: the library provides trainings that improve my skills.

Students and academics were asked about their perception of Library Training
in the interview. Once again, the questions differed in their focus due to the different
role of students and academics in the academic library. Students had to evaluate their
satisfaction with reference to information literacy training at their academic library.
The qualitative data collection about academics’ perception of the training
component focused more on the collaboration between librarians and themselves, for
example the knowledge transfer between academics and librarians concerning

information literacy workshops.
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The last part of the second section of the questionnaire, Library’s Physical

Environment, consisted of three items:

e S16: The library provides a quiet and comfortable environment for

studying
e S17:the library is open for sufficient days at suitable hours

e S18: there are suitable areas within the library for relaxing, taking a

break, and having some entertainment.

To gain more information about the library’s physical environment, students
and administrators were asked the same qualitative question. Interviewees had to
assess how they perceive the overall Library’s Physical Environment and how
satisfied they were with the current situation. Academics have not been considered in
this section since they neither spend a lot of time in the library, they also have no

responsibility for the improvement of the Library’s Physical Environment.

The third part of the questionnaire consisted of a number of perception
variables, which were different for the three participant groups due to their varying
roles in the academic library. Some PPP variables were also linked to qualitative

interview questions.

The interview used a qualitative technique to measure user perception and gain
data. Since students come to the library for various reasons, such as studying,
borrowing books, using computers, attending training or socialising with friends,
they were asked to explain their academic library’s usage possibilities and the usual
purpose of their library visits. Another question supporting the PPP variables
concerned whether visiting the library influenced students’ educational performance.

Moreover, they were asked to describe possible reasons for their given answer.

The interview attempted to gain a deeper insight into academics’ perceptions of
the academic library. As faculties and library work closely together in an ideal
situation, academics were asked to state and explain their opinion concerning the
support their faculty’s programs gain from the library. Secondly, more data about the
quality and type of collaboration between the faculty and the library has been
collected. Academics were asked to specify and describe the type of collaboration

between librarians and academics as faculty members.
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The interview questions focusing on the PPP variables extended the collected
information by qualitative data. Firstly, administrators had to assess whether the
current facilities and equipment at their academic library met the needs of the users.
The second question focused on the performance of the university library.
Administrators were asked to explain how they would improve the role of the library,
for example with collection development and information technology. Finally,
administrators had to state their opinion concerning the relationship between their
library and the quality of higher education produced at their university. Participants
therefore elaborated on the influence of the library on students’ educational

performance and academics’ skills of teaching and research.

4.8 Research Rigour

Research rigour can be demonstrated by providing a clear picture of the link
between the reliability of the instruments for data collection and analysis of research.
Also, to ensure rigour or trustworthiness of this study, this section outlines the
measures taken throughout its implementation. This study was carried out without

bias, and all data was handled and displayed in a standard manner.

4.8.1 Pilot Study

The purpose of a pilot study is to construct test items and address construct
stability of the initial questionnaire and semi-structured interview (Lancaster, Dodd,
& Williamson, 2004; Ruxton & Colegrave, 2006). The questionnaire and interview
structures were tested and revised. Two pilot studies were conducted prior to the
final development of the questionnaires and interviews. Three types of questionnaires
and three types of interviews were trialled in the pilot studies (see Appendices A, B
and C).

There are several advantages to carrying out a pilot study. It provides the
researcher with ideas and approaches to increase the chance of obtaining clear-cut
findings in the major study. Secondly, pilot study can save the researcher major
expenditures of time and money, on research that may yield nothing (Isaac and
Michael 1995). That is, it may provide enough data for the researcher to make a

sound decision on the advisability of going ahead with the major study. Thirdly, by
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conducting several pilot studies, it is possible to get feedback from research subjects
and other persons that will lead to important developments in the main study.

The researcher administered the pilot questionnaires to 50 students,
12 academics and 15 administrators in three university libraries. The procedures of
the pilot study, as outlined below, were to improve the internal validity of the

questionnaires, in preparation for running the study.

1. The researcher administered the questionnaire to pilot subjects in exactly

the same way as it would be administered in the main questionnaire.

2. While running the pilot questionnaire, the researcher asked the participants
for feedback to identify ambiguities and difficult questions. As a result, the
researcher discarded all unnecessary questions, including “How long have
you been a member in your university?” and “What types of information
resources do you need to access?” The researcher also changed unclear
questions, such as questions 1, 2, and 8, from part 1.

3. The researcher recorded the time taken to complete the questionnaire, and
found that the average time needed across all three groups was about 10 to

15 minutes.

In addition, three phone interviews were conducted. The first interview was
conducted with an academic who works in the Faculty of Education at Kuwait
University to represents the academic category. The second interview was conducted
with an academic administrator working in the Department of Administration at the
Gulf University for Science and Technology to represent the administrator group.
The final interview was conducted with a student from American University of

Kuwait, in Faculty of Arts and Sciences, to represents the student group.

4.8.2 Ethical Considerations

In the field of library and information science, ethical considerations are very
important to make participants more confident in answering survey questions
(Beghtol, 2008; Miltenoff & Hauptman, 2005). The researcher completed three
applications from the Human and Research Ethics Committee at Queensland
University of Technology for ethical clearance, namely: (1) Human Participant, (2)

Participant Information for QUT Research Project, and (3) Application for Review of
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Low Risk Research Involving Human Participants. As suggested by Bouma and Ling
(2004), a letter of introduction signed by the researcher was also prepared to help to

identify the researcher in securing cooperation from participants.

Once the ethical clearance was attained, the information package, including
information details for participants, the questionnaires and the semi-structured
interviews, was ready to be distributed to students, academics and administrators

from Kuwait universities, first for the pilot study and then for the main study.

The data from each study participant was collected individually by the
researcher under the guidelines of the QUT Research Ethics Committee. In addition,
contact details, including phone numbers, fax and email address of the researcher and
the QUT Research Ethics Committee were available to the participants if they

required further information about the study.

Beghtol (2008) advises that it is important to consider specific steps for ethical
decisions to support the process: Is it consistent with the organisation’s policies,
procedures and guidelines? Is it acceptable under the applicable laws and relevant
regulations? Does it conform to the universal policies/principles the organisation has
adopted? Does it satisfy my personal definition of right, good and fairness? The
researcher negotiated these questions with appropriate academic administrators at

Kuwait universities in order to proceed with the study.

As a result of these negotiations of ethical considerations, the study included
the following practices. There were no risks beyond normal day-to-day living
associated with participation in these questionnaires and interviews. Those agreeing
to participate could withdraw from participation at any time during the project
without comment or penalty; they were also given assurance that their decision to
participate could in no way impact upon their current or future relationships with
Kuwait University, American University of Kuwait, Gulf University for Science and
Technology or QUT. The questionnaires to be completed by students, academics and
administrators took approximately 10 to 15 minutes to complete. All comments and
responses are anonymous and were treated confidentially. The names of individual

persons were not included in any of the responses.

112



The ultimate goal of this research is to be able to recommend a solution that

suits perceived personal performance evaluation in university libraries in Kuwait. It

is expected that this project will offer:

benefit to Kuwait in terms of identifying the common and perceived

personal performance evaluation in university libraries in Kuwait

benefit to university libraries in terms of identifying the major and most

important evaluation in their particular universities

benefit to participants in terms of being able to see what the issues are
in their library, how those issues can affect their library performance
and what the solutions are for those issues at divisional level as well as
at library level

benefit to Kuwait universities/QUT collaboration in terms of future

research opportunities between these universities.

4.8.3 Problems Encountered in administering the Questionnaire

During the process of data collection of questionnaires the researcher needed to

resolve four major problems regarding availability and eligibility of potential

participants:

as the researcher needed to run the questionnaires in mid-December,
which was during Kuwait universities’ examinations and assignment
submission, students and academics were somewhat hesitant to give
time from their immediate needs to complete the questionnaire. To
ensure that enough voluntary participants were recruited, the researcher

made himself available full time on the campuses

the researcher found that most administrators were hesitant to answer
the questionnaire, even after they were provided with all the appropriate
information about it. To successfully accommodate the difficulties
created by their available times for appointments and the distance of
their offices from each of the library campuses, the researcher found it
necessary to carefully schedule the meeting with them
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e the researcher was aware that more than just university students use the
facilities of Kuwait’s university campuses: high school students,
visitors and researchers are the most common other users. It was
necessary to ensure that volunteers were university students before

handing them the questionnaire to complete

e according to the pilot study, the majority of participants found the
questionnaire to be very clear. However, about 10 per cent of
participants completing the questionnaire needed to ask for some
explanation. To accommodate this need, the researcher remained
available while participants completed their questionnaire, and checked

when they had finished that they had understood all the questions.

The reliability coefficient alpha increases with an increasing number of
variables in the analysis. Hence, the more variables included in the questionnaire, the
higher the value of alpha. However, since there are five library factors to be
investigated in this study, it implies that the total number of items on the
questionnaire will increase by five when the number of items of each factor on the
questionnaire is increased by only one additional item. On the other hand, by
increasing the length of the questionnaire the risk of incomplete responses rises, as
well as the risk of a decreasing rate of responses to the questionnaire. The
questionnaires were derived from literature reviews, but due to the lack of closely
related studies regarding perception, the questions were devised solely by the

researcher.

4.8.4 Problems Encountered in Running the Interviews

For the interview component of this research, students, academics and
administrators in Kuwait universities were invited to share their opinions, feelings,
thoughts and ideas about perceived personal performance in academic libraries.
During the process of data collection, the researcher needed to resolve several

problems regarding the level of understanding of the actual interview questions:
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e The main challenge of data collection was that some interviewees,
particularly students, gave very short answers with little explanation,
which was not enough to meet the research requirement. The researcher
then needed to explain further, giving more description to get

appropriate answers to cover all aspects of the questions.

e When discussing question 3 (What type of collaboration do you find
between librarians and you as a faculty member?), some faculty
members began to speak more about their own library use rather than
about faculty-librarian collaboration for supporting student needs. As
this question was important for the research, the researcher gave
examples of faculty-librarian collaborative activities that helped the

participant focus on the question.

e Interviews required about one hour, and for administrators particularly
needed to be scheduled within work hours. Because of this,
administrators often needed to interrupt their interview responses to
attend to work-related problems and needed reminding about what they

were saying before the interruption occurred.

e Some administrators seemed tentative about the interview questions and
asked for further clarification of some of the terms in the questions,
which was given. In later interviews, this clarification became part of
the information given in the researcher’s opening question, as shown in

the following example:

e University libraries are always trying to improve their services to
meet user needs, in order to support students in their research and
in advancing their knowledge. Library staff ensure that required
materials (books, computers, etc.) are available and that students
know how to access them. “As you are an administrator, what is

your opinion about the services of your library?”

4.9 Summary

This study aimed to examine two issues that affect evaluation of university

libraries, and how university library use of resources and services has an impact on
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the university achieving its goals and objectives. Therefore, this chapter described
the development of the questionnaire and semi-structured interview, and explained
its use in refining theory. It also described some methodological issues related to
questionnaire and semi-structured interview development, sampling design, and data
collection. In addition, the researcher outlined the statistical analysis of the collected
data, leaving the details of the analysis and the discussion of the results to the section
on statistics analysis. This chapter then described pilot study as important for
improving the internal validity of the questionnaires and interviews, in preparation
for running the study. This included feedback from participants to identify
ambiguities and difficult questions, and the average time needed.

This study was subject to the policy dictated by ethical clearance guidelines
which are implemented by the Queensland University of Technology. Therefore, this
chapter outlined ethical consideration. Finally, this chapter explained the problems

found in running the questionnaires and interviews.

The next chapter sets the research context, by introducing the State of Kuwait

and the three universities whose libraries were included in this study.
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Chapter 5: Introduction to Kuwait University
Libraries

This chapter covers the three academic libraries included in the study, and
examines the differences between private and public university libraries in Kuwait.
Facilities and general services the libraries provide are described in detail for each of
the institutions. Furthermore, information literacy is examined, and comparisons
made between how they are provided. Each library’s collection is discussed and

evaluated based on its size and quality.

The State of Kuwait is a sovereign emirate on the coast of the Arabian Gulf,
enclosed by Saudi Arabia to the south and Iraq to the north and west. It has a
population of 3.1 million and an area of 17,818 km? (U.S Department of State, 2011).
The attendees are both local and foreign, consisting of British, American, Pakistani,
and Indians as well as citizens of other Arab countries who work in the oil industry
and in service jobs (Buyd, 1999). Kuwait is a constitutional monarchy with a
parliamentary system of government, and Kuwait City serves as its political and
economic capital (U.S Department of State). Kuwait is a small, rich, relatively open
economy with proved crude oil reserves of approximately 96 billion barrels (10% of
world reserves). Kuwait’s economic growth has been robust in recent years, driven
by strong performance in both oil and non-oil sectors. Reflecting rising oil prices and
production, economic growth improved greatly in 2003. Kuwait’s current account
has been in substantial surplus, mainly on the back of a large surplus in its

merchandise trade balance, which is led by oil exports.

Recently there have been large financial investments from the Kuwait
government in public education, and from foreign investment to private institutes.
Kuwait University (KU) is receiving further investment from the government, with a
new 370 hectare site being built, making it the largest campus in the Middle East.
Other investments are being made in education as many universities are rebuilding or

relocating to larger and modern buildings.
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5.1 Kuwait University Library History

During the Iragi invasion of Kuwait in 1990, Kuwait University Library (KUL)
was damaged, resulting in a large percentage of its collection being destroyed. KU
has established eight libraries across its various campuses (Kuwait University
Library Guidebook, 2006). The Administration (KULA) supervises the
administrative and technical aspects concerning the university libraries. It is
considered a basic centre for academic and research activities at KU. It seeks to
promote communication and new services within the KU, and external participation
in cooperative efforts, proposals, agreements and projects (Kuwait University guide,
2005).

Before the Iragi invasion of Kuwait in 1990, KUL contained 320,000 non-Arabic
titles and 135,000 Arabic titles. There were roughly 500,000 continued and
discontinued periodicals. The estimated price of lost collection was 20 million US
Dollars (Abdel-Motey and Al Hmood, 1992). Further losses in computer equipment
were valued at 4.5 million US Dollars, and furniture destroyed was valued at 7.5
million US Dollars. The vast majority of the collection was stolen or destroyed by
the Iragq army, but Kuwait has worked closely with the United Nations in trying to
retrieve the stolen collections. To date approximately 120,000 publications have been
returned to Kuwait. The academic libraries also lost many highly skilled personal due
to the invasion. Many international staff working in Kuwait returned to their home

countries and became untraceable as no contact details were stored.

5.1.1 Library Collection

The KUL Collection contains approximately 250,000 titles and 400,000
volumes of Arabic and non-Arabic monographs, 1,500 original manuscripts and
15,000 manuscripts, reference materials, dissertations and reports on microfiche.
KUL subscribes to 64 databases and 2,445 scientific periodicals. There are electronic
journals accessible through full text databases and through LibriAccess. The audio-

visual collection consists of about 20,000 items (Kuwait University Guide, 2005).

KUL has uses two international classification systems through the Library of
Congress and Dewey decimal classification. The library catalogue includes
bibliographic records for Arabic and non-Arabic books of all disciplines. English
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periodicals may also be searched by using the catalogue (Kuwait University Guide,
2005).

The library offers a high-speed central network, with download speeds ranging
from 10 Mbp/s up to 150 Mbp/s. The various library branches are connected to the
central network by 2Mbp/s connections. The library branches are undergoing
improvements, such as installing fibre optic lines and high speed satellite download
links.

5.1.2 Library Branches

There are eight library branches of the Kuwait University, as follows:

e Jaber Al-Ahmed Central Library (JACL) — constructed in the academic
year 2001-2002. It is 18,000 square meters in size and has three floors.
JACL has roughly 125,000 volume of Arabic and non-Arabic books,
references, dissertations, and governmental publications. JACL is subscribed
to more than 1600 periodicals from a variety of different disciplines. The
JACL collection covers Administrative Sciences, Arts/Humanities, Social
Sciences, Special Collections (United Nations Collection and Manuscripts
Collection) and the Audiovisual Library Assorted Collection. Library
manuscripts are stored in a controlled environment to persevere the 1100
originals which are stored in the building. The library study facilities are
numerous, and private study rooms are available for groups. The library
contains male and female private study rooms to cater for users comfort and
religious needs (Jaber Al-Ahmed Central Library, 2007).

e College for Women Library (CWL) — the vision of the CWL is to provide
and promote access to information in all formats in support of academic
programs and scholarly research at the university. Also, it aims to meet the
information needs of the local community (College for Women Library
Guide, 2007).

119



e Education Library (EL) — was established in the academic year 1982-1983.
EL contains collections including printed and non-printed resources. EL
supports the academic programs of the university and provides resources for
the Faculty of Education. There are vast collections relating to educational

programs (Education College Library, 2005).

e Engineering & Petroleum Library (EPL) — provides collections related to
engineering and petroleum studies, for example, Civil Engineering,
Architecture, Chemical Engineering, Electrical Engineering, Mechanical
Engineering, Computer and Industrial Engineering. The engineering library
has separate goals and missions from those of the central library. Kuwait has
a strong reliance on petroleum, therefore the goals and missions are to
produce highly trained and skills petrochemical engineers for the future.
This library holds over 18,000 book titles, 640 periodicals and 4 full text
databases, all specialising in engineering (Kuwait University Library Guide,
2005).

e Art Library/Women — established in the academic year 1966-1967, this
library includes content from a variety of information sources. The library
houses around 50,000 English and Arabic texts in topics relating to the arts.
It has up-to-date IT and is an essential academic support encouraging
scientific research in the humanities (Kuwait University Library Guide,
2005).

e Science Library — this academic library’s mission is to support the
educational, research, and service programs of the College of Science, as
well as the academic community through the dissemination of knowledge.
The library contains diverse science collections. The library specialises in
articles relating to biology, chemistry, earth and environment, mathematics,
physics and statistics. The library houses over 3000 Arabic, 35000 English
titles and almost 2000 periodicals (Science Library, 2009).
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o Sharea’a and Islamic Studies Library — established in 1983, it is one of the

most substantial sources of information at Kuwait University and in the

community at large. The collection contains both Arabic and non-Arabic

print materials from a wide range of books and periodicals. It is unique, in

that, it has one of the largest Arabic collections within the Kuwait library

system. The library contains over 30,000 Arabic titles, which relate to

Islamic Sharea’a law. (Kuwait University Library Administration, 2006).

e Law Library - the KU law branch specialises in law. It has a large collection

of law journals and papers. The last five years has seen a large increase in

spending on law facilities at the university, and a corresponding investment

in the Law Library to meet student demand.

The KULA plays an important role in the community by supplying academic

and research publications and other items through the Gift and Exchange Division.

The administration provides in-house training within the libraries and technical

divisions.

All library materials may be checked out with the exception of references

materials, theses and dissertations. Table 5.1 shows the circulation policy for KUL

specifying type of users, number of item that can be borrowed, loan period allowed

and library requirements.

Table 5.1

Circulation Policy of Kuwait University Libraries

Maximum
number of
Borrower Borrowing card items Loan period Requirements
Professor Issued at college 15 items One semester Application form
Assistant professor library and library KU ID
Visiting professor administration in
Language teachers the case of language Photo
teachers
Teaching assistants College library 10 items One month Application form
Lecturers KU ID
Postgraduate students
Photo

KU undergraduate College library 5 items Two weeks Application form

students and KU staff

KU ID
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e Photo

Non-KU individuals Library 5 items Two weeks e Application form
administration Photo

e Deposit 40 KD
for civil servants

e Deposit 80 KD
for non-civil
servants

5.1.3 Instruction and Orientation Services

General Orientation: KUL provides a general orientation service where library
staff show new students how to use the electronic catalogue OPAC, facilities,
collection and other services. KUL staff offers new students a foundation on library

use.

Information Skills Workshops: These workshops introduce students to
research process, effective internet use and databases such as EBSCO. These
workshops were developed by librarians to ensure that students have the necessary

skills to meet the challenges in their study.

Research Seminar: The library arranges research seminars for students to learn
about important issues related to research study, such as copy-rights, ethics and

research structures.

5.2 GUST Library

Gulf University for Science and Technology (GUST) has one library on
campus called A.M.Al-Refai. The library provides many kinds of services to support
library users. It attempts to enrich learning, teaching and research by delivering easy
access to related information resources and through collection development and
quality services (A. M. Al-Refai Library, 2002).

The library has approximately 75 computer workstations, all of which are
connected to a wireless broadband internet connection. The library provides digital
resources that give users access to research materials through links to electronic
resources, for example, electronic journals. The library has access to more than

50,000 scholarly journals in digital format. The collection supports core curriculum
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degree requirements, general education, and elective classes. The library houses over
11,600 printed books, classified according to the LC classification system.

It provides full-text coverage for nearly all academic areas of study including
social science humanities, education, computer science, accounting and finance,
business management, and economics. In addition, the library has about 50,000
electronic books (e-books). The e-books are full-text electronic versions of published
books to give users the opportunity to search, read and create a personal bookshelf
(A. M. Al-Refai Library, 2002).

5.2.1 Library Services

GUST Library provides an array of resources and information services for
teaching and research needs and the support of faculty instructional activities. These

services are as follows:

e The library online catalogue called Horizon Information Portal (HIP)
provides access to all the collections in the library. HIP as a database can
read both Arabic and English and offers the ability to search the library
catalogue over the World Wide Web using a compatible web browser, for
example, internet explorer 5+ through the library website. Users can search
the catalogue on various indexes such as title, author, subject and call

number.

e GUST Library provides quality access services for students, academics and
other users. Registration automatically allows users borrowing privileges.

e GUST Library also provide IL programs to faculty, staff and students to
improve understanding and develop a skill set that enables individuals to
recognise where and when information is needed. The aim of IL is to
develop GUST Library user’s ability to locate and identify information

effectively and to promote the library as a resource for lifelong learning.

e The GUST Interlibrary Loan (ILL) service provides books, journal articles
and other information resources as loans or copies. This service allows
students, academics and researchers access to specific resources which are
unavailable in the GUST Library.
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e GUST Library has computers available for students, academics and
administrators to access library resources. Wireless internet access is

available throughout the library.

5.2.2 Library Collection

The library provides resources which are available in a variety of formats as

follows:

Books- the Library has over 12,000 book titles. Books are classified according

to the LC classification system.

Electronic journals- Gust library is subscribed to more than 55,000 electronic
journals. The journals cover all the core studies within the university, including

science, arts, social sciences, business and engineering.

Electronic books- The library has subscribed to over 60,000 electronic books,

which includes lecture notes and electronic reference works.

Reserve Collection- the reserve collection includes items designated by faculty
for their course usage as well as highly used core texts that require limited

circulation. It is located behind the circulation desk.

Reference Collection- the reference collection comprises encyclopaedias,
dictionaries, thesauri, atlases, almanacs, handbooks, and manuals. Reference items

are for in-house use only.

Periodicals/Journals- the library subscribes to 170 periodical/journal titles in

print format, arranged alphabetically and located in the periodical area.

Audio-Visual- the audiovisual collection consists of video and audio cassettes,

CDs, and DVDs. The CD and DVD collection is available for on-site viewing only.

Special Collection- the special collection comprises Arabic books, Islamic
Banking and Finance, American Corner, Gulf Heritage, theses, and dissertations (A.
M. Al-Refai Library, 2002).

5.2.3 Information Literacy

The library offers training and teaching sessions to improve user skills and

advice about writing papers and reports. IL allows users to access, evaluate, organise
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resources and use information from a selection of sources effectively. The library
offers training sessions on how to locate information using databases such as
EBSCO, JSTOR, elibrary and AcessScience. It offers online tutorials on programs
such as Library User Guide, Library Website User Guide and HIP User Guide (Al-

Refai Library, 2006). The training and teaching sessions are as follows:

« EBSCO Databases Training: is simple training that teaches library users
how to create and execute a search strategy to retrieve highly related

information for any GUST projects or assignments utilising this database.

o Library Orientation Tours: provide an important form of information. The

library tailors the orientation tour to individual and group requirements.

e The Guides to Literature Search: explains how to conduct a literature
research. For example, the Texas Information Literacy Tutorial (TILT) is a
very comprehensive IL website with online modules that walk you through
a range of topics and discuss the issues involved in selecting, searching

and evaluating information.

To keep the users of GUST library up-to-date for any promotions about library
events and news, the library issues a magazine called Library Newsletter. It is
produced every semester and highlights some library activities (Eliot, 2009).

53 AUK Library

American University of Kuwait (AUK) was established in 2003, but was open
to the Kuwait public in September 2004. The university is privately funded and
receives no funding from the government of Kuwait. The educational system of
AUK is based on an American model and all teaching is conducted in English (Mills,
2009).

According to the director’s report, the missions and goals of the AUK library
are to provide students with knowledge, self-awareness, and personal growth
experiences, to promote critical thinking, effective communication, and respect for
diversity. AUK seeks to create leaders and life-long learners who abide by their
ethical responsibilities in society. AUK Library provides quality information
resources to improve levels of students, academics and administrators (American
University of Kuwait, 2006).
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The university is relatively small compared to KU, but is continuing to grow
and develop new faculties, and increase its undergraduate intake. The university runs
Bachelor degrees in a variety of studies including business, arts and engineering. The
university’s sister campus in America is Dartmouth College, a highly respected
institution with a long history of high academic standards. The American influence
on the campus can be felt, with facilities such as American style restaurants,

Starbucks coffee and American style sports facilities available.

The library operates seven days a week. The opening times are 8am-9pm
Sunday-Thursday, 12pm-6pm Saturday, and 3pm-8pm on Fridays, due to Islamic
religious schedules. The hours of opening are slightly reduced during the summer,

and reduced further during Ramadan.

5.3.1 Overview of Library Services

AUK library and the library administration provide a wide variety of services
in an attempt to meet users’ needs. The AUK Circulation Policy states that every user
has to own a valid AUK card when borrowing print publications or media materials.
Users are responsible for returning borrowed materials before or at the due date. The
university sends out notices after the due date. Users’ are required to pay fines for the
late return of library resources. The loan periods for students are generally shorter
than the loan periods for staff and faculty members. Students have to return books
after 21 days, university staff after 28 days and faculty members after 42 days. Media
materials such as DVDs, audio and video tapes have to be returned after 3 days by
students and after 5 days by all other AUK library members. AUK library card
holders can renew their materials in person, via email or telephone before the due
date. If the borrower damages or loses an item, the user pays for the replacement cost
of the item, plus a processing fee (American University of Kuwait Library, 2009).

Student inquiries can be answered via the reference services provided by the
library. References are provided in various forms including CD-ROM,
bibliographies, printed publications, encyclopaedias and online databases. The
library also offers a wide variety of online encyclopaedias, such as Britannica and the

Encyclopaedia of Islam.

The AUK Library offers reserve services for required readings for students and
text book copies. These materials are reference only. Students can use the photocopy
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facilities to copy relevant information from books which they cannot remove from
the library. Every member of the AUK Library is provided with 250 free photo
copies per semester and can purchase more photo copy credit during the semester

(American University of Kuwait Library, 2006).

The library is relatively new and modern, with a clean and organised feel. The
library is fairly small, reflecting the size of the university population, so this is not a
problem. The furniture and equipment is of high quality. There is plenty of personal
space to work at workstations and computers. The staff are well trained and informed
in all aspects of the library. They are able to assist in either Arabic or English

language.

5.3.2 Information Literacy Instruction Program

Library catalogues and databases have a wide variety of knowledge, but many
library users lack the basic skills to find this information. Libraries around the
world have different ways of teaching IL skills to users, with workshops and video
tutorials being the most common. AUK Library uses online videos and PowerPoint
presentations to teach library users how to find the information they require. The
tutorials cover the use of:

e Using the Library Catalogue: this tutorial shows how to search for
library items using catalogues to find books, articles, Journals and

conference or seminar papers

e Accessing Online Resources: this tutorial shows how to access online
resources including databases and full-text services. Students may
view, download and/or print contents from these services provided to

use them for student studies or teaching for faculties

e Using EBSCO —Databases: this database provides the CDU library
with more than 20 databases that cover a range of subject areas and
each database indexes thousands of scholarly journals

e Searching JSTOR: it provides a full text of over 200 scholarly journals

in science, humanities and social sciences
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e Using Lexis-Nexis: it provides full text and citation access to

information in the reference, medical, business and legal disciplines.

The advantage of Lexis-Nexis is that it covers general news topics and

news transcripts (American University of Kuwait Library, 2006).

Video tutorials used by the AUK Library website are short at approximately

three minutes long. They give a step by step guide, but do not explain why you

should carry out particular steps. Users merely follow a copying process rather

than developing understanding. IL should be regarded more highly by the AUK

Library, and workshops should be run teaching basic IL skills. Many University

libraries run extensive training in IL, which equips students and library users

with the skills they require to find information and to structure assignments and

papers. Investing in better training in IL may aid the students in improving their

grades. Undergraduate students may lack the knowledge to find information

effectively due to a lack of basic training. Investment in the library website to

advertise library courses and to inform students regarding what they can learn by

taking workshops on IL may be useful.

Table 5.2

Information Literacy and Resources at AUK Library

Library tutorials

Document suppliers

Resources on the Web

e Using the Library
Catalogue

e How to Access the
Online Resources

e Searching EBSCO
Databases

e Searching JSTOR
e Using Lexis-Nexis

Access Information
British Library
CISTI Source

Find Article
GeoRef

Haworth Press
Informaworld
Ingenta

Pubmed Central
Questia

SAGE full-text collections

Washington Document
Service

Wiley InterScience

AskZad the Arabic Digital
Library

Al Babtain Encyclopaedia
CIA-The World Factbook
InfoPlease
Merriam-Webster Online
Medline Plus

The Internet Public Library

Word Reference
Dictionaries
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Internet Searches: the AUK librarians are able to guide users to find
information on the internet. The AUK Library’s webpage provides links to the

electronic databases and the Library’s collection.

Document Supply: library staff will obtain documents and journal articles
required by AUK faculty members but not held in the library’s collection, from other
libraries or suppliers.

The library offers a variety of research skills which teach users how to find and
analyse information resources. AUK Library offers IL and instruction programs,
guided tours and in-class orientations at a range of times throughout the academic
year (American University of Kuwait Library, 2006).

The mission of the library is to support the educational mission of the
university, through facilitating access to relevant resources. AUK Library has goals

to improve the educational performance of users. They are:

e To organise and maintain information resources and provide academic

and physical access to library resources and expert assistance.

e To teach students, academics and administrators about storage and

information retrieval.

e To maintain communication with all users to determine needs and to
raise awareness of the expanding range of library services and

resources.

e To support a functional and suitable environment for collections, study

areas and services for users and staff.

5.4 Library and Information Skills — Kuwaiti University Libraries

Reman and Mohammad (2002) examine the level of library skills at KU while
testing the correlation between the level of command of library skills and personal
and academic factors such as gender, age, type of previously attended high school,
class level, academic performance and level of English. The research problem relates
to library resources and information needs at KU. Although learning content is
accessible in students’ native language during high school, the primary language
changes to English when entering university. Reman and Mohammad report that
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many students struggle with accessing databases and other library resources and
approaching staff, due to the barrier created by the different language. The results
suggest that students at KU lack comprehension of basic library terminology and fail
to interpret catalogue entries, and the locations of library materials. A large number
of students did not feel comfortable using the library’s electronic resources. The
study implicates that the variables of age and type of secondary school were
significantly related to students’ library skills. English proficiency, gender, class
level and educational performance did not show a significant relationship to the
usage of library resources. The researchers suggest that KU offers students very little
training, and that training schemes should be designed to bring new students up to

the acquired standards in using a university library.

Hamade and Al-Yousef (2010) investigate the usage of library resources in
KUL, with regards to post graduate usage. The study found that printed books and
journals were the most common resource used in the library by post graduate
students for writing literature reviews. The findings that books are the most
frequently used resource is of relevance to the current study, Hamade and Al-Yousef
suggest that the more frequent use of printed collections is due to poor training in the

use of electronic resources.

5.5 Information Technology- Kuwaiti University Libraries

Al-Ansari (1999) evaluated the improvement of organisational structure at KU
libraries through the perspective of information technology and electronic
environment. Changes arose through increasing usage of technology, trends towards
access over ownership, the focus on the customers and reformation of higher
education. The study also examined how the traditional structures of a library need to
change to reach high efficiency and responsiveness to changes in the environment as
well as problems that occur during the implementation of these changes. The author
found that Kuwait libraries have to change radically in order to be ready for future
challenges. Library leaders have to restructure hierarchies and build organisations,
which are flexible, service-oriented and provide efficient and effective solutions for
all operations. Library staff have to become aware of the importance of a user-
centred vision. However, uncertainties and negative reactions from stakeholders and

the need for additional resources can arise during the implementation process.
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Library administrators need to be aware of these issues and critically guide all
stakeholders through the process of change.

The fast changing environment of information technology is increasingly
important for societies. Technological developments also tend to be in advance of
learning processes in the academic environment. They offer possibilities for
educators to lay a greater individual focus on each student and provide a variety of
different academic teaching and learning materials. Academics have to gain IL skills
in order to use information technology resources more efficiently. In turn, the
academic organisation has to provide workshops and training to improve the usage
skills of academics (Al-Ansari, 1999).

Rehman and Ramzy (2004) evaluate library staff’s effective use of
technological resources at KU. Members from three different faculties participated in
a gquantitative e-mail questionnaire evaluating various factors of IT library usage on
the basis of Likert scale questions. Although libraries tend to provide staff and users
with current information technology resources, the majority of academics are
unaware or partly unaware of the effective and efficient usage of these teaching and
learning possibilities. This is especially significant due to the finding that the most
important reasons for library visits were the conduct of research and the preparation
of lectures and other academic learning activities. The results indicate that academic
staff are willing to participate in training programs and workshops in order to
increase their IL skills. This would, in turn, support academic performance in the

classroom environment.

University libraries play an important role in providing different types of
knowledge sources, including IT. To use these resources efficiently, libraries have to
ensure the education of academics in IL skills. Training of academics has to occur
regularly to keep up with the enormous pace of information technology
advancements (Rehman and Ramzy, 2004).

Changing information technology requires continuous enhancements in library
concepts and the library environment. Concepts have to be adjusted according to new
trends in organisation structure and facilities in the library environment need to make
information technology resources effectively and efficiently accessible. Alqudsi-

Ghabra (1999) case study explores factors and arguments for resource sharing at
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three academic libraries at KU and other educational institutions in Kuwait. As
libraries are one of the most important providers of information in Kuwait society,
Alqudsi-Ghabra found that resource sharing is basic for the observed academic
libraries, independent of whether the collection is horizontal or vertical. The author
contends that along with this trend, the library environment has to adjust to the
changes in information technology usage and resources to meet the general
requirement of libraries as information providers. This is a dynamic process in which
library stakeholders have to ensure the change of the library’s physical environment
with the continuously changing patterns of information technology. Libraries will
improve if “the development of the information society can be supported by

government but not controlled” (p.155).

The Al-Doub, Goodwin, Al-Hunaiyyan (2008) study investigated student
attitudes towards e-learning in public and private universities in Kuwait. Their study
used GUST library and the Business library of KU to determine the differences in e-
learning at the two universities. The authors state that GUST students used laptop
computers to a far greater extent than those at KU, due to the quality of the wireless
network at GUST. Female students were asked about the possibility of using online
discussions with academics. A high number of females stated they would prefer to
speak with their male lecturers via the web compared to female lecturers. This is
interesting due to the cultural implications of such actions within Kuwait. Language
played a role in e-learning due to KU using Arabic taught instruction and GUST
using English instruction. KU must use Arabic language packages for e-learning

regardless of the students’ preference.

5.6 Strengths and Limitations of Previous Research about Kuwaiti University
Libraries

Previous studies have been conducted in Kuwait university libraries on a
variety of subjects. However there are many gaps in research conducted in Kuwait
due to the relatively short history of Kuwait universities compared to other countries.
The Kuwait government gave permission to third party investors to construct private
universities in 2002. There are no studies which have been conducted in a private
university regarding academic libraries to date. KU has eight library branches which

are the focus of previous studies, but Kuwait now has ten privately owned
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universities. Previous studies have included questionnaires and interview data carried
out in KU, but this study includes a larger number of participants. Small participant

groups tend to lead to inconclusive results.

Previous studies in Kuwait focusing on IT usage and technology are outdated
(Al-Ansari, 2006) and library usage has changed especially regarding the internet,
computer speed and programs now available in the academic library. Studies which
focused on library skills are also outdated as they refer to students being
uncomfortable using IT in research and assignment writing due to students lacking
IT skills in 2002 (Rehman and Mohammad, 2002).

Users satisfaction has become a topic of investigation in Kuwait recently, for
example, Al-Ansari and Kulaib (2011) researched user satisfaction with library

services in JACL.

After the Iraq invasion in 1991, many studies focused on the quantitative and
qualitative loss to academic libraries in Kuwait. The figures and values recorded are
extremely accurate, with every item within the library being accounted for. This
allows estimations of the size of Kuwait’s library collections to be extremely

accurate.

5.7 Conclusion

This chapter presented basic information on higher education in Kuwait, an
insight into the three kinds of university libraries in Kuwait, and charted the
importance of functions and services that libraries can provide their users. The
purpose of describing the libraries and their users within this chapter is to inform the
reader regarding the role of academic libraries in Kuwait. This chapter has focussed
on the KU library, the largest academic library in Kuwait, with eight branches, each
containing an extensive collection. In comparison, AUK library and GUST library
only have one branch which is why the majority of the data was collected from KU

library users.

From this chapter, one can observe that all three university libraries in Kuwait
are providing adequate services comparable to any academic library in the world
with regards to computer availability, electronic resources and digital material

facilities. However, there is a need to focus on informing and training people on how
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to use the library services. It is recommended that programs or courses be developed
and implemented on campus which introduces undergraduates, postgraduate students

and staff to the following:
o the storage and retrieval of relevant information
« effective strategies for the management and seeking of information

o high quality literature review, research strategies, and the structure of

theses, particularly for postgraduates
o appropriate search techniques for online search databases.

In comparing all three Kuwaiti university libraries with those of successful
universities in America, Britain and Australia the researcher found that there were
many similarities between the institutions, such as modern equipment and high-
quality technology. The differences, however, include the specific collections in
Kuwaiti libraries of Islamic texts, some of which are old and becoming irrelevant.
KUL has a library solely for women as part of the separate college for women, which
was established as a result of the demand by those women preferring to study
separately from men, due to cultural and religious beliefs. On the back of the success
of this college, the Australian Box Hill College Kuwait was also established as a

private college for women.

This chapter has outlined previous research about Kuwaiti university libraries
and identified the need to update and expand this research. The next chapter outlines

the findings in the questionnaire phase of the thesis research.
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Chapter 6: Questionnaire Findings

6.1 Introduction

This chapter will discuss the results of the statistical analysis carried out on the
data collected from the questionnaires discussed in chapter 4. Three different
questionnaires were used to elicit information from three groups: students, academics
and administrators. The results of each questionnaire are discussed separately in the
respective sections. Conclusions relating to all three questionnaires are included in a
fourth section at the end of the chapter. The discussion of the results of each
questionnaire includes a summary and statistics of the main results in the samples,
supplemented by graphs and tables describing the characteristics of students,
academics and administrators of Kuwaiti universities. The data collected was
analysed using software called PASW (formerly known as SPSS, version 18), and

also using Microsoft Excel.

The analysis also includes an examination of the quality of the data to ensure
validity and reliability of the questionnaire instrument, and also to guarantee sample
representativeness. This involves various verifications of the data. These include
tests for randomness of responses in different groups of samples, patterns and sets of
missing responses, different types of plots, and tables to capture the main features
and characteristics of groups of respondents. There is also the issue of systematic
bias in the data, which is more serious than random error. This source of error cannot
be eliminated using any of the statistical analytical tools, but only through a well-

planned study in the design stage and also through sound sampling practices.

6.2 The Statistical Analysis of Students’ Data

A total of 792 students were sampled from all three Kuwaiti universities under
the study, namely KU (578), GUST (117), and AUK (97). These sample sizes
reflected the respective number of students in each university. Participant numbers
were close to the optimal target sample sizes opted for by the design, as will be

explained in more detail in the following subsections.

135



6.2.1 The Statistical Analysis of the Demographic Variables

The response rate to the questionnaire was high with little missing data. Bias
was reduced by the random distribution of the questionnaires to the students in the
library. To avoid the systematic bias associated with recruiting in the library, the
questionnaire was also distributed to students in classes, rest areas and students
coffee shops. For the student group, the majority of questionnaires were completed
face to face with students, but the academics and administrators’ questionnaires were
collected at a later date, as they were returned to library staff for the researcher to
collect. Care was taken to keep all sources of systematic variation under control in
the design stage, and to eliminate all potential sources of bias, except of course

random sources, which will be dealt with in the analysis.

Figure 6.1 presents demographic information regarding which university
campus the questionnaire participants attend. The study target sample size was 600,
120, and 100 students respectively for KU, AUK, and GUST. The sample size was
based on an overall percentage of the university population; 3% at each university. It
is clear from Figure 6.1 that total responses closely met these targets. Figure 6.1
refers to the above target sample, however after the data was analysed, the final
number of students for KU was 578 (73%), GUST 117 (15%) and AUK 97 (12%).

The percentages show the size of each sample with regards to the overall figure.

m KU

W AUK

GUST

Figure 6.1 Distribution of students across the three universities
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Figure 6.2 illustrates the variable faculties used in the study, at each of the
three universities. The target sample sizes for the colleges were set between 15 to 50
students per college depending on the college size. It is clear that this target was
satisfactorily met for all but two or three colleges, which were probably under-
represented in the sample. The sample sizes for colleges of Medical Sciences were
six students. Dentistry has a low number of responses at 14, but this figure is close to

the target of 15 that was set for these colleges since they have small enrolments.

Arts
Medicine
Dentistry

Engineering
Education 153
Law

Pharmacy
Science

Social Science
Medical Sciences

Administrative Sciences 143

Figure 6.2 Distribution of students across the three universities

The participants were randomly picked from the library users at the three
Kuwaiti universities. Students studying education, administrative sciences and social
science made up the majority of library users (53%). This greatly outnumbers
dentistry, pharmacy and science that make up approximately 8% of the responses.
The finding that social science students used the library frequently is supported in the
findings of Chrzastowski and Joseph, (2006). The researchers also found that science
and medical science students were less frequent users of the academic library, which

is also supported in results of the current study.
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Figure 6.3 Academic year of students

Figure 6.3 shows the academic year of students and their library attendance.
The majority of students attending the library were freshman (231), 198 were
sophomore, 186 juniors, 142 seniors and only 30 are working in internships. The
minority are the Masters students, with only five students in pursuit of their Masters

degree attending the library.

It was expected that students in their final years of study (junior and senior)
would use the library facilities more. However 429 out of 792 students (54%) who
participated in this study were in their first two years of academic education
(sophomore and freshman). This finding was unexpected due to a previous
suggestion that students in the final two years of study use the library more (Bridges,
2008; Simmonds & Andaleeb, 2001). The remaining students (junior, senior,
internship and masters) made up the rest of the sample (363 out of 792 students). The
reasons for freshman students not using the library is thought to be that libraries can
be an intimidating place for students new to university, meaning many students do
not want to look out of place by asking questions and looking “lost” (Eschedor

Voelker, 2006).
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Figure 6.4 Frequency of library visits (students)

Figure 6.4 shows the frequency of library visits by students. The sample size was
792 students. 265 (33%) students visited the library every week, with 193 (24%)
students visiting two to four days per week. Monthly visits were made by 102 (13%)
students whereas 88 (11%) students visited fortnightly (twice per month). Daily users
of the library totalled 79 (10%) students, while 58 (7%) students rarely visited; only
using the library a few times per year. Only seven (1%) students had never visited
the library. According to these findings, the majority of students visit the library
weekly or up to four days a week (458 out of 792 or 58%). Other studies support
weekly library usage as being the major category of library usage. In total the current
study found that 67% of participants use the library once a week or more, which was
supported by findings from Jiao and Onwuegbuzie (1997); they state that 80% of
library users attend the library once per week or more.

Table 6.1

The gender distribution of students' sample

Gender Number Percentage
Female 463 59%
Male 328 41%
Total 792 100%
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Table 6.1 illustrates student gender. In all three universities, 463 female students took
part in the study, whereas only 329 male students participated. Therefore the
majority of questionnaire responses are by female students. The gender gap will be

noteworthy when examining study results.

Table 6.2

Time spent in the library per visit
Time Number of students Percentage
Up to 1 hour 373 39%
1 to 2 hours 165 26%
2 to 4 hours 177 24%
4 hours plus 77 11%
Total 792 100%

Table 6.2 describes the amount of time spent in the library per visit by students.
The majority of students 373 (39%) spent up to one hour in the library, followed by
165 (26%) who visited the library on average, between one and two hours per visit.
Spending two to four hours in the library were 177 students (24%). The minority
students, 77 (11%) students spent four hours or more in the library. The amount of
time spent in the library of less than one hour indicates that most users only attend
the library briefly to return books or use copy facilities. Longer durations indicate

study or perhaps social activities.

Table 6.3
Electronic resources used by students in the library

Number of
Electronic Resources Participants Percentage
Databases 214 27%
E-journals 113 14%
Web resources 111 14%
Websites of non 96 12%
government institutions
E-newspapers 76 10%
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Others 55 7%

E-books 53 7%
Web sites of 43 5%
government institutions

E-theses & dissertation 31 4%

Table 6.3 above illustrates the electronic resources used by students in the library and
shows how information technology, as a library service, has improved. Most
academic libraries provide a variety of electronic resources. The majority 214 (27%)
of students utilise databases and 113 (14%) of students use e-journals, or 111 (14%)
web resources. Websites of non government institutions are used by 96 (12%), while
76 (10%) read e-newspapers. Seven per cent read e-books and others, (55 or 7%)
could not determine a resource used from the list provided. Only 5% (43) used
websites of government institutions. The minority, (31) 4% of students accessed e-
theses and dissertations. This may be due to the fact that a large part of the sample
was from undergraduate students, therefore reducing the need to access
theses/dissertations online.

Table 6.4
Purpose of library visits (multiple choices)

Combined
Purpose Male Female Total
Study alone 82% 76% 79%
Using computer for studying 61% 55% 58%
Borrowing & returning 39% 52% 45.5%
Group study 39% 44% 41.5%
Using printing and copying facilities 33% 46% 39.5%
Using internet for personal reasons 37% 29% 33%
Reading newspapers & magazines 11% 6% 8.5%
Relaxing 5% 9% 7%
Training 2% 3% 2.5%
Meeting people 2% 1% 1.5%

The findings in table 6.4 show combined totals for the various responses of
students regarding the various activities or services they use in the academic library.
The answers are multiple choices so the combined totals are percentages of the
overall respondents of the questionnaires (792). The separation of results based on

male and female aims to show cultural nuances in an Arabic country. The highest
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response from users was studying alone in the library, with a combined total of 79%.
Study is clearly the key use of the library for students. The second highest use was
using computers for study. A noticeable difference in male and female responses
supports a suggested difference in how Kuwaiti females choose to study. Kuwaiti
females are believed to prefer to study at home, using books or copied material from
the library. This is supported by the total of females who utilise the copy and print
facilities in the library, compared to males. A large number of students sometimes
use the library for social or personal reasons, such as using computers to access
social networking sites, or meeting friends and socialising in the library. Study in the
library is clearly the purpose for many students when visiting the library. This is
supported in related studies by Gardner and Eng (2005), who found very similar
figures (80.6%) with regard to studying alone in the library.

6.2.2 The Statistical Analysis of the Library Usage Variables

This study attempts to measure the correlation between independent and
dependent variables. Independent variables are Information Technology, Collection,
Facilities and Equipment, Training and the Library’s Physical Environment, and

dependent variables are students, academics and administrators.

The eighteen library usage statements were in the second section of the
questionnaire. In Table 6.5, the researcher lists the counts of responses to all the
eighteen statements. The high amount of responses in agreement indicates the
attitude of the respondents about library usage is generally positive. About 75% to
85% of the responses were positive about library usage, and only 7% to 17% were
negative. This could be taken as an indication of the high approval rate of library
services although the scale of the statements is not about satisfaction with library

services.

The reliability of the constructed scale for the PPP variables was investigated.
The last ten statements on the questionnaire were about the level of academic
performance from the students’ perspective. These measurements are consistent and
reflect the students’ behaviours and perceptions. The extent to which the sum of
these statements represents the individual statements is measured by reliability. In
other words, reliability is a measure of internal consistency, and the best known

method for estimating it is through a method called Cronbach’s alpha.
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Table 6.5

Counts of responses to library usage statements for students’ data

Strongly Strongly
Statement Agree Agree Neutral Disagree Disagree
IT1: IT devices are of high quality 32.65% 54.45% 8.26% 3.74% 0.90%
IT2: Online searching is easy on/off campus  26.42% 53.24%  13.34% 5.57% 1.42%
IT3: Satisfaction with library web page 24.02% 52.36%  15.92% 7.15% 0.54%
IT4: Library staff are helpful with IT 29.88%  54.08%  11.38%  4.53% 0.13%
Col1: Library resources are suitable 23.47% 53.59%  16.43% 5.74% 0.78%
Col2: Large amount of resources 23.47% 53.59%  16.43% 5.74% 0.78%
Col3: Resources are local and international ~ 22.75% 51.50%  17.98% 7.08% 0.68%
Col4: Collection is continuously updated 23.07% 50.69%  18.37% 7.18% 0.69%
Facl: Library facilities are suitable 27.95% 51.03%  13.33% 6.54% 1.15%
Fac2: Photocopying/ printing is satisfactory ~ 27.03% 50.32%  13.38% 8.37% 0.90%
Fac3: Furniture is comfortable 28.23% 5456%  10.25% 4.56% 2.41%
Fac4: Private rooms are accessible 29.57% 54.82%  10.41% 4.57% 0.63%
Tranl: adequate workshops on library use 22.51% 49.80%  15.55%  10.91% 1.23%
Tran2 :Staff are will qualified and helpful 25.94% 55.64%  14.79% 2.72% 0.91%
Tran3:Library provides suitable training 21.24% 49.68%  16.99% 9.91% 2.19%
Envl:Library is quiet and comfortable 29.57% 54.44%  11.04% 4.06% 0.89%
Env2:Opening times are suitable 29.95% 51.27% 9.52% 6.09% 3.17%
Env3:There are sufficient areas to relax 23.68% 38.16%  19.74%  12.76% 5.66%

As discussed in the previous chapter and from Table 6.5, five factors were

formally defined as the sum of responses to the statement on the questionnaires
corresponding to library usage factors. Because the factors are defined as sums of
items on the questionnaires, it is important that we establish the reliability of the
defined factors before using them in our model. Reliability of a factor depends on the
number of summands involved in the sum with higher reliability for a larger number
of summands. In this case, the study has used minimal or near minimal number of

summands (three, or four, at most) to define the factors.

The responses in Table 6.5 demonstrate the wide opinions students have regarding all
topics of library use. Many students feel the library’s physical environment (Env3) is
below standard (18.5%) when questioned about the library furniture and the library’s
opening times. The findings also show a large number of students are neutral to the
question. The IT services (IT1) are regarded as the most satisfactory service within
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the library and 87% of library users either agree or strongly agree with the question.
The overall satisfaction is positive; with 78% of the respondents answering in
agreeance range averages (51.5% agreeing, 26.5% strongly agreeing). These findings
in satisfaction show that although the library is providing a good service for library

users, there is still room for improvement.

Table 6.6
Reliability results for the library usage factors for students' data
Number of Number of Cronbach’s

Factor Variables Students Alpha
IT Services 4 699 711
Collection 4 684 733
Facilities and Equipment 4 763 731
Training 3 720 .69
Library’s Physical 3 757 799

Environment

As Table 6.6 shows, the reliability of the defined factors ranges from
questionable to good according to the classification of reliability values in Table 6.6.
Notice that for the model, the regression model, the reliability of the factors is not
important since they will be used only as predictors in the model, and hence their

variability does not contribute to the random variation of the model.

All questions in the second part of the survey have been coded as S1
(=Question 1) to S18 (=Question 18). The scale progresses from 1=strongly agree,
2=agree, 3=neutral, 4=disagree, 5=strongly disagree and 9=no answer.

In section two of the questionnaire, statements S1 to S4 relate to the

Information Technology in the library. S1 to S4 follow:

e S1: The IT devices (computers, internet, etc.) that the library furnishes

are of high quality and speed

e S2: the service of online search is friendly and can easily be accessed

on-campus and off-campus

e S3: the library web page is friendly and includes all the information that

I need to know about the services of the library
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e S4: when | have a problem using any of the IT services, | find all the

help I need from the library staff.

Information Technology was significantly related (p < 0.05) to the PPP

variables with an acceptable Cronbach’s alpha of 0.711 for all four questions.

The researcher’s aim was to achieve a minimum alpha of approximately 0.7 for
all of the variables, and anything in excess of this would be highly regarded. Any

alpha scores below this would be regarded as questionable.

A reliability analysis was applied to the student data using the statistical
package PASW (formerly known as SPSS, version 18). The computer output shows
that the value of Cronbach’s alpha is 0.842 with only ten variables, which is
considered good. The constructed scale consistently measures the outcomes of the

educational performance process in a way that results in a low margin of error.
The area of the Library Collection focus on the following four statements:
e S5: 1find all that I need of references and resources in the library

e S6: the library contains a large number of resources either as print or e-

material

e S7: the library is subscribed to major local and international journals

and periodicals in my field

e S8: the library collection list is continuously updated to include new

trends in research and learning material.

As the study has shown, the library collection was significantly related (p <
0.05) to the PPP variables from S19 to S28 showing an acceptable Cronbach’s alpha
of 0.733 for all four questions.

The Library Facilities and Equipment centred on the following four statements:

e S9: the facilities and equipment (e.g. printers, photocopy machines,
meeting rooms, etc.) furnished by the library cover all the basic study

needs of the library users

e S10: the photocopying and printing services are accessible and

satisfactory
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e S11: there are enough multimedia rooms and presentation rooms

e S12: the study facilities in the library including study rooms, meeting

rooms, seminar rooms, etc. are accessible and suitable.

As other variables mentioned before, there was a significant relationship (p <
0.05) to the PPP variables. Also, all questions about Facilities and Equipment
showed an acceptable Cronbach’s alpha of 0.731.

Library Training focused on the following three statements:

e S13: The library offers adequate learning opportunities to its users to
learn about its facilities and services, e.g. via online courses, seminars,

workshops, exhibitions, etc

e S14 the library staff are well qualified and they offer their expertise to

library users whenever needed
e S15 the library provides trainings that improve my skills.

Library Training was significantly related (p < 0.05) to the PPP variables and
had, moreover, a questionable Cronbach’s alpha of 0.69 applicable to all three

questions.
The Environment of the library related to the following three statements:
e S16 The library provides a quiet and comfortable environment for
studying
e S17 the library is open for sufficient days at suitable hours

e S18 the furniture of the library including the desks, the chairs, and other

supplies are fairly new and comfortable.

There was no significant correlation to the PPP variables with an acceptable
Cronbach’s alpha of 0.722 for all three questions.

In summary, only Library’s Physical Environment was not significantly related
to the PPP variables. The significance of the correlation could be increased through
adding more items to each variable of the questionnaire. The Training section has
been extended by another question (from two to three variables), which increased

Cronbach’s alpha from 0.65 to 0.69. This indicates that the addition of questions
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generally results in another four independent variables which will increase the
significance and alpha.

6.2.3 The Statistical Analysis of the Perception Variables

The last ten questions on all three questionnaires involved statements on
outcomes of educational performance activities from students, academics, and
administrators’ perspectives. They attempt to measure the perception of personal
performance. In this subsection, the researcher analyses these questions from the

students’ perspective.

It is clear students approve of the role universities play regarding perceived
personal performance (PPP). The overwhelming majority of students approve the
stated perceived personal performance of the universities based on their experiences.
However, this is not the same as evaluating the actual achievement of the objectives
In practice, but rather it aims to assess the attitude towards the implementation of the
objectives. The former deals more with specific activities and is suitable for
evaluating programs. The latter is more general and idealistic and is used whenever
the questions are about objects or events that cannot easily be listed in terms of
activities or specific behaviour. Therefore, the study might conclude that the students
generally believe that their universities are helping them achieve their learning
objectives. Table 6.7 represents the responses collected from student users of the
library. The variables are PPP related and in general received positive feedback from
students. St4 is aimed at student grades improving as a direct effect of visiting the

academic library, which students responded with 81% positivity.
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Table 6.7

Counts of responses to PPP variables for students' data

Strongly Strongly

Variable Agree Agree Neutral Disagree Disagree
33.76%  53.02% 8.09% 4.11% 1.03%

St1 — Training improves
user critical thinking

St2 — The library improves
my studies

27.23%  61.03% 8.26% 2.97% 0.52%

St3 — | borrow items 27.58%  58.63%  11.47% 1.80% 0.52%

related to my study
St4 — Visiting the library 28.98%  52.13%  13.84% 3.88% 1.16%

improves my grades

S5 luselibrarytofind  2881%  4967%  1695%  391%  0.65%

recommended books

St6 — Most assignments
require me to use library

25.77%  52.96%  15.98% 4.77% 0.52%

St7 — Training has 29.07%  52.88%  14.47% 3.20% 0.38%

improved my study skills

St8 — I study in library with
friends

28.09%  53.48%  14.56% 3.35% 0.52%

Sto I use printing services  3043%  5384%  12.28%  294%  051%

in the library

St10 — The environment is 50.44%  34.82%  10.42% 3.68% 0.64%

suitable for study

Further analysis was carried out to evaluate the role of the ten variables in
measuring the effect of the perceived personal performance process on the students
by performing an item analysis on the ten variables. Table 6.8 lists a partial output of
an item analysis performed on the ten PPP variables. The second column in the table
shows that almost all ten variables have a correlation of 0.5 or above with the
constructed scale. This implies that all the ten variables contribute significantly to the
constructed scale. The third column gives the percent of total variation explained by
each variable in the scale. Again, this implies all ten variables contribute
considerable amounts of variation to the total variation in the scale. Finally, the last
column shows that none of the alpha values, when the variable is deleted, are above
the scale alpha value of .842. Furthermore, they are all close to the scale value .842.
This implies none of the variables in the scale are poor variables and that all ten
variables are equally good. As a result, the instrument for measuring the university
educational performance outcomes from the students’ perspective is reliable and

consistent.
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Table 6.8

Item analysis of the PPP variables for students' data

Corrected item Squared multiple Cronbach’s Alpha
Statement — total correlation correlation if item deleted
Stl 481 .361 .833
St2 .606 .507 .822
St3 628 .503 .820
St4 579 422 .823
St5 .556 .397 .825
St6 512 321 .829
St7 577 437 .823
St8 544 410 .826
St9 513 .333 .829
St10 403 .196 .840

6.2.4 Testing Research Questions regarding Students

This section addresses the research questions stated in Chapter 1 about
presence and significance of the relationship between educational performance and
factors impacting library usage. The relationship between students’ academic
performance and the five factors impacting library usage is investigated using the

multiple regression model.

Following the strategy outlined in the previous chapter, the fit of the model was
evaluated before looking at results. A partial output (using the statistical package
PASW 18) is shown in Tables 6.6 and 6.8.

Table 6.9
ANOVA“ table using multiple regression model for students' data
Model Sum of Squares df Mean Square F Sig.
Regression 2352.089 6 392.015 20.236 .000°
Residual 8949.727 462 19.372
Total 11301.817 468

*Dependent variable: Students. "Predictors (Constant): Collection, Training, IT Services. Facilities and
Equipment, Library’s Physical Environment

Table 6.9 presents results of ANOVA. The regression model is highly
significant since the value in the last column is smaller than .05. This means that the
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five factors collectively impact the dependent variable, students, which is the impact
variable for students’ data.

Table 6.10

Coefficientsa of multiple regression model for students' data

Unstandardised

coefficients Collinearity statistics

Factors B Std. Error t Sig. Tolerance VIF
(Constant) 9.441 .905 10.427 .000

IT Services 218 104 2.093 .037 .622 1.608
Collection 327 .095 3.457 .001 .651 1.536
Facilities and Equipment .200 .097 2.059 .040 672 1.488
Training 452 79 2.523 012 .653 1.532
Library’s Physical .097 124 182 434 701 1.426

Environment

®Dependent variable: Students.

Assumptions of the model, particularly the random error assumption were
tested. Figure 6.5 shows the plot of the residuals against the predicted values after
fitting the regression model. The points seem to be randomly scattered along a
horizontal line at zero residuals, and therefore there is no systematic pattern in the
data. There is some indication of non-constant variance of the data values. Figure 6.6
shows that the residuals fit the normal distribution curve reasonably; this is a basic
assumption of the model. The best case scenario is therefore to accept the model fit

even though the overall fit level, as measured by the R-Square value, is rather small.
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Figure 6.6 Histogram of residuals from fitting regression model with normal

curve imposed

Table 6.6 contains research questions about the students relating to their library
usage and educational performance. The presence and significance of relationships
between the five factors and the educational performance impact for Students are
shown in the fifth column of the table (under the heading sig.). Values in this column
are below the 5% level. This indicates the corresponding factor has a significant
relationship with the educational performance variables, and values above the 5%
level indicate no such relationship. It can be concluded that all factors, except
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Library’s Physical Environment, have significant relationships with the impact

variable of the students.

If a factor has a significant relationship with the PPP variable, then the
corresponding value in the second column (values of B) is an estimate of its effect on
the PPP variable. Therefore, the factor of training has the largest effect on the PPP
variable (value .452), and the factor Facilities and Equipment has the smallest effect

on the PPP variable (value .2).

6.3 The Statistical Analysis of the Academics’ Data

Similar to the previous case, distribution of the sample with respect to several
demographic variables is described. Demographic variables are reflected in the

graphs for the sample with respect to five variables which follow:

e Distribution of academics from Kuwait Universities
e respondents by age group

e gender distribution of the academics' sample

o frequency of library visits

e use of library resources.

The target sample sizes of academics from the three universities were 100, 25
and 25 for KU, AUK, and GUST respectively. Clearly, the sample sizes in Figure 6.7
come close to these figures with 92, 29, and 22 for KU, AUK and GUST
respectively. The number of academics in these samples was selected proportional to
the total number of academics in all the three universities. The number of academics
in the college samples range from three, in some small colleges, to 34, for the college
of Arts. There is also one college with only one academic. The reason for these large
differences in the college samples was argued before, namely that the Administrative
Sciences and Arts colleges are the two main colleges of AUK and GUST and that
most of the academics sampled from these universities belonged to these colleges.
Figure 6.7 gives a visual representation of the sizes of each of the samples from the

three universities.
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Figure 6.7 Distribution of academics from Kuwait Universities

6.3.1 The Statistical Analysis of the Demographic Variables
Table 6.11 describes the age range of the academic respondents. The majority,
47 respondents (33%) were between the ages of 41-50, 43 (30%) were between 31
and 40 years of age, 29 (20%) academics were between 50-60 years old, while just
24 (17%) academics were between 20 and 30 years of age. There are no academic
respondents over the age of 61. Therefore, the majority of academics are between 31

and 50 years old.

Table 6.11
Respondents by age group
Number of
Age academics Percentage
20-30 24 17%
31-40 43 30%
41 -50 47 33%
50 - 60 29 20%
Over 61 0 0%
Total 143 100%

With regard to gender distribution of academics, table 6.12 shows that there are
similar numbers of academics for both genders in the three universities with male
academics slightly exceeding the female academics in number. The distribution of
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the frequency of library visits shows that academics usually use the library when
needed and not on a regular basis as one might expect from students.

Table 6.12

The gender distribution of academics' sample
Gender Number Percentage
Female 68 48%
Male 75 52%
Total 143 100%

54
34
26
18
8
2 H
— .

Daily 2-4daysa Weekly Fortnightly Monthly Rarely (i.e. Never
week a few times
a year)

Figure 6.8 Frequency of library visits

Previous studies use frequency of library visits as an indicator to reflect the quality of
library services. This study focuses on the variable of users; figure 6.8 shows the
frequency of library visits by academics. The majority (54) visited the library
weekly, while 34 visited fortnightly. Twenty-six academics visited the library
monthly, whereas 18 were at the library two to four days per week. Eight academics
rarely visited the library, using it only a few times per year. Two went to the library

daily and one academic had never visited the library.

The majority of academics (114 out of 143) visited the library weekly to

monthly. Therefore, their library visits are overall less frequent than the library visits
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of the student sample (see Figure 6.4). This can be explained through their different
position within the institution: academics can access some of the electronic resources

from their offices (e.g. through their personal computers).

Table 6.13

Use of library resources (by Academics)

Participants’

Library Resources Number Percentage
Journals 56 41%
Textbooks 30 22%
Databases 26 19%
Newspapers 6 4.50%
Government 6 4%
documents
Dissertations 4 3.50%
Audio-visual 4 3.50%
materials
CDs 3 2.40%
Other 2 1.60%
Reports 1 0.50%

The variable of ‘use of library resources’ by academics was chosen to depict how the

library time was of value for academics as it differs from the student usage.

Table 6.13 shows that the majority of academics’ usage was to read Journals
(56 or 41%) and Textbooks (30 or 22%). Databases were also used frequently (26 or
19%), while Government Documents (six or 4%) and Newspapers (four or 4.5%)
were used less frequently. Dissertations (four) and Audio-Visual materials (four)
were similar in amount of academic usage (3.5%). Two academics, 1.6%, used
‘other’ library resources. The minority of academics used library resources such as
CDs (three or 2.4%) and only one academic (0.5%) used Reports as a library
resource. According to these findings, 82% of the academics prefer to use only three
different types of resources: textbooks, journals and databases. Print publications
such as textbooks and journals already make up 63% of this majority. Therefore most
academics still prefer printed library material over electronic resources. Other
resources, such as government documents, dissertations and newspapers, are less

popular among the academics’ sample.
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Next, the reliability of our model variables was examined. As stated, the
independent variables in this section are the same as those of the previous section,
namely: Communication, IT Services, Collection, Facilities and Equipment,
Training, and Library’s Physical Environment. The dependent variable is different,
focusing on a measure of the outcomes of the educational performance process from
the academics’ perspective. The sum (or average) of the ten PPP variables defining
the educational performance process is defined as our dependent variable, which is
called academics as opposed to students for the dependent variable of the previous

section.

6.3.2 The Statistical Analysis of the Library Usage Variables
The questionnaire handed out to the sample of academics was identical to the
students’ questionnaire for the first two sections. It contained eighteen questions that
were coded S1 (=Question 1) to S21 (=Question 18) on a Likert scale of 1=strongly

agree to 5=strongly disagree and 9=no answer.

S1, S2, S3 and S4 are related to the IT Services of the Library. The results
showed no significance to the PPP variables. A questionable Cronbach’s alpha of

0.640 resulted across all four items.

The questions concerning the Library Collection (S5, S6, S7 and S8) had the
lowest significance level to the PPP variables. For all four items, the Cronbach’s
alpha was acceptable (0.796) but close to a good level according to the classification
of the table of alpha (see Table 4.4).

The items concerning Library Facilities and Equipment (S9, S10, S11 and S12)
showed no significant correlation to the PPP variables. S9 was even less significant
than the other three variables, which were similar. Moreover, the Cronbach’s alpha

of 0.688 was questionable for all four items.

S13, S14 and S15 looked at the Training component within the library. With a
questionable Cronbach’s alpha of 0.685, the independent variable was not

significantly related to the PPP variables.

The Library’s Physical Environment was tested through the questions S16, S17
and S18. The items showed the highest significance (p < 0.05) to the PPP variables.
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The Cronbach’s alpha was, however, the lowest result for this sample and with a

value of 0.604, was close to a poor classification.

In conclusion, only one variable, Library’s Physical Environment, was
significantly related to the PPP variables. Collection was classified as acceptable on
the Cronbach’s alpha classification scale and reached values close to the good level.

The remaining variables all attained questionable values.

Table 6.14
Reliability results for library usage factors for academics' data
Number of Number of Cronbach’s

Factor Variables academics Alpha
IT Services 4 140 .640
Collection 4 143 .796
Facilities and Equipment 4 138 .688
Training 3 137 .685
Library’s Physical 3 140 504

Environment

In Table 6.14 a number of results from the reliability analysis carried out on the
five library usage factors have been listed. The table gives the values of the
Cronbach’s alpha, which is a measure of the internal consistency. They range from
questionable to acceptable for the five factors, and this is expected in the light of the
small numbers of items used to define the factors. The poor reliability of some of
these factors would not affect our statistical analysis results in any significant way

since the factors are only used as predictors in our model.

Reliability analysis was also carried out on the ten PPP variables of the
academics’ data. The value of Cronbach’s alpha was found equal to 0.819 with only
ten items. This value is considered good according to the classification in Table 6.16.
The implication is that this variable in our regression model indicates that the
outcomes of the educational performance process are being used confidently.
Furthermore, the study ran an item analysis on the individual PPP variables in Table
6.15 to make sure they all contributed significantly to the definition of the dependent

variable. Following the same guidelines as in the previous section, the conclusion
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can be drawn that all the PPP variables are good and do not need to be modified or
deleted.

Table 6.15
Item analysis results of the PPP variables for academics' data
Corrected item Squared multiple Cronbach’s Alpha
Statement — total correlation correlation if item deleted

Acadl .610 514 792
Acad? .556 .550 797
Acad3 482 401 .805
Acad4 .370 .204 .815
Acad5 449 271 .808
Acad6 529 .385 .800
Acad7 484 .366 .805
Acads8 409 223 812
Acad9 .560 391 797
Acad10 551 371 .798

The data collected from the survey was analysed. In the study, a total of 143
academics were surveyed from all three Kuwaiti universities and from the different
colleges. The response count for academics on the eighteen questions in the second
section, and the correlation and Cronbach alpha results, are displayed in Tables 6.15
and 6.16. The impact of this variation in the views of academics on the use of the
library services will be captured in the regression analysis.

Table 6.15 displays the correlations found within the third section of the
questionnaires, and this correlation is relatively weak. The total correlation range was
0.5 which suggests there is some correlation, but is not conclusive. The squared

multiple correlation range is 0.368, which suggests there is almost no correlation.
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Table 6.16

Counts of responses to library usage statements for academics' data

Strongly Strongly

Statement Agree Agree Neutral Disagree Disagree
IT1 - IT devices are of high quality 23.08% 56.64% 14.69%  3.50% 2.10%
IT2 — Online searching is easy on/off 14.69% 54.55% 19.58%  8.39% 2.80%
campus
IT3 Fi Satisfaction with library web page 11.27% 59.15% 17.61%  9.86% 2.11%
IT4 — Library staff are helpful with IT 24.82% 54.61% 16.31%  3.55% 0.71%
Col1 — Library resources are suitable 15.38% 57.34% 16.08%  8.39% 2.80%
Col2 — Large amount of resources 16.08% 58.74% 15.38% 7.69% 2.10%
Col3 — Resources are local and 13.99% 55.94% 17.48%  9.79% 2.80%
international
Col4 — Collection is continuously updated 12.59% 38.46% 14.69% 25.17% 9.09%
Facl — Library facilities are suitable 15.49% 46.48% 26.76%  9.15% 2.11%
Fac2 — Photocopying/ printing is 18.57% 53.57% 20.00%  5.71% 2.14%
satisfactory
Fac3 — Furniture is comfortable 13.29% 62.24% 16.78%  6.99% 0.70%
Fac4 — Private rooms are accessible 22.54% 56.34% 11.97%  7.75% 1.41%
Tranl — adequate workshops on library 18.12% 48.55% 15.22%  15.22% 2.90%
use
Tran2 — Staff are will qualified and helpful ~ 13.38% 64.79% 15.49%  3.52% 2.82%
Tran3 — Library provides suitable training  11.56% 67.35% 15.65%  3.40% 2.04%
Envl - Library is quiet and comfortable 16.08% 66.43% 11.89%  4.20% 1.40%
Env2 — Opening times are suitable 18.31% 63.38% 13.38%  4.23% 0.70%
Env3 — There are sufficient areas to relax 11.35% 62.41% 14.89% 10.64% 0.71%

The findings in table 6.16 show the general responses to the questionnaires from the

university academics. The overall satisfaction with the library facilities shows that

74% of respondents agree positively regarding services. This is 4% lower than the

students’ overall responses. This could possibly be because of the wider experience

of academics who have studied in other institutions around the world. Academics

regard IT services (IT1) highest with 80% positively agreeing. The lowest

satisfaction (34%) regarding service was with the Library Collection (Col4) which is

based on the frequent updating of the library collection.

159



Table 6.17

Counts of responses to PPP variables for academics' data

Strongly Strongly

Variable Agree Agree  Neutral Disagree Disagree
Acl:Library services are satisfactory 52.82%  21.83% 7.75%  11.27%  6.34%
Ac2:Library supports the curriculum 48.59%  29.58%  5.63% = 8.45% 1.75%
Ac3:Library supports our research 45.45%  31.47% 839%  420%  10.49%
Ac4:University cannot function without 25.17%  49.65%  9.09% 7.69% 8.39%
library
Ac5:1 recommend students should use 36.62%  36.62%  6.34% 13.38% 7.04%
library
Ac6:Library training has improved my 42.96%  28.17% 10.56% 9.15% 9.15%
classes
Ac7:Training increases work 37.06% 34.97%  6.99% 11.89% 9.09%
quality/output
Ac8:1 visit the library for various reasons 3451%  35.92% 4.23%  16.90% = 8.45%
Ac9:The library database is a useful tool 41.96%  30.77%  5.59%  14.69% = 6.99%
Ac10:The library and faculty collaborate 44.37%  27.46% 7.04%  10.56%  10.56%

Generally, the responses indicated positive perceptions on the part of

academics to the personal performance.

Finally, the study investigates the research questions of this study stated in

Chapter one regarding the relationship between academics’ performance and the five

library usage factors by means of the multiple regression model. With this model the

study tests whether or not academics’ performance depends on library usage factors,

and if so, the study assesses quantitatively the extent of such dependency. Before

using the model however, it is important to evaluate the fit of the model. The study

applied the multiple regression model using the statistical package PASW 18. A

partial output from fitting the model is shown in Tables 6.18 and 6.19.

Table 6.18
ANOVA  table using multiple regression model for academics' data
Model Sum of Squares df Mean Square F Sig.
Regression 475.339 6 79.223 2.385 033"
Residual 3754.128 113 33.222
Total 4229.467 119

*Dependent variable: academics. °Predictors (Constant):, Collection, Training, IT Services, Facilities

and Equipment, Library’s Physical Environment,
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Table 6.19

Coefficients® of multiple regression model for academics' data

Unstandardised

Coefficients Collinearity Statistics

Factors B Std. Error t Sig. Tolerance VIF
(Constant) 19.702 3.568 5.522 .000

IT Services .328 273 1.200 233 142 1.347
Collection .080 .253 314 154 794 1.259
Facilities and Equipment .200 .284 .705 482 .897 1.115
Training 226 .395 573 .568 .875 1.143
Library’s Physical .996 .383 2.603 .010 .807 1.239

Environment

®Dependent variable: Academics.

The ANOVA in Table 6.18 shows that the regression model is significant as
the value in the last column is smaller than .05. This means that the five factors
collectively impact the dependent variable, academics. However, the analysis of
Table 6.19 reveals that only the Library’s Physical Environment significantly
contributes to the variation in the dependent variable due to it indicating a coefficient
of 0.996. This implies that, of all the research questions about academics’ interaction
with library usage factors, the Library’s Physical Environment interacts more

strongly with academics’ performance than other library usage factors.

In short, although there is a significant relationship between academic
performance of academics and the five library usage factors, the relationship requires
more attention and is only significantly strong with the factor Library’s Physical
Environment. In fact, the multiple correlations between academic performance in the
university and the library usage factors are only .335.The low figure of .335 indicates
that the university library does not have a significant role in impacting the
educational performance as measured by academics’ activities and performance. This

is explained in further detail in the discussion chapter (section 8.3).

6.4 The Statistical Analysis of the Administrators Data

In this section, the study analyses the data contained in the 126 questionnaires

completed by the administrators at the three Kuwaiti universities. Following the
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same strategy as the previous two sections, the sample with respect to several
demographic variables has been described, followed by a check of the reliability of
the model variables. Afterwards, the results from the statistical analysis of the data
have been summarised. Finally, the multiple regression model has been used to
address the research questions about the correlation between library usage and
perceived personal performance (PPP). Figure 6.9 shows the distribution of
administrators included in the questionnaires. The majority of administrators (65%)
were from KU, with AUK (19%) and GUST (16%) making up the rest of the sample.

Unlike the samples of students and academics, the administrators from the
three universities are not fairly represented in this sample. The sample is
predominantly made up of KU administrators and only includes a few AUK
administrators and GUST administrators. The study intended to include
administrators from the three universities proportional to their numbers in the three

universities.

The under-representation and over-representation of certain sectors of
university administrators also reveals itself at the departmental and divisional levels.
For example, the deanship of colleges in the universities is the largest sector of all
the administrators in all three universities. In conclusion, although the sample seems
to lack fair representation of the administrators with respect to some demographics,
the overall composition of the sample seems to have covered all the sectors of

administrators in the Kuwaiti universities.

Figure 6.9 Distribution of administrators from Kuwait Universities
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6.4.1 The Statistical Analysis of Demographic Variables

Figure 6.10 shows the nine departments that employ 126 administrator
respondents from the three universities. The majority (26) of respondents were from
the Administration and Registration Department, 18 were from the Students
Activities Division, 17 respondents were from the Faculty Office, while 16 came
from the Computer Centre. Fourteen administrators worked in Student Affairs, while
eleven were from the Department of Libraries and ten came from the Cultural
Department. Eight administrators worked in the Measurement and Teaching division

and the minority of six respondents were from the Community Service Centre.

|
Students Activities

Department of Libraries

Cultural Department

— 18
11
p—
Computer Centre 16
Measurement & Teaching... 8
Community Services Centre 6
_ 14

Students Affairs

Faculty office F 17
Administration &Registration — 26

Figure 6.10 Distribution of responses across the departments and divisions

The study focused on any department that was related to PPP for students and
faculty, especially those which invested more in the library due to their department’s

nature.
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Table 6.20

Respondents by age group (Administrators)

Number of

Age administrators Percentage
18-30 48 38%
31-40 32 26%
41-50 28 22%

50 - 60 18 14%
Over 61 0 0%
Total 126 100%

Table 6.20 shows the age group of administrators, which is one of the

demographic variables. The majority of administrators (48 or 38%) were aged 18-30,
32 (26%) were 31-40 years old and 28 (22%) were between the ages of 41 and 50.
Eighteen respondents (14%) formed the minority aged between 50-60 years old.

Most administrators were relatively young (18-30) and no administrators were over

61 years of age.
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Figure 6.11 Frequency of library visits/age

Figure 6.11 shows the frequency of library visits made by administrators compared
to the age of respondents. The majority of weekly users were between 18-30 and the
only daily user was within the 18-30 age group. Age group 31-40 showed less usage
of the physical library, however there was still a large group that visited the library
weekly. Age groups 41-50 and 50-60 were the least frequent users of the library,
with many stating they only used the library approximately once per month.

The independent variables used are identical to those mentioned previously,
namely: IT services, Collection, Facilities and Equipment, Training, and Library’s

Physical Environment. The dependent variable, however, is the variable
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administrators defined in Table 6.22, which measures the outcomes of the PPP

process from the administrators’ perspective.

6.4.2 The Statistical Analysis of the Library Usage Variables
The second part of the questionnaire for administrators was identical to the one
conducted for students and academics. It contained 18 questions on a scale from

1=strongly agree to 5=strongly disagree and 9=no answer.

The IT Services items S1, S2, S3 and S4 showed significant correlation (p <
0.05) to the PPP variables. Nevertheless, the Cronbach’s alpha reached an acceptable
value of 0.752 across all four questions.

In contrast, the questions S5, S6, S7 and S8 about the Library Collection did
not indicate significance to the PPP variables. The Cronbach’s alpha was, however,
questionable (0.687).

The Facilities and Equipment variables S9, S10, S11 and S12 were not

significantly related to the PPP variables with an acceptable Cronbach’s alpha of
0.667.

S13, S14 and S15, which concerned the Library Training, were not
significantly related to the PPP wvariables. The Cronbach’s alpha was on the

acceptable level across all three questions.

The last items of the questionnaire, S16, S17 and S18, broached the issue of the
Library’s Physical Environment. With no significant relationship to the PPP
variables, the Cronbach’s alpha indicated an acceptable value of 0.685 for all three

items.

In summary, only IT Services were significantly related to the PPP variables;
this variable showed an acceptable Cronbach’s alpha. The remaining variables were

classified as questionable and non-significant.
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Table 6.21

Reliability results for library usage factors for administrators' data

Number of Number of Cronbach’s
Factor Variables administrators Alpha
IT Services 4 125 752
Collection 4 126 .687
Facilities and Equipment 4 126 .667
Training 3 124 .663
Library’s Physical 3 125 685

Environment

Table 6.21 lists the reliability results for the independent factors. It is noted that
the reliabilities are different from those in Tables 6.6 and 6.15 for the students and
academics although the factors here are identical to those before. There are several
reasons why the reliabilities are different from those for students and academics. The
reasons include different numbers of subjects in the samples, different characteristics
of the three populations of students, academics, and administrators as well as the
sample’s representativeness of their respective populations. One suggestion was to
use the pooled sample from all three samples of students, academics, and
administrators to estimate reliability. However, this approach ignores the sample size

effect on reliability for which reason it has been excluded.

The reliability value of the independent variables was computed from the ten
PPP variables in table 6.21. The range value of Cronbach alpha was found to be .691.
This value is considered close to acceptable according to the classification in Table
6.22, but due to the results being aggregated, the figure is acceptable. A reliability
analysis by item analysis of the ten PPP variables to evaluate their role in defining
the dependent variable followed. The results of this analysis are included in Table
6.23.

The interpretation of the results of the item analysis follows the same guidelines
used for the interpretation of the item analysis results for student and academic data in
the previous sections. Therefore, this section will not repeat them. The analysis
indicates that only one variable out of the ten PPP variables that enter the definition of

the dependent variable is significant. The fourth variable, library equipment is
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valuable, modern and useful for students and academics - is questionable according to
the three criteria described before and reflected in the last three columns of the table.
These results suggest that this variable should be excluded from the defining equation

of the dependent variable.

Table 6.22
Item analysis results of PPP variables for administrators' data
Corrected item Squared multiple Cronbach’s Alpha
Statement — total correlation correlation if item deleted
Adminl 714 .583 729
Admin2 .383 221 172
Admin3 462 .359 .763
Admin4 .094 .198 .801
Admin5 .307 214 781
Admin6 499 371 .758
Admin?7 410 .309 770
Admin8 551 512 751
Admin9 450 .357 .765
Admin10 .613 .534 742

Here, the responses of the administrators’ sample over the 18 questions on
library usage factors as well as the ten questions on the PPP activities are
summarised. Similar to the previous cases of students and academics, the general
attitudes on both the library usage and educational performance are positive.
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Table 6.23

Counts of responses to PPP variables for administrators' data

Strongly Strongly

Variable Agree Agree  Neutral Disagree Disagree
Adminl — Library services meet user 39.66%  28.45%  7.76% 12.93%  11.21%
needs
Admin2 —Library improves user PPP 41.18%  25.21% 14.29%  10.08% 9.24%
Admin3 — Facilities are useful 49.11%  35.71%  5.36% 5.36% 4.46%
Admin4 — Library equipment is 40.00% 33.91% 6.96% 8.70% 10.43%
modern
Admin5 —The library requires more 17.54% 19.30% 16.67% 25.44%  21.05%
funding
Admin6 — Library aids university 43.97%  35.34%  6.90% 7.76% 6.03%
goals
Admin7 — Grades improve because 38.28% 32.81% 7.81%  10.94%  10.16%
of library
Adming — Training improves staff 34.13% 32.54% 11.90%  9.52% 11.90%
efficiency
Admin9 — Library is vital for the 34.40% 36.00% 12.80%  8.80% 8.00%
university

Admin10 — Training provided is 40.17%  35.90%  6.84% 9.40% 7.69%

sufficient

Table 6.23 shows the responses of administrators with regards to the 18
questions within the questionnaire. The data is divided into five sections using the
Likert scale. The most obvious result from this table is Admin5 which has a fairly
undecided response from participants. The question aims to determine if
administrators feel the library needs more financial investment to make
improvements, which some administrators agreed with and also a high number
disagreed with or were undecided. Admin3 (Facilities are useful) had the highest
amount of positive feedback, as the question was very generic and easily adaptable to

suit many scenarios.
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Table 6.24

Counts of responses to library usage statements for administrators' data

Strongly Strongly
Statement Agree Agree Neutral Disagree Disagree
IT1 - IT devices are of high 7.09% 72.44% 14.96% @ 4.72% 0.79%

quality

IT2 — Online searching is easy 9.52%  84.92% 3.97% 0.79% 0.79%
on/off campus

IT3 — Satisfaction with library 12.60% 70.87% 15.75%  0.79% 0.00%
web page

IT4 — Library staff are helpful 9.38%  78.13% 10.94%  0.00% 1.56%
with IT

Coll — Library resources are 9.30% 70.54% 13.18%  6.20% 0.78%
suitable

Col2 — Large amount of 7.75%  73.64% 9.30% 8.53% 0.78%
resources

Col3 — Resources are local and 7.09%  74.80% 10.24% 5.51% 2.36%
international

Col4 — Collection is 465% 71.32% 16.28%  6.20% 1.55%
continuously updated

Facl — Library facilities are 10.08% 72.09% 7.75% 10.08% 0.00%
suitable

Fac2 — Photocopying/ printing 10.08% 72.87% 11.63%  3.88% 1.55%
is satisfactory

Fac3 — Furniture is 12.40% 74.42% 10.85% 2.33% 0.00%
comfortable
Fac4 — Private rooms are 11.54% 73.08% 13.08% 2.31% 0.00%
accessible

Tranl — Adequate workshops 6.40% 64.80% 16.80%  8.00% 4.00%
on library use

Tran2 — Staff are well qualified  9.38%  73.44% 1250%  3.91% 0.78%
and helpful

Tran3 — Library provides 10.16% 67.97% 14.84%  5.47% 1.56%
suitable training

Envl — Library is quiet and 12.40% 75.19% 6.20% 2.33% 3.88%
comfortable

Env2 — Opening times are 9.38%  80.47% 6.25% 2.34% 1.56%
suitable

Env3 — There are sufficient 10.18% 75.19% 5.43% 7.75% 1.55%

areas to relax

The responses in table 6.24 are administrators’ responses to the 18 general
questions. Administrators agree positively with 80% of the questions regarding
library services. This is the highest of the three groups and was expected due to
administration’s position within a university. The reason administrators agreed
positively is because their jobs have a direct effect on the library facilities and the

finance involved. Therefore it was expected administrators would answer positively
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regardless of the library performance. The service with the highest level of
satisfaction (95%) is (1T2) which is related to IT services which can be used outside
of the library, such as databases and E-resources. The lowest area of satisfaction is
library training (Tranl) which showed 12% of respondents disagreeing with the
question. The general findings from administration are positive; however the results

seem overly positive when compared with students and academics.

Finally, the research questions stated in Chapter one concerning the library
usage interaction with the measurement of PPP from the administrators’ perspective
are analysed. As before, the multiple regression model has been utilised with

independent variables and the library usage factors with dependent variables.

The ANOVA table in Table 6.25 shows that the model does not explain much
of the variability in the administrators’ ratings on the PPP objectives. In fact, the
value for R-Square is only 0.164 which means that the library usage factors
collectively explain only 16.4% of the total variability in the administrators’ ratings
on the PPP variables. The ANOVA table shows that this percentage of explained
variability is barely significant at the 5% level. Another way to look at this result is
through computing the multiple correlation coefficient between the dependent
variable, on the one hand, and all the independent variables, on the other hand. The
value of this correlation is .405, which clearly indicated poor relationship between

the variables.

Table 6.25
ANOVA? table using multiple regression model for administrators' data
Model Sum of Squares df Mean Square F Sig.
Regression 895.667 6 149.278 2.350 .040°
Residual 4573.042 72 63.514
Total 5468.709 78

*Dependent variable: administrators. "Predictors (Constant): Collection, Training, IT Services,
Library’s Physical Environment, Facilities and Equipment.
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Table 6.26

Coefficients ® of multiple regression model for administrators' data

Unstandardised

Coefficients Collinearity Statistics

Factors B Std. Error t Sig. Tolerance VIF
(Constant) 18.110 7.571 2.392 .019

IT Services -1.766 .687 —2.571 012 .588 1.701
Collection —.033 480 —-.070 945 .889 1.125
Facilities and Equipment 587 .560 1.049 .298 743 1.345
Training —.178 .764 —.234 .816 .863 1.159
Library’s Physical .090 567 159 874 .893 1.120

Environment

®Dependent variable: administrators

By looking at table 6.26, it is noteworthy that only IT services contributed
significantly to the dependent variables. This means that those administrators who
tend to agree on the PPP also disagree on the adequacy of IT services in the library.
In conclusion, it does not seem that library usage factors have much impact on the
administrators’ views towards achieving university objectives, such as improving
PPP of students and academics. However, they do have different views on library IT

services.

6.5 Summary of Findings

This chapter established several findings about library perceptions in Kuwait
and the three academic libraries included in the study. The findings relate to each of
the user groups of the academic library. Some findings were predicted and some
were unexpected. An initial demographic finding from the analysis of the
questionnaires was that a larger amount of females took the questionnaire than males.
The questionnaires were handed out at random at the entrance of the academic
library, to any student who entered the academic library. Of the respondents, 59%
were female and 41% male, which could be explained by KU having a larger

population of female students than male.

The primary finding from the questionnaires relates to PPP, how students

perceive the library improves their personal performance. Table 6.7 indicates the
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positive responses received regarding PPP and library usage, with the vast majority
of students responding in a positive manner. St4 (Does visiting the library improves
your grades) had an 81% positive response from the 773 respondents to the question.
This is supported by responses from question St2 (The library has a strong impact on
my studies), as users clearly feel the library has an overall positive effect on student
study and grades. Academics felt the library had an impact on their PPP, with
training provided improving the quality of their classes. Academics also felt their
research improved due to using the library for material as seen in Ac3 (Library
supports our research) and Ac6 (Library training has improved my classes).
Administrators’ personal performance is measured on their ability to perform tasks
efficiently and use their time effectively. Therefore Admin2 (Library improves user
PPP) and Admin8 (Training improves staff efficiency) refer to PPP improvements
from library training courses which help improve computer skills and teach users

about new computer software.

The independent variables stated in the study are the five key services provided
by the library which were believed to have an impact on user perceptions. Out of the
five variables, four had a positive impact on user perceptions according to findings
using multi regression. Library Physical Environment has no significance to user
PPP, but students gave positive responses regarding the physical environment in their

libraries.

The most common user of the academic library was found to be students
studying social science, education or business (administrative science). These three
groups made up a 54% majority of library users. One explanation for this would be
the amount of books and reading involved in these types of studies, compared to

design or practical based study.

A surprising finding of the study regarded the academic year of students who
attended the library. In related literature it was stated that the main users of academic
libraries were junior and senior year students, who on average attended in larger
numbers than freshman and sophomore (Bridges, 2008; Simmonds & Andaleeb,
2001). However the questionnaire data revealed that freshman and sophomore
students attended the library in greater numbers according to the 792 responses

collected.
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Findings regarding library use gave expected results, with most library users
attending the library at least once per week. Previous studies have shown that once
per week is the typical usage by university students (Jiao and Onwuegbuzie, 1997).
Combined results collected for library visits of once or more per week was 68%.
Academics’ usage patterns were similar to those of students, with the majority of
academics visiting the library once per week. Administrators were by far the least
active users of the library, with the majority saying they visited roughly once per

month, with many preferring the online library.

Library usage also revealed the duration of typical library visits. The largest
response to duration of library visits was one hour or less. This indicates that many
students make short trips to the library for collecting or returning books or using

copy and print facilities.

The questionnaires revealed that the majority of library users attend the
library for study, either alone or using computers for study. Studying represents the
biggest majorities respectively (79% studying alone and 56% using computers for
study). Several differences in results occurred between male and female responses,
but the biggest difference was the pattern in study, with males utilising the library for
study to a greater extent than females. Females however use print and copy facilities
to a far greater extent than males, which supports the theory of Kuwaiti females
preferring to study at home. A large percentage of users of the library used it for
personal and social reasons, with 33% saying they used computers for social
networking or personal reasons. Library use by academics was primarily to use
journals for research or for lecture notes. Related studies suggest the positive impact
e-material has on academics’ research, with Meho and Haas (2001) stating that 90%
of academics interviewed had used e-materials in writing research papers. In relation
to this, it was found that academics have the lowest satisfaction of users regarding
the collection. Academics were not entirely positive regarding the relevance of some

collections and the frequency with which collections are updated (see table 6.16).

Funding is a key topic regarding academic libraries, so during the questionnaire
stage, administrators were asked their opinion on the funding the library receives.
There was no general consensus. Almost half agreed the library should receive more

funding and the other half believed the library had enough. This could be due to
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administrators having different positions in the university, some with inside financial

knowledge regarding the library and some without this information.

6.6 Conclusion

This chapter has analysed the data collected through questionnaires which were
completed by the three user groups of Kuwaiti academic libraries. The results of
these open ended questions were analysed to support the research questions and
objectives, and also to uncover the true perceptions of the services provided in
Kuwait. The questionnaire data was displayed in a variety of tables and graphs to
depict the findings. The data has uncovered various findings on how users perceive
the library and its services, as well as how male and female users differ in their

library usage.

The following chapter analyses interview data which was collected from the
three user groups via phone interviews. The results of the interviews are explained

and used to support the research questions.
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Chapter 7: Interview Findings

7.1 Introduction

The aim of this chapter is to describe and analyse the qualitative data of the
study. The qualitative data relates to the responses to the interview questions asked
of the students, academics and administrators. The purpose of this interview
information is to validate and further elaborate on responses received from the
questionnaires. Interview questions focused on the correlation between library usage
and personal performance. General questions asked of all three groups were
regarding overall library services, following this; specific questions were then asked
regarding each of the groups separately. The interview questions elicited a wide
range of responses including student evaluations of different library services,
strengths and limitations of library training availability, efficiency and effectiveness.
Faculty responses focused on library services in relation to students and the
collaboration between academics and librarians. Administrators were questioned

regarding the roles of the library and how educational performance was affected.

The interviews resulted in a more thorough understanding from each group’s
responses, and also filled in gaps left from the questionnaires. The interviews were
designed after the questionnaires specifically to help support the questionnaire
findings. The interviews are used later to further support the questionnaire data
gathered, and also to refine the FALU model.

7.2 Description of Data

The data was gathered between April 11" 2010 and June 22", 2010. The
research data combines the results of 42 interviews with students, academics, and
administrators from three universities. The following table gives an overview of the
participants involved in the interview stage of the study. Table 7.1 shows factors
such as gender, group, university, faculty and duration of interview. Interviews were
conducted in Arabic, over the phone and results were translated into English

afterwards.
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Table 7.1

Interview participants overview

No. Date Participant  Gender  University Faculty/School Time
1 11-April-10 Student Male KU Education 35 Min
2 11-April-10 Student Female KU Education 28 Min
3 13-April-10 Student Female KU Law 42 Min
4 13-April-10 Student Female KU Law 26 Min
5  14-April-10 Student Male AUK Arts & Sciences 33 Min
6  15-April-10 Student Female KU Science 40 Min
7 18-April-10 Student Female GUST Business & Admin 38 Min
8  18-April-10 Student Male GUST Business & Admin 41 Min
9  19-April-10 Student Female KU Medicine 26 Min
10 21-April-10 Student Female KU Engineering 33 Min
12 25-April-10 Student Male KU Engineering 40 Min
13 25-April-10 Student Male AUK Arts & Sciences 35 Min
14 26-April-10 Student Female AUK Business & 43 Min

Economics

15  26-April-10 Student Female GUST Business & Admin 28 Min
16  29-April-10 Student Male GUST Arts & Sciences 43 Min
17  02-May-10 Student Female KU Pharmacy 30 Min
18  12-May-10 Student Female GUST Arts & Sciences 33 Min
19 12-May-10 Student Male KU Pharmacy 42 Min
20 14-May-10 Student Male AUK Social Science 29 Min
21  17-May-10 Academic Female KU Pharmacy 32 Min
22 17-May-10 Academic Female KU Women 35 Min
23 19-May-10 Academic GUST Arts & Sciences 41 Min
24 20-May-10 Academic Female KU Women 28 Min
25  25-May-10 Academic Male GUST Business & Admin 34 Min
26  25-May-10 Academic Male KU Admin Science 38 Min
27  26-May-10 Academic Male GUST Arts & Sciences 37 Min
28  28-May-10 Academic Female KU Education 42 Min
29  29-May-10 Academic Female KU Medical Sciences 39 Min
30 29-May-10 Academic Male KU Law 25 Min
31 30-May-10 Academic Female KU Arts 33 Min
32 05-June-10 Academic Male KU Arts 37 Min
33  07-June-10  Administrator Female KU Engineering 27 Min
34 07-June-10 Administrator  Female KU Admin Sciences 42 Min
35  10-June-10 Administrator  Female GUST Arts & Sciences 40 Min
36  11-June-10 Administrator  Male KU Admin Sciences 34 Min
37  15-June-10 Administrator  Male GUST Business & Admin 29 Min
38  16-June-10 Administrator  Female AUK Social Science 33 Min
39  18-June-10 Administrator  Male AUK Social Science 28 Min
40  18-June-10 Administrator  Male KU Science 44 Min
41 20-June-10 Administrator  Female KU Admin Science 42 Min
42 22-June-10 Administrator  Male AUK Social Sciences 39 Min

Note: Admin refers to administration
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The collected data includes 132 textual comments alongside responses to
demographic questioning. Comments range from broad answers of around 110 words
to more general, average length comments of about 70 words, through to shorter text
fragments of around 30 words. The more extensive comments make up 30% of the
total, with 40% of the total consisting of average length comments. Between two and
eight comments were taken from each participant’s interview. The emphasis of each
individual comment, and the length of the response, highlighted the aspects of

importance to the participants and their level of feeling toward the matter.

As would be expected, the majority of participants commented on their
immediate role within the libraries. The students focused on an evaluation of how the
library services helped with their own studies. Academics commented on how the
university services aided their teaching and publishing, as well as their collaboration
between faculty members and librarians. Administrators tended to talk about the
relationship between the university and the library to support the university in

achieving academic objectives.

The majority of comments focused on participants’ perception of, and the
response to, the five independent variables. Student comments identified how the
independent variables helped them in their studies, which were most effective for
their particular area of study, and how they rated the quality of the services.
Academics argued their opinions on how the library services assisted their students,
as well as how the library helped their own needs in implementing and running their
programs. The main concern for administrators was their vision for the libraries -
their current effectiveness - and how this could be improved to ensure that the library

contributed to achieve the university’s goals.

The largest number of comments focused on the student evaluation of the
different library services based on several independent variables in the FALU model.
For example, the first question asked participants to consider the strengths and
limitations of library training, including the information literacy programs. They
were also asked to focus on the availability, efficiency and effectiveness of the

library’s communication and information technology.
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The second largest number of comments was received from academics and
focused on library services in relation to their students, then moved to their concern

over the collaboration between faculty members and librarians.

Most comments regarding library services were positive from the students,
faculty members and administrators. Since the completed questionnaires already
indicated these positive feelings, the participant groups were expected to show the
same attitude in the interviews. Although administrators were concerned about the
collaboration between administrators and librarians, they provided positive feedback

regarding library services in their interviews.

7.3 Analysis of Data

This section describes and analyses the qualitative data of the study including
transcripts from interviews with students, academics and administrators of KU,
GUST and AUK Libraries, which have been translated to English. The interviews
provide an additional source of data that might not necessarily be determined through
the questionnaire. Open ended questions in a semi-structured interview allowed
participants to talk freely about their library services and university. This technique is
therefore used to collect qualitative data in order to complement and enrich the
quantitative data. Interview transcripts highlighted that most interviewees spoke
candidly and openly about user perception of university library services and the
relationship between library and educational performance. The various aspects raised
through the research will be analysed under different themes in the discussion

chapter. These are also used to refine the FALU model.

The interviews for all participant groups followed the same structure, with
small variations in the wording of questions. Each interview began with two common
questions about the participant’s overall perception of their university library. The
five or six further questions were more specific and focused on the independent
variables, which were vital in the measurement of library performance, as identified
by the FALU model.

7.3.1 Value of Academic Library to Users

Academic libraries have high maintenance costs and the library’s value is often

questioned regarding its use within the university leading to the question: as a
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student do you think that you could complete your degree without making use of any

library services?

The majority of students stated that the library is a vital service provided by the
university and they would have a great deal of difficulty in completing their degree

without it. Some stated they would not attend a university without a physical library.

“I often need to use the library for a variety of reasons, so the
thought of not having this service available would have a detrimental
effect on my study. | feel there is a definite need for the library and |
feel that | would not attend a university without an adequate library. I
can’t stress enough how vital the library is to myself and many of my

study friends.” (St5G1)

“I have spent many hours in the library during my degree; it feels
like a second home to me. Not only do | use the computers for study and
relaxing, but the library is a great place to revise for my examinations
as it’s far quieter than my home. I really do not think | could have got
this far with my degree without making use of the library. It is by far the

best facility the university has to offer.” (St7G1)

“I attend the library fairly frequently, but the main purpose of my
visits is to make use of the collection. | have attempted to study by using
just internet resources and | found it extremely difficult. That is why |
feel the library is vital as the collection is far superior to anything I can
find online. 1 do not think I could pass my units without the quality
information that | can get from the library. Without these resources |
think it would be impossible for many students studying technical

qualifications to pass their degree. ” (St15G1)

Of the 20 students interviewed, only three gave negative feedback regarding
the library value. The respondents stated that technology within the home met all

their educational needs.

“I have not been to the library since the first few weeks of my
degree two years ago. | feel that the library offers me nothing that I

cannot access from home. The library material is difficult to access and
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normally out-dated or irrelevant. The internet is the main source of all
my study and I find my home is far more comfortable and better suited
for study than my academic library. The library is of little use to me.”
(St11G1)

“My specific library branch is out-dated and offers me nothing
with regards to my study. | have been here a few times and have left
disappointed each time. After today | do not think I will be returning for
some time as | have found no books which 1 felt | could use for my
study. The internet is by far a better way to complete my assignments; |
do not even have to leave my home which is the best part. | feel that the
library is a drain of resources for the university if I am being honest.”
(St8G1)

“I do not come to the library very often but when I do I normally
just use the copy facilities. | copy some pages from the physical
collection which are related to my study and return home. | can find
this information on the internet normally but | do not have a printer at
home and I like to have hard copies of material to make notes on. |
could complete my studies without coming to the library, it’s really not
an important service for me, and other than the printers and copiers |

do not see what value it adds to my study.” (St2G1)

Academics were asked a similar question regarding the value the academic
library has to the university. The question asked was: As an academic could you

imagine a university functioning without an academic library?

The majority of academics stated that the library is a vital service for any
university to have. Eleven of 12 academics responded in a positive manner to the role

the library plays.

“The academic library is an important piece of the educational puzzle,
without it many students would struggle tremendously to pass their degree. |
personally use the library a great deal so to me it is of importance too. The

databases are comprehensive and help me with my writing and research |
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carry out. The idea of a university having no library is ridiculous and | support
the academic library 100%.”(Acad7G1)

“I use the academic library now and again, I know a great deal of my
students study there. The academic library and the quality of the collection
makes my life much easier when it comes to lectures as my students can grasp
any theories I'm teaching easier as the library supports my teachings. I can’t
imagine many of my students would pass their assignments without the
academic library.” (Acad5G1)

“I do not use the library often, but the idea of no university library is
ridiculous. The library is used by a wide variety of users, and the community. A
university without a library would not be able to attract as many new students
and highly qualified academics would not want to teach in an institution
without a library. The library may have high running costs, but the library is

priceless for what it gives to the users.” (Acad10G1)
The one negative response was:

“Academic libraries are an expensive commodity for universities to
have. Digital collections are clearly the way forward, and the sooner people
realise this, the better. | use many of the digital resources the library provides
from my office and don’t visit the library. The money spent on maintaining a
huge building like a library could be used on improvements to various

faculties within the university which require investment.” (Acad10G1)
Administrators responded positively, with many stating similar ideas such as:

“[ feel the library is a valuable asset to the university, which is why it is
constantly receiving funds to improve the collection and services provided.
Personally I don’t attend the library frequently, but I like to relax in the
library sometimes with a magazine or to read the international newspapers.”
(Admin7G1l)

7.3.2 Library Impact on User Performance
Discovering what impact academic libraries have on student performance is
of vital importance to many universities, additionally it is of vital importance to the

current study. The following question aims to answer what impact the library has on
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students’ grades: Do you feel that the library has an impact on your overall

academic performance regarding your grades?

The majority of responses were positive, with 14 of 20 students replying in a
positive manner. Most of the responses were based on the library being a suitable

environment compared to the home, and therefore making study easier.

“The library is a good place to study and it gives me satisfaction in
coming here and studying for several hours as | feel it helps gain a better
understanding of my subject. | come here to revise for examinations as there
IS no temptation to do other things here like watch television, so this is the
only place I don't feel distracted when revising. As far as improving my
grades [ don’t know, but it has a positive impact on my confidence before an
exam which is vital as going into an exam worried is a terrible feeling to
have.” (St13, G2)

“I used to have some trouble with studying at my home in the past as |
have a big family. This year | decided to spend my study time at the library
rather than at home, and it is having a positive effect on my class
performance. Before | used to feel like the teachings were going over my
head, but now | have a better understanding of what | am learning as | re-
read class notes after the lesson in the library. This is helping me improve my
assignment grades, before | was getting D at best, now | am pushing for C

and some B’s so I'm delighted with the impact it’s having.” (St14, G2)

“I think the library has an effect on my grades yes. I cannot complete
my assignments without coming here so the impact would be if I did not come
here | would fail. I think that is quite a considerable impact as | really do feel
the library is vital for me to complete my degree. | revised at home for a few
of my first exams and found it difficult to study for any period of time as |
became bored or confused. | now revise as a group with my friends and some

of my grades have improved this year in my exam results.” (St19, G2)

There were six negative responses to whether libraries have an impact on
grades, with the responses being focused on students seeing no difference in their

performance studying at home or the library.
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“The library is a nice place to study, but | feel it has no impact on my
overall grades. | use the library now just to use the computers and print
facilities when I am printing my assignments, but | used to study here often. |
have read almost all the books on my study, and the collection has not
changed since | first came here. |1 see no difference in my grades from

studying at home or in the library, so I choose to study at home now.” (St6,

G2)

“I would like to think the library improves my grades, but when I visit
the library it is impossible to find a computer to use. So there is no
improvement in my performance as I can’t use the one service I need when 1
attend the library. Personally | feel the library would not improve my grades
if I studied there or if I studied at home. The environment does not change the
person, I'm not a smarter person if I'm sitting in a library rather than sitting

in my home.” (St9, G2)

Academics were given a similar question regarding how the library improves
their personal performance or knowledge. The question was: Do you think the library

has an impact on your teaching; does it improve the quality of your lectures?

The majority of academics were positive regarding the personal impact the
library has in relation to their performance. Most of the responses were based on how

the library helps them with research and paper writing which they partake in.

“I use the library from time to time when I am writing a research paper
or book. The library databases are a good way to find historical information
which is difficult to find on the internet. | feel I am still learning even at my
age so the library is one way I learn a new fact or two when I'm reading

historical documents.” (Acad2, G2)

“The library training courses have helped me within the classroom;
therefore it has improved my lecture quality. I feel I am not always up to date
with the latest technological advances, so the PowerPoint training helped me
come into the 21% century with regards to teaching methods. | think my
students appreciate the use of the occasional slideshow as | imagine listening

to someone for any period of time is boring.” (Acad4, G2)
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The negative responses towards the library improving personal performance

were based on collection and training.

“The library offers me personally very little with regards to my performance.
The collection is very limited in my field and | have purchased many of the
books | require out of my own money. The library gives enough information
to students, but when it comes to writing papers and PhD level students | feel
it offers them very little.” (Acad6, G2)

“I have inquired within the library about training in various computer
courses which I have difficulty with, but the training on offer is very basic or
not the type I require. This training would improve my class quality as | feel |
am out of touch with some of the computer programs used by the students.
And the collection offers me no instruction in using these programs so to be

honest the library has no impact on my performance.” (Acad10, G2)

7.3.3 User Satisfaction of Library Services

User satisfaction is high within the current study and this section covers the
research question: What are the perceptions of academic library users towards
library services in Kuwait? In addition to this it covers the objective: To determine
the library satisfaction of students, academics and administrators. All areas of the

independent variables are covered under satisfaction of library services.

The majority of students reported they were satisfied with the services their
university library provided. Overall, students felt that the collections and information
and communication technology of their library were sufficient in helping them to

complete their research and studies.

“I come to the library about twice a week, sometimes more. The
opening times are good for me as | have free time during the day
meaning I could come here every day if I wanted. As far as I'm
concerned my university library always provides the latest technology
to support students in their studies. The resources and tools help to
extend our knowledge and understanding which satisfies our
academic needs. I'm quite happy with its services as they support us

in achieving our goals.” (St13, G3)
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“I pop in the library almost every day. It is very organised and quiet
and that helps me to concentrate whilst also allowing me to enjoy
studying at the same time. The furniture is pretty new and
comfortable, and the staff are helpful. I particularly like the fact that
there are specific signs for every section so we can access specific
resources quickly and efficiently. It also means that we don’t get

lost!”(St15, G3)

Two out of 20 students found a problem with some service aspect of their
university library although this was usually considered alongside some positive

contributions.

“The services of my branch library (Education library) are rather
good as there is a sufficient number of staff to handle the amount of
people entering it. One problem | may have with the layout or design
of the library is that they don’t have specific signs up for certain
categories of books which make it more difficult to locate the
resources you are looking for. Our branch library is smaller than the
central library which has better signs and it’s far easier to find

specific information in the central library.” (Stl4, G3)

“I would say that our library has several types of information
resources available which is quite good but the one problem I have
faced is that the layout is a bit messy and crowded. It takes a long time
to find the resource you need and so you end up wasting time. The
library feels too small for the amount of books and furniture which it
houses. | prefer more personal space when it comes to study, but
personal space seems to be a premium in our library. If the library
considers this point, then it will be a far better place to study.” (St3,
Gl1)

Academics were used as participants in the collection of the research data as
their role in universities suggests they should have a strong link with their library.
They are responsible for organising and supporting students in their studies, for
whom the main source of information needed to study, will be found in the university

library. Additionally, the academics tend to stay at a university for long periods of
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time, certainly in comparison to students, and therefore have a wider view of the
library and its services. As a result, the opinions of faculty members and academics

are very important in library performance research.

In terms of university library services, two out of 12 academics responded
positively in terms of student satisfaction, excellent collections in differing formats,

and the provision of computers and internet access.

“I think the library services meet our needs. In general, the library
services provide suitable resources for the college of administrative
sciences. The librarians understand what faculty members require
from the library, the library provides a range of services, the policy of
borrowing items is easy to follow, there is an online catalogue
available, and there are facilities for printing and photocopying.”
(Acadl, G1)

“I think the library services provide an attractive study environment
with specified study areas for all users and high quality resources
which provide most students with what they need. In particular, there
is access to a large collection of print and digital materials which is
useful for my lectures, and | can present digital material on the

projector for my lectures.” (Acad6, G1)

“The library provides an array of information and serviCes in a
variety of formats. | particularly like the digital collections as they are
easily accessed and can be saved to my desktop computer. One of the
most important services of our library is the provision of online access
to the library catalogue for the library collection and database, and
the staff are very helpful when ['m having difficulty finding
resources.” (Acad9, G1)

However, the five negative responses focused on the need for a general
improvement in libraries, demanding regular updating of resources and collections,

and increased support from university leaders.

“I can see that the university library services need more improvement

because the last changes were made about five years ago. In
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particular, the library requires an updating of digital materials and
online services to match the developments made in recent technology,
and for training to be provided for the use of the new technology. |
think we are behind with regards to new technologies compared to
western universities, and this needs to be addressed in order to
increase our reputation worldwide.” (Acad3, G1)

“Our library (Medicine Library) is too small, when I compare it to the
library at the university where | studied my degree in America. Also,
as we are teaching medicine, we require new resources all the time as
new discoveries and developments are made every day and it is very
important that we have the latest, most up-to-date resources, as the
medical world is changing at a rate which the library is failing to keep
up with. Digital resources are the fastest way to keep up to date with
medical developments, so this is one area which should be invested
in.” (Acad5, G1)

Administrators were interviewed as one of the three participant groups as they
tend to have a powerful influence over the provision of library services and it was
interesting to hear their personal opinions regarding their libraries. Their comments,
from different departments at three different Universities, illustrated positive views

of each library.

“I think the library provides high quality services with access to large
collections of both print and electronic resources. The university
encourages the library in the development of its services as it
recognises the importance the library holds in supporting students.
Many students use the library as their primary place of study.”
(Adminl0, G1)

“The library services meet the needs of the users, especially the
students. | believe that the university administrators do their best to
make the library services as efficient and effective as possible. They
do this through dedicating a specific budget to the library, which is

increased each year, with the sole purpose to improve services. This
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investment can be seen throughout the library, with new technologies
implemented and modern furniture.” (Adminl, G1)

“According to the yearly report of the university, it appears that the
library services are meeting the information needs. | see that the
library also provides users with the opportunity to study alone or in
groups thanks to the separate meeting rooms and designated study
areas. In addition, the large and varied collections provide students
and staff with an array of resources. The digital collection is vast and

many users are benefiting from the digital collections. ” (Admin2, G1)

“GUST library is considered a new library, having only been open for
around six or seven years. The collections are quite small, but more
than enough to cover the resources required by the courses of the
university. In my opinion, the library provides good services for all
users. Due to the library being relatively new, the design and furniture

make a pleasant environment to study in.” (Admin8, G1)
Only one administrator’s comment was negative:

“When you compare our library with those, say in America, our
collections are much smaller and we have fewer computers. Also,
libraries in some other countries tend to up-date their collections and
services far more regularly than we do, which could have a negative
effect with regards to foreign students coming to Kuwait to study. The
digital collections need to be expanded and kept updated in order to

be relevant with all current studies.” (Admin4, G1)

7.3.4 Preferred Use of Information Resources
This section aimed to find out the preferences of library users with regard to
information resources. Information resources are a learning aid; therefore this section
helps support the research questions: What type(s) of information resources would be
most useful for your assignments and research? Which factors of library use are

significant for users, and which areas/services require improvement?

Students made up the majority of participants in this study and the research

investigated the preferred use of information resources of this group, undertaking
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interviews with undergraduates, post-graduates and students following online

courses.

Over half of the students (11 out of 20) stated that their preferred source of

information was books. Participants suggest that they found books easier to use and

more applicable to their university studies.

“Books are my favourite as they are a sustainable resource of
information and | enjoy reading as well. | trust the information of
books because they contain the valuable experiences of the writer.
Books are quick and easy to access and | can keep it in my bag, and
use it whenever. The library has relevant and new studies which are
relevant to my course. Books give a better description of subjects
compared to journals, and this is useful for self-learning as the
descriptions books give are far clearer and easier to follow.” (St13,
G2)

“Books are much more helpful compared to other resources, such as
electronic resources. | like to rely on books because most of the time
they refer to the correct and right information. The books | have used
are all fairly new and relevant which is good as my topics require
modern data and studies. | always take several books for a topic of
study, and read several different authors’ opinions on a subject. Also,
my teacher tends to give us books on our suggested reading lists.”
(St1, G2)

“Many of the texts I usually look at when in the library are
newspapers and books - in particular, biographies and
autobiographies. Biographies and autobiographies are of great
interest to me as 1 like to read about other people’s lives and how they
overcome obstacles in life. The books are up to date and there are
many new biographies which arrive in the library. The main reason |
look at these selected types of books is because they are the most
useful in finding information quickly and effectively for my research-
based assignments. ” (St14, G2)
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Eight of the 20 participants identified that they used their library website, and
five used this exclusively their only information source, while the other three also

used books.

“I start with the library’s website to search for, and link me to,
resources relevant to my assignments. After that, | will then use the
books or journals suggested. What | use the most will depend on the
subject of my assignment and what resources are available in
connection to that subject.” (St17, G1)

“I use the library’s website because it keeps a regular update of
journals so | search it every week to see what new resources are
available. Although | also use the printed collection, this is not
updated as frequently and so | often find digital resources more
useful. The website is well designed and is the fastest and easiest way
to find what | am looking for.” (St2, G2)

One student expressed their preference for the use of government documents.
This was due to the nature of their master’s degree (Public Relations) which required

them to view statistics and up-to-date information regarding government issues.

“My teacher recommends that I read government documents, firstly
because they provide certain evidences related to my studies that
cannot be found from other sources and secondly because we use
them as a basis for discussion in our classes. The documents are easy

to browse, and have been useful for my study. ” (St15, G1)

Most faculty members preferred to use the electronic resources of computers
and databases to access digital resources which are conveniently available
throughout their university networks. As scholars and teachers, they focused on the
quality of references and so researched many resources to find the best literature for

their own work and the teaching of their students.

“It depends on where I am seeking information from, whether it is
books, journals or electronic resources. Personally, | prefer citing

information from electronic resources because it is easy to store on
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my own computer from where | can then access it more conveniently
than printed resources. | think that there is little need for printed
versions of resources if they are available in an electronic format.”
(Acadl10, G2)

“I always prefer t0 use electronic resources as they are often faster
than consulting print resources and are updated far more frequently.
Also, it is possible to access them outside of the library and items can
be saved and stored meaning they can be retrieved anytime,
anywhere.” (Acadl, G2)

“I have internet access in my office at the university. When I log on to
the library website it allows me to access online databases such as
EBSCO, JSTOR and Lexis-Nexis. | think that these are very useful as
they have many quality resources which they are continually
updating.” (Acad7, G2)

Other faculty members though prefer to use books as their main source of
information. Some felt they were a more detailed resource than articles and journals.
Others expressed a greater knowledge of printed texts with regard to relevancy to
their subject and they had their own personal collections of preferred texts that they

used regularly.

“I prefer to use books as, through my eight years experience, I have
gained an understanding of relevant and irrelevant texts. Also, | find
that books provide better explanations of issues than journals. Books

are always at hand and don’t require the internet or a computer to use

them.” (Acad2, G2)

“It depends on the information I need. I think books are probably
more useful as they are more detailed resources in comparison to
articles, for example. 1 use my own, personal collection of books that |

keep in my office as points of reference for my work.” (Acad8, G2)

One unique response was a preference for newspapers. This faculty member
worked within the business department and gleaned information from business

newspapers saying he would rather read these than books or digital resources.
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“I tend to use more than one type of information resource. For
example, | use books to search for theories about marketing and
business. | am also interested in reading business newspapers and
magazines to gain more knowledge and understanding of my major.
Business newspapers keep me updated with events around the world,
which are relevant in my field. ” (Acad9, G2)

Administrators identified computers and the internet as the most useful or

preferred method, due to the nature of their work.

“As I work in the department of Student Activities, my main concern is
simply that of the university students. Our role includes creating
activities and planning and preparing trips, plays and parties so | use
the internet a lot to search for new ideas for student experiences.”
(Adminl0, G2)

“The databases in my library are my favourite resource for getting
information related to my major. | use that on my own computer in my
own office. | also use Google as a useful search engine which 1 find

particularly easy to use.” (Admin5, G2)

“As I am in the resource centre, I tend to use the internet and
databases most frequently to collect the information I require. |
always use the library database as | find it to be rich in varied sources

of information.” (Admin9, G2)

The data shows that two out of ten comments conveyed a preference for books
as an information resource usually because of a dislike of technology and a view that

printed books were more convenient and accessible.

“I may use all of these resources at some time but I prefer to use
books for my work. I'm not particularly good at using computers and [
cannot spend a long time reading from a screen. With books, | can
read anywhere at any time that is convenient to me and, for me, it is

more accessible.” (Admin3, G2)

“I am not good with technological resources and so I prefer to use

books, newspapers and magazines. Sometimes | borrow these from
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our library. I only use a computer for communication, i.e. e-mail and
for work.” (Admin8, G2)

The interviews identified a preference for the use of newspapers and magazines

as preferred information sources, over books and articles.

“I tend to use newspapers and magazines more than any other
information resource to support my work. The reason for this is simply
that | feel these to be the most up-to-date source of information that I

can check on a daily basis.” (Admin2, G2)

This trend is contrary to the common belief that books and articles were a more

popular academic resource and therefore required further investigation.

7.3.5 Students’ Preferred Use of Library Services

Following the general questions of the interview, the student group were then
asked more specifically to describe which of their university library’s services they
used most often and why. Understanding which service is used frequently can help to
make recommendations on improvements within the library. The study’s objectives

include developing an understanding of how users use library services.

Overall, 12 of the 20 participants used the internet access provided by their

library most frequently.

“Most of the time I use the library when I need to access the internet
so | can research via search engines such as Google and Bing which
offer me an easier way of researching the facts | need faster. Search
engines are such a fast and useful tool, that spending time looking for

books in the library seems pointless. ” (St14, R1)

“I use the internet at the library to find and read websites that are
related to my studies, using Google as a search engine. Sometimes |
also use it for personal use, such as checking e-mails and social
websites. ” (St20, R1)

Five participants further stated that they used the library’s own website. For
some this was for internet access and links, for others it was a way of keeping up to

date with university events.
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“I'm not keen on using the library catalogues as they are not always
available when I need them. I mostly use the library for its website
because I don’t have access to the internet at home. Much of my
internet use in the library is social and entertainment due to the
situation at home.” (St11, R1)

“Using the library’s website is the most useful service for me. | can
find out everything about the university and so be aware of any events
around me as well. In addition, I can link with other students to share

and discuss our opinions together. ” (St13, R1)

Two contributors identified their library use as being primarily for printers and

photocopiers.

“I mostly go to the library to use their printer because most of the
time my printer is out of ink or there is no paper or some other such
problem so I find it much simpler to walk down to the library and use
the printer provided. ” (St12, R2)

“The photocopier is the service I use the most as we can’t find a
photocopier anywhere else and it is not easy to have one at home, so |
use it in the library to photocopy all the documents and books I need.
It’s very cheap and good of good quality, so it makes copying many
documents easy and fast.” (St4, R2)

7.3.6 Library Support of Faculty Programs and Student Studies

The current section focuses on the role of faculty programs in supporting
student study. One PPP variable is the target for this interview question (see section
4.5.4).

The first of five questions posed to the academic and administrator groups,
asked them to consider how well their university library supports their faculty
programs. Positive responses praised the work of the library staff including their
experience and knowledge and support of students, the extensive resource collections
and their relevancy to courses, the technology and equipment provided, and the

running of various training programs.
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“In general, the library staff are extremely helpful to us and the
students. Every semester the library aims to provide appropriate
collections and when we ask the library about resources, they do their
utmost to find it and if they cannot find a specific text, they will

provide a suitable replacement.” (Acad2, R1)

“The library currently supports my faculty’s programs by providing
training for my students and an extensive resource collection that
allows them to source all the information they require to support them

in writing assignments and preparing for exams.” (Acad10, R1)

The negative responses focused on the perception that more detailed and

specific training and courses needed to be provided by the library, for the students.

“The library provides some resources that are related to my programs
but, in my opinion, there is not enough. Students need opportunities to
improve and develop information and IT skills to help them use the
library effectively and efficiently. | believe that this is the librarian’s
responsibility to provide such services. Courses and training should

be provided more frequently and organised better.” (Acad3, R1)

“That is a good question. I think faculty members need assistance with
teaching their programs, from the library. However, there is a limit to
how librarians currently support academics. | believe they can do
more for us. For example, they could provide a service that teaches
our students about citations, copyright and assignment structure.
These types of courses would be good for bachelors due to the detail

required in writing assignments. ” (Acad6, R1)

7.3.7 Perception of Library Collections
The value of the libraries’ collection was determined via a specific set of
questions for both the student and academic participant groups. Despite
contemporary emphasis on access, the quality of a library’s collection remains an
important aspect of assessment. The students were asked in the interviews to explain

how they considered their library’s collection supports their individual study needs,
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with regards to the independent variable measures. The majority of responses made
positive comments, stating that they supported the student’s studies well.

“The library is great for research especially with the array of books to
choose from. Whatever assignments | am given | know I can go to the
library and find out whatever | need in order to complete my work to a
high standard. 1 know that | can find information quickly, which is

good as my time is precious to me when it comes to study. ” (St14, R4)

“I would say that we have a high quality collection of electronic
materials because | used a lot of these materials last term and they
were really useful which was great. | used lots of E-journals and
documents, which are quick and easy to reference as they are digital.”
(St2, R4)

“The best function of the library is that they offer a high quality of
collections such as books and government documents which motivates
me into using the library for my work. The collections are easy to
access and it is easy to find the relevant details | require using the
directory system.” (St3, R4)

However, five responses were negative, suggesting that the library collection
was not good enough to fully support their studies. This was usually due to the

appropriateness and relevancy of materials within the collections.

“I use the internet rather than relying on the physical collections
available because it can be hard to find the information I need, there
aren’t many materials relevant to my work and they are not up-to-
date. This is the main area of improvement | would recommend to the

library, improve the collection.” (St8, R4)

The faculty members were also asked for their views and revealed mixed
feedback on how well the library collections support their students’ studies. Seven
out of 12 participants provided positive answers whereas five gave more negative

responses.

The positive responses identified library collections that provided all the

information and resources required by students. Some explained they had never
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received complaints from their students regarding the collections and others praised
the availability of resources in a variety of formats.

“This is an important issue. When GUST was established in 2003,
students struggled with the library collection as it was new and many
services required improvements. Now it is completely different and the
library provides an excellent collection in all formats.” (acad9, R2)

“The size of the library collection is sufficient for our program’s
needs. | am not aware of any complaints from the students against the
library and so | am content that the collection meets the needs of our
students. ” (Acadll, R2)

Faculty members with a more negative view focused on the need to improve

the size and breadth of their library’s collection.

“This is a very important issue. It is essential that a library provides a
collection that helps students in their studies. | have noticed that
students make more use of online databases than printed resources as
electronic sources are updated more often. This is one of the
disadvantages of the collections of all branches of the KU libraries.”
(Acadl, R2)

“The library does not provide all the resources required for my
program. Sometimes, | have to recommend specific resources to my
students that they have to find from somewhere else. In addition, | also
give them related websites where they can find new resources.”
(acad3, R2)

7.3.8 Collaboration between Librarians and Academics

The next interview question asked academics about the collaboration between
academics and library staff. The majority stated they had little or no communication

with the librarians.

“We have much respect for the librarians but I have worked at KU
since 1998 and, personally, I have had little interaction with the

library staff during that time. There is little need for collaboration
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between my department and the library administration but sometimes

the librarians are called on to help our students. ” (Acad10, R3)

“The only time that the faculty and library collaborate is when the
library sends lists of new resources to our department office from
which we choose items that are relevant to us. Unfortunately this is
the only collaboration with the library. If there are items we require
that are not on the list, we have to obtain these from elsewhere.”
(Acad2, R3)

Many who said there was limited cooperation between their faculty and the
library admitted they would like to see a change in this as it would be more

beneficial to their department and students.

“Good point. At the moment, there is no collaboration between us and
the librarians. | think the main reason for this is due to the policy of
our university in that it does not provide opportunities for faculty
members and librarians to work together. However, if this were to
change, | think it would improve the quality of the education system.”
(Acad4, R3)

Only three participants said that they collaborated with library staff on a
regular basis. This collaboration revolved around the provision of training and

programs to improve the information literacy skills of students and academics.

“I feel that both the library and the faculty team support and advance
the education of our students. | can definitely say that there is
collaboration between us and the librarians with regard to

information literacy programs and in-class orientation.” (Acad8, R3)

7.3.9 Student Satisfaction of IT Services

This study explores Information Technology as one independent variable
regarding the performance of university library services. Therefore, it was important
to identify the opinion of the student group regarding the university library IT

services.

A large majority of the student group (16 out of 20) provided positive feedback
in terms of the IT services of their library. A more even response, in terms of
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negative and positive comments, was expected as in the case of the questionnaire

results.

“I think our library provides an array of Information technology
services. | always use the library computers to browse through related

resources and digital materials. ” (St8, R3)

“I can’t deny the value of the services available in the library
especially with regard to the networks. In particular, 1 am always

impressed with the way the IT is kept up-to-date. ” (St11, R3)

“There are a lot of changes happening in the IT world every day and
the best feature of the IT services in our library is that they keep
updating the tools and programs in correlation with these changes.”
(St6, R3)

Four comments, however were negative responses and linked to student
perception that the quality of the IT services provided by their library was not as

good as it could be and that there was room for improvement.

“The IT services are still of a low standard in comparison with other
universities. The computers, in particular, have not been updated for
quite some time. The university needs to invest in modern and faster

computers as the library computers are not fast enough.” (St5, R3)

“The IT services are not maintained well enough at the university. For
example, if there is a problem with a computer, it can take weeks for it
to be repaired and often the scanner is not working either. As a
student, these services are very important and so there should be more

effort to maintain the services to a high level.” (S5t20, R3)

7.3.10 Student Perception of Training
Training is one of the five independent variables; therefore user’s perceptions
on this subject are valuable in library evaluation. A key library performance indicator
for university teaching and learning objectives is to train students and academics in
the skills to effectively use a library and all its resources and facilities. Training is
included within several areas of the study objectives regarding satisfaction and

improvements in training.
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The majority of responses, particularly from KU students, were negative with
regard to this area due to the lack or limited availability of information literacy in the

university libraries.

“I am not satisfied with the training courses because our university
doesn’t seem to care about information literacy programs. | am not
too familiar with the use of databases and other software, and it
almost impossible to get training for this. Workshops for training are
very rare, and | often cannot attend due to the times they run. When |
started here, there was no introduction or training on how to use the
library. Training should be given to new university starters in

assignment structure and information literacy.” (St8, R5)

“Literacy training sessions would help me to further my knowledge
and lead me to success in my studies. However, my library doesn’t
provide training and workshops other than some guidance on how to
research books. | would like some training in assignment structures,
as I don’t feel I fully understand this topic, and I'm sure that other
students feel the same way. ” (St1, R5)

“Training courses in information literacy are a bright idea to help
students to further their learning. To be honest though, there are
limited amounts of courses run here. | had to seek training courses
from an outside source in computer skills, as the library doesn’t
provide this training.” (St5, R5)

7.3.11 Communication with the Library

In the questionnaires, the researcher asked participants how they
communicated with their university library. The researcher wanted to explore the
nature of communication and the effectiveness of communication tools further and so
included the same questions in the interviews. It was hoped that this would enable
the researcher to evaluate the effectiveness of the link between faculties and their

libraries.

Communication between the student group and the library is very important as

they utilise the library services for their research and studies. The questionnaire

201



results showed that the students communicated a great deal with their individual
libraries and the point of repeating this question in the interviews was to probe
further and discover which forms of communication were the most popular and most

effective.

The interview results for student-library communication illustrated that 14 out
of the 20 students spoke to the library staff face-to-face and/or used the telephone to
make contact. This tended to be a result of personal preference with many feeling
more comfortable making contact this way or because they saw less need for the use

of other forms of communication such as e-mail.

“I'm not up dated with the modern devices of communication so |
prefer to just use the traditional methods of speaking in person face to

face or over the phone. | see no need for the use of e-mail.” (St1, R2)

“I would rather use the phone. | find it more reliable and I am more
comfortable using the telephone compared to other forms of

communication. ” (St15, R2)

However, three students said that they regularly used e-mail to contact their
library. This again appeared to be due to personal preference as the participants in

question found it a more convenient or easier mode of communication.

“E-mail is always my preferred choice especially as | can use it to
contact the library from home. I can ask for book suggestions and the
library staff can send me lists in their own time which is far easier
than over the phone.” (St5, R2)

“I mainly use email as it’s faster to get the messages across and isn’t
time consuming like other methods of communication can be.” (St14,
R2)

One student who currently uses the phone and e-mail to contact their library,
made the interesting suggestion that if the library were to introduce the use of SMS
in their communication, in particular, free of charge, then the participant would

favour this method as it would be far quicker and easier.

“At the moment, I'm using phone and email. | think SMS is not

available right now but if the library provided this service, | would
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use this instead of phone and email (especially if it is free) because
it’s easier and faster.” (St8, R2)

Most faculty members used the telephone in order to contact their library with
two participants also visiting the library in person to speak to a member of staff face-

to-face and a further three also using e-mail in addition to the telephone.

“I always use the phone if 1 am away from my department but
otherwise, | go to the library in person as my department is so close to
the building. If I have a list of required resources | send it by e-mail.”
(Acadl, R5)

“I usually use the library network, phoning the librarians if 1 need
their assistance. They are always helpful and are able to deal with my
request or enquiry immediately. As a result, I tend not to use e-mail or

any other form of communication. ” (Acad, 4R5)

“During a course I will contact the library by phone when there is
information that I need. I rarely visit the library in person as I don’t

use books very much.” (Acad6, R5)

Three out of the 12 interviewees remarked that they have no communication
with library staff at all, primarily because they have no direct dealings with their
library.

“We don’t really have communication with the library staff as we
work independently and our department provides everything for us
that we need such as computers, copiers and printers. | rarely visit the
library because as a faculty member, we do not have the same need
for communication as the students. In turn, the library focuses its
communication services on the students rather than the faculties.”
(Acadll, R5)

Regarding the issue of cooperation between administrators and librarians, the
level of collaboration depended upon the department of the administrator and
whether or not their role necessitated communication with the library. The majority

had little direct contact with the library staff with the research data showing six out
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of ten interviewees noting that they rarely needed to cooperate with their library

directly.

“As administrators, we encourage that students and academics use
electronic communication tools such as e-mail, chat and the library
website. Although both our department and the library serve to
provide the best support for the students, the individual work we carry
out is completely different and so there is no need for any
collaboration between our department and the library.” (Adminl0,
R2)

“At the moment there is no collaboration between my department and
the library but I would like to see more communication between the
two. In the other countries, such as the USA, the cooperation between
faculty and library results in the library promoting different
departments as the majority of students utilise the library regularly.”
(Admin2, R2)

“At the moment I don’t see any kind of direct cooperation between us
and the librarians. It might happen with other departments but the
concern of our department is the educational exchange between
Kuwait and other countries and therefore we don’t have any reason to

build a relationship with the library.” (Admin5, R2)

However, some comments proved that there was collaboration between some

university departments and the library, although the type of cooperation varied from

interviewee to interviewee.

“I cooperate with the librarians for many reasons. For example, if our
department needs some resources, we contact the library and they find
it for us as soon as possible. This is far more convenient for us as we

simply contact the staff and they sort everything else.” (Admin9, R2)

“Sometimes I have to collaborate with the library staff as we may
need to use the library’s facilities, such as a meeting room. Other than
that we have very little dealing with the library as it does not have a

direct impact on our work.” (Admin6, R2)
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7.3.12 Overall Perception of Library’s Physical Environment

Physical environment is regarded as an independent variable within the study
which demonstrates how highly regarded the physical environment is for library
users. In order for users to work and study successfully, the library’s physical
environment must be conducive to learning, providing an easily accessible,

comfortable, quiet and supportive place for users to complete their study.

The student participant group provided a mixed response when asked to
discuss the overall environment of the library. Some were very positive about their
place of study, some had concerns with the provisions made while others could think

of both pros and cons to their library surroundings.

Positive comments appeared to focus on the clear layout and quiet, studious

atmosphere of libraries that made them a more inviting place to work and study.

“The layout and design, visually, is great. It’s nicely spaced so you
feel like you can sit wherever you want and still have personal space.
The environment is nice and quiet which helps people to find what
they need and research in peace which is good. ” (St14, R6)

“The surroundings of the library play a major role in our study
habits. As the place is cosy and comfortable this allows the students to
unwind and feel relaxed. This atmosphere encourages students to visit
the library more frequently.” (St15, R6)

Those students who had negative views of their libraries identified noise level
and overcrowding as some of the reasons why they were discouraged from using it

for regular study.

“Unfortunately, at peak times the library can be very noisy and it can
be hard to get on a computer as they are all being used. As a result, |

am put off going to the library to study.” (St8, R6)

“I agree that libraries can influence people to study so that if the
place provides a satisfactory learning environment, a person will be
interested in coming back again. However, the library is old fashioned
and boring and does not inspire me to study there. The library could

really do with being refurnished as it looks very dated now. ” (St2, R6)
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Other students provided a less one-sided view by describing aspects of their

library’s physical environments that were good and others that could be improved.

“As a student who often stays in the library for several hours, I find
that the furniture is not very comfortable. However, the space for
users is good as they provide separate rooms for complete privacy.
The furniture should really be taken into consideration if the library

wishes for people to spend much time studying here.” (St1, R6)

“I think library’s physical environment is very important for users
especially students. Unfortunately, the decoration of the library
doesn’t appeal to me at all or attract me to use the library but overall

| think the place is ok and quite colourful.” (St, 3R6)

When asking administrators’ opinions of their university libraries, the
researcher was particularly interested in their responses as they form part of the
university leaders, responsible for organising the budget of their library. The
researcher wanted to find out whether the interviewees felt that the libraries created a
positive and effective working environment, employed professional and experienced

staff and provided appropriate and useful facilities.

The data illustrates that most of the administrators were satisfied with the

performance of their library and the level of the services they provide.

“I see that all branches of KU libraries offer a variety of services
designed to support the students, faculty members and visitors. There
are plenty of meeting rooms and study areas are available for work.
The furniture is clean and new, and the overall quality of the libraries
is extremely high.” (Adminl0, R3)

“The library seems a suitable environment for research and study.
The buildings are big and open which make for a more comfortable
learning environment whilst also being centrally placed within the
university campus making it easily accessible for all students. The
furniture inside is comfortable with plenty of space for working, it’s

an excellent environment to relax and study.” (Admin2, R3)
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“Our library is small when compared to other Kuwait University
libraries but it is modern with new furniture and equipment. It looks
good and provides a comfortable environment for students and others
to study in. It also provides excellent collections that are relevant to

the programs offered by the university.” (Admin, 7R3)

Despite the majority of comments presenting a completely positive view of the
university libraries in question, one administrator admitted that there were some

areas in which the library could improve.

“At this point, I can’t say that the physical environment is bad,
however it is not attractive to me and is not particularly comfortable.
The library is too small and crowded, and there is very little personal
space when students are trying to study. There is too much furniture
and not enough open space, leaving the library feeling very small and
claustrophobic.” (Admin4, R3)

7.3.13 Library Use and Academic Achievement

Suggestions were sought from the administrators on how they felt the role of
their university library could be improved and how they considered this could be
achieved. The question asked was: Do you think there is a relationship between your

library and the quality of higher education produced at your university?

The majority of administrators held the view that the role of the library was
vital to their university’s success and that in order to improve on their performance
they must have support from the university and must ensure that they continually
update and modernise their collections and technology in order to achieve their

performance goals.

“The library plays a vital role in supporting student study, moreover
supports our academics. The training in the library helps students
with writing assignments, and | think this training has an impact on
the grades students achieve overall. A high quality library is what we
are aiming to provide and | think the results the university produce
are in part from the service the library provides to all users.”

(Admin6, R4)
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“I agree that the library can play an effective role and believe that
any university cannot achieve its mission and vision without the high
quality services that the library provides to assist students and staff in
their work and study. | think it is important that university leaders

support and fund their library.” (Adminl, R4)

“If the library continues to make itself attractive to its users, it will
have a positive impact on the role the library plays in the students’
and university’s overall success. In my opinion, our library is an
excellent place for study and research and so needs to maintain this
through regular development and modernising of all its services. ”
(Admin9, R4)

According to administrators’ comments, concern for the library usage was
evident and academics held the belief that the library played an important role for

students and academics in the community.

7.4 Summary of Findings

The quantitative data collected in the students’ questionnaire showed that their
main reason for low library usage is the lack of knowledge about the existence and
usage of provided library services. Moreover, a great proportion of students solely
visit the library for individual and group study reasons without using actual library
services. Finally, a significant number of participants stated that they would only use
the library for socialising activities such as the usage of social networks. The data
collected through the qualitative interviews showed similar results but provided more
reasons and details about students’ usage behaviour patterns. The interview data
found that the majority of students show a variety of different library usages
depending on their individual preferences and the period of the semester. The
questionnaire data showed that most students come from the social sciences faculties
rather than the applied sciences faculties. The interview data outlined that this result
is due to the high number of reading lists social sciences students get from their
lecturers and due to the academics overall recommendation to search for respective

study-related information in the library.
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While the questionnaire found that students use primarily books and electronic
resources, the interview data showed a partly different result. According to the
interview, students mostly used books or library websites rather than electronic
resources. Students explained that using the website is easier than accessing other
electronic resources. Moreover, the questionnaire found that female students were
visiting the library regularly, but only for short periods of time. The interview found
the same result, that more females use the library than males but only for short visits
and gives reasons for this phenomenon. Student female interviewees stated that they
use the library primarily for printing and copying resources as well as borrowing
books for studying at home. Therefore, they did not prefer to spend their main study
time at the library, which explains the little amount of time measured for female

students.

Academics showed different behaviour patterns. The quantitative questionnaire
data showed that, depending on their age group, they tend to use electronic resources
from their own personal computers. In the event that they visited the library,
electronic resources were more likely to be used than books. Moreover, younger
participants were more confident about the reliability and quality of the digital
library items. The qualitative interviews showed different findings, with the majority
of the interviewees stating they use books rather than electronic resources. Those
sticking to their preference of digital material as referenced from the questionnaire,
acknowledged that using electronic resources, especially from their own computers,
was more convenient to fit into their working schedule as well as more relevant and
up-to-date than other library resources. Those participants stating they preferred to
use books as their primary resource said that they felt familiar with the authors and

experienced books to be more detailed than other library items.

The questionnaire showed a positive attitude towards the outcome of library
performance in relation to the input. Hence, the quantitative data illustrated positive
answers concerning the influence of library services on the goals and objectives of
academics. These goals and objectives include the curriculum, research, learning and
teaching, training, resources and the satisfaction of databases. The participants
agreed on an existing collaboration between the faculty and the library. When

academics answered this statement detailed in the open ended questions of the
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interview, they gave rather negative feedback. According to most of the
interviewees, the collaboration between faculty members and librarians requires

future improvement.

“The only time that the faculty and library collaborate is when the
library sends lists of new resources to our department office from
which we choose items that are relevant to us. Unfortunately this is
the only collaboration with the library. If there are items we require
that are not on the list, we have to obtain these from elsewhere.”
(Acad2R3)

Administrators’ answers in the questionnaire were quite similar to their
statements in the interviews. IT Services were similar in both research methods,
while other variables showed slightly different opinions due to the interview’s
detailed composition. Hence, positive and negative feedback was mixed for these
variables. Some interviewees encouraged the cooperation of library staff while others
did not see the necessity for regular contact. However, there were few differences

found between quantitative and qualitative findings.

Students’ data was significantly related to IT Services, Collection, Facilities
and Equipment and Training. Most of the students had a positive attitude towards
their academic library, stating that the institution supported their studies. 16 out of 20
interviewees gave positive feedback concerning the IT Services, although the data
collected from the questionnaires expected less positive results. In particular, KU
students responded negatively towards the Training variable. This was particularly
due to the limited availability to information literacy courses and workshops in their
respective academic library. The interview questions concerning the Library’s
Physical Environment showed missing answers. While some students were satisfied
with their place of study, others found mostly negative components within the
Library’s Physical Environment. Moreover, some students had concerns about giving

any positive or negative feedback concerning their library’s surroundings.

Academics showed a significant relation only between the Libraries’ Physical
Environment and the perception variables. The support of the library collection

concerning teaching and learning also revealed mixed feedback.
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Administrators’ data demonstrated a significant correlation between IT
Services and the perception variables. The majority of administrators were satisfied
with the library services and stated their overall positive attitude concerning this

variable.

After studying the interview data, it became apparent that most library users
had concerns about the training courses available within the library. An obvious

indication of this is echoed in one student’s statement:

“l am not satisfied with the training courses because our university doesn'’t

seem to care about information literacy programs. ” (St8R5)

Another finding based on the interviews was that opinions are often split on
many areas of library use, but that is due to the interviews being carried out across
the three universities. The standards of one academic library are often far superior to
those of another, which highlights why library analysis is important to keep up with
the competition. The analysis of data in this section has been compiled together in
order to prevent any negative feedback being portrayed by direct association with
any particular library. This allowed participants to express their true feelings on the

libraries without holding back information.

7.5 Conclusion

This chapter explained and analysed the interview responses from participants,
including students, academics and administrators. The interview data succeeds in
diversifying the information collected, resulting in the gathering of a wider variety of
open ended responses which allowed for more in-depth research. This chapter was
divided into twelve variables among three groups. Quotes were provided to give
insight into the respondents’ opinions about their perception of library usage.
Participants were willing to comment on the structure of the library usage, which
reflects that phone interviews were a clearer, more comprehensible method of

gaining opinions.

The following chapter explores the nature of the factors of library usage that
influence educational performance. Also the results of the questionnaires and

interviews are compared, discussed and examined.
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Chapter 8: Discussion

8.1 General Discussion of Findings

The research design of the study consists of two parts: questionnaire and
interview. The combined evidence that results from application of both
methodologies provides comprehensive insights into the idea of PPP. Both positive
and negative effects on PPP were examined. The interview procedure was used to
explain the positive and negative effect observed in the questionnaire. After
analysing the questionnaire and interview data, several findings support the initial
questions and objectives. The satisfaction with the library in general was positive,
which is a good indicator for the library administration staff. The idea of PPP being
improved by using the academic library was supported within the questionnaires and
interviews, and will be explained later in this chapter. The usage of the academic

library is explained using the questionnaire results.

8.2 University Library Usage in Kuwait

Academic libraries are used in various ways by users to suit their study needs.
During the questionnaire phase, library users were questioned on how often they
visited the academic library. As expected, due to related studies, the highest number
of students visited the library weekly, followed by students using the library facilities
and services every two to four days. Jiao and Onwuegbuzie’s (1997) study supports
these findings. This result shows that students constantly work on their projects;
therefore, they require library resources, facilities and services at least once per
week, preferably more. It was expected that juniors and seniors would use the library
more than freshmen and sophomore students. Simmonds & Andaleeb (2001)
surveyed the general population of the academic library to understand who uses the
library the most. The majority of users were juniors, followed by seniors who made a
combined total of 50% of library users. Bridges (2008) found a larger percentage of
seniors used the library. In this case, 38.7% of the library users were senior students.
Combined with juniors, the total was 63.4%. For this reason, findings in the current
study are surprising, as the combined majority of users are freshmen and

sophomores. Postgraduates were the least frequent users of the library which was
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also supported in the findings of Simmonds & Andaleeb (2001) and Bridges (2008).
There was no explanation for this, but it could be assumed, due to interview findings,
many senior students feel the library does not offer sufficient high quality resources,
which freshmen may not be aware of until several years of study have been

completed.

It was expected that the majority of student library users would come from
social sciences (i.e. Law, Education, Administrative Sciences) rather than from
applied sciences (i.e. Medicine, Pharmacy, Dentistry), based on the findings that
students of the social sciences use all service dimensions of the library in comparison
to students from other faculties. Simmonds & Andaleeb (2001) found that 45% of
library users were majoring in social sciences, compared to 22.9% studying science
and engineering combined. The author states that many students access the library
remotely from labs and home computers; however social science students make use
of the physical collection. Chrzastowski and Joseph (2006) state that social science
students are the most frequent users of the academic library. The reason for this is
that social science students require many different resources such as printed and

electronic, with 65.9% using books.

In contrast, engineering and life science students gain practical experience in
the laboratories during their studies. Only 39% of life science and engineering
students used the library compared to 49.5% of social science students in
Chrzastowski and Joseph’s (2006) study.

Due to the more general nature of web resources and the importance of search
engines such as Google, it was expected that students would primarily use these
types of electronic resources. Swain (2010) states that 84.4% of respondents used
Google to search for assignment information. However, the current study found that
students frequently used databases during their library visits. This result could be
explained through the fact that databases provide specific resources for coursework
and research students and some of these databases are only accessible from
university library computers. Therefore, students prefer to use their time at the
library researching databases rather than surfing general web resources on the
Internet. Another result for the usage of electronic resources is the low importance of

e-theses and dissertations. The majority of participants of the study are
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undergraduate students who prefer using short academic resources such as journal
articles and book chapters for their assignments. However, Hamade and Al-Yousef
(2010) state that students’ primary source of information in Kuwait still comes from
the printed collection. Due to the higher number of female students at the three
universities, more female students were expected to use the library in comparison to
male students. This statement could be significantly confirmed. However, female
students spent less time in the library than male students, as also found in a study by
Whitmire (2002). She states that 60% of students in the academic library were
female, which supports findings in the current study that females are the most
frequent users of the academic library (59%). However, this study found that females
use the library for shorter durations than males, due to the reasons they attend the
library. 52% of females used the library to collect and return books, compared to
39% of male respondents. Copy and print facilities were used by 46% of females
compared to 33% of males. This supports the theory that female students use the
library to collect books and make copies, and then return to their homes to study.
Lerner (1993) suggests that male library users tend to have a larger personal space
than females, using books and papers to mark a territory. Also, male students are
more likely to invade the personal space of females than males, making female
students uncomfortable studying in the library. Female students who attend female
only libraries often find it challenging to work in mixed gender environments.
Bennet and Wright (2010) state that females from the Gulf States who attend single
gender universities and libraries find it harder to integrate with males and share their
opinions, which suggests females students find it difficult to share personal space and
study together. In the past, females in Kuwait lived a sheltered life, which could
explain why a large percentage of students study at home, although this trend is
changing (Sonbol, 1996).

When visiting the library 39% of students tend to spend up to one hour, while
26% spend one to two hours. These results were expected since the higher female
population at the three universities usually do not stay for long periods of time at the
library. However, time spent at the library does not reflect the level of educational
performance of participants. Some students spend less than one hour at the library
but study at home and achieve high grades, while others spend more time at the
library but do not use study-related services and resources. This finding is supported
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by Grimes and Charters (2000), who state that academic achievements are not
correlated with the amount of time spent at the library.

The study found that 20-30 year old academics used resources from their
personal computer rather than printed resources from the library. This finding was
expected due to similar studies on the topic of electronic resources. Tenopir, King
and Bush (2004), state that younger academics use electronic resources to a greater
extent than older generations. Academics aged 31-40 were the primary users of
electronic resources, with 51-60 year old academics being the least active users of
electronic resources. This result perhaps can be explained through the electronic
environment, which the younger population of academics grew up in. Tenopir (2003)
suggests that younger users are more enthusiastic and confident using computers
compared to older generations, mainly due to their education. In contrast, middle-
aged and older academics are more confident about the reliability and quality of
electronic resources. In contrast to the student population, the study did not find a
gender difference in the library usage behaviour patterns for academics. This result
was expected because female academics are usually more confident than female
students, and are aware of the importance of library resources for teaching and

research matters.

As the study expected, the main fraction of academics visited the library
weekly. The remaining academics visited fortnightly or monthly rather than daily or
two to four times a week. This finding can be explained through the lower necessity
to visit the library in comparison to the student population. While many academics
often choose to work in their own office and visit the library for resourcing and
service purposes, students additionally use library facilities for studying purposes.
Overall, academics from the education, administrative sciences, social sciences and
law faculty were using the library more frequently than those from other faculties.
Smith (2003) supports the theory of academics using the library’s electronic
resources to a greater extent than the printed collection, which explains why many
academics attend the library less frequently than students as they are accessing
resources electronically. Although library attendances are falling, the use of

electronic resources is increasing.
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This study involved the administration level of the universities and
administrators also showed low library usage rates. In general, administrators used IT
services more than students and academics mainly due to their administrative roles
within the university. The IT services used are primarily within their offices and not
in the library. Depending on the department, administrators use the internet
frequently which is described in the following statement:

“As I am in the resource centre, I tend to use the internet and databases most
frequently to collect the information | require. | always use the library

database as | find it to be rich in varied sources of information.” (Admin9, G2)

The majority of older administrators visited the library monthly, while another
proportion of younger administrators visited the library on a weekly or fortnightly
basis (see figure 6.11). Younger administrators attended the library more frequently
to read magazines and use library services and other activities, unavailable in their
own departments and working environment, while older generations generally
showed less frequent usage behaviour. Interview data collected showed that elderly

administrators tend to use the library casually to read newspapers and magazines:

“I tend to use newspapers and magazines more than any other information
resource to support my work. The reason for this is simply that I feel these to
be the most up-to-date source of information that | can check on a daily
basis.” (Admin2G2)

8.3 Concluding Remarks of Questionnaire Data

This section makes general remarks on the main findings of the questionnaire
used in the study. The focus will be on overall results and also on the unique features
of the statistical analyses of the samples from students and faculty members. The

findings were supported by previous literature.

8.3.1 Library Value
The library was used for studying by 76% of users which shows that the library

is a valuable study area for students. The majority of users would spend under one
hour in the library, but the services used in this time gives the library its value. Using
the copy facilities or checking emails takes very little time, but the ease and speed of
the equipment is why users attend the library. Everyone attends the library for
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various reasons and durations, however the value of an academic library varies
between every student. The explanations for library usage are described in the
interview data. Saracevic and Kantor (1997a) state the value of library and
information services are an assessment by users about the qualities of interaction

with services, and the worth or benefits of this interaction.

8.3.2 Library Impact on PPP

The majority of users indicated that the library had a positive impact on their
PPP. The statement: visiting the library helps improve my grades, received positive
responses from students visiting the library. The impact the library has on users’
studies is closely linked with PPP, therefore users responded positively about the
library’s collection improving their studies and assignments. Watson (2001) suggests
that users are confident and easily motivated when attending the library rather than
studying at home, which leads to users responding positively to how the library
affects their PPP. Furthermore, if an academic recommends library publications
which students can utilise within their studies, this is a direct impact, as without the
books provided the users would struggle to complete the assignment. The libraries
impact on academics’ PPP is through the use of the resources and publications which
are housed in the library. These resources are used for academic writing, which
academics undertake in their own time during the academic year. Library training
also plays a positive role in improving academics’ PPP by improving the quality of
academic lectures provided. Both of these aspects of library services received a

positive response within the questionnaires.

Although the results of the questionnaires and interviews suggest that the
library has an impact on users PPP, clearly further supporting evidence might be
gathered to ensure that any changes made to the current library setup are necessary.
The conclusion of this study regarding the perception measures offers several
possible areas for future research. For example, using statistical analysis of library
usage data can help point towards services which require investment. Analysis of
books usage frequencies and electronic database browsing patterns can provide more
convincing evidence required when planning changes, when used in tandem with

interview or questionnaire findings.
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8.3.3 Library Usage Preferences

The majority of students preferred using printed collections rather than any
other resource. This finding was surprising due to the variety of electronic resources
and the internet which the library provides. The younger generation are normally
deemed to be computer literate and using electronic resources seemed the most
logical solution for their studies. The digital collections were used by academics far
more than students. Some academics did not visit the “physical” library, only the
online library service. Academics used electronic resources in their lectures and

transferred information directly from digital material to PowerPoint presentations.

8.3.4 Information Technology within the Library

The majority of library users deemed the IT within the library to be sufficient
and of high quality. Users viewed computers and internet access as one of the highest
services provided by the library. Therefore, previous investments in computers have
had a big impact on the perceptions of library users. Using the library website off
campus was not regarded as highly as the facilities within the library. Questionnaire
results show a significant relationship between students’ educational performance
and IT services. Although students use IT services regularly, students in the
interviews do not deem computer use as a factor for improving their personal
performance. This is supported by Watson (2001) who suggests that although
students use IT within the library; they do not correlate this service with succeeding

or failing their degree.

8.3.5 Library Physical Environment
The physical environment at the libraries was deemed comfortable and suitable
for study, by the majority of questionnaire respondents. However, of the five
independent variables, only environment was insignificantly associated with
students’ educational performance. The library environment helped students feel
comfortable and allowed users to study in groups and concentrate for longer periods

of time, but was not directly associated with improving their PPP.

8.4 Results and Remarks on Interview Data

The differences between the questionnaire and interview results can be
attributed to the fact that, firstly, more participants completed questionnaires than
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were interviewed, and secondly, the interviews provided more qualitative data for
contributors to expand their answers and clarify their arguments. Interview data was
analysed closely for patterns in responses and themes which reoccurred.

Questionnaire data was analysed as collective responses, and percentages.

8.4.1 Library Value

Open ended questions allowed users to explain exactly how they use the library
and how satisfied they were with the services. There was an overall positive
perception of having an academic library on campus, with many students and
academics saying it would be impossible to run a university without an academic
library. Interview responses show that a high quality academic library adds to the
appeal of attending a university and could be considered the most valuable service

the university has to offer. One student states:

“[ feel there is a definite need for the library and | feel that | would not attend
a university without an adequate library. I can’t stress enough how vital the

library is to myself and many of my study friends.” (St5G1)

Although some library users stated that the library was a waste of resources,
the overall majority stated a need for a library and strongly supported it. Judging a
library on a purely financial basis is a negative stance to take with regards to library
evaluation. Students desire various services and environmental stimuli to concentrate
and feel relaxed in a library, so removing services which are only used by a few
people alienates these users. Unless correct evaluations are carried out, money would

be wasted by investing in the wrong services.

Academics strongly support the academic library and feel without it, many of
their students would fail their degree. Academics also feel that personally, the library
is a useful tool for them to help support their teachings. Recommending further
books for students to read, reinforces what has been learnt within lectures. Dickenson
(2006) states that 85% of academics included within his study recommend books to

students on a regular basis.

8.4.2 Library Impact on PPP

The primary purpose of the current study is to examine the link between

academic library usage and improved user performance. This link is examined
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through the interview question regarding how users’ personal performance improves
by visiting the library. The majority of user perceptions of improved performance
were positive, with the majority of student users stating the library as having an
impact on their grades. The reasons for the improved grades were various, but the
most common reasons suggest that the library is a suitable place to concentrate for
long periods of time. Long periods of study make students feel good about
themselves and their progress, therefore this confidence is carried into examinations
and lectures. Results of students had improved since attending the library, and the
majority stated that without a library they would fail their course. This is a clear
indication of the impact a library can have as the difference between pass and fail is
huge. The following statement supports the idea that PPP can be influenced by users’

perceptions of attending academic libraries:

“Students perceive the library as a place to study, and in this capacity they

correlate the library with their academic success ”(Watson, 2001, p.369).

Academics’ personal performance is impacted by using the library according to
interview responses. Academics use the library to improve their performance for two
main reasons, resources for research and library training courses. The majority of
academics who carried out research stated they used the databases and collection to
aid them whilst writing. The second use is training and workshops on using computer
programs such as PowerPoint for classroom presentations. These presentations
improve the quality of classes given to students. Therefore training courses can

improve the personal performance of academics and students.

Administrators were asked if the library improves the quality of the education
given at the university. The responses of administrators were extremely positive with
regards to the quality of services within the library, with administrators clearly seeing
the need to maintain an academic library. Administrators stated that training in the
library helps students produce high quality, well written and structured assignments,
therefore improving their grades.

8.4.3 Library Usage Preferences

Students showed different preferences of resources for work and study. Just

over half gave preference to books. This was mostly a result of the influence of their
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teachers who provided lists of resources heavily weighted by books. According to
students’ comments in the qualitative interviews, the majority suggest that books are
easy to use, reliable and of high quality. On the other hand, some students were

forced to use books due to the reading lists provided by professors.

The second most popular resource tools among students are library websites.
The reasons given for this choice are that librarians support students in using

websites from which they can search and locate relevant texts and resources.

The preference of academics for electronic resources is usually because they
can access them via their own computer to work from their offices and locate
material through databases, such as ProQuest and EBSCO. This work place is more
convenient for them and their work schedules. They also acknowledged these
materials to be more up-to-date and relevant in that they could access theses and
journals. These results support the views of Meho and Haas (2001) whereby the
percentage of faculty members using electronic resources has increased in recent

years.

Some faculty members however, continue to use books because they are
familiar with the texts and/or authors or they feel books are generally more detailed.
The predominant use of electronic resources amongst academics contrasts with the
significant use of books by students from the resource lists provided by academics.
Despite most academics using electronic resources themselves, they tend to list
books as reading materials for their students. This could be for ease and convenience
as they are readily available within the library whilst also easy to research and study
from. Academics spend far less time than any other group in the academic library
which was expected. Previous studies have shown that academics use of library
resources is almost entirely through remote usage. Dickenson (2006) states that 71%
of academics use the library through remote methods such as via laptops of desktops
and connecting online. However, student use is almost 50% remotely, 50% physical

Visits.

8.4.4 Information Technology within the Library

This generation of students are generally confident and use information and
communication tools as everyday objects, programs and software. Internet access

provided by university libraries proved the most popular service for the computer
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literate students. For the majority, access to search engines such as Google, lured
them to the library computers where they found a wide range of resources and
materials quickly and efficiently. Additionally, they used the internet for personal use

such as e-mail and social networking sites.

Other information technologies used by the students included printers and
photocopiers. This was commented on by female students probably due to cultural
differences which resulted in them spending far less time on campus than their male
counterparts, choosing to work and study more at home as stated previously (see
section 6.2.1). As a result, female students are more efficient in their use of the
library and printing and copying resources conveniently allows female students to
take materials home. From this particular evidence, it can be suggested that
university libraries in Kuwait should focus more on their online services so that those
who choose not to visit the campus as regularly as others or for long periods of time,
can utilise the same services from home or wherever they choose to study. While this
particular study focuses on Kuwaiti libraries the implications reach further and show
that all universities should provide better services for those who choose not to or

cannot visit their university library as often as other students.

8.4.5 Library Communication
An interview question raised concerns about communication between users and
their library. Again, this is a more pertinent question in today’s society as there are

far more communication tools available.

Most participants communicated face to face with library staff or over the
telephone. The smaller universities of the study — AUK and GUST — have smaller
campuses, therefore making it easier for students and staff to visit the library in
person whereas participants from KU, which has a multiple campuses and libraries,
showed a higher preference for the use of the phone. A few interviewees stated that

they used e-mail to contact library staff, usually for discussions about resource lists.

8.4.6 Library Collections

The students and faculty members were all asked about their perceptions of
their library’s collections. Students were asked directly how the collections satisfied

their study needs and, similarly, academics were asked their opinion of how well the
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library collections aided their students in their work. The point of this question was
to obtain evidence of the usefulness of collections in order to evaluate the ‘collection

development activities’ (Baird, 2004; Soutter, 2007).

Most students viewed their library’s collections positively, saying that they
provided them with everything they required for their studies, and that the collections
were extensive, wide-ranging and available in a variety of formats. In correlation
with this, most faculty members also noted little or no issue with library collections,
due to the fact that they had received no complaints from their students. Where
concerns did arise, from both groups, they tended to be about the need to increase
and update library collections. Participants from AUK and GUST mentioned that
they had a good collection of electronic resources due to the restricted space of their

physically small libraries.

Hamade and Al-Yousef (2010) evaluated the collections used at Kuwait
University library. Their study found similar results to those found in the current
study, with students being the most frequent users of the printed collection. This
finding is supported by a theory that students may use electronic resources more, if
they had correct training in library usage. The researcher agrees that the training
provided in all the academic libraries is poor, and if training was given to all new

students, then electronic resources would be used to a far greater extent.

8.4.7 Academics/Librarian Collaboration

When faculty members were asked to comment on the cooperation between
them and library staff, most admitted that there was little or no collaboration other
than the discussion of program resource lists at the beginning of each semester.
Despite there being no current collaboration between faculty and library staff
members, most academics said they would like to see a change in this situation. This
view is supported by Cooper and Gardner (2001) who highlight the fact that
collaboration is a mutual act and that both faculty members and librarians will
benefit from working together. They suggest that academics can utilise librarian’s
expertise in ‘assignment development’, ‘determining appropriate levels of research’
and ‘learning about new methods of research’. In turn librarians need to be given this
responsibility from faculty members to ensure that their role is not taken over by the

‘ease’ of technology.
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8.5 Research Objectives

The researcher’s first objective was to describe the nature of factors that
influence university library usage, particularly with the students and faculty
members. This study describes the five variables mentioned below, which have a

potential impact on the two groups.

The Library Collection is regarded highly by a large percentage of academic
library users. The collection at KU is one of the largest in the Gulf States, with over
half a million items. AUK and GUST are smaller universities so the size of their
collection is much smaller, but is modern due to the age of the library. All three
university libraries contain large quantities of Arabic publications, but the majority

are published in English.

IT Services offered by all three of the university libraries are modern and of a
good standard. The internet connections at the universities are high speed and
reliable, compared to home connections. The computers provided are new and
modern, and are often being used to capacity so users have to wait for free computers
to become available. IT is primarily for internet usage and word processing, but very
little communication is made between the university/library and students or
academics. This communication aspect leaves Kuwait far behind compared to

western universities.

The Facilities and Equipment offered by the library are printing and copy
equipment, and meeting and seminar rooms. The print and copy facilities are
frequently in use, and the prices are very competitive. The meeting and seminar
rooms are of high quality, with modern projectors and comfortable furniture, and are

used regularly through a booking system.

Training provided by the library is not used as often as western style libraries,
nor does it receive the same impetus and drive as some programs the researcher has
attended in British and Australian academic libraries. The programs offered in

Kuwait are run sporadically and only when interest is shown in a particular program.

The Library’s Physical Environment is very quiet and relaxed, perfect for
concentrating on studies and research. All the libraries are designed with open spaces

and natural light, with all areas fully air conditioned and clean. KU library is the
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largest of all Kuwait academic libraries, and the central branch is far superior to the
other branches of KU. GUST library is far smaller than KU but is relatively new and
offers the same quality and services as KU, but on a smaller scale. AUK is of a
similar size to GUST and offers similar spaces and areas, and is continually being

redecorated and developed.

The second objective uses questionnaires and interviews in order to collect
information on user satisfaction within the academic libraries in Kuwait. The users of
the library (students, academics and administrators) were asked various questions
relating to the services provided by the library. The satisfaction levels found within
the study will be reported to library management to support changes.

The third objective focuses on assessing the needs of university libraries to
develop programs for teaching and training of students, academics and
administrators. Since higher education is beneficial to the community and society,
this study measures the outcome statements of the questionnaires of the following

participant groups:

e Students found that academic training helps develop critical, analytic,
logical, creative and systematic thinking. Workshops also trained students

to work on academic topics and express their ideas in a measurable way.

e Academics stated that academic workshops led to higher interactions
between staff and students. Moreover, the willingness to update course
material with new publications and technology increased through academic

training.

The fourth objective was to assess the needs of university library users for
better services. The quality of services of the three libraries has been evaluated

through five variables.

To measure the service quality, the researcher used the coefficients of the
multiple regression models for students’, faculty members’ and administrators’ data.
In addition, this study focused on the impact of all the library usage factors with the
dependent variable through the multiple correlation coefficients in university

libraries. This assessment is standard in the evaluation of academic libraries.
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In the fifth objective, the researcher focused on offering recommendations for
how university libraries in Kuwait could become effective in supporting library
services. This study also provides recommendations which will help future
researchers with their studies. The recommendations of this study refer to the
relationship between library usage and PPP of the universities. The recommendations
are divided into library evaluation, which includes five variables, and perceived
personal performance of the participant groups. These recommendations are

presented in chapter nine.

The sixth objective regards the academic library’s objectives and if they meet
those set by the university. The objectives of the university aim to improve students
through various areas of personal development, such as critical thinking.
Administrators were interviewed to gauge their opinions on how well the library

meets the university objectives.

8.6 FALU Refined

In the course of the study, the Factors of Academic Library Usage model was
refined because the initial FALU model was designed and based on literature reviews
and similar models from previous studies. No studies were an exact match to this
area of study; therefore this study had to combine several other models to aid in
designing the initial FALU model. The primary areas of the initial FALU model
were training, collection, communication, information technology, facilities and
equipment also library’s physical environment. After carrying out the library usage
research, the initial model appeared to need some modifications. It is apparent from
the results that library collection and training are the areas of key importance to
library users. Therefore when re-designing the model, collection and training are the
focus of the model, and the smaller sub groups are included further down the model.
The areas such as facilities, IT and communication tools are still important to a

library, but not paramount for a library to function.

The two key areas in the redefined model are collection and training.
Collection is a general term used for several areas of library use, such as books,
journals and electronic resources. Factors of library usage related to collection could

be divided into the following two sub-factors:
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1- up to date collection or collection areas
2- electronic recourses.

The results collected from questions S5-S8 suggest that collection is a high
priority for all three user groups. Results from the questionnaires suggested that
books and journals make up the majority of resources used in the library by students
and academics. Students use the library for study and using the internet, however

collection is the primary reason for students to visit the library.

The majority of students (55%) stated that their preferred source of
information was books. Participants found books easier to use and more applicable to
their university studies. The students preferred books, as long as the library

collection was up-to-date and relevant to studies that students were involved in.

“Books are much more helpful compared to other resources, such as
electronic resources. | like to rely on books because most of the time they
refer to the correct and right information. The books | have used are all
fairly new and relevant which is good as my topics require modern data
and studies. | always take several books for a topic of study, and read
several different authors opinions on a subject. Also, my teacher tends to

give us books on our suggested reading lists.” (Stl, G2)

Interview feedback showed that academic library collections must be relevant and
contemporary in order to satisfy the user groups. Libraries need to have user input
into changes that need to be made and implement these changes accordingly.
Carrying out questionnaires on user satisfaction is important, in order to focus on the
correct areas that require change. The revised model includes library changes to
avoid poor decisions in library improvements which can lead to negative feedback
from library users. Intensive research into the needs of users is the only way for a
library to progress and improve, and continue to aid the university in achieving its

goals and objectives.

The other key area of the redefined model is library training. Libraries run
training courses or workshops in many different areas and different university
libraries run these courses more frequently than others. Factors of library usage

related to collection could be divided into the following three sub-factors:
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1. IT literacy
2. Assignment structure training

3. Library use (information retrieval and storage).

The modern library is equipped with an array of technology and software,
which requires training to use correctly. After carrying out research in this area using
questionnaires and interviews, it’s apparent that KU, GUST and AUK require
significant improvement in the training they provide. Many of the interviews carried
out gave negative feedback about the library training, or the lack of library training
on offer. According to results from the questionnaire, it is apparent that there are
students and academics who believe that the library offers inadequate training.
Questions S13-S15 are based on library training, and many users said there is a lack
of courses run at the library, and not enough topics covered. Student interviews gave
a clear picture of the types of issues students have with library training courses and

their ideas on what needs to be done to correct these issues.

The results obtained from the questionnaires and interviews show that
training is a key area. The study model indicates that IT literacy is an area of
importance to user development. Many employers believe that computer literacy is
extremely important when hiring staff, and Human Resource firms claim recent
graduates as generally weak in this area. Preparing students for the working world is
the responsibility of the university, so adequate training in this area is important to
students’ careers. Trying to predict what employers will need in the future is the
university curriculum planners’ job (Agrawal, Tenkorang, Agrawal and Taylor,
2009).

Assignment structures are an area of importance to any student studying at
university. Correct structure will improve the performance of a student, so training in
this area is often required. The three academic libraries provide training in this area,
but many students believe there are not enough courses available. Improving this
area of training could lead to positive results in student educational performance in

the long term.
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Using the library can be difficult if you have not had training in the use of
certain equipment or how to find information you require. The three libraries provide
training on general library orientation and use; however there are not enough of these
courses run. The use of databases, library catalogues and library software is an area
in which students do not have adequate skills and therefore waste time in the library
trying to self-learn.

The FALU model is used to understand the functions and services provided
by academic libraries. The model will assist the measurement of the PPP of the three
main user groups in the academic library. The outcomes of evaluation are addressed
as either positive or negative, due to the methods used to handle the evaluation data.
A negative outcome would be due to no action being taken based on the evaluation
process, or investing time and money into areas which do not require improvement.
Positive library outcomes would be due to administration and investors working
together to invest money into substandard services within the library. Using
questionnaire and interview feedback carefully and using majorities to invest is the

best way to improve user satisfaction regarding the academic library.

In summary, the initial model used five areas of independent variables; the
refined model uses two primary independent variables. Training and collection
remain in the refined model as they were deemed the biggest influences on PPP. IT
services, facilities/equipment and library’s physical environment were all removed
from the refined model. Due to questionnaire and interview data the three areas had
little effect on PPP, but still influence user perception of the academic library. The
efficiency of the FALU model for evaluating library services and facilities is
demonstrated by this study. Furthermore, it is anticipated that the FALU model will
provide a worthwhile evaluative tool for use by other libraries in Kuwait and

internationally.
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8.7 Summary

This chapter presented findings related to academic library usage and user
perceptions. Collection and training are regarded highest by academic library users.
This finding has an impact with regards to future library research as these factors can
be used as the primary areas of questioning in interviews and questionnaires.
Questionnaire and interview responses towards using the academic library has an
impact on improving PPP had an overall positive response. The majority of library
users are first and second year university students. This finding suggests that 3" and
4™ year students have concerns regarding their time at the library. Collaboration
between academics and library staff is low, with only three academic staff from 12
interviewed stating they have any interaction with library staff. Female library users
have shown a trend in using the library for short periods of time to use the copy
facilities. This chapter highlighted the usage of administrators being based almost
entirely on using IT services provided by the library, with many stating they rarely

visit the library.

The following chapter suggests contributions and recommendations based on
the study’s findings. The limitations of the current study are discussed, and areas for

future research are suggested.

8.8 Conclusion

This chapter has covered the various topics of discussion within the current
study. Discussion of questionnaire results explained the key findings of the study and
related them to the research questions. The primary findings within the questionnaire
data related to PPP and user satisfaction with the academic library. Interview data
was discussed in a similar manner, with PPP and satisfaction again being the two key
points. Any unusual or predicted findings were discussed and described as to why

they were predictable or not, and literature was used to support this.

The refined FALU model was introduced, and a complete description of the

methodology behind this new model was given.

Chapter nine gives the researcher’s final conclusions regarding the study. The

final chapter describes the major contributions which the study has made to the study
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of academic libraries, the limitations, the generalisation of the study and its uses in
other academic libraries. Finally, recommendations are made for future research

based on areas uncovered during the current study.
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Chapter 9: Conclusions

9.1 Introduction

This study was concerned with the factors related to university library usage
and the perceived personal performance of university library users. It attempts to
provide solutions to how academics, leaders and library administrators can work
together to achieve the objectives and goals of the university. The recommendations
made by library users from the interviews and questionnaires have given a clearer
picture of the changes academic libraries need to make. Questionnaires gave strong
indications to which services were satisfactory in Kuwait; due to the number of
participants the findings are supportive to several theories of academic library use.
The interviews allowed library users to describe in detail the exact issues they had
with the academic library, which uncovered new areas for the researcher to consider.

9.2 Overview of the Study

This study began by highlighting gaps in prior research regarding academic
libraries and the impact they have on users’ personal performance. This analysis led
to the creation of questions that could be answered through further study in this area.
The research questions were justified, and an explanation for making user perception

the focus of the study was provided.

A literature review was undertaken, and the history of academic library
evaluation was examined. The concept of academic libraries improving the
educational performance was a primary reason for this current study. The review of
current studies covered modern inclusions such as the digital library and the internet.
Explanations of customer satisfaction were given and standards used such as
LibQUAL were included. The influencing factors behind library usage were
discussed and this covered topics such as training, and general library services. The
study used three user groups of the library: students, academics and administrators.
This meant that most library users’ perceptions of the academic library were
included. This study was the first of its kind which used administrators as part of an
academic library study. Incorporating Administrators gives an insight into the people
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involved in funding the academic library. It gives the opportunity to examine how
administrators’ opinions differ from the opinions of academics, especially in terms of

collection quality and suitability.

The setting of the current study was explained, and the demographics of
Kuwait were given. The three libraries in question were described, including
explanation of the size of collections and equipment available for library users. This
was done to give readers of the current study an understanding of the academic
facilities in a Middle Eastern academic library. The policies of each library were
cross referenced to see how each academic library differed from others. The goals
and missions of the three academic libraries were all similar. They all aimed to
provide quality services, promote Arabic reading and support the objectives of the
university. Information literacy programs used in the libraries were examined and
were found to be substandard compared with Western universities. Information
technology in Kuwait was discussed and found to be of high quality and widely used

by all library users.

The theoretical framework was designed, and the Factors of an Academic
Library Usage model (FALU model) were produced in order to successfully evaluate
academic libraries. The model consists of eighteen factors to evaluate the libraries.
Five independent variables were devised, based on areas of importance within the
library. Each variable had an impact on user satisfaction and perception. The
outcome measures were individually designed for the three user groups, with ten

measures used for each.

Questionnaires were distributed to library users entering the academic
libraries in the study. Each participant completed the paper version of the
questionnaires, which were collected and were input into a digital format using
Excel. The data was transferred to SPSS to carry out statistical analysis of the data.
Interview data was analysed using content analysis, examining for themes and trends

in responses.

Library user responses to questionnaires and interviews showed that attending
the library has a positive impact on user PPP. The majority of questionnaire
participants responded positively regarding their own academic performance and

using the library.
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Library service satisfaction was another key area within the study. In general users
deemed the library to be satisfactory. The areas of service students and academics
felt were lacking in quality were the training courses provided. Academics had

concerns about the quality of the collections.

Technology in the Gulf States has progressed dramatically since many
previous studies were published. One aim of the study therefore was to provide a

study which incorporated new technologies.

Very few studies had been carried out in Kuwait regarding academic library
usage, especially regarding user perception. Therefore one of the primary research
gaps was to add to the literature of Kuwait in terms of user perceptions of academic
libraries. The intention was that providing further literature related to user

satisfaction of libraries in Kuwait would help improve Kuwaiti academic libraries.

The questionnaires revealed that all users of the library felt that their PPP
improved due to visiting the academic library. The two key services provided by the
library were found to be collection and training. These services were analysed and

deemed to have the strongest impact on user PPP.

The five independent variables used in the study were analysed using multi
regression models, which showed positive alphas for four out of the five factors, only
the libraries physical environment showed no relation to PPP.

Social science, education and business students were found to be the most frequent
users of the academic library. Freshmen and sophomore students were the largest
group of students in terms of academic years using the library. This was a surprising

finding when compared to related literature.

The majority of students attended the library once per week or more. This
meant that the library is used by a great deal of university students. Academics
attended the library once per week on average and administrators were the least
active users of the library. One hour or less was the most common duration of library
visits. This indicated that many people come for short visits to collect or return
books, or to use print or copy facilities. However the most common use of the library

was studying alone, or studying using a computer. Academics used the library for
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research reasons, and administrators were found to use the library for reading

magazines and newspapers.

Questionnaires revealed that user preferences for information differed between
students and academics. Students preferred to use the printed collections, which were
supported by various related studies. Academics however had a preference for high
quality electronic resources. This finding is supported by previous literature (Meho
and Haas, 2001).

9.3 Major Contributions and Implications

The findings presented in this study provide a number of significant
contributions to and implications for an understanding of perceived personal

performance of university library services on students, academic and administrators.

This study contributes to current literature produced in Kuwait (Al-Ansari
2006) as this is the first study based on user perceptions to be completed within
Kuwait university libraries. This study examined three academic libraries in Kuwait,
with different management and funding (see chapter 5). The library users
interviewed and questioned cover the entire spectrum from freshman library users, to
academic library management (see section 4.6). Previous studies which have focused
on the relationship between library usage and academic performance have had a
relatively small sample compared to the current study (Hiscock 1986, Whitmite
2001). These variables in location and users give a full and comprehensive
description of academic libraries within Kuwait, including the satisfaction of its users

(792 students, 143 academics, 126 administrators).

The investigation offers a thorough and insightful insight into user preferences
and perceptions regarding academic library services in Kuwait. This is of interest to
researchers within Kuwait and globally due to the rapid developments being made in
the Gulf States within the last ten years. Prior to 2002 Kuwait had just one public
university within the country; privatization has allowed many new universities to
open in the country and investors from all over the world to build new campuses in
Kuwait. The private sector has had no previous studies regarding perception to be
undertaken on their campuses; therefore this study offers the first insight into the

performance and user satisfaction with private universities in Kuwait.
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The review of services and facilities of three university libraries within Kuwait
Is of particular benefit for future planning, implementation, evaluation and marketing

for the three universities.

This study contributes to the theory of academic libraries improving users’
personal performance (PPP). The library clearly is a vital piece of the academic
institution and almost all students feel the need to visit the library at some point. The
findings within the interview suggest that users feel a definite impact from using the
academic library to improve performance. This study contributes the idea that
students confidence increases when using the academic library prior to examinations,
which naturally improves the user performance within the examination. Students
stated that the library was a suitable place to study and concentrate, therefore
improving ones performance is easier when working in a suitable environment.
Without an academic library many students felt they would not be able to find
adequate resources to pass their degree by using public libraries or the internet,

therefore this impact is the difference between passing and failing a degree.

The study has investigated which year groups use the academic library and
found the majority of students using the library are from the first two academic years
at the university (54%) with freshmen being the larger of the two groups. Findings
within gquestionnaires from junior and senior years suggest that the library collection
is not as important to their studies, with many students preferring to study at home

using the internet.

Library collection has been identified as the most important service within
Kuwait academic libraries after being highlighted as the primary factor regarding
user PPP and library satisfaction. The collection was regarded as the biggest
contributor for why users attend the library. An implication of this finding would be
to keep academics involved with acquiring new collection material, as academics had
some concerns about the quality of the collection during the questionnaire and survey
phase. Further contributions regard the format of collection used, with students

preferring printed collections and academics opting for electronic resources.

A demographic contribution found female students use the library for a shorter
time then males. Results also showed that females use the printing and copying

facilities to a greater extent than males. The shorter amount of time spent in the
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library means the majority of female study is conducted at home which for cultural
reasons is the preferred place of study for females.

This study is the first to include administrators in the Gulf States.
Administrators were found to attend the library rarely during the study; however this
study contributes to the usage patterns of administrators and their use of IT.
According to questionnaire findings Library IT resources are used to a great extent

by administration.

The study contributes to the literature based on libraries focusing on
supporting university objectives. Successful universities use the academic library as
an extension of learning; therefore the services provided by the library must aid users
in their studies. Basefsky (2000) states that university libraries should promote
information literacy among administrators to achieve goals and objectives. In an
effort to bring the library’s strengths in line with the objectives of the university,
administrators are being taught how to use the latest information tools, including
leading databases, internet services and existing print and electronic practitioner

materials provided by the library.

University institutions in Kuwait must adapt in order to have a successful
academic library, therefore effective evaluation is vital. This study has focused on
user perceptions within Kuwait academic libraries in order to give management and
administration a clear indication of how users perceive their university library.
Proving the worth of academic libraries is vital and investment must continue to
improve the library services. The model designed in the current study (FALU) is a
non-location specific way to examine user perception within an academic library.
This gives administration clear indicators to problem areas within their library. The
refined FALU model focuses on what are deemed the two key areas of library usage,
therefore a problem with either one would lead to unsatisfied users. Carrying out a
short questionnaire and interview regime every year would help academic
universities prepare for new academic years by implementing the required

improvements suggested by users in the last academic year.
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9.4 Limitations

This study used a practical approach to measure quantitative and qualitative
methods of university library evaluation in Kuwait and discovered the environmental
factors, which impact on students, academics and administrators. However, the
researcher believes that there are limitations which need to be acknowledged.

One of the main limitations of the study was converting Arabic responses from
interviews. The wording of the Arabic questions lost some meaning in translation to
English. Some questionnaire questions were difficult for users to understand and
users gave no answer to some questions. In particular S13 which regarded training
was not answered frequently. Some interview responses were challenging to word
correctly into English as the translations were carried out at a later date, meaning the

interviewee could not clarify their responses.

The study has provided data from students, academics and administrators.
Although library staff gave significant opinions for the library evaluation, they have
not been included in this research. Library staff play a significant role within the
library services due to their broad knowledge and skills. During the data collection,
the researcher observed that the library staff can actually help the library evaluators
to achieve the assessment goals. However, the researcher believes that this study
focused more on user perception (students, academics and administrators) than on
staff. Moreover, staff could also be seen as part of the library environment, as
mentioned in the questionnaires and interviews. In addition, the overall value of
library services is not only affected by students, academics and administrators, but
also by the perception of non-users and remote users as well. Ignoring other users

perception could lead to some limitations.

Based on the results of the questionnaires and interviews, the reliability was
relatively poor in the training section compared to the other factors with a range of
0.68 (Cronbach’s alpha) between the three groups. This could be due to
questionnaire users not fully understanding the questions. The training section
questions needed some explanation for users, meaning the questions should have

been re-written.

The questionnaires were conducted during the examination and assignment

submission time. As expected, the majority of students named studying, borrowing
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and returning books and using the Internet for studying as the main purposes for their
library visits rather than socialising or reading newspapers and magazines. Therefore,
these figures are representative for this period of the semester since the sample
consisting mostly out of undergraduate students tend to study in intervals rather than
constantly. However, if the questionnaire had been handed out in the beginning or
the middle of the semester, the results could have been different.

The distribution of the questionnaires could have been given to users via email
or through the university website. The questionnaires were given out by hand,
meaning that there could be some bias in selection, even if it’s not a conscious
decision. To eliminate any bias on appearance, the questionnaires would have to be
completed online. This means that non library users or users who only access the

library online would not have been able to participate in the questionnaire.

The results of interviews and questionnaires taken by the administrators have
some limitations. Administrators work for the university, and therefore would
probably not want to be directly negative about any aspect of the library and how it
performs. This means that administrator bias may be swayed towards positive
responses, regardless of the actual situation within the library. However, the
administrators answered the questions within the questionnaires differently, some
basing their answers on their library experiences and some basing it on students’

library usage.

This study is a general study of Kuwait academic libraries, which all differ in
various ways. To prevent any negative results towards one academic library being
highlighted by the study, all the results have been aggregated. However Kuwait has
several differences within other universities that western libraries do not feature,
such as gender specific universities, and library collections of Arabic resources.
These variables were not taken into account when collecting data based on university
libraries, as only western style universities were analysed. This is representative of

Kuwait universities as the majority of universities in Kuwait are Western style.
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9.5 Generalisation of Research

The usefulness of this study lies primarily in the generalisation of the findings.
The questionnaire and interview results have a wider applicability beyond the

information gained about Kuwait university libraries.

The FALU model was designed based on ideas presented by different studies
around the world and it was developed to investigate the effect of several factors
related to the library on the achievement of the educational performance objectives
of the university. For example, most academic libraries have a similar mission and
vision that relates to providing information resources and services that support

learning, teaching and education.

The FALU model’s target users are any academic library aiming to improve
services based on what the users want. It is proposed that FALU can work in low
budget small academic libraries, to large well established and funded academic
libraries. Traditional libraries and digital libraries could both utilise the FALU
model. Also the researcher formalised and generalised the FALU model through the
performance of five evaluation perspectives or factors underlying FALU of academic
libraries (Training, Collection, Information Technology, Facilities and Equipment,

and Library’s Physical Environment).

9.5.1 Applicability outside Kuwait

The use of the FALU model outside Kuwait is possible in almost any culture or
society. The FALU model is generic and does not focus on some cultural and
linguistic aspects which occur in Arabic style universities. For example female only
libraries are common in the Gulf States, and western universities may not be aware
or understand the reasoning behind this. A good university library website is critical
to keep Arabic female students satisfied with services, as many female students use

distance learning as their primary method of studying.

Arabic collections are included in all Gulf State universities, with many
students studying in Arabic. Western universities should consider this when aiming

to improve Arabic student applicants.

The link between Islam and other countries also has an impact on student
attendances and international students who attend universities. For example Malaysia
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and Indonesia have large majority Muslim communities, which follow the same
traditions and rules as those found in the Gulf States. Malaysia, although is not
formally known as a Muslim country, does have a majority Muslim population. The
current Prime minister of Malaysia has introduced a scheme of reinforcing Islamic
thinking amongst the population, known as Islam hadhari (civilization Islam). The
scheme aims to show the western world that a country can balance religion and
economic growth, therefore Malaysia hopes to be a guide to the western world
(Sardar, 2004). University admissions by Malaysians are subsidised only for ‘Malay’
residents. Under Malaysian law ‘Malay’ citizens must profess to follow Islam and be
born in Malaysia. Malaysia has public and private universities, in the same style as
Kuwait, although Malaysia has 20 public universities compared to Kuwait’s one (My

Government, 2011).

Indonesia also has a large Muslim community, similar to that of Malaysia.
Indonesia has the largest Muslim population in the world, with 88% of 202million
people being of Muslim faith. There are almost 400 universities in Indonesia, public
and privately run, which use Islamic structure to teaching and regulations (Fahmi,
2007). The University of Indonesia is the largest in the country, and is equipped with
a large and modern academic library, with a collection of approximately 4 million

items.

The FALU model would be easily applied to either of these countries due to
the similarities in teaching and possible personalities and desires students attending.
Female only libraries are found in both of these countries, so females could show
similar library usage patterns as the current study demonstrated. Muslim women are
becoming a target market globally for universities due to the younger generation of
females wanting high quality education, and aim to secure high salary positions in
companies. Gokariksel and McLarney (2010) suggest that female Muslims have
become a niche market and have various needs and desires which have to be met.
Universities should take notice of some of these needs, for example female sections
within libraries, which could increase international student attendances from Gulf

State students and other Islamic countries.
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9.6 Recommendations

According to the findings in the study, the researcher has found several areas of
library services at the three Kuwaiti universities which would benefit through minor
changes. These changes would help improve the usage of Kuwaiti academic libraries
and reinforce the value academic libraries play in the university.

9.6.1 Recommendations for Library Improvements

Based on findings, which reflect the views of key stakeholders at three Kuwaiti
universities, the researcher recommends taking the following points into

consideration in order to improve library services and facilities for all users:

e Improvements could be made in the structure of library training courses
provided. There needs to be more courses on offer, and they should be run
at scheduled times each week/month. To increase training attendances,

advertising using the IT systems should occur to inform more users.

e The libraries physical collection should always be relevant to its users.
Regular “weeding” of the collection should take place to remove unused or
irrelevant books from the collection. Questionnaires should be used to find
out what gaps in the collection there are, and to fill these gaps accordingly.
Examining book usage on the computer databases would enable the

purchase of books which are frequently in use.

e Electronic resources require similar attention to the physical collection, and
regular updates of programs and software. Making sure the material is

available throughout the library is important, as well as online if possible.

e University libraries should provide flexible space for individual and group
study as well as social activities. Moreover, services beyond the basic
academic library services such as coffee shops and social areas should be
offered. Designated areas for group discussion could be implemented but
kept separate from quiet study areas.

e An academic library needs to offer a wide variety of IT facilities which
meet the needs for different teaching and studying purposes. In addition,

the library needs to provide users with different types of hardware and
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software suitable for each type of study, e.g. high-end computers and
professional software for creative projects.

9.6.2 Recommendations for Future Research

Future studies could be conducted in specific areas of library usage and

examining the correlation between certain aspects could give library administrators

greater insight into how the library is used.

Library training is considered an important service, therefore investigating
the difference between universities which have compulsory library training
and universities with low levels of library training would highlight its worth.
Examining the GPA of students who attend and complete compulsory
information literacy training and assignment writing workshops, with users
who have no training would be a worthwhile comparison to make. Using
interviews and asking students if training has helped them in producing
assignments or improved grades would suggest if training is a worthwhile
task.

Electronic resources are highlighted as an important service by library users.
This raises the question for librarians and researchers, of whether users can
rely entirely on a digital library to complete their studies. For this study, a
user would not use the physical library services in anyway. This study
would highlight how important a physical library actually is, because if it is
possible for a student to complete a university degree from home then what
is the purpose of funding a library?

The relationship between female library users in the Gulf States should be
examined further with questionnaires and interviews, as this is an important
new topic within the Gulf. Investigating the link between usage times in
mixed gender libraries with those exclusive to female users would offer an
insight into the perceptions of female users in the Gulf. Very few studies
have focused primarily on female library users in the Gulf States.

The opening times in many Kuwaiti university libraries are limited and often
based on Islamic worship times; therefore this limits many users study
times, especially overseas students. Comparing user satisfaction in academic

libraries which offer a 24 hour service to those which use limited opening
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hours would prove the worth of having a 24 service available in libraries.
Universities around the globe would find these cultural implications useful
when trying to influence international students to attend their campus.
Demonstrating respect for different cultures and religions can only have a

positive effect on student applications.

9.7 Thesis Conclusion

Academic libraries around the world play a vital role in university education.
The academic library is one of the key features of any university campus and is often
the first service students and academics use when carrying out study or research.
Informing administrators of the value an academic library has to the users is an
important task. Investment is always required in academic libraries to keep the
services relevant and up to date, changes should be embraced by library
administration in order to keep the services modern and ahead of the competition.

Using PPP as a gauge of user perceptions of personal performance indicates
how users feel when they attend the academic library to study. Kuwait has had very
few studies conducted within the academic libraries, particularly regarding user
perceptions. The idea of user satisfaction is not taken into account in Kuwait
academic libraries, with very few surveys of satisfaction being carried out. However,
this study reverses the trend by enhancing the understanding of perceptions and
needs of library users at three Kuwaiti universities. Previously, due to the poor levels
of library evaluation within Kuwait, many of the users’ requests for improvements

went unheard, especially with regard to information literacy.

Using models to provide guidelines for evaluation of libraries, the FALU
model was designed with academic libraries as the area of primary focus. Using
variables which apply directly to academic libraries enabled a full and thorough
evaluation of some of the academic libraries within Kuwait. Adapting this model
produced a refined version, which could be used for evaluation and lead to positive

improvements within academic libraries around the world.
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Appendices

Appendix A: Survey Questionnaires (English Version)

SURVEY QUESTIONNAIRE 1 (STUDENTS)

This questionnaire is part of a Ph.D. dissertation and thus it is important that you read
the questions carefully and answer them as accurately as possible. The results of this
questionnaire will be used for academic research purposes only. Please answer all the

questions and do not leave any question unanswered.

Your co-operation to complete this questionnaire is highly appreciated.

Ph.D Candidate

Awadh Alharbi
Demographic questions:

University:

Faculty:

School:

College Year:

Gender: (1 Male [] Female

How often do you visit the library?
[ Daily [J 2 —4 days a week ) Weekly [J Fortnightly

) Monthly ) Rarely (i.e. few times a year) [J Never
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How long do you spend in the library?

(] Less than one hour [J One hour [J Two to four hours [ Five hours and more

What is the purpose of library visiting?

1 Reading textbooks

1 Borrowing & returning

[1 Reading newspapers & magazines
(1 Studying

[1 Using internet for studying

[1 Using internet for social networks

[1 Meeting People
1 Relaxing
(1 Others

What types of electronic resources do you need to access?

1 E-books

1 E-journals

1 Web sites of government institutions

[1 Web sites of non government institutions

[J E-theses & dissertation
[J Web resources

[] Databases
1 E-newspapers
(] Others
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Part I. The following statements concern the library of your university. Use the

following codes to select your answer.

SD = Strongly Disagree, SA = Strongly Agree, N = Neutral,
D = Disagree, A = Agree, DK = Don't know or
Undecided
Statement SD SA |DK
IT Services
1.| The IT devices (computers, internet, etc.)

that the library furnishes are of high
quality and speed

| The service of online search is friendly

and can easily be accessed on-campus
and off-campus

| The library web page is friendly and

includes all the information that | need to
know about the services of the library

| When | have a problem using any of the

IT services, | find all the help I need
from the library staff

Collection
| find all what | need of references and
resources in the library

| The library contains a large number of

resources either as print or e-material

The library is subscribed to major local
and international journals and
periodicals in my field

The library collection list is continuously
updated to include new trends in
research and learning material

Facilities and Equipment

The facilities and equipment (e.g.
printers, photocopy machines, meeting
rooms , etc..) furnished by the library
cover all the basic study needs of the
library users

10.

The photocopying and printing services
are accessible and satisfactory
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11.| There are enough multimedia rooms and
presentation rooms

12.| The study facilities in the library
including study rooms, meeting rooms,
seminar rooms, ..etc. are accessible and
suitable
Training

13.| The library offers adequate learning
opportunities to its users to learn about
its facilities and services, e.g. via online
courses, seminars, workshops,
exhibitions, ...etc.

14.| The library staff are well qualified and
they offer their expertise to library users
whenever needed

15| Library provides trainings to improve
my skills.

16.| Library Environment
The library provides quiet and
comfortable environment for studying

17.| The library is open for sufficient days at
suitable hours

18.| The furniture of the library including the

desks, the chairs, and other supplies are
relatively new and comfortable

266



Part I1. The following statements concern your experiences during your university

life. Use the same coding as in Part I to select your answers.

Statement

SD

SA

DK

.| Academic training helps me develop critical

thinking and the ability to judge the worth
and validity of things and events

The library has a strong impact on my
studies for example; | found the resources
at library helpful

| always borrow items related to my study
from the library

Visiting the library helps improve my grades

My teachers ask me to access resources
which are available in the library

Most of my assignments end up requiring
resources that I’ve found at the library

| The library training has made me more

confident in utilizing my academic skills for
studying

I meet my classmates in the library to study
individually, or as a group

| used the printing, copying and scanning
resources at the library for my studies

10,

Library environments are helpful for
studying; for example, they are quiet and
spacious

Thank you for your co-operation
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SURVEY QUESTIONNAIRE 2 (ACADEMICS)

Dear Academics,

This questionnaire is part of a Ph.D. dissertation and thus it is important that you read
the questions carefully and answer them as accurately as possible. The results of this
questionnaire will be used for academic research purposes only. Please answer all the

questions and do not leave any question unanswered.

Your co-operation to complete this questionnaire is highly appreciated.

Ph.D Candidate

Awadh Alharbi
Personal Data
University:
Faculty:
Gender: (1 Male 1 Female
Age: 1 20-30 [0 31-40 [0 41-50
1 51-60 1 Over 61

How often do you visit the library?
1 Daily [0 2 —4 days a week 1 Weekly [ Fortnightly
1 Monthly [ Rarely (i.e. few times a year) 1 Never

What types of resources do you use?

[1 Textbooks

1 Journals

1 Databases

1 Government documents
(1 Dissertations

[ Newspapers

[J Audio-visual materials
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[ Reports
(1 CDs
(1 Others

Part I. The following statements concern the library of your university. Use the

following codes to select your answer.

SD = Strongly Disagree, SA = Strongly Agree, N = Neutral,
D = Disagree, A = Agree, DK = Don't know or
Undecided
Statement SD|{ D |N | A [SA |DK
IT Services

1.| The IT devices (computers, internet, etc.)
that the library furnishes are of high
quality and speed

2.| The service of online search is friendly
and can easily be accessed on-campus
and off-campus

3.| The library web page is friendly and
includes all the information that | need to
know about the services of the library

4.l When | have a problem using any of the
IT services, | find all the help I need
from the library staff

Collection
5./ I find all what | need of references and
resources in the library

6.| The library contains a large number of
resources either as print or e-material

7. | The library is subscribed to major local
and international journals and
periodicals in my field

8.| The library collection list is continuously
updated to include new trends in
research and learning material
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Facilities and Equipment

The facilities and equipment (e.g.
printers, photocopy machines, meeting
rooms, etc.) furnished by the library
cover all the basic study needs of the
library users

10.

The photocopying and printing services
are accessible and satisfactory

11.

There are enough multimedia rooms and
presentation rooms

12.

The study facilities in the library
including study rooms, meeting rooms,
seminar rooms, ..etc. are accessible and
suitable

13.

Training

The library offers adequate learning
opportunities to its users to learn about
its facilities and services, e.g. via online
courses, seminars, workshops,
exhibitions, ...etc.

14.

The library staff are well qualified and
they offer their expertise to library users
whenever needed

15

Library provides training to improve my
skills.

16.

Library Environment
The library provides quiet and
comfortable environment for studying

7.

The library is open for sufficient days at
suitable hours

18.

The furniture of the library including the
desks, the chairs, and other supplies are
relatively new and comfortable
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Part 1. The following statements concern your experiences during your university

life. Use the same coding as in Part | to select your answers.

Statement

Never

Some-
times

Often

Alway
S

DK

Overall the library provides
satisfactory services for
academics.

| The library supports our

curriculum.

The library supports our research.

| The university cannot function

efficiently without the academic
library.

| recommended that my students
should visit the library for
various reasons.

| learned skills from the library
training which I used in class.

Library training increases my
work quality and output.

| visit the library for a variety of
reasons.

| use the databases at the library
for my work.

10,

There is collaboration between
the faculty and library.

Thank you for your co-operation
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SURVEY QUESTIONNAIRE 3 (ADMINISTRATORYS)

Dear Administrators,

This questionnaire is part of a Ph.D. dissertation and thus it is important that you read

the questions carefully and answer them as accurately as possible. The results of this

questionnaire will be used for academic research purposes only. Please answer all the

questions and do not leave any question unanswered.

Your co-operation to complete this questionnaire is highly appreciated.

Personal Data:

Ph.D Candidate

Awadh Alharbi

University:
Faculty:
Department:
Gender: 1 Male 1 Female
Age: (118 -30 [131-40=2
[141-50 [150-60=4
[1 Over 61

How often do you visit the library?

1 Daily 12— 4 days a week

1 Weekly (] Fortnightly

1 Monthly (1 Rarely (i.e. few times a year) 1 Never
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SD = Strongly Disagree,

following codes to select your answer.

SA = Strongly Agree,

N = Neutral,

Part I. The following statements concern the library of your university. Use the

D = Disagree, A = Agree, DK = Don't know or
Undecided
Statement SD SA |DK
IT Services

| The IT devices (computers, internet,etc)
that the library furnishes are of high
quality and speed

| The service of online search is friendly
and can easily be accessed on-campus
and off-campus

| The library web page is friendly and
includes all the information that | need
to know about the services of the
library

.| When | have a problem using any of
the IT services, | find all the help |
need from the library staff

Collection
| I find all what | need of references and
resources in the library

| The library contains a large number of
resources either as print or e-material

The library is subscribed to major local
and international journals and
periodicals in my field

.| The library collection list is
continuously updated to include new
trends in research and learning material

Facilities and Equipment

The facilities and equipment (e.g.
printers, photocopy machines, meeting
rooms,...etc) furnished by the library
cover all the basic study needs of the
library users
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10.

The photocopying and printing services
are accessible and satisfactory

11.

There are enough multimedia rooms
and presentation rooms

12.

The study facilities in the library
including study rooms, meeting rooms,
seminar rooms, ..etc. are accessible and
suitable

13.

Training

The library offers adequate learning
opportunities to its users to learn about
its facilities and services, e.g. via
online courses, seminars, workshops,
exhibitions, ...etc.

14.

The library staff are well qualified and
they offer their expertise to library
users whenever needed

15

Library provides trainings to improve
my skills.

16.

Library Environment
The library provides quiet and
comfortable environment for studying

7.

The library is open for sufficient days
at suitable hours

18.

The furniture of the library including
the desks, the chairs, and other supplies
are relatively new and comfortable
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Part I1. The following statements concern your experiences during your university

life. Use the same coding as in Part I to select your answers.

Statement

SD

D

SA

DK

| Overall, the library services meet the user’s

needs

| believe that the library improves the
academic performance of students and
academics

| The library facilities are helpful for students

and academics

| The library equipment is valuable, modern and

useful for users

| The university should allocate more money

to innovate and update the library

| The library achieves its goals and aids the

university with its own goals

| Student grades improve due to the training

students receive within the library

| Training courses provided by the library help

me to complete my work easier and with
greater efficiency (IT training)

| The library is vital in order for the university

to function correctly

10,

Training is sufficient for all library users

Thank you for your co-operation
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Appendix B:
Semi-structured interviews (English Version)

Semi-structured interview schedule 1 (students)

This interview is being undertaken to provide you with an opportunity to
evaluate the performance of Kuwait university libraries and the perceived personal
performance of university library on students. The results of this interview will
remain confidential and participant anonymity will be maintained. Results will
likewise help us identify the information needs of our clients, and the kinds of
services clients want from the library and the staff. Data collected from this
interview instrument will be used as a library management tool for strategic

planning.

Opening Conversation:

1. What is your university?

What is your faculty?

What course are you studying at the moment?

How long have you been studying in your university?

How often do you visit the library per week?

o g k~ wD

Which of the following have you learned at the library? Please give examples
where appropriate.

e Computer software packages (Word, PowerPoint, Excel, SPSS etc.)
¢ Information research skills (library catalogue use, academic writing etc.)
e Information retrieval and storage (Endnote etc.)

e Others (Please specify).
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Open ended guestions

General Questions:

1. Academic libraries often come under scrutiny due to the running costs of
maintaining a library. As a student do you think that you could complete you

degree without making use of any library services?

2. Libraries are often regarded as the primary location for student study and
revision. Do you feel that the library has an impact on your overall academic

performance regarding your grades?

3. University libraries are always trying to improve their services to meet user
needs. They provide a place for students to do their research and advance their
knowledge. So the library staff provide numerous services to these users,
addressing their diverse needs, characteristics, and interests. As a student,

what is your opinion about the services of your library?

4. What type(s) of information resources would be most useful for your
assignments and research? Why?
e Books
e Journals
e Databases
e Government documents
e Theses and dissertations
e Conference proceedings
e Audio-visual materials
e Newspapers

e Others (please specify)

Related Questions (independent variables):
1. Libraries provide many different types of services, for example library
catalogue, print resources, electronic resources and library websites. Which

services in your library do you use more than others, and why?
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2. Library communication has become a focal point in university libraries around
the world. The purpose of library communication is to increase the speed and
quality of library services and to reduce the associated cost and frustration. For
that reason, academic libraries attempt to provide many different ways of
communicating for students such as face to face, phone, fax, email, SMS and

newsletters. What kinds of communications do you use in your library?

3. Information technology (IT) services in university libraries have recently
witnessed significant expansion of services provided to students, such as
library networks, computer softwares, digital materials, online burrowing and
so on. Thus, IT services have become one of the more important functions of
the library at the moment. Are you satisfied with the IT services at your
library?

4. Traditionally, academic libraries have tried to build a high-quality collection
of print and electronic materials that are useful, cost effective and meet their
user’s needs, to ensure that their library collection helps students in their
research and assignments. How well do the library’s collections help you in

your study needs?

5. All academic students need to receive information literacy skills training to
support their study, to ensure improvement of their user skills, leading to their
becoming more self-sufficient. Usually, training sessions cover searching
skills and strategies, citation searching, research on the internet, access to
specialist collections for specific subject areas, and information technology
skills. Please tell me how satisfied you are with your library’s training in

information literacy?

6. Library environments have a major impact on encouraging positive library
use. To ensure the academic library supports the learning environment for
students, consideration should be given to resources, furniture and space for
users, the layout and the distribution of the stock and equipment, the lighting
and heating levels, the atmosphere and the decoration. All of these factors

have impact on students. How do you find the environment of your library?

{Thank you very much for your time and cooperation}
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Semi-structured interview schedule 2 (Academics)

This interview is being undertaken to provide you with an opportunity to

evaluate the performance of Kuwait university libraries on academics. The results of

this interview will remain confidential and participant anonymity will be maintained.

Results will help us identify the information needs of our clients, and the kinds of

services clients want from the library and the staff. Data collected from this

interview instrument will be used as a library management tool for strategic

planning.

Opening Conversation:

1.

© o~ w DN

What is your university?

What are your faculty?

What course are you teaching at the moment?

How long have you been teach in your university?

As for the library, how often you visit the library per week?

What skills have you learned at the library?

Computer
Information skills
Information retrieval and storage

Others (Please specify)

Open ended guestions

General Questions:

1.

Academic libraries often come under scrutiny due to the running costs of
maintaining a library. As an academic could you imagine a university

functioning without an academic library?

Academic libraries are used by a wide variety of users to improve their
knowledge and academic performance. Do you think the library has an impact

on your teaching; does it improve the quality of your lectures?
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3. University library are always trying to improve their services to meet user
needs. It provides a place for students to do their research and advance their
knowledge. So the librarians and library staff provide numerous services to
these users, addressing their diverse needs, characteristics, and interests. As

you are an academic, what is your opinion about the services of your library?

4. What type(s) of information resources would be most useful for the
assignment? And can you tell me the reason(s)?

e Books

e Journals

e Databases

e Government document
e Theses and dissertations
e Conference proceeding
e Audio-visual materials
e Newspapers

e Others (please specify)

Related Questions (independent variables):

1. Academic libraries seek to work with faculty members to facilitate students’
access to information and to develop their study skills, for example working
together to design assignments that teach students basic techniques, writing
skills and library research skills to help them understand the process of
conducting library research in different research tools. How well does your

library support your faculty’s programs? Please explain your answer.

2. Traditionally, academic libraries have tried to build a high-quality collection
of print and electronic materials that are useful, cost effective and meet the
user’s needs. Also, library collection helps students for assignments. How well

do the library’s collections support your students in their studies?

3. As you know, faculty members can do much to improve learning and teaching
levels, while librarians can provide suitable resources and technology to use
them. To achieve these outcomes, faculty members and librarians should work

together so that this relationship shares the responsibilities for the university
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curriculum. What type of collaboration do you find between librarians and you

as a faculty member? Can you please describe it?

. Technology is changing the face of universities. Technology offers important
tools to assist faculty members in their teaching and research, so that they are
more technologically capable. Do you use technology in the classroom? If yes,

what types of technology tools and how have they affected your teaching?

Library communication has become a focal point in university libraries around
the world. The purpose of library communication is to increase the speed and
quality of development and reduce the cost and frustration of this process. In
that reason, academic libraries attempt to provide many different types of
communication tools for students such as face to face, phone, fax, email, SMS
and newsletters. What kinds of communication do you use to keep in contact

with your university library?

{Thank you very much for your time and cooperation}
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Semi-structured interview schedule 3 (Administrators)

This interview is being undertaken to provide you with an opportunity to
evaluate the performance of Kuwait university libraries and the perceived personal
performance of university library on administrators. The results of this interview will
remain confidential and participant anonymity will be maintained. Results will help us
identify the information needs of our clients, and the kinds of services clients want
from the library and the staff. Data collected from this interview instrument will be

used as a library management tool for strategic planning.

Opening Conversation:

1. What is your university?

2. What are your department?

3. What is your current position and how long have you worked at your
university?

4. How often do you visit the library per week?

5. How does your department affect students and their education?

Open ended guestions

General Questions:
1. Academic libraries often come under scrutiny due to the running costs of
maintaining a library. As an administrator do you think that a university can

function correctly without an academic library?

2.  What type(s) of information resources would be most useful to support your

work? Why?
e Books
e Journals

e Databases

e Government document
e Theses and dissertations
e Conference proceeding
e Audio-visual materials
e Newspapers

e Others (please specify)
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Related Questions (independent variables):

1.

As the link between libraries and higher education is essential, university
administrators need to encourage this link to ensure that their students gain a
high quality of knowledge. University administrators need to support libraries
in their joint role with faculty members all acting together to achieve the
objectives and goals of their university. Please tell me how well you feel that

your university library achieves your university’s objectives and goals?

Several studies in the library and information literature suggest that good
relations between administrators and library staff may be the most important
factor in determining support for libraries. What kind of cooperation do you
find at your university between the librarians and the members of your

department?

University administrators need to be aware of their university library

environment.

What are your perceptions of your library environment, for example regarding
the library staff, the library facilities, the library furniture and the space for

users?

To improve the performance of university libraries, university administrators
need to support librarians in their library management, for example with
collection development and information technology. Can you tell me please

how you would improve the role of your library?

Do you think there is a relationship between your library and the quality of

higher education produced at your university?

{Thank you very much for your time and cooperation}
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Appendix C:

Survey Questionnaires (Arabic Version)

(Arabic Version)

SURVEY QUESTIONNAIRE 1 (STUDENTS)
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SURVEY QUESTIONNAIRE 2 (ACADEMICS)
O SY ol

(Arabic Version)
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SURVEY QUESTIONNAIRE 3 (ADMINISTRATORS)
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(Arabic Version)
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Appendix D:

Semi-structured interviews (Arabic Version)

Semi structured interview (Student)
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Semi-structured interview schedule 1 (Academics)

(Arabic Version)
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Semi-structured interview schedule 3 (Administrators)
O dpadld cOL\Aa

(Arabic Version)
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Appendix E: Questionnaire Coding

@1. Universities:

Ku=1 AUK=2 GUST=3
Students =1 Academics =2 Administrators =3
Male =1 Female =2

@2. Frequency of library visits:

[ Daily=1

[12—4 days a week=2
[1 Weekly =3

(1 Fortnightly =4

1 Monthly =5

[1 Rarely =6

[J Never =7

@3. Library time spent:

] Less than one hour=1
1 One hour =2

] Two to four hours=3

1 Five hours and more=4

@4. The purpose of library visiting:

[1 Reading textbooks =1

(1 Borrowing & returning =2

[1 Reading newspapers & magazines =3
(1 Studying =4

[1 Using internet for studying =5

(1 Using internet for social networks =6
[ Meeting People =7

1 Relaxing = 8

1 Others =9

@ 5.Types of electronic resources do you need to access

[0 E-books =1
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1 E-journals =2

1 Web sites of government institutions =3

1 Web sites of non government institutions =4
(1 E-theses & dissertation = 5

[J Web resources = 6

[J Databases =7
[ E-newspapers =8
[J Others =9

@6. Types of resources do you use (Academics)

1 Textbooks = 1

1 Journals =2

1 Databases

1 Government documents=3

(1 Dissertations =4

1 Newspapers=5

[ Audio-visual materials =6
1 Reports=7

(1 CDs=8

1 Others=9

@7. Respondents by age group (Administrators)

118-30=1
[131-40=2
[141-50=3
[150-60=4
[ Over 61 =5

e Kuwait University (KU)
e Faculties:

1. Faculty of Administrative Sciences = :_)a¥) a sl

2. Faculty of Arts = <y

3. Faculty of Medicine = <kl
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Faculty of Dentistry= oty kb

Faculty of Engineering and Petroleum = J_idls auxigl
Faculty of Education = 4.

Faculty of Law = sl

Faculty of Pharmacy = 4wl

© o N o 0 &

Faculty of Science = sl

10. Faculty of Shari’a and Islamic Studies = 4y il jall 5 any 530

11. Faculty of Social Sciences = delaayl ol

12. Faculty of Support Medical Sciences and NUrsing= e il 5 sacluall 4pkall o lal)

13. Faculty of women = <l

e Departments:

Dean of Admissions and Registration = dull s J sl sale
Deanery = el i€a

Office of Counseling and Advising = 2L ¥ 4 sill Cia

Dean of Student Affairs = 4dlll 55 salac

Community Service Centre = acisalliies € 5

Measurement and Teaching Development = sl sk 5 bl S
Computer Centre = <lasbeall alas S 5

Cultural Department = &) i@l s )

© 0o N o g B~ w DN PE

Department of Libraries = w5 i
10. Student activities = 4l iy

11. Department of Fellowships = 4wl all gidi 5l

e American University of Kuwait (AUK)

Faculties:
1. Business and Economics

2. Humanities and Arts
3. Sciences and Engineering
4

Social Sciences

306



Departments:

Office of Admissions
Centre for Continuing Education
Human Resources

Finance

© 0 N o o

Information Technology
10. Campus Services ;5/J./H.H.

e Gulf University for Science & Technology (GUST)

Faculties: 1. College of Arts & Sciences. 2. College of Business Administration
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Appendix F: Questionnaire verifiers

Three Kuwaiti experts were chosen for their experience in library services and previous

studies they have completed. These staff are following:

1. Professor Yasser Abdul Motey, Director of Educational of Resources Department, the
Public Authority for Applied Education and Training PAAET in Kuwait. He has 20
years’ experience in Library and Information Management. He provided suggestions

in relation to the quality of the questionnaires for the study.

2. Dr. Nasser Alkurianig, Lecturer of Information and Library management, and The
Public Authority for Applied Education and Training PAAET in Kuwait. He holds a
PhD in Library Evaluation. He also gave advice on the questions and design of a

guestionnaire.

3. Dr. Abdulhamid Al-lbrahim, Department of Statistics and Operations Research in
Kuwait University. He has made recommendations for improvements to the
questionnaires. Abdulhamid has experience in the field of statistical analysis, which

was useful in the construction of the researchers SPSS analysis.

The three staff who received the non Arabic version is from QUT and Loughborough
University. They were chosen for their experience in library services and previous studies
they have completed. These staff are following:

1. Professor Amanda Spink, Chair in Information Science at Loughborough University.
Professor Spink has been noted as an intellectual leader for Library and Information
Science and for having the second highest citation h-index in the field. She has over
330 publications and six books regarding information studies.

2. Dr. Michael Middleton, Faculty of Science and Technology, QUT — Dissertation
Associate Supervisor. He has experience in Evaluation and Information Retrieval. He

has also made suggests for developing the questionnaires.

3. Ms Emma Nelms, is a librarian at the Faculty of Science and Technology, and an
information literacy advisory team convenor, Queensland University of Technology
Library. Her background is primarily from academic library evaluation work. We

worked together during stage two of the study.
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Appendix G: Interview Themes and Coding

Themes

Value of academic library to users

(St5G1)

Coding

a. Users need for the academic library

Questions

As a student do you
think that you could
complete you degree
without making use of

any library services?

English: I often need to use the library for a variety of
reasons, so the thought of not having this service available
would have a detrimental effect on my study. | feel there is
a definite need for the library and | feel that | would not
attend a university without an adequate library. I can’t
stress enough how vital the library is to myself and many
of my study friends

Arabic: cleaall CLuY) (538 aal (e eadnie Ll 4sSall zlia) J asilly

Vil el U aiiall 8 caled) luass e Jledll 31 L 3l g 4iSall b oo g all
Adbhllona laod 238 43iKall Gl 1) La puad 5 4884l e analall  Saied o oS
O sl XS 2K (g Lind ) oAl (ha oS S 4 L o 30 f kil Y
Akl Sl

Themes | Value of academic library to users

(St7G1)
Coding | a. Users need for the academic library
Questions

As a student do you
think that you could
complete you degree
without making use of

any library services?

English: I have spent many hours in the library during my
degree, it feels like a second home to me. Not only do |
use the computers for study and relaxing, but the library is
a great place to revise for my examinations as it’s far
quieter than my home. I really don’t think I could have got
this far with my degree without making use of the library.
It is by far the best facility the university has to offer.

Arabic: b . AU i s 4l ol Laila a5 4i€all 8 AL gl el il
Dl a5 oS0 g dal I (e Uaad 331 5l 55 sanaSl Laladi) 3 e o 43S0 43aal)
Yyl el o B Laa JiS) ) sall (Sl 53 (5 08 55 Jie Al )l (5 ) gal any
Laalall & sl S Jumdl Jadlly a5 alall a3 30Kl e eliain) golain
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Themes | Value of academic library to users

(St15G1)
Coding | a. Users need for the academic library
Questions

As a student do you
think that you could
complete you degree
without making use of

any library services?

English: I attend the library fairly frequently, but the main
purpose of my visits is to make use of the collection. |
have attempted to study by using just internet resources
and | found it extremely difficult. That is why | feel the
library is vital as the collection is far superior to anything |
can find online. I don’t think I could pass my units without
the quality information that | can get from the library.
Without these resources | think it would be impossible for
many students studying technical qualifications to pass
their degree.

Arabic: s <l Ll el ai Sl ol (S 2ila JS 43Sl ) sl U
badl st s oo 3 Fi il ) Aileid) 4l e sead) pladiud
Sobidga o (e dadd Lede aldie VI 84 s aa) (ST i iV AL e 53 ga gl
Al 5 L) e 5 A oo 55 e Lases R ) 25l Sl i€y 4
il LY LWLy Jlad s

Themes | Value of academic library to users (St11G1)
Coding | a. Users need for the academic library
Questions

As a student do you
think that you could
complete you degree
without making use of

any library services?

English: I have [IOHDCCHNORNEIIBIANY since the first few
weeks of my degree two years ago. | feel that the library
BREISIMEIBIRIRG that | cannot access from home. The

INETRETSEREIREREOMeE of all my study and | find my
home is far more comfortable and better suited for study

than my academic library.

Arabic: Ul o die dealall 8 Aaall IO AL < e Y1 AESA ) candl Y Ul
oA < Y Ay ASall 4505 DA (e calldall e sp L pas Y A0S () 5
Al Gl abadl e Caadll b ale e f Al il jaaall
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Themes | Value of academic library to users (St8G1)
Coding | a. Users need for the academic library
Questions

As a student do you
think that you could
complete you degree
without making use of

any library services?

English: My specific library branch is BliGGICCIGNGIONeR |
IREIRBHRIRG \vith regards to my study. | have been here a
few times and have left [iSGDDOIMICUICACIIINIC. A fter
today [IICHIMRERINDCCutnmg for sometime as |
have found [iGIBBORE which | felt | could use for my study.
The INCIRCTSIDYRMGIBEHEE 2y to complete my
assignments, I don’t even have to |EENCHININOME Which is
the best part. | feel that the library is a [iGINOMICSONGES
FOREREIMRIEISIR it | am being honest

ArabiC: ) laii ) il slaall Cun (e g it a5 5l Al A€l
Jlad HuaeS 3l e | i Joel Y @il jalias (pe ay )i Le aal ¥ sa0e <l ag
L) 4Kl o S Jumdl g il glae jaasS i iy Gl sie] damalall sl
el 5l A 8l ) ol Y

Themes

Value of academic library to users

(St2G1)

Coding

a. Users need for the academic library

Questions

As a student do you
think that you could
complete you degree
without making use of

any library services?

English: I don’t come to the library very often but when I

do I normally just use the EEIIGGMINES. | copy some
pages from the physical collection which are related to my

study and return home. [ GERINCRMISHNIOMNatoN on the
internet normally but I don’t have a printer at home and I
like to have hard copies of material to make notes on. |
it’s really [ RMMDONANNSCIICEMOMNE. S'Udying at
home is far [GICICOMIOMARIE 2nd | feel | can [ElXICaSIGH

at home rather than sitting at a desk in the library with [i§

ArabiC: aSall 5 s sall Sl Gany delidal (81 Al pall 4Sall ) caadi Y L
DA e e slaall @lls e Jeaa o Bale aulaind 4l jall o) gall (any dalaiall 5
3351 (53 paladl aans alif of aalind ) 8 dalds o) 2a 55 Y 815 i Y
gl Al 5l o) sall Apusilly dpan L o 5y hlaad A ani Y LY ) e
A sgans Aaly ST 30l & and il of STl
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Themes

Value of academic library to users

(Acad7G1)

Coding

a. academics need for the academic library

Questions

As an academic could
you imagine a
university functioning

without an academic

English: The academic library is an important piece of the
educational puzzle, without it many students would
struggle tremendously to pass there degree’s. I personally
use the library a great deal so to me it’s of importance too.
The databases are comprehensive and help me with my

library? writing and research | carry out. The idea of a university
having no library is ridiculous and | support the academic
library 100%.
Arabic: aal s Lis L5 Zoadail) Adaad) o 3 5 i eV A0S yiiad
Laal L S ) aaf paddll (5 giall e agial ) Uil Gl griall (e aad) 4L
sale Al Can ) 5 AU & ac s 5 ALals s Al dalall il ac) @ ARl
OSe st e w3l Vs agall b 505 il e 33 Y dsalad) of i 4 o
REIX
Themes | Value of academic library to users (Acad5G1)
Coding | a. academics need for the academic library
Questions

As an academic could
you imagine a
university functioning
without an academic

library?

English: I use the academic library now and again, | know
a great deal of my students study there. The academic
library and the quality of the collection makes my life
much easier when it comes to lectures as my students can
grasp any theories I’m teaching easier as the library
supports my teachings. I can’t imagine many of my
students would pass their assignments without the
academic library.

ArabiC: 525 sall LSall Cile sanall Ale sy 4Kl () ails (< A€l aasiiud Ul
Uans agd 7 il 5 illal @) pualaall a8 Lavie 4 ggus S3ST AaalSH s Jaat g
835 Loy 3 e (e dallall a3 Le g ol f i ol Il o il il ydasl)
o bl 50 Led e SV 2SSl of o 3l alST Sllaiall 138 (e, yolean (e 45SA)

AUl aalSY) Y
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Themes

Value of academic library to users

(Acad10G1)

Coding

a. academics need for the academic library

Questions

As an academic could
you imagine a
university functioning
without an academic

library?

English: Academic libraries are an EXUCHSNCICOMMOtIN |
for universities to have. [BiHGHCONCCHONSIICICICAtIAtieE
IEYRIGRAERE, 2nd the sooner users realise this, the better. |
use many of the digital resources the library provides from
my office and [SHRENISIMBCIIBIANY. The money spent on
maintaining a huge building like a library could be used on
improvements to various faculties within the university
which require investment.

Arabic:  Asaall 4 e (so Al glle V) IS5 (gait) LS5 A0 of e
ol g8 lId 50 2y s g g ) Jitbnal) 8 Aadld e ) A0Sl ) Lyl aal))
ASall ) ladl 50 4Kl g ) Aped ) jalaall aadind Ul Jusdl JS5 i
CSaall (o ASalS 5 Sl el il o s A laall () (5 5k3 A 5 (1o
el (any skl Lgaladii

Themes

Value of academic library to users

Coding

a. administrators need for the academic library

Questions

As an administrator do
you think that a
university can function
correctly without an

academic library?

English: I feel the library is a valuable asset to the
university, which is why it is constantly receiving funds to
improve the collection and services provided. Personally |
don’t attend the library frequently, but I like to relax in the
library sometimes with a magazine or to read the
international newspapers”.

Arabic: LS gale ped dllia o) Jray Las dasdlall Alels 4o Ld 4l ) e
Al e yiall e ol Luadd Ul Lgad® 3l chleadl) @l g b jabias g ghail
Bl (gamy el il Aal 1 (g Unad 381 ld V) (iany & e i oSy B sale UK

bl Gasall
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Themes

Library effect on PPP

(St13G2)

Coding

A .Students positive perception of library effect on PPP

Questions

Do you feel that the
library has an impact
on your overall
academic performance

regarding your grades?

English: The library is a good place to study and it gives me
satisfaction in coming here and studying for several hours as |
feel it helps gain a better understanding of my subject. | come
here to revise for examinations as there is no temptation to do
other things here like watch television, so this is the only
place I don’t feel distracted when revising. As far as
improving my grades I don’t know, but it has a positive
impact on my confidence before an exam which is vital as
going into an exam worried is a terrible feeling to have.

Arabic: clelu s I ;aall JalSI oyl jesl Gl jall ym S 45Kl yiias
O oY) (el 0 Jamd IS 3 Lol (A 3 5all Lagh ST il €M) ) LS 320
Lia (I fonall (g ST ) gl ymny 4 sl 5 lilaia¥) (iany dand el 4Sal) 53
al aal sl 3 AR aed ol (585 KAl o) AaSa) o i Ukl saalil
dadall

Themes | Library effect on PPP

(St14G2)
Coding | A .Students positive perception of library effect on PPP
Questions

Do you feel that the
library has an impact
on your overall
academic performance

regarding your grades?

English: I used to have some trouble with studying at my
home in the past as | have a big family. This year | decided to
spend my study time at the library rather than at home, and it
is having a positive effect on my class performance. Before |
used to feel like the teachings were going over my head, but
now | have a better understanding of what | am learning as |
re-read class notes after the lesson in the library. This is
helping me improve my assignment grades, before | was
getting D at best, now | am pushing for C and some B’s so
I’m delighted with the impact its having

Arabic: @8 cad) 13g) | Sl lile o il aaad )l J iall 8 Al all 8 4 geia 2o
B e L) 1aa 5 el e AR 5 ASall A il o 0S5 o Al 038
Jen Y ey b 4l (e il S A pemlaal e S 1 ST o bl 3 jualadl
a0 (5 sl Caad ) Liayl e 38 Hlall oda Sl 35 8 siall aladl) (amy ) 8
dan e Jgantlas o () cpuad Jrdlly cllia Y5 Jgsie daa e Bladl Juaal cu€
RICN
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Themes | Library effect on PPP

(St19G2)

Coding | A .Students positive perception of library effect on PPP

Questions

Do you feel that the
library has an impact
on your overall
academic performance

regarding your grades?

English: I think the library has an effect on my grades yes. |
cannot complete my assignments without coming here so the
impact would be if I did not come here | would fail. I think
that is quite a considerable impact as | really do feel the
library is vital for me to complete my degree. | revised at
home for a few of my first exams and found it difficult to
study for any period of time as | became bored or confused. |
now revise as a group with my friends and some of my grades
have improved this year in my exam results

ArabiC: gdivl ¥ Jid) dasms o alall Jloant o jdlie il L S of e
Ol 2 Ll 138 0l 538 giall LCall Cile ganall () g ga 5l 0 90 dsalall &l Slas)

& Gan s Auia e Ay 4l Caaa g 0815 el (& Gl O sl L lie V) (s 35
2ol ¢33l ans e elen S ASall & (8 Sl ) Aaglia o)) 5 sl g Jlall sk
Adle s o e Jsanll 3 A8 agalany 5 QO (5 sise ¢85 )

Themes | Library effect on PPP

(St6,G2)

Coding | A .Students negative perceptions of library effect on PPP

Questions

Do you feel that the
library has an impact
on your overall
academic performance

regarding your grades?

English: The library is a nice place to study, but I feel it has

RN ECHORRYACVEIRINGIRERS. | usc the library now just to
use the computers and print facilities when | am printing my
assignments, but 1 used to study here often. [iENCHCACIIMOS]
all the books on my study. and the collection has not changed

since | first came here. | see [GIGIMGIGHEE in My grades from
studying at home or in the library, so I choose to SiGNa

Arabic: e il Lalild o 0l Y oSl all Caulia s s (S0 Sl o 2
Aol i gnaS alasiu aily JS AaSal 55 Ul ple JSa (el aled) Juasl)
e Al 83 s sl bl (e alad) 138 Ly g8l () gl Al (31 5Y) (iany
Al ALl A jall < gl 8 Lgtel jiy Caad 8 aanand A Al (aSl el ol cad)
Al ) S (8 (58 @llia of Adia aal Y Cand) A e ganal) @lli dyaay LKA o 5
) Al all il | pal s ) of Al o) g
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Themes | Library effect on PPP

(St9, G2)
Coding | A .Students negative perceptions of library effect on PPP
Questions

Do you feel that the
library has an impact
on your overall
academic performance

regarding your grades?

English: 1 would like to think the library improves my grades,

but when 1 visit the library [EiSHBOSSIDIGHOMINGIICOMPULH
IONISE. So there [SHGHMBIOYERIEAL in my performance as |

can’t use the one service | need when | attend the library.

Personally | feel the library would [iSHDIOVCHIVIGIa0eS if |

studied there or if | studied at home. The environment does

not change the person NONSIANSHBCISONNINRS

Arabic: el uass o |l 18l i of aadaiod AaSal of el d8aal) b
ol @lia Gal G deodindl 5 gneS Jlea 2a3 of Ay seall (o Al 55 Laie (K1
O Liia G pale Bl ) (sf @llin Gl dpaddll (5 ki dea 5 (o oandlSY) 10Dy 6k
o gas Sl 8 ) sl of Ll aiie T 5 dnalad) 8 d0lhal) Jane (aléss) of s )
ol e 3Kl Juadl Jia S ASA ol ad Ul g Al all 2y 8 Grds agany

Themes | Library effect on PPP

(Acad2, G2)
Coding | A .Academics positive perception of library effect on PPP
Questions

Do you think the
library has an impact
on your teaching; does
it improve the quality

of your lectures?

English: I use the library from time to time when I am writing
a research paper or book. The library databases are a good
way to find historical information which is difficult to find on
the internet. | feel | am still learning even at my age so the
library is one way I learn a new fact or two when I’m reading
historical documents.

Arabic: sl dalall 3l 5Y) (any i o @ Laie 8y ) S 5 (g0 4K 233 Ul
Y 8 A, 50 e slea o Jsanll 8 5aa ied AaSall Lalal) il sleal) 2o @ i)
padial aladl el y Lo T W1 Gually i a8 o sllaal) JSAIL € 55V 5 8 sk (5SS

bl IS 4K
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Themes | Library effect on PPP

(Acad4, G2)
Coding | A .Academics positive perception of library effect on PPP
Questions

Do you think the
library has an impact
on your teaching, does
it improve the quality

of your lectures?

English: The library training courses have helped me within
the classroom; therefore it has improved my lecture quality. |
feel I am not always up to date with the latest technological
advances, so the PowerPoint training helped me come into the
21 century with regards to teaching methods. | think my
students appreciate the use of the occasional slideshow as |
imagine listening to someone for any period of time is boring.

Arabic: 13¢) sl all Juadll Jals 2lal A (e el 43Sl Lgadi ) o Ll
plasiul ¢ gy (Al e a5 a8 5 pualaall 33 ga ) ohai o laill ) 1 Gl
ool o i Al L o1 S jlal Of e s ity 0y 5l e ) ) W1 L 51 i€l
paem Y o g8l aAl) alal) (o ey o el s g G (B Gyl (30 (B alial
g5 ) sall Ui gy aadian) ) o) e lag) U (ulite

Themes | Library effect on PPP

(Acad6, G2)
Coding | A .Academics negative perceptions of library effect on PPP
Questions

Do you think the
library has an impact
on your teaching, does
it improve the quality
of your lectures?

English: The library offers me personally - with

regards to my performance. The collection is NEEMIMNEE in
my field and | have purchased many of the books I require out
of my own money. The library gives enough information to

students, but when it comes to

Arabic: A o s$ lSs LSl e sanall | 30Y Lpnsilly Tan G oo 43S of e
e slaall 2385 45 gl Ao (58 A S mns o5l lasial o lang Laa Tan
g o) 5l Al (5 ginna e o shea 5 dale 485 Sy S Lasie (81 4llall 43S0
Al 8 et 38 1 Cile slael) A1) il
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Themes

Library effect on PPP

(Acadl10, G2)

Coding

A .Academics negative perceptions of library effect on PPP

Questions

Do you think the
library has an impact
on your teaching, does
it improve the quality

of your lectures?

English: I have inquired within the library about training in
various computer courses which | have difficulty with, but il
IR HERNNERABESIE or not the type | require. This
training would improve my class quality as | feel I am out of
touch with some of the computer programs used by the

students | SHGNNCICONEOUONIONGISITEHONNSIUGHON i Using
these programs so to be honest [iEHIBTIRECHRpacHon

ArabiC: Leie 1aSall b (o el (may (8158 LS M) il s limed (e Ul
e 2ol Vs Tas Ty a3idl) bl S Caud (81| 5 gl aladin e ¢y el
el asa s Jadlly el anlSY) p) ginse anliy V5 Qi) A slime il jlea g sk
5 palaall Jals sl lal e Gy Sty S Ll ) ) gl pall S e skt K
ol Sl (o el Babia (5 5ST 5 | oyl A eliaely 85 55 Y A0Sl e sanal) Gl
Aalal) Jahy S ol e 5Ll

Themes | Student perceptions of all library services

(St13, G3)
Coding | A. positive opinion of library services
Questions

As a student, what is
your opinion about the
services of your

library?

English: I come to the library about twice a week, sometimes
more. The opening times are good for me as | have free time
during the day meaning I could come here every day if |
wanted. As far as I’'m concerned my university library always
provides the latest technology to support students in their
studies. The resources and tools help to extend our knowledge
and understanding which satisfies our academic needs. I’'m
quite happy with its services as they support us in achieving
our goals.

Arabic: &l e ST Gal) Gans s g sl (A O e Jares LSl 354 3 o 58

L o) 5iS) Caaal i 58 Analall A€ o sie || J Al s il A0Sl 8 Jed) el
O Ll sie T 5 I3 44l La g gy (0 A5l sgilalinl (3t e dllall selus 1)
L) o Sl of gl ale JS5 agS lae a5 s Adlall Glusiud 83553 s sall aliadll
el e Camiza g Al Calaa ¥ (5eas
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Themes

Student perceptions of all library services

(St15, G3)

Coding

A . positive opinion of library services

Questions

As a student, what is
your opinion about the

services of your

English: I pop in the library almost every day. It is very
organised and quiet and that helps me to concentrate whilst
also allowing me to enjoy studying at the same time. The
furniture is pretty new and comfortable, and the staff are

library? helpful. 1 particularly like the fact that there are specific signs
for every section so we can access specific resources quickly
and efficiently. It also means that we don’t get lost.
Arabic: (aeluds s J A5 ye Sl iiad Ly e g9 IS0 43S 550 30 o s
O 58 4ilaay Loy i gll ity o pa s Cupan yring 43Sl G ) iy A0l e
Slo Jsanll b SN gran aal Y Loyl LS agd e Lusall dlal) ga (4 latia £€al) oLl
.b_\:\‘)\ L;:J\ ‘).LAA!‘
Themes | Student perceptions of all library services
(St14, G3)
Coding | A . Negative opinion of library services
Questions

As a student, what is
your opinion about the
services of your

library?

English: The services of my branch library (Education library)
are rather good as there is a sufficient number of staff to
handle the amount of people entering it. One problem | may
have with the layout or design of the library is that they iSRN

EVEISBEGIBISIONG up for certain categories of books which
make it more [iiCUINIONOCAICHNCHesouees you are looking
for. Our branch library is smaller than the central library
which has better signs and [EiEHCoSICHIONNGIEDECHI0
information in the central library.

ArabiC: (V) sus iad (Sl dnals A il 408 45i0) LiisiSa 53 g sall il
O 25l Bas 5 A @llia S0y Aalhal) Sac e 8 (923 5 Y A0Sl oliaf Sl Lo as
o) 5y Aalaial) SN iany e Al Jalafingll Al 5 cladle gy Y il a5 b SO
3353 sa ll e Cauilea ACEA 338 ) VI anall 5 jpa e LiiiCa of a2
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Themes | Student perceptions of all library services

(St3, G1)
Coding | A . Negative opinion of library services
Questions

As a student, what is
your opinion about the
services of your

library?

English: I would say that our library has several types of
information resources available which is quite good but the
one problem | have faced is that the layout is a [FiICoyGNY

BHGIERE . 1t takes o SHGNIMENONINENASNESONIGE you ne-d
and so you end up|iIESHRGIIME. The library feels [SOISHEN

for the amount of books and furniture which it houses. | prefer
more personal space when it comes to study, but FEISoRgl

EECEISE eSO in our library. If the library

considers this point, then it will be a far better place to study.

Arabic: s oty clasladl jaloas (e el Leaal Lis€a o sa 4 @ o a gl
Ol el o a5 4l 5 )l ) vie iga 55 AA @l (S5 Lo s jaliadll
Lyl e dsandl G s ) o las Jalanl (anal alati axe 5 alas 3l @llia )5S
A gdaa ladae LuiSall Ae ganall g anall B puraa el 48Kl

Themes

Academics perceptions of all library services

(Acadl, G1)

Coding

A. positive opinion of library services

Questions

As you are an
academic, what is your
opinion about the
services of your

library?

English: I think the library services meet our needs. In
general, the library services provide suitable resources for the
college of administrative sciences. The librarians understand
what faculty members require from the library, the library
provides a range of services, The policy of borrowing items is
easy to follow, There is an online catalogue available, There
are facilities for printing and photocopying.

Arabic: o) o 4uall ple ISy 5 dpul,all ilaliia) Al Al e o e
o1 Lee ALalS 4l 50 anie Al elial o AnSall il (e A la) & slall A0S dpliall
Al 8 Ll am gy Al a5 53] 3yl S jalian (pe )il A guiac
s S Ll e
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Themes | Academics perceptions of all library services

(Acad9, G1)
Coding | A . positive opinion of library services
Questions

As you are an
academic, what is your
opinion about the
services of your

library?

English: The library provides an array of information and
services in a variety of formats. | particularly like the digital
collections as they are easily accessed and can be saved to my
desktop computer. One of the most important services of our
library is the provision of online access to the library
catalogue for the library collection and database, and the staff
are very helpful when I’m having difficulty finding resources.

Arabic:

Themes

Academics perceptions of all library services

(Acad6, G1)

Coding

A . positive opinion of library services

Questions

As you are an
academic, what is your
opinion about the
services of your

library?

English: | think the library services provide an attractive study
environment with specified study areas for all users and high
quality resources which provide most students with what they
need. In particular, there is access to a large collection of print
and digital materials which is useful for my lectures, and | can
present digital material on the projector for my lectures.

Arabic:
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Themes | Academics perceptions of all library services

(Acad3, G1)
Coding | B . negative opinion of library services
Questions

As you are an
academic, what is your
opinion about the

services of your

English: | can see that the university library services need

more improvement because [iEHESHONGNUCSAVGICINEUCIAB0N
FVENERISIEEE. 1n particular, the library requires an [0
RNCHGHESINSISTEN - SRINRSSSNSES o match the

developments made in recent technology, and for training to

library? be provided for the use of the new technology. I think we are
behind with regards to new technologies compared to western
BRIVEISIEES, and this needs to be addressed in order to
increase our reputation worldwide.
Arabic:

Themes | Academics perceptions of all library services

(Acads, G1)
Coding | B . negative opinion of library services
Questions

As you are an
academic, what is your
opinion about the
services of your

library?

English: SURIBISAIVECHENNBIRIANSIOOSIEN, v hen |

compare it to the library at the university where | studied my
degree in America. Also, as we are teaching medicine, we
e E SO e EIREIE 2s new discoveries and
developments are made every day and it is very important that
we have the latest, most up-to-date resources, as the medical
world is changing at a rate [HiliCHRNCIIDIGIACHaINGNOIRCED
BB Digital resources are the fastest way to keep up to
date with medical developments, EERICIONCIICARUMICH
should be invested in.

Arabic:
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Themes | Administrators perceptions of all library services

(Adminl0, G1)
Coding | B . positive opinion of library services
Questions

As you are an
administrator, what is
your opinion about the
services of your

library?

English: I think the library provides high quality services with
access to large collections of both print and electronic
resources. The university encourages the library in the
development of its services as it recognises the importance the
library holds in supporting students. Many students use the
library as their primary place of study.

Arabic:

Themes

Administrators perceptions of all library services

(Adminl, G1)

Coding

B . positive opinion of library services

Questions

As you are an
administrator, what is
your opinion about the
services of your

library?

English: The library services meet the needs of the users,
especially the students. | believe that the university
administrators do their best to make the library services as
efficient and effective as possible. They do this through
dedicating a specific budget to the library, which is increased
each year, with the sole purpose to improve services. This
investment can be seen throughout the library, with new
technologies implemented and modern furniture.

Arabic:
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Themes | Administrators perceptions of all library services

(Admin2, G1)
Coding | B . positive opinion of library services
Questions

As you are an
administrator, what is
your opinion about the

services of your

English: According to the yearly report of the university, it
appears that the library services are meeting the information
needs. | see that the library also provides users with the
opportunity to study alone or in groups thanks to the separate
meeting rooms and designated study areas. In addition, the

library? large and varied collections provide students and staff with an
array of resources. The digital collection is vast and many
users are benefiting from the digital collections.
Arabic:
Themes | Administrators perceptions of all library services
(Admin2, G1)
Coding | B . positive opinion of library services
Questions

As you are an
administrator, what is
your opinion about the
services of your

library?

English: GUST library is considered a new library, having
only been open for around six or seven years. The collections
are quite small, but more than enough to cover the resources
required by the courses of the university. In my opinion, the
library provides good services for all users. Due to the library
being relatively new, the design and furniture make a pleasant
environment to study in.

Arabic:
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Themes | Administrators perceptions of all library services

(Admin4, G1)
Coding | B . Negative opinion of library services
Questions

As you are an
administrator, what is
your opinion about the
services of your

library?

English: When you compare our library with those, say in

America, SHNCONECHORSIICIUCHISHaNE] 2nd we have IR
BOMIBEEE. AIso, libraries in some other countries tend to
update their collections and services [EiCICHCOUIGHNItHaN
BB \hich could have a [EGENGIGHER! \ith regards to
foreign students coming to Kuwait to study. [iCIciGiel
collections need to be expanded and kept updated in order to
BEMBIBNER vith all current studies.

Arabic:

Themes

Student preferred information resource

(St13, G2)

Coding A .Books

Questions

What type(s) of
information resources
would be most useful
for your assignments
and research?

English: Books are my favorite as they are a sustainable
resource of information and | enjoy reading as well. | trust the
information of books because they contain the valuable
experiences of the writer. Books are quick and easy to access
and | can keep it in my bag, and use it whenever. The library
has relevant and new studies which are relevant to my course.
Books give a better description of subjects compared to
journals, and this is useful for self learning as the descriptions
books give are far clearer and easier to follow.

Arabic:
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Themes | Student preferred information resource
(St1, G2)
Coding A. Books
Questions
What type(s) of English: Books are much more helpful compared to other

information resources
would be most useful
for your assignments
and research?

resources, such as electronic resources. | like to rely on books
because most of the time they refer to the correct and right
information. The books I have used are all fairly new and
relevant which is good as my topics require modern data and
studies. | always take several books for a topic of study, and
read several different authors opinions on a subject. Also, my
teacher tends to give us books on our suggested reading lists.

Arabic:

Themes | Student preferred information resource
(St1, G2)
Coding A. Books
Questions
What type(s) of English: Many of the texts I usually look at when in the

information resources
would be most useful
for your assignments
and research?

library are newspapers and books — in particular, biographies
and autobiographies. Biographies and autobiographies are of
great interest to me as I like to read about other people’s lives
and how they overcome obstacles in life. The books are up to
date and there are many new biographies which arrive in the
library. The main reason I look at these selected types of
books is because they are the most useful in finding
information quickly and effectively for my research-based
assignments.

Arabic:
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Themes | Student preferred information resource
(St17, G1)
Coding B. Website
Questions
What type(s) of English: | start with the library’s website to search for, and

information resources
would be most useful
for your assignments
and research?

link me to, resources relevant to my assignments. After that, |
will then use the books or journals suggested. What | use the
most will depend on the subject of my assignment and what
resources are available in connection to that subject.

Arabic:

Themes | Student preferred information resource

(St2, G2)
Coding B. Website
Questions

What type(s) of
information resources
would be most useful
for your assignments
and research?

English: I use the library’s website because it keeps a regular
update of journals so | search it every week to see what new
resources are available. Although I also use the printed
collection, this is not updated as frequently and so | often find
digital resources more useful. The website is well designed
and is the fastest and easiest way to find what | am looking
for.

Arabic:
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Themes | Student preferred information resource
(St2, G2)
Coding c¢. Government documents
Questions
What type(s) of English: My teacher recommends that | read government

information resources
would be most useful
for your assignments
and research?

documents, firstly because they provide certain evidences
related to my studies that cannot be found from other sources
and secondly because we use them as a basis for discussion in
our classes. The documents are easy to browse, and have been
useful for my study.

Arabic:

Themes | Academics preferred information resource
(Acadl10, G2)
Coding A. Electronic resources
Questions
What type(s) of English: It depends on where | am seeking information from,

information resources
would be most useful
for your assignments
and research?

whether it is books, journals or electronic resources.
Personally, I prefer citing information from electronic
resources because it is easy to store on my own computer
from where | can then access it more conveniently than
printed resources. | think that there is little need for printed
versions of resources if they are available in an electronic
format.

Arabic:
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Themes | Academics preferred information resource
(Acadl, G2)
Coding A. Electronic resources
Questions
What type(s) of English: I always prefer to use electronic resources as they are

information resources
would be most useful
for your assignments
and research?

often faster than consulting print resources and are updated far
more frequently. Also, it is possible to access them outside of
the library and items can be saved and stored meaning they
can be retrieved anytime, anywhere.

Arabic:

Themes | Academics preferred information resource
(Acad7, G2)
Coding A. Electronic resources
Questions
What type(s) of English: I have internet access in my office at the university.

information resources
would be most useful
for your assignments
and research?

When | log on to the library website it allows me to access
online databases such as EBSCO, JSTOR and Lexis-Nexis. |
think that these are very useful as they have many quality
resources which they are continually updating.

Arabic:
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Themes

Academics preferred information resource

(Acad2, G2)
Coding B. Books
Questions
What type(s) of English: | prefer to use books as, through my eight years

information resources
would be most useful
for your assignments
and research?

experience, | have gained an understanding of relevant and
irrelevant texts. Also, | find that books provide better
explanations of issues than journals. Books are always at hand
and don’t require the internet or a computer to use them.

Arabic:

Themes | Academics preferred information resource
(Acads, G2)
Coding B. Books
Questions
What type(s) of English: It depends on the information | need. | think books

information resources
would be most useful
for your assignments
and research?

are probably more useful as they are more detailed resources
in comparison to articles, for example. | use my own, personal
collection of books that I keep in my office as points of
reference for my work.

Arabic:
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Themes | Academics preferred information resource
(Acad9, G2)
Coding C. Newspapers
Questions
What type(s) of English: | tend to use more than one type of information

information resources
would be most useful
for your assignments
and research?

resource. For example, I use books to search for theories
about marketing and business. | am also interested in reading
business newspapers and magazines to gain more knowledge
and understanding of my major. Business newspapers keep
me updated with events around the world, which are relevant
in my field.

Arabic:

Themes | Administrators preferred information resource
(Adminl0, G2)
Coding A. Internet
Questions
What type(s) of English: As | work in the department of Student Activities,

information resources
would be most useful
for your assignments
and research?

my main concern is simply that of the university students. Our
role includes creating activities and planning and preparing
trips, plays and parties so | use the internet a lot to search for
new ideas for student experiences.

Arabic:
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Themes | Administrators preferred information resource

(Admin5, G2)

Coding A. Internet

Questions

What type(s) of
information resources
would be most useful
for your assignments
and research?

English: The databases in my library are my favorite resource
for getting information related to my major. | use that on my
own computer in my own office. | also use Google as a useful
search engine which | find particularly easy to use.

Arabic:

Themes | Administrators preferred information resource

(Admin 9, G2)

Coding A. Internet

Questions

What type(s) of
information resources
would be most useful
for your assignments
and research?

English: As | am in the resource centre, | tend to use the
internet and databases most frequently to collect the
information | require. | always use the library database as |
find it to be rich in varied sources of information.

Arabic:
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Themes | Administrators preferred information resource

(Admin 9, G2)

Coding A. Internet

Questions

What type(s) of
information resources
would be most useful
for your assignments
and research?

English: As | am in the resource centre, | tend to use the
internet and databases most frequently to collect the
information | require. I always use the library database as I
find it to be rich in varied sources of information.

Arabic:

Themes | Administrators preferred information resource

(Admin3, G2)
Coding B. Positive towards books/Negative towards IT
Questions
What type(s) of English: I may use all of these resources at sometime but |

information resources
would be most useful
for your assignments
and research?

prefer to use books for my work. [NCHDAICHIETNISo0Ma]
using computers and | cannot spend a long time reading from

BISBIERH. \\ith books, | can read anywhere at any time that is
convenient to me and, for me, it is more accessible

Arabic:
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Themes | Administrators preferred information resource
(Admin3, G2)
Coding A. Positive towards books/Negative towards IT
Questions
What type(s) of English INONO00UNVIINCONNOIOGICANESONIOEY and so | |

information resources
would be most useful
for your assignments
and research?

prefer to use books, newspapers and magazines. Sometimes |

borrow these from our library i GHINIISCIICOMPUICIIOn

Arabic:

Themes | Administrators preferred information resource
(Admin2, G2)
Coding | Newspapers
Questions
What type(s) of English: | tend to use newspapers and magazines more than

information resources
would be most useful
for your assignments
and research?

any other information resource to support my work. The
reason for this is simply that | feel these to be the most up-to-
date source of information that I can check on a daily basis.

Arabic:
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Themes | Students preferred library service

(St14, R1)

Coding | Internet

Questions

Which services in your
library do you use more

than others, and why?

English: Most of the time | use the library when | need to
access the internet so | can research via search engines such as
Google and Bing which offer me an easier way of researching
the facts | need faster. Search engines are such a fast and
useful tool, that spending time looking for books in the library
seems pointless.

Arabic:

Themes | Students preferred library service

(St20, R1)

Coding | Internet

Questions

Which services in your
library do you use more

than others, and why?

English: I use the internet at the library to find and read
websites that are related to my studies, using Google as a
search engine. Sometimes | also use it for personal use, such
as checking e-mails and social websites.

Arabic:
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Themes | Students preferred library service

(St11, R1)

Coding | Library website

Questions

Which services in your
library do you use more

than others, and why?

English: I'm not keen on using the library catalogues as they
are not always available when I need them. I mostly use the
library for its website because I don’t have access to the
internet at home. Much of my internet use in the library is
social and entertainment due to the situation at home.

Arabic:

Themes | Students preferred library service

(St13, R1)

Coding | Library website

Questions

Which services in your
library do you use more

than others, and why?

English: Using the library’s websites is the most useful
service for me. | can find out everything about the university
and so be aware of any events around me as well. In addition,
I can link with other students to share and discuss our
opinions together.

Arabic:
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Themes | Students preferred library service

(St12, R2)

Coding | Printers and copiers

Questions

Which services in your
library do you use more

than others, and why?

English: I mostly go to the library to use their printer because
most of the time my printer is out of ink or there is no paper
or some other such problem so I find it much simpler to walk
down to the library and use the printer provided.

Arabic:

Themes | Students preferred library service

(St4, R2)

Coding | Printers and copiers

Questions

Which services in your
library do you use more
than others, and why?

English: The photocopier is the service | use the most as we
can’t find a photocopier anywhere else and it is not easy to
have one at home, so | use it in the library to photocopy all the
documents and books I need. It’s very cheap and good of
good quality, so it makes copying many documents easy and
fast.

Arabic:
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Themes | Academic library support for faculty

(Acad2, R1)

Coding | Positive opinion of library support.

Questions

How well does your
library support your

faculty’s programs?

English: In general, the library staff are extremely helpful to
us and the students. Every semester the library aims to
provide appropriate collections and when we ask the library
about resources, they do their utmost to find it and if they
cannot find a specific text, they will provide a suitable
replacement.

Arabic:

Themes | Academic library support for faculty

(Acadl0, R1)

Coding | Positive opinion of library support.

Questions

How well does your
library support your

faculty’s programs?

English: The library currently supports my faculty’s programs
by providing training for my students and an extensive
resource collection that allows them to source all the
information they require to support them in writing
assignments and preparing for exams.

Arabic:
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Themes | Academic library support for faculty

(Acad3, R1)

Coding | Negative opinion of library support.

Questions

How well does your
library support your

faculty’s programs?

English: The library provides some resources that are related
to my programs but, in my opinion, [EICHSIOHCHOUGH.
Students [iEEHIGPBOMUMIMESHONMPIOVE 2ncl develop

information and IT skills to help them use the library

effectively and efficiently. S EHECHREUINSHSINCHIDAES

FESBBRBIBIRY to provide such services. Courses and training

should be provided more frequently and organised better.

Arabic:

Themes | Academic library support for faculty

(Acad6, R1)

Coding | Negative opinion of library support.

Questions

How well does your
library support your

faculty’s programs?

English: That is a good question. I think faculty members

ECEIEESISENCENIRNEEBRIRg thcir programs, from the library.

However, there is a [iiiiNGIOMANDIGHANSIOUCHUVISUBPON
academics. | believe they can do more for us. For example,
they could provide a service that teaches our students about
citations, copyright and assignment structure. These types of
courses would be good for bachelors due to the detail required
in writing assignments.

Arabic:
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Themes | Library collections

(St14, R4)

Coding | Positive opinion students

Questions

How well do the
library’s collections
help you in your study

needs?

English: The library is great for research especially with the
array of books to choose from. Whatever assignments | am
given | know I can go to the library and find out whatever |
need in order to complete my work to a high standard. I know
that | can find information quickly, which is good as my time
IS precious to me when it comes to study.

Arabic:

Themes | Library collections

(St2, R4)

Coding | Positive opinion students

Questions

How well do the
library’s collections
help you in your study

needs?

English: I would say that we have a high quality collection of
electronic materials because | used a lot of these materials last
term and they were really useful which was great. | used lots
of E-journals and documents, which are quick and easy to
reference as they are digital.

Arabic:
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Themes | Library collections

(St3, R4)

Coding | Positive opinion students

Questions

How well do the
library’s collections
help you in your study

needs?

English: The best function of the library is that they offer a
high quality of collections such as books and government
documents which motivates me into using the library for my
work. The collections are easy to access and find the relevant
details | require using the directory system.

Arabic:

Themes | Library collections

(St8, R4)

Coding | negative opinion students

Questions

How well do the
library’s collections
help you in your study

needs?

English: I use the internet rather than relying on the physical
collections available because it can

information I need. there aren’t many materials relevant to my
WEHR and they ERCINGHMBRIBRGRIE. This is the main area of

improvement | would recommend to the library, [ifiPIONGIIE

Arabic:

341



Themes

Library collections

(acad9, R2)
Coding | Positive opinion for academics
Questions
How well do the English: This is an important issue. When GUST was

library’s collections

support your students

established in 2003, students struggled with the library
collection as it was new and many services required
improvements. Now it is completely different and the library

in their studies? provides an excellent collection in all formats.
Arabic:
Themes | Library collections

(Acadll, R2)

Coding | Positive opinion for academics
Questions
How well do the English: The size of the library collection is sufficient for our

library’s collections

support your students

program’s needs. | am not aware of any complaints from the
students against the library and so | am content that the
collection meets the needs of our students.

in their studies? Arabic:

342



Themes

Library collections

(Acadl, R2)

Coding

Negative opinion for academics

Questions

How well do the
library’s collections
support your students
in their studies?

English: This is a very important issue. | iICoocnuGInan |
BHMGER | have noticed that FGEHISINGRCINOICIISCIONONIING
eSS RIBTNEtIESOMIgES s lectronic sources are

updated more often. This is [CIONINE CISaOVANEUCSIOIIG

Arabic:

Themes

Library collections

(Acad3, R2)

Coding

Negative opinion for academics

Questions

How well do the
library’s collections
support your students

in their studies?

English: The library [OCSIIOMPIONMIGE 21| the resources

required for my program. Sometimes, [ ENCHONCCOMIMEHt
specific resources to my students that they have to find from
somewhere else. In addition, 1 also give them related websites

where they can find new resources.
Arabic:
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Themes | Collaboration between academics and librarians

(Acadl10, R3)

Coding | No collaboration

Questions

What type of English: We have much respect for the librarians but | have
collaboration do you worked at KU since 1998 and, personally, [iENCHIGGRIIE

IS ORNRRRENDRASTMMONAR, : time. There is
and you as a faculty DB AEIIRISHRARgN Ut sometimes the librarians are called

member? Can you on to help our students.
Arabic:

find between librarians

please describe it?

Themes | Collaboration between academics and librarians

(Acad2, R3)

Coding | No collaboration

Questions

What type of English: The only time that the faculty and library collaborate |

collaboration do you is when the library sends lists of new resources to our
department office from which we choose items that are

find between Brrians | rejevant to us. IifFGNAENNSISMEONNGOIAOEE

and you as a faculty | [iSIBGHABEGRY. |f there are items we require that are on the

member? Canyou | list and so we have to SENGSEIOMISISSNAGEE

Arabic:

please describe it?
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Themes | Collaboration between academics and librarians
(acad4, R3)
Coding | No collaboration
Questions
What type of English: Good point. At the moment, [CICHSIICICONGDOIGHON |

collaboration do you
find between librarians
and you as a faculty
member? Can you

please describe it?

BERNESRISIERCIREMIBIARERS. | think the main reason for this
is due to the policy of our university in that it SGSIONOIOVIGE

IBBHRE. However, if this were to change, | think it would
improve the quality of the education system.

Arabic:

Themes | Collaboration between academics and librarians
(acad8, R3)
Coding | Positive collaboration
Questions
What type of English: | feel that both the library and the faculty team

collaboration do you
find between librarians
and you as a faculty
member? Can you

please describe it?

support and advance the education of our students. I can
definitely say that there is collaboration between us and the
librarians with regard to information literacy programs and in-
class orientation.

Arabic:
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Themes

Quiality of IT services provided by library
(St8, R3)

Coding

Positive perception by students

Questions

Are you satisfied with | English: I think our library provides an array of Information

the IT services at your

library?

technology services. | always use the library computers to
browse through related resources and digital materials.

Arabic:

Themes

Quiality of IT services provided by library
(St11, R3)

Coding

Positive perception by students

Questions

Are you satisfied with | English: I can’t deny the value of the services available in the

the IT services at your

library?

library especially with regard to the networks. In particular, |
am always impressed with the way the IT is kept up-to-date.

Arabic:
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Themes | Quality of IT services provided by library
(St11, R3)

Coding | Positive perception by students

Questions

Are you satisfied with | English: There are a lot of changes happening in the IT world
every day and the best feature of the IT services in our library
is that they keep updating the tools and programs in
correlation with these changes.

Arabic:

the IT services at your

library?

Themes | Quality of IT services provided by library

(St5, R3)

Coding | Negative perception by students

Questions

Are you satisfied with | English: The IT services are still DiGHONISIGNOa® in =~ |
the IT services at your | EOMDANSONMVIINIOMEHURIVEISITIES. The computers, in
librarv? particular, have not been updated for quite some time. The
orary e

Arabic:
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Themes | Quality of IT services provided by library

(S20, R3)

Coding | Negative perception by students

Questions

Are you satisfied with
the IT services at your

library?

English: The [iSCIVICCSIRICIOMGINaIetel nough at
the university. For example, if there is a problem with a
computer|GANNGRCANCCKSNOMIOIGHEPAIEE 2nd often the
SRRSO ORRRGISIRRY. ~s a student, these services are
very important and so there should be [FiSICICHORTIORTITaIN
the services to a high level.

Arabic:

Themes | User perceptions of training

(S8, R5)

Coding | Negative perception of training

Questions

Please tell me how
satisfied you are with
your library’s training
in information
literacy?

English RMNONSAUSHCONARMHGHIGIRING o ses
because our university [ CSIINSCCIOICAICDOu
information literacy programs. | am not too familiar with
the use of databases and other software, and it [lliiG81
iR eESiBIENCIG RGNS \ orkshops for training
are very rare, and | often cannot attend due to the times
EREYIRIR \\Vhen | started here, there was [iGRTOONCHOMON

HREIRIRG on how to use the library. Training should be
given to new university starters in assignment structure
and information literacy.

Arabic:
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Themes | User perceptions of training

(S1, R5)

Coding | Negative perception of training

Questions

Please tell me how
satisfied you are with
your library’s training
in information
literacy?

English: Literacy training sessions would help me to
further my knowledge and lead me to success in my
studies. However, my library doesn’t provide training and
WBHERSHBRS other than some guidance on how to research
books. | would like some training in assignment
BERRIBHNERS, 2 1 don’t feel I fully understand this topicjlge

Arabic:

Themes | User perceptions of training

(S5, R5)

Coding | Negative perception of training

Questions

Please tell me how
satisfied you are with
your library’s training

in information literacy?

English: Training courses in information literacy are a bright
idea to help students to further their learning. To be honest

though. there are limited amounts of courses run here. I had to
seek training courses from an outside source in computer
skills, as the library doesn’t provide this training.

Arabic:
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Themes

Library communication

(St1, R2)

Coding

a. Phone usage

Questions

What kinds of English: 'm not up dated with the modem devices of |

communications do

you use in

communication so | prefer to just use the traditional methods

ibran of speaking in person face to face or over the phone. [[SEEIG
your library?

Arabic:

Themes | Library communication
(St15, R2)
Coding a. Phone usage
Questions
What kinds of English: | would rather use the phone. | find it more reliable

communications do

you use in

and 1 am more comfortable using the telephone compared to
other forms of communication.

your library? Arabic:
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Themes | Library communication
(St5, R2)
Coding | Email
Questions
What kinds of English: E-mail is always my preferred choice especially as |

communications do

you use in

can use it to contact the library from home. | can ask for book
suggestions and the library staff can send me lists in their own

i 2| .. . .
your library? time which is far easier than over the phone.

Arabic:

Themes | Library communication
(St14, R2)
Coding | Email
Questions
What kinds of English: I mainly use email as it’s faster to get the messages

communications do

you use in

across and isn’t time consuming like other methods of
communication can be.

your library? Arabic:
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Themes | Library communication

(Acadl, R5)

Coding | Phone (academics)

Questions

What kinds of
communications do

you use in your library?

English: I always use the phone if | am away from my
department but otherwise, | go to the library in person as my
department is so close to the building. If | have a list of
required resources | send it by e-mail.

Arabic:

Themes | Library communication

(Acad4, R5)

Coding | Phone (academics)

Questions

What kinds of
communications do

you use in your library?

English: 1 usually use the library network, phoning the
librarians if | need their assistance. They are always helpful
and are able to deal with my request or enquiry immediately.
As aresult, | tend not to use e-mail or any other form of
communication.

Arabic:
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Themes | Library communication

(Acad6, R5)

Coding | Phone (academics)

Questions

What kinds of
communications do

you use in your library?

English: During a course | will contact the library by phone

when there is information that | need i ECIISIHCHIDIAN

Arabic:

Themes | Library communication

(Acad6, R5)

Coding | No communication (academics)

Questions

What kinds of
communications do

you use in your library?

English: We don’t really have communication with the library
BEl o5 we work independently and our department provides
everything for us that we need such as computers, copiers and
printers. [ ICIISINEHIDIARY because as a faculty member,
we do not have the same need for communication as the
students. In turn, the library focuses its communication

services on the ESIASNANNAENAGHS

Arabic:
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Themes | Library communication

(Adminl0, R2)

Coding | No communication (administrators)

Questions

What kinds of
communications do

you use in your library?

English: As administrators, we encourage that students and
academics use electronic communication tools such as e-mail,
chat and the library website. Although both our department
and the library serve to provide the best support for the
students, the individual work we carry out is completely

different and so [iSHEISIONEEONONANYICONGDOANONIENNEEH
our department and the library.

Arabic:

Themes | Library communication

(Admin2, R2)

Coding | No communication (administrators)

Questions

What kinds of
communications do

you use in your library?

English: At the moment there is no collaboration between my |
e ERENEREMIBER but | would like to see more
communication between the twoliNiCIOMCHCOUNTESISucH

results in the library promoting different departments as the
majority of students utilise the library regularly.

Arabic:
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Themes | Library communication

(Admin5, R2)

Coding | No communication (administrators)

Questions

What kinds of
communications do

you use in your library?

English: At the moment IIGHISCOMNIGHOONGIGS |
OGRS ECHISERAMREMIBIARaRS! |« might happen

with other departments but the concern of our department is
the educational exchange between Kuwait and other countries

aaueegeg o

Arabic:

Themes | Library communication

(Admin9, R2)

Coding | Some communication (administrators)

Questions

What kinds of
communications do

you use in your library?

English: I cooperate with the librarians for many reasons. For
example, if our department needs some resources, we contact
the library and they find it for us as soon as possible. This is
far more convenient for us as we simply contact the staff and
they sort everything else.

Arabic:
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Themes | Library communication

(Admin6, R2)

Coding | Some communication (administrators)

Questions

What kinds of
communications do

you use in your library?

English: Sometimes | have to collaborate with the library staff
as we may need to use the library’s facilities, such as a

meeting room. Other than that we have [EEJIHCIIGaING \ith
the library as it [ ESIONNGVCIICIICCIImpag] on our work.

Arabic:

Themes | Physical environment

(St14, R6)

Coding | Positive perception of the physical environment

Questions

How do you find the
environment of your

library?

English: The layout and design, visually, is great. It’s nicely
spaced so you feel like you can sit wherever you want and still
have personal space. The environment is nice and quiet which
helps people to find what they need and research in peace
which is good.

Arabic:
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Themes | Physical environment
(St15, R6)
Coding | Positive perception of the physical environment
Questions
How do you find the English: The surroundings of the library play a major role in

our study habits. As the place is cosy and comfortable this
allows the students to unwind and feel relaxed. This
atmosphere encourages students to visit the library more
frequently.

Arabic:

environment of your

library?

Themes | Physical environment

(St8, R6)

Coding | Negative perception of the physical environment

Questions

How do you find the | Engtish: ETAEN SR GaoeE |
environment of your | I and it can FENARGNONENGBNGOBN = hey are al
being used. As a resuit, | BUOTGOENBNENBNAR (-

study.
Arabic:

library?
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Themes | Physical environment

(St2, R6)

Coding | Negative perception of the physical environment

Questions

How do you find the
environment of your

library?

English: | agree that libraries can influence people to study so
that if the place provides a satisfactory learning environment,
a person will be interested in coming back again. [HSIENEH
the library is old fashioned and boring and does not inspire me
IOISTUEAIRREE. The library could really
refurnished as it looks very dated now.

Arabic:

Themes | Physical environment

(St1, R6)

Coding | Neutral perception of the physical environment

Questions

How do you find the
environment of your

library?

English: As a student who often stays in the library for several

hours, I find that the furniture is not very comfortable.

However, the space for users is good as they provide separate

rooms for complete privacy. [CHUINIUICSHOUICHCAINI0E
ERERNRICICERSIGEHRNGH i f the library wishes for people to

spend much time studying here.

Arabic:
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Themes | Physical environment

(St3, R6)

Coding | Neutral perception of the physical environment

Questions

How do you find the
environment of your

library?

English: I think library’s physical environment is very

important for users especially students. [IiOMUNGICIAIE
IEHCIISERRRBIARY but overall | think the place is ok and

quite colorful.

Arabic:

Themes | Physical environment

(Adminl0, R3)

Coding | Positive perception of the physical environment (Administrator)

Questions

How do you find the
environment of your

library?

English: | see that all branches of KU libraries offer a variety
of services designed to support the students, faculty members
and visitors. There are plenty of meeting rooms and study
areas are available for work. The furniture is clean and new,
and the overall quality of the libraries is extremely high.

Arabic:
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Themes | Physical environment

(Admin2, R3)

Coding | Positive perception of the physical environment (Administrator)

Questions

How do you find the
environment of your

library?

English: The library seems a suitable environment for

research and study. The buildings are big and open which
make for a more comfortable learning environment whilst also
being centrally placed within the university campus making it
easily accessible for all students. The furniture inside is
comfortable with plenty of space for working; it’s an excellent
environment to relax and study.

Arabic:

Themes | Physical environment

(Admin7, R3)

Coding | Positive perception of the physical environment (Administrator)

Questions

How do you find the
environment of your

library?

English: Our library is small when compared to other Kuwait
University libraries but it is modern with new furniture and
equipment. It looks good and provides a comfortable
environment for students and others to study in. It also
provides excellent collections that are relevant to the
programs offered by the university.

Arabic:
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Themes | Physical environment

(Admin7, R3)
Coding | negative perception of the physical environment (Administrator)
Questions

How do you find the English: At this point, I can’t say that the physical

environment of your | €nvironmentis bad; however it is not attractive to me and is

library? BESINERE, and there is VETSMIMISIBGISONGISHARE hen students
are trying to study. There is [SEITNCHMUtNE 2nd iel
EHGNGRISHERSHAES. c2ving the library feeling [T ISTIANIENG
Arabic:

Themes | Academic achievement

(Admin6, R4)
Coding | Positive perception of library performance (Administrator)
Questions

Do you think there is a | English: The library plays a vital role in supporting
relationship between
your library and the

quality of

education

your university?

student study, moreover supports our academics. The
training in the library helps students with writing
assignments, and | think this training has an impact on the
higher grades students achieve overall. A high quality library is
produced at | What we are aiming to provide and I think the results the
university produce are in part from the service the library
provides to all users.

Arabic:
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Themes | Academic achievement

(Adminl, R4)

Coding | Positive perception of library performance (Administrator)

Questions

Do you think there is a
relationship between
your library and the
quality of higher
education produced at

your university?

English: I agree that the library can play an effective role and
believe that any university cannot achieve its mission and
vision without the high quality services that the library
provides to assist students and staff in their work and study. |
think it is important that university leaders support and fund
their library.

Arabic:

Themes | Academic achievement

(Admin9, R4)

Coding | Positive perception of library performance (Administrator)

Questions

Do you think there is a
relationship between
your library and the
quality of higher
education produced at

your university?

English: If the library continues to make itself attractive to its
users, it will have a positive impact on the role the library
plays in the students and university’s overall success. In my
opinion, our library is an excellent place for study and
research and so needs to maintain this through regular
development and modernizing of all its services.

Arabic:
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Appendix H:
Information Letter for Participants

Research Title:

The relationship between academic library usage and
Perceived Personal Performance in Kuwait

Research Team Contacts

Awadh Alharbi, : . .
PhD Student Amanda Spink, Professor of Information Sciences
0410 208 747 61-7-3138 9583

awadh.alharbi@st

udent.qut.edu.au ah.spink@qut.edu.au

Description

This project is being undertaken as part of PhD for Awadh Alharbi. The project is
funded by PAAET for Library and Information Science. The funding body will not
have access to the data obtained during the project.

The purpose of this project is to explore perceived personal perfomance evaluation
on university libraries in Kuwait, with the intention of identifying issues for future
collaborative research within the structure of a PhD program. Perceived personal
performance means ‘users become aware or conscious of service or skill at their
library’

The research team requests your assistance because it helps this research to gather
valuable information in order to analyze the perceived personal performance
evaluation of university libraries in Kuwait.

Participation

Your participation in this project is voluntary. If you do agree to participate, you can
withdraw from participation at any time during the project without comment or
penalty. Your decision to participate will in no way impact upon your current or future
relationship with QUT.

Your participation will involve a questionnaire. The questionnaire will fill by students,
academics and administrators at three Kuwaiti universities which will take them
approximately 15-20 minutes to complete. The names of participants and the
organisations remain anonymous. The study is guided by QUT ethics and guidelines.
The participants are not allowed to withdraw once they submitted their questionnaire.

Expected benefits
It is expected that this project will benefit you directly through:
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1 Benefit to Kuwaiti in terms of identifying the common and perceived personal
performance evaluation of university libraries in Kuwait.

2 1 will hand out the flyers to the participants. And | will hand my flyers to the
faculties of academics and departments of administrators.

3 Benefit to your university libraries in terms identifying the major and most
important evaluation in your particular universities.

4 Benefit to you in terms of being able to see what are the issues in your library,
how those issues can affect your library performance and what are the
solutions to solve those issues in my division level as well as the library level.

5 Benefit to organisation/QUT collaboration in terms of future research
opportunity between your organisations your QUT.

The ultimate goal of this research to be able to recommend a solution that suits
perceived personal performance evaluation of university libraries in Kuwait.

Risks

There are no risks beyond normal day-to-day living associated with your participation
in this project.

Confidentiality

All comments and responses are anonymous and will be treated confidentially. The
names of individual persons are not required in any of the responses.

For the questionnaires part of this study, the participants have to answers the
guestionnaires and return them to the researcher to analysis the results of their
answers. It is also possible that participant’s interviews will be not recorded if the
participants request so for the interviews. The participants will be free to read the
Ph.D. thesis that will be the result of the study once it is available through the
libraries and published research papers. Nevertheless, they can rest assured that
their identities will never be revealed at any stage.

Consent to Participate

The return of the completed questionnaire is accepted as an indication of your
consent to participate in this project.

Questions / further information about the project

Please contact the researcher team members named above to have any questions
answered or if you require further information about the project.

Concerns / complaints regarding the conduct of the project

QUT is committed to researcher integrity and the ethical conduct of research
projects. However, if you do have any concerns or complaints about the ethical
conduct of the project you may contact the QUT Research Ethics Officer on +61 7
3138 2091 or ethicscontact@qut.edu.au. The Research Ethics Officer is not
connected with the research project and can facilitate a resolution to your concern in
an impartial manner.
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Appendix I:
Participant Consent Form

W CONSENT FORM for QUT RESEARCH
PROJECT

The relationship between academic library usage and Perceived Personal
Performance in Kuwait

Statement of consent

By signing below, you are indicating that you:

1 have read and understood the information document regarding this project

2 have had any questions answered to your satisfaction

3 understand that if you have any additional questions you can contact the
research team

4 understand that you are free to withdraw at any time, without comment or
penalty

5 understand that you can contact the Research Ethics Officer on +61 7 3138
2091 or ethicscontact@qut.edu.au if you have concerns about the ethical
conduct of the project

6 agree to participate in the project

7 understand that the project will include audio and/or video recording

Name

Signature

Date
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Appendix J:
Letter of Permission

(Data Collection: Questionnaires and Interviews)
This is the English version of the letter addressed to the university libraries

requesting permission to distribute questionnaires and conducting interviews in their
libraries.

To: Managers of Kuwait University, American University of Kuwait and Gulf
University for Science & Technology.

| am a Kuwaiti citizen sponsored by the Kuwait government (the Public Authority for
Applied Education and Training — College of Basic Education) towards a doctoral
degree in Library and Information Science. | am undertaken my Doctoral degree in

Queensland University of Technology, Australia.

As you are aware, library services are essential elements in academic life. My
research project investigates the perceived personal performance evaluation of
university libraries. Since your university is one of reputable university in Kuwait, it is
included in my study. | request your permission to distribute the study’s
guestionnaires and conduct interviews with some of your faculty, administrators, and
students. These questionnaires and interviews are extremely important and the
backbone of the information for my research. | would greatly appreciate your help in
this matter. Upon completion of this research project, | will be pleased to mail you a

summary of my results.

Thank you for your assistance in advance.
Sincerely yours

Awadh Alharbi

PhD Candidate

School of Information Technology
Queensland University of Technology
2George St, Brisbane QLD 4001, Australia.
Email: awadh.alharbi@student.qut.edu.au
Tel : +16-410208747
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Appendix K:
Letter of Support
(Data Collection: Questionnaires and Interviews)

To: Whom it May Concern

From: Dr. Aman Salem Abdullah, Department of Library & information
Science- College of Basic Education-The Pubic Authority for
Applied Education & Training (PAAET)- Kuwait.

Date: 06/ 11/2009
Subject: Awadh Alharbi (#6261736) — LETTER OF SUPPORT

Mr. Awadh Alharbi (#6261736) is enrolled in the Doctor of Philosophy (PhD) program
in the Faculty of Information Technology at Queensland University of Technology in
Australia and he is applying for a Low Risk Human Research Ethics approval. The
Faculty of Library and Information Science at the Pubic Authority for Applied
Education & Training (PAAET) supports him study to be conducted in a computer

laboratory in the Faculty.

If you require further information, Please do not hesitate to contact me.

Regards,

Aman S. Abdullah, Ph.D.

Chairman/ Department of Science

College of Basic Education, PAAET, Kuwait
Email: amang8@hotmail.com

Tel: (+965)-9955 5095
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Appendix L:
Approval letter of ethical clearance

Dear Mr Awadh Al Harbi

Project Title: The relationship between academic library usage and Perceived
Personal Performance in Kuwait

Approval Number: 0900001203
Clearance Until: 23/11/2012
Ethics Category: Human

This email is to advise that your application has been reviewed by the

Chair, University Human Research Ethics Committee, and confirmed as meeting
the requirements of the National Statement on Ethical Conduct in Human
Research.

Whilst the data collection of your project has received ethical clearance,

the decision to commence and authority to commence may be dependant on factors
beyond the remit of the ethics review process. For example, your

research may need ethics clearance from other organisations or permissions from
other organisations to access staff. Therefore the proposed data collection should
not commence until you have satisfied these requirements.

Decisions related to low risk ethical review are subject to ratification at
the next available Committee meeting. You will only be contacted again in
relation to this matter if the Committee raises any additional questions or
concerns.

This project has been awarded ethical clearance until 23/11/2012 and a
progress report must be submitted for an active ethical clearance at least
once every twelve months. Researchers who fail to submit an appropriate
progress report may have their ethical clearance revoked and/or the ethical
clearances of other projects suspended. When your project has been
completed please advise us by email at your earliest convenience.

For variations, please complete and submit an online variation form:
http://www.research.qut.edu.au/ethics/forms/hum/var/variation.jsp

Please do not hesitate to contact the unit if you have any queries.
Regards

Research Ethics Unit | Office of Research

Level 4 | 88 Musk Ave | Kelvin Grove

p: +61 7 3138 5123 | f: +61 7 3138 4543
e: ethicscontact@qut.edu.au | w: http://www.research.qut.edu.au/ethics/
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